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PPllaaiinn  LLaanngguuaaggee  aatt  WWoorrkk  

NNCCAAAA  RReewwrriitteess  tthhee  BBooookk  ffoorr  TTrraannssffeerrss    
By Carolyn Boccella Bagin, Center for Clear Communication, Inc. 

he rules that apply to college athletes are 
complex and difficult for many people to 
understand and follow. Unfortunately, these 
confusing rules govern critical decisions that 

athletes must make when they consider transferring to 
another school to continue playing their sport. 

The Membership staff at the National Collegiate Athletic 
Association (NCAA) found that when athletes are in the 
middle of making these tough decisions, they consult 
many people — parents, teachers, coaches, compliance 
officers, athletic directors, and NCAA staff — trying to 
uncover the facts and unravel the red tape. At that point, 
all of these adult authorities must know the rules, 
understand their ramifications, and offer sound advice 
based on facts. When transfer issues arise, many of those 
folks turned to NCAA’s Transfer Guide to figure out 
whether transferring would be a good idea and how it 
should be done to enable the student to continue an 
athletic career. 

In the past, the problem was that the Transfer Guide was 
dense, confusing, and difficult to navigate. Athletes and 
their families grew frustrated trying to discover which 
rules applied to them, what their options were, and what 
the ramifications of their decisions would be. 
Consequently, many people simply called the NCAA 
before they took the time to read the book. That meant 

NCAA staff had to first educate callers about all of the 
issues involved and then respond to several specific 
questions in follow-up phone calls. The staff commitment 
was more burdensome than it needed to be.  

To reduce the volume of calls and answer basic questions 
more directly, the NCAA decided that it was time to 
rethink and revamp the guide. At the beginning of this 
school season, the NCAA unveiled the newly designed 
and rewritten Transfer 101: Basic Information You Need 
to Know About Transferring to an NCAA College. 

With the new book, the NCAA took a fresh look at the 
entire process of transferring, assuming the point of view 
of readers who don’t know any of the key issues, leading 
them through the basic questions, and defining the main 
concepts. The Center for Clear Communication led 
NCAA staff through the rethinking process, beginning 
with the original guide and ending with an attractive, 
clear publication that answers questions for readers and 
reduces the workload for staff. 

HHooww  ddiidd  wwee  ccoonndduucctt  tthhee  pprroojjeecctt??  

We began by reviewing any background material that was 
available, focusing on uncovering information that would 
help us plug gaps that may exist in the original guide. We 
collaborated with a team of NCAA experts who had 
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various experiences with the guide, conducting intensive 
interviews to identify the roles that different departments 
played. We even monitored phone calls to NCAA service 
representatives to become familiar with the questions 
that callers asked and to hear first-hand the 
conversational language that the NCAA used to answer 
them. 

Synthesizing what we learned, we developed a new 
approach, rethinking everything from the size of the page 
to the sequence of the information. We completely 
rewrote and redesigned the guide, answering the most 
frequently asked questions and pointing readers to 
sources of other information. 

At different times during the project, we sought feedback 
from the team of experts to ensure that our document 
was legally sufficient, clear, and accurate. 

This new guide was so successful that, as an added bonus, 
the NCAA used it to train part-time coordinators who 
handled inquiries from the public. They found the 
guidebooks were easier to understand during the training 
process than the rule books. Plus, staff members who 
received copies have all commented about the improved 
guide and how much easier it is to read than the previous 
one. 

Here’s a look at our product:    
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