
 

 
We are pleased to share the External Review Report of the Office of the Registrar (RO). This 
review represents an important opportunity to reflect on the essential role the RO plays in 
supporting students, faculty, and staff across the university, and to consider how its 
services, structures, and processes can continue to evolve in alignment with McMaster’s 
academic mission and strategic priorities. 

The review was conducted by Angelique Saweczko (University Registrar, University of 
Toronto, Cathy Newell Kelly (University Registrar, University of Waterloo), Norma 
Rodenburg (Vice-Provost and University Registrar, University of Alberta) and Karen 
McGarry (Associate Dean, Undergraduate Studies and Associate Professor, Faculty of 
Social Sciences, McMaster University). Together, they brought thoughtful analysis and 
sector-informed perspectives to their work.  

Through extensive consultations with staff in the Office of the Registrar, as well as 
students, faculty and staff across the university, the reviewers gained a comprehensive 
understanding of both the many strengths of the RO and of the opportunities that will help 
shape its future direction. 

The report highlights a number of notable strengths. The RO is recognized for its highly 
skilled, collegial and dedicated team, whose commitment to service excellence supports 
critical functions across the student lifecycle. The RO is viewed as a trusted and integral 
partner across campus, maintaining strong working relationships with Faculties and 
service units that enable effective collaboration on key academic processes. In addition, 
the review underscores the positive impact of the RO’s leadership, noting a forward-
thinking and approachable culture that is helping to position the unit for renewal and 
innovation.  

At the same time, the report identifies important opportunities for enhancement that will 
be essential in strengthening the impact of the Office of the Registrar. These include the 
need for more integrated and proactive planning processes, clearer and more consistent 
approaches to collaboration with campus partners, and improvements to organizational 
alignment. The reviewers also emphasize the importance of advancing data and analytics 
capabilities to better inform decision-making, as well as modernizing systems and 
infrastructure to support a more coordinated and student-centred service model.  

We extend our sincere thanks to the members of the review panel for their careful and 
constructive assessment, and to all members of the McMaster community who 
contributed their time and insights to this process. Their engagement has been invaluable 
in shaping a clear and actionable path forward. 



The university is committed to carefully considering the report’s findings and 
recommendations. These insights will inform ongoing planning and decision-making within 
the RO and will play a key role in shaping its future direction. In particular, the 
recommendations will be used to inform the development of the RO strategic plan, which 
is scheduled to be drafted in Fall 2026. 

We look forward to working collaboratively with the Office of the Registrar and the broader 
McMaster community to build on existing strengths and to advance a shared vision for 
excellence in service, systems, and student support. 

Sincerely, 

Maureen MacDonald 
Provost and Vice-President (Academic) 

Matheus Grasselli 
Deputy Provost 
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EXECUTIVE SUMMARY 
 

In May 2025 Matheus Grasselli, Deputy Provost, initiated a review of the McMaster Registrar’s 
Office (RO) to evaluate its services, operations, and structures through a student-centred lens, 
to ensure there is alignment with the University's priorities and strategic goals. More 
specifically, the aim of the review was to assess how the RO supports students, faculty, and 
staff, and to identify strengths, challenges, and opportunities for improvement. 

 
To support the review, the review team was provided with the Review Terms of Reference 
(Appendix 1) as well as several supporting documents (see Appendix 3). The reviewers were 
asked to focus on key activities across the student lifecycle stages (recruit, enrol, deliver, assess 
and graduate) centering on the following: 

 
● Organization and Administration: Evaluate the mandate, organizational structure, 

leadership, operations, and administration of the RO 
● Mandate and Effectiveness: Describe the strengths and achievements of the unit, and 

identify opportunities to implement improvements in service, operations, and 
accountability. 

● Relationships: Review and evaluate the RO’s working relationships with the Faculties, 
academic departments, colleagues in the other university service units and across the 
Provost and Vice-President, Academic area, students and student groups, and alumni. 

● Infrastructure, Resources, and Environment: Review and evaluate the workplace 
environment and culture of the unit. 

 
The review highlighted several enhancement opportunities that can be summarized into four 
thematic areas: 

 
● Planning versus Responding 
● Developing Cohesive Student Recruitment Plans for Domestic and International 

Recruitment 
● Enhancing the Organizational Structure 
● Improving how Data & Analytics are Leveraged to support SEM 

 
Perception of collaboration is an overarching theme that is interwoven through the four 
thematic areas. This overarching theme highlights the disconnect between what different 
partners view as being collaborative. For example, sharing a plan that has been developed is 
viewed by one group as being collaborative, whereas another group would view collaboration 
as engaging the process to develop the plan. 
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SUMMARY OF RECOMMENDATIONS 
The following is a summary of the recommendations provided throughout the report. Priority has been assessed by a combination of factors: 
sequence for execution of other activities, including other recommendations, impact on the community and feasibility for success with current 
resources. Overall, the reviewers consider Recruitment and Data & Analytics recommendations to be the first and second priority areas. This is 
followed by Planning and then Organizational Structure recommendations. However, it should be noted that each theme includes identified high- 
priority recommendations that might be considered in the early implementation phases. 

 
High Priority Medium Priority Lower Priority 

 

PLANNING 
 

1. It is recommended that the University Registrar 
be identified as the business owner of the SIS 
(Mosaic) and establish an SIS Steering Committee 
to determine projects and priorities with 
appropriate campus stakeholders. 

 
2. To help foster collaboration and transparency, 
the RO and UTS should co-lead the development of 
a short- and long-term IT roadmap for student 
systems in collaboration with all academic units. 

 

3. Consider developing scheduling principles or 
policies in addition to meeting patterns. This can 
include requirements such as a scheduling 
distribution plan where academic 
units/departments are expected to schedule a 
percentage of their courses outside of prime time. 

 
4. Consider conducting a space audit to determine if 
there are sufficient instructional spaces and if they 
are utilized appropriately (space issue or a 
scheduling issue). For example, matching 
enrolments to room sizes, distribution of courses 
across all days and times, are there pressure points 
with specific room sizes, etc.). 

 

5. The RO should consider exploring a new 
calendar and curriculum governance management 
technology to improve efficiencies and reduce 
approval timelines. This will remove paper 
processes and eliminate the need to print 
calendars. 

 
6. Consider revising the timing of the RO Forum to 
increase partner participation. The RO may want 
to consider including representatives from 
academic units on the planning committee to help 
foster collaboration and help identify aspects of RO 
functions that require attention or discussion. 
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RECRUITMENT 
 

1.To address the miscommunication and tension between the 
central and Faculty recruitment teams, it would be beneficial to 
clearly define roles and responsibilities in the development of a 
recruitment plan and outline how Faculty and central teams will 
work together to implement the plan. There should be regular, 
ongoing communication among teams. This could include, for 
instance, bi-annual meetings with individual Faculties to discuss 
and develop aligned recruitment plans, select target countries, and 
develop Faculty-specific recruitment strategies. Smaller, data- 
driven discussions that draw upon generalist (RO recruitment) and 
specialist (Faculty) recruitment expertise would be more 
conducive to collegial, productive conversation outside of EMT 
meetings. 

 

2. Complete the consolidation to one CRM (transition from Slate 
CRM to MS Dynamics CRM). Complete the consolidation of 
websites targeted to prospects and applicants (“future students”) 
and ensure it addresses domestic and international recruitment 
efforts and provides a unified McMaster experience. 

 

3. Work with IRA and Faculty partners to 
invest in more robust data collection and 
analysis to help inform recruitment 
strategy. Partners spoke positively of the 
new EMT dashboard, but there is much 
more data that is not considered, including, 
for instance, lead generation data, and lead 
to application data, among others. One 
interviewee suggested that McMaster 
could consider engaging the support of 
graduate students/research assistants/Co- 
op students to develop an evaluation 
approach (perhaps leverage the University 
Fund). 

 

4. Consult with the School of Graduate 
Studies and Faculties to discuss graduate 
recruitment needs. Graduate recruitment 
needs will vary significantly by Faculty, but 
graduate recruitment appears to be an 
under-resourced yet expanding area of 
need for which there may be opportunity 
to leverage existing RO recruitment 
expertise, insights, and collateral– 
particularly for non-research-based 
programs. 

 
 

ORGANIZATIONAL STRUCTURE 
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1. Review and clarify front-facing student support 
services. Reassess the service delivery model with 
a student-first perspective. Consider creating a 
single, integrated student services desk and 
improve signage, staff training, and 
communication strategies. 

 
2. Unify communications under a single senior 
leader. Consolidate all communications staff, 
including the team from CMPA, under one leader 
within the RO. Create two distinct but aligned 
teams: one focused on future students (aligned 
with recruitment) and one focused on current 
students. 

 

3. Restructure direct reports to the University 
Registrar. Reorganize reporting lines by 
consolidating related units. For example, merge 
Scheduling & Exams with Records under one Senior 
Associate Registrar, and combine Strategic 
Initiatives and Administration with IT and Data 
Analytics. 

 
4. Work with SGS to align strategic goals. Focus on 
admissions, improved student services, and 
integrated use of technology. 

 
5. Mitigate single points of failure through 
knowledge sharing. Develop knowledge 
management systems and enhance cross-training 
to ensure broader organizational resilience and 
continuity. 

 

6. Evaluate the Convocation organizational 
structure. Conduct a comprehensive review of the 
current Convocation structure to determine if 
creating a dedicated unit within the RO would 
improve coordination and service delivery. 

 

DATA & ANALYTICS 
 

1. Ensure that the Registrar is represented at data 
strategy and data governance tables. A focus 
should be to ensure data maturity (e.g., data 
definitions, data governance, data access and 
security) to support analytics. 

 
2. Continue work with HESA on developing a SEM 
Plan, with an accompanying data strategy. This 
work presumably will be done in close 
collaboration with campus partners. 

 

3. Develop a strategy and plan to integrate 
appropriate data sources and create data analysis 
tools/data dashboards to support decision- 
making–informed by the SEM Plan. 

 

4. Evaluate and consider centralizing some data 
management activities within the RO, where 
MOSAIC expertise is critical to ensure accuracy and 
integrity. 
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REVIEWER’S REPORT 
 

To the best of the Deputy Provost’s recollection, this is the first time the Registrar’s Office is 
being reviewed. The review is timely as McMaster appointed a new University Registrar in 
August 2024 and is embarking on a new era in light of shifting political and economic 
landscapes. In April 2025, for instance, the university assembled a Strategic Enrollment 
Management (SEM) Governance Planning Group. Composed of RO members, Faculty 
representatives and staff partners from various units, its goal is to develop a long term and 
sustainable recruitment, retention, scholarship allocation and admissions plan and governance 
model. 

 
To support the review, the review team was provided with the Review Terms of Reference 
(Appendix 1) as well as several supporting documents (see Appendix 3). The reviewers were 
asked to focus on key activities across the student lifecycle stages (recruit, enrol, deliver, assess 
and graduate) focusing on the following: 

 
● Organization and Administration 
● Mandate and Effectiveness 
● Relationships 
● Infrastructure, Resources, and Environment 

 
From May 12 to May 14, 2025 the review team conducted in-person interviews with over 65 staff 
and faculty from across the university as well as six student staff.  The community was also 
provided with the opportunity to provide written submissions - one submission was received. A 
detailed list of stakeholders interviewed is provided in Appendix 2. 

 
 

1. Mission, Mandate and Priorities of the RO 
 

The RO has outlined several key priorities: focusing on processes, spaces, and service culture 
and is in the process of developing a multi-year strategic plan. Key priorities for the RO are to 
enhance staff training, improve resource assessment, to create welcoming student spaces and 
to develop a shared understanding of what student-centred means. 

 
The RO has indicated that their priorities include: 

• Elevate the student experience 
• Invest in a diverse and engaged team 
• Strive for operational excellence 
• Foster integrated partnerships 
• Explore new technology and leverage data 

 
The mission, mandate and priorities align well with institutional priorities and goals and once 
achieved, will greatly assist with a number of findings from the review. 
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2. Strengths 
 

The RO is recognized for its skilled, cohesive, and collegial team that is committed to providing 
high-quality support. The team maintains strong working relationships across the university, 
particularly with academic units and student services, enabling effective daily collaboration on 
key areas such as degree audits, course setup, and calendar planning. Their reputation for 
administrative excellence and adaptability has earned them praise for their creative and 
supportive approach. 

 
The RO is also distinguished by its strong leadership. Feedback highlights the new Registrar as 
open, innovative, and revitalizing. He is widely regarded as calm, approachable, and forward- 
thinking, and many campus partners enjoy collaborating with him. 

 
Overall, the RO is viewed as a trusted and integral partner within the institution. Staff are 
passionate about their work and committed to McMaster’s success. As the university continues 
to navigate a shifting landscape, it will be essential to channel this dedication into a focused 
strategy that aligns with sector best practices and positions McMaster to meet future 
challenges. 

 
3. Areas for Enhancement 
Our observations, opportunities for enhancement and recommendations are grouped into the 
following four themes: 

 
● Planning 
● Student Recruitment 
● Organizational Structure 
● Data & Analytics 

 
Differing perceptions of collaboration is an overarching theme that is interwoven through the 
four thematic areas. This overarching theme highlights the disconnect between what different 
partners view as being collaborative. For example, sharing a plan that has been developed is 
viewed by one group as being collaborative, where another group would view being 
collaborative as being part of the process to develop the plan. 

 
3.1 Planning 

 
Observations: 

 
Planning is a foundational function of the Registrar’s Office, touching every stage of the student 
lifecycle, from new student intake to convocation. While the RO operates on an annual cycle of 
recurring activities, the way these tasks are executed evolves in response to enrolment 
changes, institutional policy changes, legislative updates, compliance requirements, unexpected 
external variables (e.g., pandemics, geopolitical events), and the university’s ongoing efforts to 
improve processes and adopt new technologies. 
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The RO has demonstrated consistent effectiveness in delivering essential services. Core 
processes such as class scheduling, room booking, course registration, exam management and 
grade submission are all completed reliably; however, the review identified opportunities to 
enhance how these outcomes are achieved, with particular emphasis on proactive planning. 

 
Planning challenges were a recurring theme during consultations, particularly the need for 
improved collaboration within the RO and with campus partners. Many critical functions such 
as course updates, a responsibility of academic units, depend on RO timelines. These timelines 
ensure calendar production and registration processes occur on time. Similarly, gaps in 
communication around IT projects have led to perceptions of reactivity among campus 
partners, who indicated they were not aware of the RO’s technological priorities. 

 
In terms of specific planning priorities, two areas that require attention are system 
management, scheduling and space management. 

 
System Management 

 
System management is an evolving landscape at McMaster. While there is a need for improved 
collaboration between the RO and UTS, the relationship is moving in the right direction with the 
establishment of positive relationships between the new Director IT & Data Analytics and UTS. 

 
The absence of a formalized planning framework has led to communication gaps and 
inconsistencies in maintaining and upgrading core systems such as the Student Information 
System (SIS), Mosaic. Teams are often unaware of each other’s upcoming initiatives, leading to 
resource misalignment and a lack of a coordinated roadmap for system updates. 

 
Feedback suggests that student systems are perceived as a lower priority for UTS. At the same 
time, UTS lacks clear insight into the needs of the RO and its partners. A common theme across 
interviews was the urgency of modernizing systems, with many noting the university has 
outgrown its current infrastructure. 

 
While Mosaic (PeopleSoft Campus Solutions) is broadly seen as a capable platform, updates 
have lagged, resulting in performance issues. The upgrade cycle appears to be driven by UTS, 
with Finance and HR receiving updates more frequently than Mosaic. 

 
Currently, Mosaic does not have a clearly defined business owner. The RO, School of Graduate 
Studies (SGS), and McMaster Continuing Education (MCE) are seen as partners, but 
accountability is diffuse. Establishing a formal SIS Steering Committee, with the Registrar 
recognized as the business owner, would help prioritize upgrades (e.g., PUM updates), manage 
downtimes, and align academic and technical requirements across all academic streams. This 
structure would also empower the RO to lead the development of a Student Systems Roadmap 
to coordinate future IT initiatives and modernization efforts in collaboration with UTS. 

 
Concerns were also raised about the functionality of Modern Campus, the system used to 
manage the academic calendar. Several campus partners indicated it is not functioning as 
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intended, necessitating the production of printed calendars. There is also a need for a 
curriculum governance system to manage the workflow and approval of curricular changes, 
functionality Mosaic does not currently support. Exploring an integrated solution could improve 
efficiency, eliminate paper-based processes, reduce costs, and accelerate approval timelines. 

 
Although the university has decided to transition to MS Dynamics as the enterprise CRM (with 
Slate solely used for admissions), concerns were expressed regarding the loss of functionality, 
particularly around workflow automation and document uploads. Some partners also expressed 
concerns regarding privacy of student data in Dynamics. Several divisions currently rely on 
these features, and the transition may impact their ability to maintain service levels unless 
these concerns are addressed. 

 
Space & Scheduling 

 
The university is currently exploring a new scheduling system to address challenges related to 
manual processes and fragmented scheduling approaches. While technology will improve 
scheduling, the absence of guiding scheduling policies or principles was noted. Existing policies 
largely focus on meeting patterns, leaving broader questions around space usage and 
scheduling priorities unaddressed. 

 
Key considerations for new scheduling principles might include: 

 
● Defined teaching days of the week and hours for day and evening instruction 
● Encouraging distribution of classes throughout the days of the week 
● Clear definition of “prime time” and required percentages of courses scheduled outside 

of prime time 
● Standardized pass times between classes 
● Criteria for prioritizing scheduling requests (e.g., enrollment demand, equipment needs) 
● A clear process for requesting schedule changes 
● Instructor accommodation processes 

 
These principles should apply to both undergraduate and graduate programs. Separate 
scheduling practices for these student types have led to scheduling challenges, especially for 
professional Masters programs. 

 
Campus partners frequently raised the question: is the challenge related to space availability or 
scheduling inefficiencies? While new technology and scheduling policies will help clarify this, a 
space audit would provide valuable data. Such an audit could: 

 
● Identify institutional and Faculty-owned learning spaces 
● Validate and update systems like ARCHIBUS 
● Determine utilization rates for institutional vs. Faculty-assigned spaces 
● Map enrollments to classroom capacities to assess space efficiency 
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Developing scheduling principles and implementation of a new scheduling system are an 
opportunity for collaboration, partnership, and developing a shared understanding of needs, 
opportunities, and constraints between the RO and their campus partners. 

 
Clarifying the Role of the Registrar’s Office 

 
Another theme that emerged was uncertainty among campus partners, particularly senior 
leadership, regarding the full scope of the RO’s responsibilities and its strategic direction. While 
the RO has a strong internal understanding of its mandate and is highly regarded for its 
operational execution, broader campus awareness could be improved. 

 
The RO Forum was highlighted as a valuable tool for increasing visibility and fostering 
collaboration. Participants praised its informative content and the opportunity to engage with 
RO staff; however, the Forum’s timing in April is a peak period for academic units, thus limiting 
participation. The RO might consider alternative formats such as hosting the Forum at different 
times of year (e.g., Winter Break) or offering smaller, topic-specific town halls more frequently. 
These events would provide platforms for two-way dialogue and contribute to a more 
collaborative, transparent culture across campus. 

 
Recommendations: 

 
1.   It is recommended that the University Registrar be identified as the business owner of 

the SIS (Mosaic) and establish an SIS Steering Committee to determine projects and 
priorities with appropriate campus stakeholders. 

2.   To help foster collaboration and transparency, the RO and UTS should co-lead the 
development of a short- and long-term IT roadmap for student systems in collaboration 
with all academic units. 

3.   Consider developing scheduling principles or policies in addition to meeting patterns. 
This can include requirements such as a scheduling distribution plan where academic 
units/departments are expected to schedule a percentage of their courses outside of 
prime time. 

4.   Consider conducting a space audit to determine if there are sufficient instructional 
spaces and if they are utilized appropriately (space issue or a scheduling issue).  For 
example, matching enrolments to room sizes, distribution of courses across all days and 
times, are there pressure points with specific room sizes, etc.). 

5.   The RO should consider exploring a new calendar and curriculum governance 
management technology to improve efficiencies and reduce approval timelines. This will 
remove paper processes and eliminate the need to print calendars. 

6.   Consider revising the timing of the RO Forum to increase partner participation.  The RO 
may want to consider including representatives from academic units on the planning 
committee to help foster collaboration and help identify aspects of RO functions that 
require attention or discussion. 
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3.2 Student Recruitment 
 

Observations: 
The RO central recruitment team is tasked with the in-person and digital recruitment and 
conversion of domestic and international students. Their expertise covers recruitment, 
communications, marketing and creative design. A five-member sub-set of this group, the 
Communication and Outreach Team, was developed in 2022 to collaborate on social media and 
other print and digital communications with the central communications team. Central 
recruitment also works in tandem with Communications, Marketing and Public Affairs (CMPA) 
and Faculty-level recruitment teams. Central recruitment is currently divided into three 
portfolios: domestic recruitment, international recruitment, and communications and outreach. 
Last year, the teams visited 42 countries in person, and they connected, virtually and/or in 
person, with 652 domestic schools. 

 

The RO recruitment team was described by various partners as hard-working, dedicated, 
enthusiastic and well-intentioned. In terms of domestic recruitment, many partners felt that 
the RO was doing a very good job of recruiting and converting high school students. One Faculty 
pointed out that they appreciate the RO’s help with recruitment of college students, and they 
commented that, while they work closely with the RO to manage their college relationships, 
more engagement with colleges would be beneficial as, “people don’t realize the potential of 
what the RO could bring.” 

 
International recruitment was cited by most interviewees as the most urgent area of concern 
that requires immediate attention in the RO. It was noted by many that McMaster is, as one 
person articulated, “a bit late to the game” in terms of international recruitment efforts, and as 
such, the university often struggles in its efforts at effective marketing, outreach, engagement, 
and conversion with respect to international students. As discussed below, more work is 
needed to support international recruitment. Senior leaders who attended international 
recruitment events praised central recruitment for making them feel well-supported in various 
countries. They also reported that there was excellent communication in the days leading up to 
and during the various events, but they felt that there was a lack of long-term strategic 
planning and expertise, despite the promises of the new recruitment strategy. 

 

An international recruitment strategy should identify priority markets, key events, and strategic 
tactics. Given the decentralized structure at McMaster, the strategy should be developed in 
collaboration with Faculty partners, identifying roles and responsibilities for each tactic. The 
strategy should also identify clear goals and associated metrics. In February, 2025, the 
university developed an international recruitment strategy in response to the 2023 external 
report by Otus Advisory. This 2023 external report was referenced by various partners in 
numerous interviews; however, many partners articulated that they did not feel confident in 
the 2025 strategy document. Many interviewees, for instance, suggested that it is not really a 
‘strategy’ document that includes benchmarks and metrics to evaluate the success of the 
strategy. Indeed, the review team heard significant frustration expressed about the planning 
and implementation of the international recruitment strategy, which suggests a gap from 
development to implementation. A collaborative, coordinated approach to implementation 
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would improve applicant, family, and guidance counsellor experiences and would reduce or 
eliminate duplication of effort and redundant resourcing. Ongoing coordination of the plan 
implementation, overseen by the international recruitment expert, includes regular interactions 
with Faculty partners and ongoing review and updates as needed. In terms of both domestic 
and international recruitment, the most common issues or concerns cited by interviewees 
included: 

 

● Lack of coordination and collaboration 
● “One-size fits all” approach 
● Missing senior international expert 
● Missing data and analysis 
● Support for graduate recruitment 

 
Lack of coordination and collaboration 

 
A persistent theme in many interviews was the lack of effective, coordinated, and collegial 
communication and collaboration between central recruitment, CMPA, and Faculty partners, 
which often contributes to tense, fractured relationships. We heard many stories of broken 
relationships, and relationships that have become reactive, negative, defensive, and passive- 
aggressive. All of this makes constructive conversations difficult, if not impossible. Faculties 
often perceive RO collaboration as one-way information sharing and argue that the RO is 
defensive when feedback is given (with the feedback provider often being labelled as ‘difficult’). 
Others commented that decisions have already been made by central when input is sought. 
They articulated that while feedback is often requested from Faculty partners or other units, 
the tone at recruitment meetings is often viewed as curtailing constructive input or critique 
from Faculties. EMT meetings were frequently cited as “unproductive,” as “presentations” by 
the central team, and as having “too many people at the table” to engage in effective, collegial 
conversations. 

 

An example of misunderstanding was raised with reference to domestic school visits. Some 
Faculty partners complained, for instance, that there is a perception that the RO is competing 
with them for access to particular schools or markets. While the RO has explained that schools 
do not want to be bombarded with multiple requests from different units at the same 
university. Some Faculty partners, in an effort to create lists of viable schools for Faculty 
recruiters to visit, argued that the RO was unwilling to share information regarding access to 
particular schools or guidance counselor contacts in a timely manner, if at all. Others argued 
that the recruitment or conversion activities of Faculties are often dismissed or unsupported by 
central recruitment. It would be helpful to develop a shared understanding of the goals and 
purpose of school visits in the recruitment and conversion cycles and ensure that all school 
visits align with the institutional SEM strategy and that the roles of the central recruitment 
team and the Faculty recruiters are clearly articulated. Developing MOUs with faculties to 
coordinate off campus visits is an approach that could work for McMaster. 

 

Partners reported that this history of poor communication also results, at times, in a duplication 
of efforts in other areas. For example, there have historically been many instances of student 
leads and/or applicants being burdened with unreasonable numbers of recruitment or 
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conversion-focused emails from both Faculties and central recruitment, with no coordination of 
effort. While we heard that central and Faculty recruitment teams have sought to streamline 
digital and particularly e-mail communications with students over the past year with a new ‘one 
journey’ initiative, there are still many instances of miscommunication or misunderstandings 
concerning the various roles that Faculties versus central recruitment play in relation to the 
development of both strategy and operations/outreach. For instance, some senior Faculty 
partners expressed dismay that they were either “not invited” or “invited late” to various 
international recruitment events. One senior leader, for instance, complained that they were 
invited on an international trip with only three weeks’ notice, while a different leader was 
invited much earlier. 

 

Much miscommunication also appears to be the result of the use of multiple CRM platforms in 
addition to Slate as well as the existence of (at least) two separate websites for prospects and 
applicants. We understand that there will be a transition to a singular and shared CRM, but we 
heard many complaints about a lack of transparency and clear information and guidance 
around this change. 

 

“One-size fits all” approach 
 

Faculty partners articulated that the RO often seeks a “one-size fits all” approach to recruitment, 
with some suggesting that the central team is implicitly STEM-focused in its recruitment efforts. 
We heard that different Faculties have different requirements and needs pertaining to the 
academic backgrounds and countries of the students that they wish to recruit. The non-STEM 
Faculties perceive a bias in central recruitment toward STEM programs and feel less supported 
in training, the creation of promotional materials, and decisions regarding markets to visit. 
Faculty recruitment teams also vary significantly in their recruitment resources. Smaller Faculties 
suggested that they would benefit from greater assistance and collaboration with central 
recruitment. While there is obviously a need for a unified, university-wide strategy, there is an 
opportunity to incorporate the needs of Faculties in planning recruitment activities. 

 

Missing senior international recruitment expert 
 

The need for senior-level expertise in international recruitment was a key focus of many of our 
discussions with campus partners. Many partners highlighted that one of the primary findings 
of the 2023 international recruitment report was that McMaster lacks sufficient expertise on 
international recruitment, and many partners expressed hope for an external hire to direct the 
international recruitment strategy. At the time of the RO review, a new Associate Registrar for 
international recruitment was being hired. There is an opportunity with this new hire, to take a 
forward-looking approach to international recruitment, considering campus stakeholder input. 

 

Missing data and analysis 
 

Many argued that they do not feel that the RO provides data-informed recommendations on 
recruitment initiatives. For example, Faculties are asked annually which countries they would 
like to focus on for international recruitment, but little data is provided to help direct these 
decisions. Some partners felt that this type of data is essential for the development of a SEM- 
informed recruitment strategy. 
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Support for graduate recruitment 
 

With the expansion of course-based Masters programs, some partners felt that there exists an 
opportunity to leverage RO support for recruitment as there is a sentiment that the School of 
Graduate Studies does not have the resources to support domestic and international 
recruitment efforts. 

 

Recommendations: 
 

1.   To address the miscommunication and tension between the central and Faculty 
recruitment teams, it would be beneficial to clearly define roles and responsibilities in 
the development of a recruitment plan and outline how Faculty and central teams will 
work together to implement the plan. There should be regular, ongoing communication 
among teams. This could include, for instance, bi-annual meetings with individual 
Faculties to discuss and develop aligned recruitment plans, select target countries, and 
develop Faculty-specific recruitment strategies. Smaller, data-driven discussions that 
draw upon generalist (RO recruitment) and specialist (Faculty) recruitment expertise 
would be more conducive to collegial, productive conversation outside of EMT 
meetings. 

2.   Complete the consolidation to one CRM (transition from Slate CRM to MS Dynamics 
CRM). Complete the consolidation of websites targeted to prospects and applicants 
(“future students”) and ensure it addresses domestic and international recruitment 
efforts and provides a unified McMaster experience. 

3.   Work with IRA and Faculty partners to invest in more robust data collection and analysis 
to help inform recruitment strategy. Partners spoke positively of the new EMT 
dashboard, but there is much more data that is not considered, including, for instance, 
lead generation data, and lead to application data, among others. One interviewee 
suggested that McMaster could consider engaging the support of graduate 
students/research assistants/Co-op students to develop an evaluation approach 
(perhaps leverage the University Fund). 

4.   Consult with the School of Graduate Studies and Faculties to discuss graduate 
recruitment needs. Graduate recruitment needs will vary significantly by Faculty, but 
graduate recruitment appears to be an under-resourced yet expanding area of need for 
which there may be opportunity to leverage existing RO recruitment expertise, insights, 
and collateral–particularly for non-research-based programs. 
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3.3 Enhancing the Organizational Structure 
 

Observations: 
 
 

Throughout the consultations, as well as in the review of the RO self-study documents, a 
number of observations are made that speak to enhancing the organizational structure in order 
to continue to improve and optimize the effectiveness of the Office of the Registrar. 

 

The review team was asked to assess and comment on the appropriateness of the overall 
resource allocation to the Office of the Registrar. McMaster, along with many institutions in 
Canada, are facing continued financial pressures due to increasing costs and decreasing 
revenue sources. Based on the information reviewed, our assessment indicates that there is no 
clear evidence to suggest that the RO is financially over-resourced, nor does there appear to be 
immediate opportunities for cost savings. With concentrated effort on process improvement 
and system enhancements, there may be potential to revisit and reconsider the financial picture 
in the future. 

 

Simultaneously, we acknowledge that we heard numerous comments around heavy workloads 
and increasing pressure to do more with less. By no means do we dismiss those comments, in 
fact, they reinforce the necessity for continued process and system improvement to enhance 
efficiency and reduce the pressure that staff are feeling. Engaging the RO staff in these 
conversations will be critical to finding solutions that work for everyone. 

 

Registrar Direct Reports 
 

A review of the RO organizational chart highlights that the University Registrar has numerous 
(seven) positions reporting to them. The University Registrar should be a position that is 
available to advance the strategic direction of the institution by mobilizing and coordinating the 
critical work within the RO. Several direct reports, of varying position levels, could result in the 
Registrar focusing on operational support at the expense of strategic work for the institution. It 
is recommended that this be reconsidered. Possible opportunities include combining the 
Scheduling & Exams unit with the Records unit under one Senior Associate Registrar and 
combining Strategic Initiatives and Administration with IT and Data Analytics. 

 

Areas of Potential Overlap/Restructure Opportunities 
 

A recurring phrase throughout our meetings was the description of McMaster’s organizational 
structure as one of “coordinated decentralization,” a term referenced by many partners. 
Decentralized models are common in institutions of McMaster’s size and complexity and it is 
clear that the individuals across Faculties and units strongly identify and support this approach. 
It is also clear that coordinating work between Faculties and units is an ongoing effort that 
requires consistent time and attention to build and maintain trust. 

 

The review team offers the following observations where areas across McMaster appear to 
have overlap, with opportunities for restructure or clarification of roles. 

 

Front Facing Student Support 
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There appear to be numerous offices where McMaster students can access support, such as RO 
Student Services & Financial Support, Student Success and the School of Graduate Studies 
(SGS). SGS has recently collapsed their front facing desk and moved some services to Student 
Success and other services to an online delivery model. This has caused confusion among 
students and staff as it is unclear where graduate students go for support. In many cases, they 
go to the RO Student Services & Financial Support team for support. There is opportunity to 
review this model, especially from a student perspective, to ensure that there is clarity on 
where graduate students access different services. Once the model is confirmed, there should 
be a communication campaign to communicate the structure to the community. This can 
include signage and efficient referrals between service units through staff training. 

 

Enhanced Partnership with the School of Graduate Studies (SGS) 
 

The reviewers emphasize the critical relationship between the RO and SGS, reflected in practice 
through a Senior Associate Registrar and Graduate Secretary role, which maintains a dotted 
reporting line to the University Registrar. The importance of continually enhancing this 
collaborative relationship was reinforced by multiple campus partners. With SGS embarking on 
a strategic plan update, this presents a valuable opportunity to work collaboratively with the 
RO to develop some shared goals. Specific areas identified for enhanced future collaboration 
include coordinated admissions initiatives, enhancing technological integration and improving 
student services (discussed above). 

 

Convocation 
 

It is unusual for an institution of McMaster’s size and structure not to have a dedicated 
convocation unit within the RO. Convocation at McMaster is organized through the Central 
Administration unit with specific convocation functions distributed across multiple roles and job 
descriptions. A planning committee is in place to coordinate and execute the work. Given the 
size and complexity of McMaster, this model warrants further review to assess whether it 
effectively meets the needs of both the RO and the broader campus community. 

 

Communications 
 

There are multiple teams involved in communication across the RO which do not appear to be 
coordinated or connected. This can present risks for the organization with the duplication of 
efforts and different style guides and voices present within communications. There is an 
opportunity to align communication staff under one leader within the RO, including staff from 
CMPA, with two teams: one focused on future students that works closely with the recruitment 
team and one focused on current student communication. This will ensure there is a unified 
strategy that is guiding all communications across and within the RO. Additionally, it was noted 
that a recent budget committee decision moved the funding for the CMPA International 
Recruitment Marketing team to the RO; aligning the CMPA staff with the budget under the RO 
would help coordinate and facilitate communication and marketing work. 

 
Addressing Single Points of Failure and Enhancing Business Continuity 
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A common challenge in registrarial practice is to have dedicated and long standing staff 
members who become single points of failure due to their vast knowledge and experience. We 
noted this in units such as Student Services and Financial Support, Undergraduate Admissions 
and Scheduling & Examinations; however, it is a concern that should be considered in all areas 
across the RO. Creating knowledge repositories that are accessible by everyone and increasing 
cross-training opportunities are two ways that can help manage this risk. 

 

Recommendations: 
 

1.   Restructure direct reports to the University Registrar. Reorganize reporting lines by 
consolidating related units. For example, Merge Scheduling & Exams with Records under 
one Senior Associate Registrar and combine Strategic Initiatives and Administration with 
IT and Data Analytics. 

2.   Review and clarify front-facing student support services. Reassess the service delivery 
model with a student-first perspective. Consider creating a single, integrated student 
services desk and Improve signage, staff training, and communication strategies. 

3.   Work with SGS to align strategic goals. Focus on coordinated admissions. improved 
student services and integrated use of technology. 

4.   Evaluate the convocation organizational structure. Conduct a comprehensive review of 
the current convocation structure to determine if creating a dedicated unit within the 
RO would improve coordination and service delivery. 

5.   Unify communications under a single senior leader. Consolidate all communications 
staff, including the team from CMPA, under one leader within the RO. Create two 
distinct but aligned teams: one focused on future students (aligned with recruitment) 
and one focused on current students. 

6.   Mitigate Single Points of Failure through Knowledge Sharing - develop knowledge 
management systems and enhance cross-training to ensure broader organizational 
resilience and continuity. 

 
3.4 Data & Analytics 

 
Observations: 
The review team did not find evidence that robust data analytics are leveraged by the RO, 
although we were told there is an institutional Data Strategy. There was an expressed lack of 
understanding about how data is being used in the RO to inform decision-making. Also, senior 
leaders outside of the RO are sometimes asked by the RO to make decisions without being 
provided supporting data or context. Currently, each Faculty feels they ‘own’ their data, and the 
RO is perceived as very operational and “not yet really leveraging data, with a dearth of 
expertise in this area.” 

 

Currently, each Faculty conducts its own analysis regarding student retention and persistence, 
but it is difficult (if not impossible) to follow students from initial inquiry to conversion and then 
follow their success through their program to graduation. There is an opportunity to integrate 
data from different sources into an effective, accessible institutional analytics tool (e.g., 
dashboards) to inform decision-making. 
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Data and Reporting: 
 

One common theme around data was the use of data for post-activity reports but not for 
planning and preparing. This was consistent across all functions of the RO, from understanding 
recruitment markets, reviewing service delivery, course planning, space utilization through to 
convocation. There seem to be some reports available to support yield modelling for 
admissions, however, these don’t appear to be shared widely. 

 

In addition to how data is used, there seem to be structural issues around data integration 
between different systems and who has access to the information. There is a need for better 
integration between solutions for all users (not just within the RO) to access information (e.g., 
lists of students, class lists, class scheduling information). 

 

Institutional Reporting & Analysis (IRA) prepares tools and does modelling for admission 
decisions and conversion forecasting, as well as analysis on financial aid data (e.g., tuition set 
aside reporting, OSAP). There appears to be a good working relationship between the RO and 
IRA; however, it is unclear how the IRA works with the RO and other key stakeholders to 
support integrated data analysis. 

 

Data governance is managed by IRA and an information governance committee exists. The 
Registrar is not a data steward or data trustee for student academic record data, and it is not 
clear if the Registrar is part of the information governance committee. The Registrar is not at 
the table with the Provost Data Group. There is a perceived lack of understanding regarding 
data ownership and data users. The identification of a student record data trustee and the 
implementation of data definitions and classifications can support greater understanding of 
student data and analysis across the campus. 

 

There appears to be inadequate analysis occurring across the many enrolment-related 
functions (central and within academic units), as well as decentralized data management 
activities that might be streamlined. For example: 

 

● Scholarship data seemed to be an important gap to senior academic leaders. They 
expressed a lack of understanding regarding how scholarship decisions are made and 
how data is used to inform these decisions prior to the Deans being asked to approve 
annual proposals. Funding for scholarships is an expressed concern, as McMaster, 
anecdotally, does not compare well against other Canadian institutions. A desire for 
more scholarship funding needs to be supported by more data analysis. 

● Data is essential for the management of academic information. Curriculum and program 
change and the associated updates to MOSAIC (Academic Advisement module) are 
managed by each academic unit. Given the knowledge and expertise for the Academic 
Advisement module, it may be beneficial institutionally to centralize this function within 
the RO. Additional resources would be required for the RO to take on this work. 

● Significant enrollment increases have occurred, but processes have not kept up to 
manage the increased workload. Leveraging data can help with streamlining operations 
and improving workflows. 
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● There is interest in using disaggregated data to inform equity-focused admissions and 
support equity-focused strategies and programming. 

 

● Academic units create many reports on their own. Given the knowledge and expertise 
required to develop queries and reports and to reduce duplication, it may be helpful to 
provide this as a central service through the RO. 

 

Strategic Enrolment Management (SEM) Planning: 
 

SEM planning is in its infancy at McMaster with varying views of what SEM means. Some 
defined SEM as the type of students to recruit and how to admit them. Very few saw SEM 
extending beyond admissions. 

 

The Registrar is currently working with various Faculty and campus partners to create 
McMaster’s first SEM Plan. A SEM committee was struck in April 2025 and, working with HESA 
(Higher Education Strategy Associates), it is tasked with creating a comprehensive institutional 
SEM Plan, including an institutional SEM governance framework. 

 

SEM planning is a good opportunity to prompt cross-campus conversations about how the 
many activities connect across the student lifecycle. It could help to move McMaster away from 
being predominantly reactive and provide a focus for planning to inform strategic activities as 
well as strategic data use in the future. 

 
Recommendations: 

 
 

1.   Ensure that the Registrar is represented at data strategy and data governance tables. A 
focus should be to ensure data maturity (e.g., data definitions, data governance, data 
access and security) to support analytics. 

2.   Evaluate and consider centralizing some data management activities within the RO, 
where MOSAIC expertise is critical to ensure accuracy and integrity. 

3.   Develop a strategy and plan to integrate appropriate data sources and create data 
analysis tools/data dashboards to support decision-making–informed by the SEM Plan. 

4.   Continue work with HESA on developing a SEM Plan, with an accompanying data 
strategy. This work presumably will be done in close collaboration with campus 
partners. 
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4. Concluding Remarks 
 

The review team is grateful for the generous and thoughtful feedback from everyone we met. 
This is an exciting time at McMaster, and there is tremendous opportunity for the RO to 
support the university with achieving institutional goals, particularly with international and 
domestic recruitment, fostering relationships and planning for the future in a collaborative 
manner. We hope our recommendations help advance the RO’s progress, building on the skills 
and expertise of the unit while recognizing the passion and dedication of its staff. 

 
The office is in a period of transition with a new leader and new expectations. Through this, the 
team is maintaining its reputation for support across the campus in most service areas. This 
review reflects the RO’s strong commitment to enhancing service and support for students, 
staff, and faculty. 

 
Strengthening connections and creating a shared understanding of collaboration between 
people and units will be critical to eliminate barriers and to create a seamless, positive 
experience for future and current students. Key to this work will be ensuring that all 
contributors understand the roadmap, know their roles, especially with regards to recruitment 
and admissions, have access to essential information, feel that their input is valued, and receive 
timely support from one another. 
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APPENDIX 1: REVIEW TERMS OF REFERENCE 
 

Terms of Reference 
1.0 Overview 

Reviews of the administrative units are extremely important and demonstrate the University’s 
commitment to ensuring that its programs and services are of the highest quality. Noting the hiring 
of a new University Registrar in August 2024, a new era of fiscal constraints in higher education, and 
a changing recruitment landscape, a review of the RO has been scheduled for Spring/Summer of 
2025 to support an ongoing commitment of reflection of the unit’s services and delivery. This review 
is being requested by the Deputy Provost. 

 
2.0 Purpose 

To review and evaluate the services, operations and structures in the RO, through a student-centred 
lens. Taking a student-centred, service-focused approach does not preclude conversation about 
how the RO supports and works with faculty and staff across the University. The RO’s working 
relationship with campus partners is, ultimately, in support of students. A self-study document will 
reflect on how those interactions support students. The RO, based on the self-study document and 
interviews with staff in the RO and other institutional partners, will be evaluated on its organization, 
relationships, achievements, and the challenges and opportunities it faces. 

 
3.0 Terms of Reference 

3.1 Overall, the Reviewers should provide feedback on the extent to which the RO is: 
- Aligned with the  Univers i t y’s Prio rities and S trategic Goals  ; 
- Connected to the mission, vision, goals and objectives of the University; 
- Meets the needs of students, staff, faculty and alumni. 

 
3.2 The Reviewers should examine and consider key activities undertaken by the RO in the following 

student lifecycle stages: 
- Recruit – from first enquiry, recruitment, admission assessment 
- Enrol – course/program enrolment, registration, scheduling, system support 
- Deliver – financial support, course, and curriculum planning 
- Assess – student progress, general student advising 
- Graduate – eligibility assessment and conferral, transcript, convocation, and diploma 

distribution 
 

3.3 The Reviewers should examine and consider RO’s service culture (identifying strengths and 
opportunities) in the following areas: 
- Innovation and continuous improvement 
- External referencing and benchmarking 
- Collating and responding to student and faculty feedback 
- Service excellence, e.g. a focus on service completeness, responsiveness, and consistency 
- Student-centred service design 

 
3.4 Without limiting its overall mandate, the Reviewers should examine and consider the following 

items in relation to the student lifecycle stages, evaluate their current state, and advise on any 
necessary or desirable changes. 

https://president.mcmaster.ca/app/uploads/2024/11/McMaster-Institutional-Priorities-and-Strategic-Goals-2024-Final.pdf
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3.4.1 Organization and Administration: Review and evaluate the mandate, organizational 
structure, leadership, operations, and administration of the RO, with particular 
attention to: 
- Appropriateness of the present organizational structure and reporting relationships 

with a view to fulfilling the unit’s goals at a faculty, campus, and system level. 
- Procedures in place to establish priorities for the unit and to allocate resources in 

support of those priorities. 
- Whether there are functions currently within the RO that could or should become 

the responsibility of other areas (e.g. faculties, other central units, etc.) and whether 
there are functions within other areas that could or should become the 
responsibility of the RO. 

3.4.2 Mandate and Effectiveness: Describe the strengths and achievements of the unit, and 
identify opportunities to implement improvements in service, operations, and 
accountability with particular attention to: 
- The effectiveness and efficiency of the unit’s operations, including the expertise 

within the unit to undertake the roles and functions ascribed to it. 
- The unit’s role in driving innovation and continuous improvement in its areas of 

responsibility. 
- External regulations and benchmarking – mandated by the provincial and federal 

government, and the university (senate, board, RO). 
- Feedback and reflections from students on their experience with the RO. 

3.4.3 Relationships: Review and evaluate the RO’s working relationships with the faculties, 
academic departments, colleagues in the other university service units and across the 
Provost and Vice-President, Academic area, students and student groups, and alumni, 
with attention to: 
- Effectiveness of internal communications within and between RO units and the level 

of cohesion that is present between staff members. 
- Responsiveness to and engagement with campus partners, with a focus on current 

and prospective students. 
- Areas of communication between the RO and the faculties and the strength of their 

communication. 
- Mechanisms for embedding and strengthening student-centred approaches and 

improving responsiveness to students. 
- The role in helping underrepresented students in achieving their goals. 

3.4.4 Infrastructure, Resources, and Environment: Review and evaluate the workplace 
environment and culture of the unit, with attention to: 
- Adequacy of human resources. 
- Financial and physical (e.g., space and equipment) resources. 
- Support for staff development at all levels, and equity in opportunities for career 

advancement. 
- Communication and information processing systems. 
- Organizational culture and morale of staff members. 
- Recognition of the increasingly diverse nature of student, staff, and faculty 

populations, and success in adapting to the changing nature of post-secondary 
education. 

3.4.5 General: Provide other advice, as appropriate, relative to the general purpose of this 
review. 
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4.0 Length of time of Terms 
This Terms of Reference is effective from January 2025 and continues until June 2025 (expected 
submission of Review). 

 
The in-person, on-site review will take place May 12-14, 2025, with meetings planned for May 12- 
13, and May 14 as a dedicated writing day with the intention of receiving initial recommendations 
and a draft report by the end of the day on May 14. The final report is to be submitted by June 13, 
2025. 

 
5.0 Review Team (Reviewers) 

Reviewers are outstanding leaders from peer institutions and/or with advanced service delivery 
approaches. The selection of the review team reflects concern for achieving gender balance and 
other equity considerations. 

 
Reviewers will be advised that the review report, including the names of reviewers, may be publicly 
disclosed in whole or in part. 

 
The Reviewers were selected based on their years of experience in the field of higher education, 
deep understanding of the registrarial practice and in other complimentary areas (e.g. student 
affairs, University relations, Secretariat) and can offer a high level and arms length analysis of the 
RO. 

 
6.0 Review process 

The RO and the Reviewers can expect: 
- The communication and engagement of all appropriate members of the RO. 
- The assembly of comprehensive documentation and data appropriate to the terms of reference 

of the review by the leadership of the RO. 
- An in-person site visit by the Reviewers; and the opportunity for faculty, students and staff to 

provide confidential feedback. 
 

7.0 Documentation 
It is expected that the self-study document(s) will include material relevant to the terms of 
reference and individual unit assessments. Enough information should be provided to allow 
reviewers to comment on the unit's performance, plans, further opportunities in these areas and 
the alignment with the university/unit's strategic plan. 

 
Self-study material should be forwarded to the reviewers two weeks ahead of their site visit, giving 
sufficient time for it to be reviewed. 

 
Follow-up: The University Registrar and the Deputy Provost bear responsibility for responding in 
ways that lead to consolidation of the strengths and addressing the challenges of the RO and its 
units disclosed by the review process. 

 
8.0 Amendment, modification or variation 
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APPENDIX 2: REVIEW SCHEDULE 
 

Office of the Registrar (RO) External Review 
Site Visit Agenda May 12-14, 2025 

University Hall 211 (Provost Boardroom) 
 

MONDAY MAY 12, 2025 
Time Group / Intent Person(s) 
8:30am – 
9:00am 

Arrival in UH 211 | Continental Breakfast | Review Team Discussion 
Review team to discuss how they are going to conduct the meetings (i.e., 
who is going to lead with the opening remarks/note of confidentiality; how 
they would like to be informed of timekeeping) 

9:00am – 
9:40am 

Welcome and Intentions 
Deputy Provost 
University Registrar 

-  Dr. Matheus Grasselli, Deputy Registrar 
-  Dr. Darran Fernandez, University Registrar 

9:45am – 
10:45am 

University Registrar’s 
Direct Reports 

-  Belan Bernadette, Sr. Assoc. Registrar, 
Scheduling & Exams 

-  Candy Hui, Sr. Assoc. Registrar, Undergraduate 
Recruitment 

-  Carla Hodal, Sr. Assoc. Registrar, 
Undergraduate Admissions 

-  Cathy Mackenzie, Assistant Registrar, Records 
-  Leanne Ruiz, Assoc. Director, Business 

Transformation, fmr. Assoc. Registrar, Student 
Services 

-  Moby Onouha, Director, IT & Analytics 
-  Rachel Huang, Associate Registrar, Strategic 

Initiatives & Administration 
10:45am – 
11:00am 

BREAK  

11:00am – 
12:00pm 

RO Staff -  Allan Prior, 101 Admissions Officer, Admissions 
-  Andy Moonsammy, Recruitment Officer (Int’t) 
-  Helen Buac, Scheduling & Examinations Officer 
-  Cait Brooks, Senior Records Officer, Calendar & 

UG Curriculum 
-  Hollie Pocsai, Specialist, Communications & 

Events 
-  Sarah McMath, Team Lead, Student Services 
-  Lucas Robinson, Business Systems Analyst III 
-  Liz Maguire, Trust Fund Administrator 

12:00pm – 
1:00pm 

LUNCH with University 
Registrar 

-  Dr. Darran Fernandez (up to 45mins) (The 
Buttery) 

1:00pm – 
1:30pm 

Campus Partners – Group 
1 

-  McMaster English Language Development 
Office (MELD) 

o Dr. Anna Moro, Director 
-  Office of International Affairs 

o Dr. Amira El Masri, Director 
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MONDAY MAY 12, 2025 
1:30-1:45 BREAK  
1:45pm – 
2:30pm 

RO Managers -  Caitlin MacLean Schmid, HR Partner 
-  Charlotte Miller, Assistant Registrar, Strategic 

Communications 
-  Christine Chauvin, Assistant Registrar, Student 

Services 
-  Gemma Spadafora, Assistant Registrar, 

Recruitment 
-  Rita Mukherjee, Assistant Registrar, Financial 

Support 
-  Caitlin Rivero, Assistant Registrar, Admissions 

2:30pm – 
3:00pm 

BREAK  

3:00pm – 
3:30pm 

Deans – Group 1 of 2 -  Dr. Heather Sheardown (Dean, Faculty of 
Engineering) 

3:30pm – 
4:00pm 

Campus Partners – Group 
2 

-  Institutional Research & Analysis 
o Jin Zhang, Sr Manager 
o Will Huang, Sr. Data Scientist 

-  Financial Affairs 
o Dianna Creamer, Sr. Manager, Accounts 

Receivable 
4:00pm – 
4:45pm 

Assistant Deans & 
Program Managers 

-  Jackie Osterman, Assistant Dean, Faculty of 
Humanities 

-  Maria White, Assistant Dean (Studies), Faculty 
of Engineering 

-  Lynn Giordano, Assistant Dean (Studies), 
Faculty of Social Sciences 

-  Sarah Robinson, Assistant Dean, UG, Faculty of 
Science 

-  Jennifer Hamilton, Program Manager, Bachelor 
of Health Sciences 

-  Mediha Kadic, Program Manager, School of 
Nursing 

-  Madeline Van Impe, Assistant Director, Planning 
and Administration, Wilson College of 
Leadership and Civic Engagement 

 DINNER ON YOUR OWN  
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TUESDAY MAY 13, 2025 
Time Group / Intent Person(s) 
8:00am – 
8:30am 

Arrival in UH 211 | Continental Breakfast | Review Team Debrief 

8:30am – 
9:15am 

Provost & VP, Academic 
(Acting) 

-  Dr. Jeremiah (Jerry) Hurley 
- 

o Also serving as Dean, Social Sciences 
(Permanent) 

9:20am – 
9:40 am 

Split into 2 Sessions: 
Deans: 9:20-9:40am 

-  Dr. Dina Brooks (Executive Vice-Dean and Assoc. 
Vice-President, Academic, Faculty of Health 
Sciences) 

-  Dr. Khaled Hassanein (Dean, DeGroote School of 
Business) 

9:40am - 
10:10 

Campus Partners – Group 3 -  University Secretariat 
o Andrea Thyret-Kidd, University Secretary 

& Chief Governance and Privacy Officer 
o   Kelly Snow, Assist. University Secretary 
o   Michelle Zheng, Assoc. University 

Secretary 
10:10am – 
10:30am 

BREAK  

10:30am – 
11:25am 

Vice-Provosts, Associate 
Vice-Presidents and 
Assistant Vice-President 

-  Sean Van Koughnett (Associate Vice-President 
(Students & Learning) & Dean of Students) 

-  Dr. Bonny Ibhawoh (Vice-Provost (International 
Affairs)) 

-  Dr. Barrington Walker (Vice-Provost, Equity & 
Inclusion) 

-  Vivian Lewis (Associate Vice President and 
University Librarian) 

-  Gayleen Gray (Assistant Vice-President & Chief 
Technology Officer) 

-  Melissa Pool (Associate Vice-President, 
Academic Planning & Finance) 

11:30am – 
12:30pm 

Campus Partners – Group 4 -  Student Success Centre 
o Arlene Dosen, Assist. Dean & Executive 

Director 
o Gisela Oliveira, Associate Director, 

Career Development, Global Mobility and 
Intl. Student Success 

o Celeste Licorish, Manager, Educational 
Initiatives and Assessment – Access 
Strategy 

-  Indigenous Student Services 
o Chrissy Doolittle, Director 
o Sarah Thorne, Indigenous Wellness 

Counsellor 
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TUESDAY MAY 13, 2025 
  o Kayla Sunshine, Indigenous Financial Aid 

Specialist 
-  Black Student Success Centre 

o Faith Ogunkoya Iyobosa, Manager 
12:30pm – 
1:30pm 

LUNCH with Students 
TSH 111 – Boardroom 

-  Karan Damodar, Scheduling and Exams 
-  Astrid Li, Student Services 
-  Wentao Sun, Systems (intern) 
-  Vinoth Robinson , Systems (Intern) 
-  Areej Qureshi, Central Admin 
-  Olami Olalere, Student Recruitment 

1:30pm – 
2:15pm 

Campus Partners – Group 5 -  University Technology Services (UTS) 
o Andrea Oliver, Director, Enterprise 

Applications & Data Systems 
o Sophia Holness, Assoc. Director, Digital 

Student Experience 
o Tanya Reid, Assoc. Director, Strategic 

Implementation 
o Mark Rumbles, Senior Manager IT, 

Enterprise Applications 
2:15pm – 
3:00pm 

Associate Deans -  Dr. Sarah Dickson-Anderson, Associate Dean 
UG, Engineering 

-  Dr. Cathy Grise, Acting Assoc. Dean, UG, 
Humanities 

-  Dr. Rosa Da Silva – Assoc Dean, UG Science 
-  Dr. Joanna Pierazzo, Assistant Dean, Associate 

Professor, School of Nursing 

3:00pm – 
3:45pm 

Deputy Provost -  Dr. Matheus Grasselli 

3:45pm – 
4:30 

School of Graduate Studies -  School of Graduate Studies 
o Dr. Steve Hranilovic, Vice-Provost & Dean 

of School of Graduate Studies 
o Stephanie Baschiera, Sr. Assoc. Registrar 

& Graduate Secretary 
5:30pm – 
6:00pm 

Travel to dinner  

6:00pm Dinner with Deputy Provost 
and University Registrar 

-  Aberdeen Tavern – reservation under Darran 
Fernandez 
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WEDNESDAY MAY 14, 2025 
Time Group / Intent Person(s) 
8:30am – 9:00am Arrival in UH 211 | Continental Breakfast | Review Team Debrief 

9:30am –10:10am CMPA – Int'l Recruitment -  Communications, Marketing and Public 
Affairs – International Recruitment 
Marketing 

o Rob Hicks, Director 
 Draft Report Writing  

12:00pm arrival LUNCH  
1:00pm - 2:00pm Deans Group 2 of 2 -  Dr. Pamela Swett (Dean, Faculty of 

Humanities) 
-  Dr. Gianni Parise (Acting Dean, Faculty of 

Science) 
-  Dr. Jeremiah (Jerry) Hurley (Dean, Faculty  of 

Social Science, and Acting Provost & Vice- 
President, Academic) 

2:30pm – 3:30pm Initial Draft Report 
Discussion Deputy 
Provost & University 
Registrar 
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APPENDIX 3: SUPPORTING DOCUMENTS 
The following is a list of the documents that were provided by the RO/Deputy Provost to help 
support the review: 

 
1.   Terms of Reference for the RO Review 
2.   McMaster University Institutional Priorities & Strategic Goals 2023-2024 
3.   RO Self-Study 2025 Final Circulated 
4.   McMaster Undergraduate International Recruitment Strategy 
5.   Final Report Phase 1 McMaster Integrated International Recruitment Strategy 
6.   CMPA RO Review May 2025 - CMPA Marketing Final 
7.   2024-25 Results Snapshot International Marketing CMPA Presentation 
8.   SGS RO External Review Report 
9.   Sample Final Report 


