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Overview: 

Building a referral network provides a robust care approach to supporting students. Alerts can be thought of as referrals, in which the student will be 
sent a customized message from the campus resource they are being referred to, and the campus resource receives notification of the referral.  The 
campus resource then follows their outreach protocol that they designed for their department. 

Issuing an Alert & Case Management 

Advisors, faculty, and staff should submit an alert when they identify a student who could benefit from being referred to another office, resource, or 
their academic advisor. Not all referral reasons create a case.     

Cases are automatically assigned to an individual in each office, who can then triage the case and determine who to assign the case to or manage the 
case themselves by closing the case. The individual will receive an email with a link to access the case directly from the email. 

Permissions & Privacy:  Unless you have access to manage the case (it has been assigned to you, or you have a specific permission level), you will 
only see the details of cases you are assigned to. All will be able to see an alert (referral) was created, and that a case was closed, but no details.   

Case Assignee vs. Case Owner 

Assignee – The initial recipient will be assigned the case, and then can delegate the case to another individual in their office by adding another name 
to assignees.  After the other name is added, the individual can then remove themselves as the assignee. 

Owner – If the initial case recipient would like to be kept in the loop on the progress of the case, they can add themselves as the owner.  They should 
do this before removing their name from the assignee and clicking save changes to avoid the case disappearing from them altogether. 

Do not issue an alert (referral) to a student for urgent, sensitive, time-critical referrals.  Urgent student needs should always be addressed through 
traditional channels including: 

Counseling Center: 305-284-5511 

Dean of Students Office: 305-284-5353 

Student Health Service: 305-284-9100 

UMPD: 305-284-6666 // 911 
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Workflow of Alerts (Referrals) & Cases 
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For all alerts (referrals) that generate a case: 

• Days that the University is not open are not considered business days. 
• A case is created, an individual triages and assigns the case, the office initiates the protocol outlined in the table below. 
• After a case is resolved, an email will be sent to the individual who issued the initial alert. 
•  

Alert Reason Office & Case Recipient Opens 
Case? 

When should a referral (alert) 
be made? 

What will occur after the referral 
is issued? Establishing contact with student. 

Advising Referral 
– Nursing & 

Health Studies 
Student 

SONHS Office of 
Student Services 
Initial Case Recipient: 
Shirley Rodriguez 

Yes When a student needs to speak 
with an academic advisor or 
requires academic counseling or 
graduation planning. 

The case manager will assign the 
case to an advisor, and the advisor 
will reach out to the student 
directly via email within 1-3 
business days. 
 

An advisor will make at least 3 
attempts to contact student and if 
unable to connect with the student, 
the case will be closed. 

Camner – Refer 
to Learning 

Specialist 

Camner Center for 
Academic Resources 
Initial Case Recipient: 
Roopa Dominguez via 
ILIprogram@miami.edu  

Yes Student is struggling with study 
skills, time management, note-
taking, test-taking, and learning 
strategies. 

The case manager will triage the 
cases accordingly.  Initial outreach 
to student will occur within 5 
business days.  

The Camner Center will attempt 
contact up to 2 number of times. If 
after 2nd number of attempts, the 
Camner Center is unable to connect 
with the student, the case will be 
closed. 

Cane Success - 
Considering 

transfer to 
another 

institution 

‘Cane Success Center 
Initial Case Recipient: 
Nora Gay-Betton via 
success@miami.edu 

Yes When a student has indicated 
that it is possible they are 
considering transferring to 
another institution. 

Cane Success Advisor will reach out 
within 1 business day and provide 
assistance in hopes of renewing the 
student's institutional affinity. 
 

CSC will attempt to reach student 
two times - first via email and, again, 
to non-responders via a phone call 
outreach.  If unable to connect with 
the student, the case will be closed. 
 

Cane Success - 
Considering 

withdrawal from 
University 

‘Cane Success Center 
Initial Case Recipient: 
Nora Gay-Betton via 
success@miami.edu 

Yes When a students has indicated 
they are considering 
withdrawing from ALL their 
classes (note that single class 
drops should be referred to the 
school/college advisor for 
assistance) 
 

Cane Success Advisor will reach out 
within 1 business day and provide 
assistance in hopes of renewing the 
student's institutional affinity. 
 
  

CSC will attempt to reach student 
two times - first via email and, again, 
to non-responders via a phone call 
outreach.  If unable to connect with 
the student, the case will be closed. 
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Alert Reason Office & Case Recipient Opens 
Case? 

When should a referral (alert) 
be made? 

What will occur after the referral 
is issued? Establishing contact with student. 

Cane Success - 
Financial 

challenges 

‘Cane Success Center 
Initial Case Recipient: 
Nora Gay-Betton via 
success@miami.edu 

Yes When a student has indicated 
that they are facing financial 
challenges that are impacting 
their ability to be successful at 
UM.  Either that they do not 
believe they can continue to 
afford a UM education or that 
financial hardships are 
impacting their academic 
success - i.e. working jobs after 
school, etc. 
 

Cane Success Advisor will reach out 
within 1 business day.  If contact is 
made, CSC will triage the student's 
financial situation, do a preliminary 
review of the student's financial aid 
and if an opportunity exists, CSC 
will either provide assistance or 
refer to the Office of Student 
Financial Assistance and 
Employment, as needed. 

CSC will attempt to reach student 
two times - first via email and, again, 
to non-responders via a phone call 
outreach. If unable to connect with 
the student, the case will be closed. 

Cane Success - 
Navigating holds 

on accounts 

‘Cane Success Center 
Initial Case Recipient: 
Nora Gay-Betton via 
success@miami.edu 

Yes When a student has a hold on 
their account that is impacting 
their ability to register for 
courses, process their financial 
aid, etc. and the student does 
not know how to resolve the 
hold on their own. 
 

Cane Success Advisor will reach out 
within 1 business day and triage 
the case accordingly.    
 

CSC will attempt to reach student 
two times - first via email and, again, 
to non-responders via a phone call 
outreach.  If unable to connect with 
the student, the case will be closed. 
 

Empower Me 
First - Academic 

Support Referral 

Office of Academic 
Enhancement - 
Empower Me First  
Initial Case Recipient: 
Whitley Johnson, 
wmj13@miami.edu 

Yes When a first-generation student 
has indicated that they are 
having challenges academically 
at the institution.  
 
When a students interested in 
pursuing an academic interest 
outside of the referring 
colleague’s area of expertise 
 
 
 
 

Empower Me First Staff will reach 
out to the student within 1-3 
business days to schedule an 
appointment. 

Empower Me First staff will make 2 
attempts to connect with the 
student. If unable to connect with 
the student after 2 attempts, the 
case will be closed. 
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Alert Reason Office & Case Recipient Opens 
Case? 

When should a referral (alert) 
be made? 

What will occur after the referral 
is issued? Establishing contact with student. 

Empower Me 
First – Personal 

Support Referral 

Office of Academic 
Enhancement - 
Empower Me First  
Initial Case Recipient: 
Whitley Johnson, 
wmj13@miami.edu 

Yes When a first-generation student 
has indicated that they have 
having personal challenges at 
the institution, which may 
include feeling they do not 
belong, unable to connect with 
other students, homesickness, 
etc.  

Empower Me First Staff will reach 
out to the student within 1-3 
business days to schedule an 
appointment. 

Empower Me First staff will make 2 
attempts to connect with the 
student. If unable to connect with 
the student after 2 attempts, the 
case will be closed. 

Empower Me 
First – Mentoring 
Program Referral 

Office of Academic 
Enhancement - 
Empower Me First  
Initial Case Recipient: 
Whitley Johnson, 
wmj13@miami.edu  
 

Yes When a first-generation student 
expresses interest in the 
Empower Me First mentoring 
program or interest in needing 
mentorship.  

Empower Me First Staff will reach 
out to the student within 1-3 
business days to schedule an 
appointment. 

Empower Me First staff will make 2 
attempts to connect with the 
student. If unable to connect with 
the student after 2 attempts, the 
case will be closed. 

Internal Transfer: 
Interest in 

Business 

Miami Herbert 
Business School 
No recipient 

No When a student shares that they 
are interested in transferring to 
the Business School 

The student will receive an email 
with information on the internal 
transfer process. 

No additional contact will be made 
with the student. 

Internal Transfer: 
Interest in Arts & 

Sciences 

College of Arts & 
Sciences 
No recipient 

No When a student shares that they 
are interested in transferring to 
the College of Arts & Sciences. 

The student will receive an email 
with information on the internal 
transfer process. 

No additional contact will be made 
with the student. 

Plus One – 
Interest in Plus 

One Scholarship 

Office of Academic 
Enhancement 
Case Recipient:  
Michael Stokes 

Yes When a student has expressed 
interest in the Plus One 
Scholarship. 

The student will be added to the 
Blackboard page for Plus One 
where they can access the detailed 
guide, FAQs, and application. 

No additional contact will be made 
with the student. 

Pre-Health -   
Interest 

Expressed 

Office of Pre-Health 
Advising and 
Mentoring 
Initial Case Recipient:  
Arnose Byfield 

Yes Student expresses an interest in 
exploring Pre-Health, Pre-Med, 
Pre-Dental, Pre-Veterinary, Pre-
Optometry, Pre-Chiropractic, 
Pre-Physician Assistant or 
Health Professions Mentoring 
Program (HPM). It would be 
helpful if the alert issuer notes 
whether the student has 
attended an info session or not. 

Pre-Health related interest will be 
reviewed by the Assistant Director, 
and reach out to the student within 
1-3 business days. 

The Pre-Health Office will initiate 
contact with student twice.  First via 
email and follow-up via text message 
if no response received within three 
business days. If both attempts at 
contact fail, the case will be closed. 
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Alert Reason Office & Case Recipient Opens 
Case? 

When should a referral (alert) 
be made? 

What will occur after the referral 
is issued? Establishing contact with student. 

Pre-Health - Pre-
Health  

Concern 

Office of Pre-Health 
Advising and 
Mentoring 
Initial Case Recipient:  
Arnose Byfield 

Yes Student shares concerns about 
current placement or their pre-
health pathway. 

Pre-Health related questions will 
be reviewed by the Assistant 
Director, and responded to within 
1-3 business days. 

The Pre-Health Office will initiate 
contact with student twice.  First via 
email and follow-up via text message 
if no response received within three 
business days. If both attempts at 
contact fail, the case will be closed. 

Prestigious 
Awards – 

Referral based on 
student interest 

Office of Academic 
Enhancement 

No Student is interested in 
exploring funded  opportunities 
for study (outside of UM)  
research and/or other 
fellowship opportunities.  

Student receives an email with 
information on where to get 
started and how to contact 
Prestigious Awards & Fellowships 
when they’re ready. 

N/A 

Prestigious 
Awards – 

Referral based on 
student 

performance 

Office of Academic 
Enhancement 

No Student is competitive and 
uniquely qualified for 
prestigious award opportunities 
 

Student receives an email with 
information on where to get 
started and how to contact 
Prestigious Awards & Fellowships 
when they’re ready. 

N/A 

Toppel - Career 
advising 

Toppel Career Center 
Initial Case Recipient: 
Carly Smith 

Yes Student indicates they need 
guidance related to their career. 

The case manager will triage the 
cases accordingly.  Initial outreach 
to student will occur within 3-5 
business days.. The advisor who 
initiated the alert will receive an 
email notification when the case is 
closed. 

The Toppel Career Center will 
attempt contact up to 2 number of 
times. If after 2 number of attempts, 
the Toppel Career Center is unable 
to connect with the student, the 
case will be closed. 

Toppel - Major & 
career 

exploration 

Toppel Career Center 
Initial Case Recipient: 
 Carly Smith 

Yes Student indicates they need 
guidance related to their major 
and how it relates to their 
career. 

The case manager will triage the 
cases accordingly.  Initial outreach 
to student will occur within 3-5 
business days.  

The Toppel Career Center will 
attempt contact up to 2 number of 
times. If after 2 number of attempts, 
the Toppel Career Center is unable 
to connect with the student, the 
case will be closed. 

Toppel - 
Professional 

document review 

Toppel Career Center 
Initial Case Recipient: 
N/A 

No Student has professional 
document that they would like 
reviewed such as resume, cover 
letter, and/or personal 
statement. 

Student receives email with 
information. 

N/A 
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Alert Reason Office & Case Recipient Opens 
Case? 

When should a referral (alert) 
be made? 

What will occur after the referral 
is issued? Establishing contact with student. 

Toppel - 
Internship 

opportunities 

Toppel Career Center 
Initial Case Recipient: 
 Carly Smith 

Yes Student has either indicated 
they need assistance with 
internships or it is felt that the 
student could benefit from 
learning more about internships. 

The case manager will triage the 
cases accordingly.  Initial outreach 
to student will occur within 3-5 
business days.  

The Toppel Career Center will 
attempt contact up to 2 number of 
times. If after 2 number of attempts, 
the Toppel Career Center is unable 
to connect with the student, the 
case will be closed 

UG Research – 
Initial interest 

Office of 
Undergraduate 
Research & 
Community Outreach 
Initial Case Recipient: 
Drew Christensen  

Yes Student expresses an interest in 
exploring research 
opportunities. 

New research interests will be 
handled within 3-5 business days. 

UGR will attempt to reach the 
student two times. Initial contact will 
be through email and if no response 
a phone call will be made to follow-
up. If no contact is made, the case 
will be closed. 

UG Research - 
Concern 

Office of 
Undergraduate 
Research & 
Community Outreach 
Initial Case Recipient: 
Drew Christensen  

Yes Student shares concerns about 
current placement.  

Concerns addressed within 3-5 
business days. 

UGR will attempt to reach the 
student two times. Initial contact will 
be through email and if no response 
a phone call will be made to follow-
up. If no contact is made, the case 
will be closed. 

 

Student Communication 

When an alert (referral) is issued, an email is automatically generated and sent to the student.  These communications are saved in the Navigate 
system, under the “conversations” tab on the student’s profile. 

Alert reason Email that the student receives 
Advising Referral – Nursing & 
Health Studies Student 

While meeting with a campus resource, you indicated that you needed to meet with an academic advisor. The advisors in the 
SONHS are available on a walk-in basis from Monday through Friday, 9am to 3:30pm. Appointments can also be made via 
www.miami.edu/Navigate. Please do walk in or schedule your appointment and the advising team will be happy to help you.  

Camner – Refer to Learning 
Specialist 

You have been referred to the Camner Center for Academic Resources for guidance on developing skills needed to achieve 
success in your academic career. Our learning specialists are here to help! Some of the skills they assist students with include 
time management, effective note-taking, critical textbook reading, organization, as well as test taking and learning strategies.  
Check out our website for more information and/or email us at ILIprogram@miami.edu.  Request an appointment here! 
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Alert reason Email that the student receives 
Cane Success - Considering 
transfer to another institution 

You expressed that you may be considering transferring to another University to your advisor.  To provide you with support 
during this time, a ‘Cane Success Center Advisor will be reaching out to you.  The ‘Cane Success Center can discuss any 
concerns or challenges you may have and can connect you to resources and services that could improve your UM experience.    
We look forward to speaking with you.   

Cane Success - Considering 
withdrawal from University 

You expressed that you may be considering withdrawing from the University to your advisor.  To provide you with support 
during this time, a ‘Cane Success Center Advisor will be reaching out to you.  ‘Cane Success is a department dedicated to 
helping students and we look forward to speaking with you.   
 
If a withdrawal decision has already been made, you will need to meet with/or speak to a ‘Cane Success Center advisor to 
complete an official withdrawal request.  In the meantime, visiting this website with important information about the 
withdrawal process can give you some resources to consider during this decision making process. 
 

Cane Success - Financial 
challenges 

You expressed that you may be experiencing financial challenges to your advisor that may impact your success and/or ability 
to continue your studies at UM.  In order to provide assistance in addressing this challenge, a ‘Cane Success Center Advisor will 
be reaching out to you. 
 
Your goal is to do well academically, make the most of your time at the University, and become a UM graduate.  The ‘Cane 
Success Center is dedicated to helping you make that a reality and works with many University partners to assist when 
challenges arise.   We look forward to speaking with you.   
 

Cane Success - Navigating 
Holds on Accounts 

 
You expressed that you may be experiencing challenges navigating holds on your account to your advisor, which may impact 
your success and/or ability to continue your studies at UM. In order to provide assistance in addressing this challenge, a ‘Cane 
Success Center Advisor will be reaching out to you. 
 
Your goal is to do well academically, make the most of your time at the University, and become a UM graduate.  The ‘Cane 
Success Center is dedicated to helping you make that a reality and works with many University partners to assist when 
challenges arise.   We look forward to speaking with you and assist with resolving your hold.   
 

Empower Me First - Academic 
Support Referral 

Greetings! You recently expressed concern to a campus partner related to experiencing academic challenges (This may include 
time management, adjusting to the academic rigor of your courses, or another academic concerns). Your Empower Me First 
Advisors are here to help, and we look forward to learning more about how we can support you in a successful journey. An 
advisor from our department will be reaching out to you soon to schedule an appointment. 
 
In the meantime, we encourage you to visit our website, to learn more about our department.  
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Alert reason Email that the student receives 
Empower Me First – Personal 
Support Referral 

Greetings! You recently expressed concern to a campus partner related to personal challenges or needing personal support 
during your undergraduate journey. Your Empower Me First Advisors are here to help, and we look forward to learning more 
about how we can support you. An advisor from our department will be reaching out to you soon to schedule an appointment.  
 
In the meantime, we encourage you to visit our website, to learn more about our department.  
 

Empower Me First – 
Mentoring Program Referral 

Greetings! You are receiving this message because you are a first-generation student who expressed interest in the Empower 
Me First mentoring program or in receiving mentorship. We are excited about your interest in our program and look forward 
to meeting with you.  
 
To learn more about our mentorship program, please visit our website. In the meantime, please be on the lookout for a message 
from one of our Empower Me First Advisors to schedule an appointment to discuss more.  

Internal Transfer: Interest in 
Business 

Greetings, 
 
You are receiving this message because you expressed interest in transferring to the Miami Herbert Business 
School from another school or college within the University of Miami to an advisor, a faculty member or a staff 
member.  Please watch this video for some information about the inter-transfer process.  You will be able to find 
some more information including the schedule for the mandatory information sessions on the Undergraduate 
Business Education website. 
 
 Sincerely, 
Undergraduate Business Education 
Miami Herbert Business School 

Internal Transfer: Interest in 
Arts & Science 

TBD 

Plus One: Interest in Plus One 
Scholarship 

Hello, 
You're receiving this message because you either expressed interest in the Plus One Scholarship to your professor, advisor, or 
other administrator on campus or they thought this might be an opportunity of interest to you. 
 
Please visit miami.edu/plusone for details.  If you received this notification, you will be added to the Plus One Scholarship 
Application organization on Blackboard where you will find resources and detailed information regarding the scholarship and 
application process. 
 
Warm regards, 
Office of Academic Enhancement 
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Alert reason Email that the student receives 
Pre-Health Advising – Pre-
Health Interest 

 
You recently expressed an interest in a Pre-Health career while meeting with a campus partner. The Office of Pre-Health 
Advising and Mentoring offers pre-professional advising to students who aspire to careers in medicine, dentistry, veterinary, 
optometry, chiropractic, podiatry and physician assistant.  
 
In order to open a pre-health file with our office, students are required to attend an Information Session, which the current 
schedule can be found on our website.  We also encourage you to check out the Student Guide. A representative from our 
office will be reaching out to you soon! 
 
Please note: Students are always welcome to stop by the office in Ungar 103 Monday-Friday 8:30AM-5:00PM for immediate 
assistance.   
 

Pre-Health Advising - Concern  
You recently expressed a concern related to a Pre-Health career while meeting with a campus partner. The Office of Pre-Health 
Advising and Mentoring offers pre-professional advising to students who aspire to careers in medicine, dentistry, veterinary, 
optometry, chiropractic, podiatry and physician assistant. 
 
A representative from our office will be reaching out to you soon!  In the meantime, check out the frequently asked questions 
part of our website.  
 
Please note: Students are always welcome to stop by the office in Ungar 103 Monday-Friday 8:30AM-5:00PM for immediate 
assistance.   
 

Prestigious Awards - Referral 
based on student interest 

 
Greetings, 
 
A faculty/staff member has referred you to Prestigious Awards and Fellowships within the Office of Academic Enhancement to 
discuss your interest in award opportunities. 
 
Visit our website to view the complete listing of prestigious awards at miami.edu/awards.  Please connect with us by sending 
an email to prestigiousawards@miami.edu after you have had a chance to review our website. 
 
Sincerely, 
Office of Academic Enhancement 
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Alert reason Email that the student receives 
Prestigious Awards - Referral 
based on student performance 

Greetings, 
A faculty/staff member thinks that you have the potential to be a strong candidate for prestigious award opportunities. Visit 
our website to view the complete listing of prestigious awards at miami.edu/awards.  
 
To learn more about available opportunities, please connect with us by sending an email to prestigiousawards@miami.edu 
after you have had a chance to review our website. 
 
Sincerely, 
Office of Academic Enhancement 

Toppel - Career advising Do you have questions about internships, graduate school, or your future career? Or are you unsure what your first step 
should be? Come meet with one of our highly trained advisors at the Toppel Career Center for feedback, support, and 
guidance! We offer drop-in advising between 8:30 a.m. and 5:00 p.m. Monday through Thursday.  We’re located at 5225 
Ponce De Leon Blvd. 

Toppel - Internship 
opportunities 

The Toppel Career Center is committed to supporting students in their career development journey and provides a variety of 
resources to help you along on your journey.  Check out the gain experience part of our website, then come by for drop-in 
advising between 8:30 a.m. and 5:00 p.m. Monday through Thursday. We’re located at 5225 Ponce De Leon Blvd.  

Toppel - Major & career 
exploration 

While meeting with an academic advisor, you discussed an interest in the major and/or career exploration process.  We 
encourage you to review Toppel Career Center’s website on major and career exploration.  Take a look at some of the 
assessments we offer, and either take Sokanu on your own, or schedule a time to come in and take one of the other 
assessments we offer by calling our front desk at 305-284-5451.  For Sokanu and the other assessments, we provide follow up 
appointments to go over your results.  Please call our front desk to schedule these appointments. We look forward to helping 
you on the start of your exploration journey. 

Toppel – Professional 
document review 

Need someone to look over your cover letter, resume, or other professional document?  Come meet with one of our highly 
trained advisors at the Toppel Career Center for feedback, support, and guidance! We offer drop-in advising between 8:30 
a.m. and 5:00 p.m. Monday through Thursday.  We’re located at 5225 Ponce De Leon Blvd. 

UG Research - Research 
Interest 

You recently expressed an interest in undergraduate research while meeting with a campus partner.  The Office of 
Undergraduate Research & Community Outreach strives to personally connect with students and provide mentored research 
experiences to students across all disciplines and campuses.  
 
A representative from our office will be reaching out soon! In the meantime, we encourage you to check out our website to 
learn more about the benefits of getting involved in research.  If you’re ready to submit your application for getting involved, 
you can also view the application here. 
 
Please note that students are always welcome to stop by the office in Ungar 101 Monday-Friday 8:30AM-5:00PM for 
immediate assistance.   
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Alert reason Email that the student receives 
UG Research - Research  
Concern 

You recently expressed a concern with undergraduate research while meeting with a campus partner. The Office of 
Undergraduate Research & Community Outreach strives to personally connect with students and provide mentored research 
experiences to students across all disciplines and campuses.  
 
A representative from our office will be reaching out soon! In the meantime, we encourage you to review our frequently asked 
questions section of the website. 
 
Please note that students are always welcome to stop by the office in Ungar 101 Monday-Friday 8:30AM-5:00PM for 
immediate assistance.   

 

Case Outcomes & Alert (Referral) Issuer Communication 

Case Outcome When to Use This Case Outcome 
Action no longer needed Student resolved concern on their own. 

Contact attempted At least 1 attempt to contact the student was made, but the student was not responsive. 

Incorrect referral Student referred to incorrect office or faculty issues an alert instead of a progress report. 

Met with student – Resolved Student responded to outreach and either came in for an appointment or their concerns were addressed via phone 
or email. The office closing the case was able to resolve the student’s issue/concern. 

Met with student – Provided guidance Student responded to outreach and either came in for an appointment or their concerns were addressed via phone 
or email. The office closing the case provided assistance for how to address their concern. 

Referral received When no other information will be put into the Navigate system due to highly sensitive information and/or using a 
different case management system within their unit. 

 

Questions or need help troubleshooting? 
1. Check the Navigate Help Center (Click on the “?” in the top right corner). 
2. Talk to your department’s Navigate Specialist. 
3. Submit a ticket with the Learning Platforms Team via email: learningplatforms@miami.edu   


