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Rapport: What is it? Why it is 
important?
• Rapport: Defined as “a relationship characterized by agreement, mutual 

understanding, or empathy that makes communication possible or 
easy” (Merriam-Webster Dictionary)

• Enhances credibility (Zhang, 2014)

• Improves connection (Campbell et al., 2003)

• Helps form relationships (Macintosh, 2009)



Rapport: How do we build it?
• Appearance 

 7 seconds

 1 second or less

• Relatability (Macintosh, 2009)

• Knowledge (Zhang, 2014)

• Humor (Tatum, 2021)

• Active Listening

 Engage with the student

 Try to understand what they want



Relationships: Why and How?
• Building blocks of Enrollment

• Built in Four Stages

 Recruitment

 Inquiry

 Application

 Conversion

• Strong relationships with potential students will translate into happy enrolled 
students



Cold Calling: Good or Bad?
• Associated with negative effects and behavioral changes (McDonald et al., 

2021)

• Major worries:

 Loss of Phone number

 Selling of Information

• Major Behavioral Changes:

 Not Answering Unknown Numbers

 Opting out of communications



Cold Calls vs. Emails

Calls

• Time Sensitive

• Availability

• Difficult Tracking

• Follow up

 “Phone Tag”

Emails

• Not Time Sensitive

• More availability

• Easy tracking

• Easy follow up



Recruitment Phase
• Early on

• Typically at Events

• Conditioning

 Students should associate a friendly face with the institution

 Will help create positive feelings about the institution

• Encourage students to submit RFI/Application



Contingency
• Contingency is the degree to which a consequence can be connected to an 

action or decision.

• Content of Messaging
 Relevant to what student asked or initiated

 Quick Response

• Important



Contiguity
• Contiguity is the time between an action and a consequence.

• Response Time

 Quick Response

 Within 24 hours

• Timing of messaging is crucial



Extinction and Extinction Bursts
• Extinction

 Removing the reward pattern from a behavior over time.

• Extinction Burst

 Eliciting a response by randomly providing a reward after some time.



Inquiry Phase
• Still Early

• Captures unsure students

• Conditioning (Both Classical and Operant)

 Messaging is important!

 Should be friendly and engaging

 Also, should be relevant, concise, and timely

• Encourages students to pursue an application



Example



Application Phase
• Student has now submitted the application.

• Messaging starts to change

 Becomes more transactional

 Can still be engaging

 Should still be relevant, concise, and timely

• Reminding and encouraging students to complete their submissions



Examples



Examples



Conversion Phase
• Student has been accepted.

• Messaging Changes Again

 Becomes less transactional again

 Excited and welcoming the student

 Remains relevant, concise, and timely

• Should make the student want to enroll

• Idea of extinction becomes less important at this phase



Key Takeaways
• Building relationships and rapport with individuals helps attract students

• All phases of the enrollment building process are important

• Messaging is important



Questions or Comments?
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