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5 Steps to Increasing Operational 
Efficiency in Higher Education 

Institutions 

https://benbria.com/
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> Operational Due Dlilgence

> Too Many Touchpoints

Showing you are creating value with initiatives that are starting or are in progress is an important performance 
indicator. Take a proactive approach to value creation with the proper analytics to support your key 
performance indicators. The data you collect can validate the projects you undertake and show value to key 
stakeholders throughout the organization. 

The challenge with an educational institution is that there 
are too many touchpoints to keep track of to identify 
trends. This means for operations, response time can be 
slow and often too little too late to make a real impact 
on the overall experience. There is also a struggle with 
not having enough insights and data to make informed 
decisions about things that are working and areas of 
opportunity.  Tap into all those key moments of truth to 
provide a seamless student experience.

In the 2019 National Survey 
of Student Engagement (NSS) 
two positive trends emerged 
about perceptions of campus 
environments. This included 
emphasis on diverse interactions 
and the belief that their institutions 
provided support for helping 
them manage nonacademic 
responsibilities, such as work or 
family increased. 

Trends

> Aggregating Feedback Across Multiple Vendors
With a collection of disparate vendors across campus, from the cafeteria to student housing, it is challenging 
to deliver a unified experience throughout the student journey. Creating operational efficiencies through 
unifying programs can be a challenge without the right tools in place. 

Aggregate insights across the entire campus including shopping, dining and residence. Measure loyalty, 
satisfaction and effort including the creation of benchmarks to track performance long-term. 

For example, with many food vendors across campus, measure sentiment on Food, Speed, Cleanliness and 
Service using either Boolean or CSAT question types, and ensure employees close the loop on feedback in 
real-time.

> Brand Reputation
Never has the campus experience been more important to students and, arguably, never under greater 
scrutiny in terms of value for money. Attending a higher education institution carries both a financial and 
opportunity cost, so expectations are doubled when it comes to what students want from their campus.

Preserve the value of your higher education institution’s brand by ensuring loyalty from everyone that interacts 
with campus, during their education and beyond. 

Projects, budgets, and health and safety protocols change all the time. With revenues down and expenses 
up as a result of COVID, it’s no wonder higher education institutions are fighting an uphill battle. From vendor 
mismanagement, brand reputation threats, and lacklustre student engagement, operations teams have a lot 
of spinning plates in the air.  Some of the common challenges include:

https://www.forbes.com/sites/michaeltnietzel/2020/03/01/some-good-news-about-college-student-engagement/?sh=4eac5fd41101
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How Technology Can Help
Digital transformation can no longer be ignored. 
From virtual classrooms to contactless payment 
on campus, leveraging technology is a key 
in improving overall operations efficiency. 
Leveraging digital transformation can bridge that 
gap with technology to ensure that the student 
voice is being heard.

Make data-informed decisions about how 
you spend your budget to improve campus. 
Knowing the trending issues that students are 
concerned with can help focus priorities to 
improve the overall campus experience. Are the 
opening hours of the library a cause for concerns 
for students? Maybe study spaces don’t have 
enough power outlets or the WIFI isn’t strong 
enough in common areas. Address the key 
areas of concern for those who visit campus and 
improve the overall experience.

All of these factors combine into the overall campus experience. You can’t manage what you don’t measure, 
so by having a pulse at these key locations throughout campus, it will give students, facility and staff a voice 
where they think they are not being heard.

With the Loop Experience 
Platform, all your data is in one 
place. Whether you have 3 locations 
or 30 on campus, access all the 
data you are collecting and analyze 
it with custom dashboards for 
a variety of stakeholders at the 
institution for effective project 
management.

https://benbria.com/products/loop-cx/
https://benbria.com/products/loop-inbox/
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 Tracking Programs and Using Data to Support   
Initatives
Collect data on new and existing programs to determine if they are having the desired outcomes. This will 
allow for data-driven decision making for the operations team. 

Nobody understands the pros and cons of a learning program better than the students. Student feedback is 
a core component in the success of a student experience strategy. The voice of the student plays a pivotal 
role in defining the institution’s reputation. With digital tools such as the Loop Experience Platform, you can 
easily ask students what they think in surveys at various points in the student experience, and use feedback 
messaging to escalate situations in real time.

With the Loop Experience Platform, route and report by survey, question, category, location and channel. 
Using the real-time shared Inbox, close the loop on feedback, seamlessly, and in moment.

53% of students do not believe that 
there is adequate selection of food 
available in the cafeteria

56% believe that living conditions in 
residence halls are not comfortable. 

Based on a 2019 National Student Satisfaction and Priorities report

By The Numbers
 Honing a 
Competitive 
Advantage
Competition continues to intensify 
and the importance of branding has 
become a key strategy to recruit 
and retain students and staff. 
According to Whisman, he considers 
internal branding as “a university’s 
most valuable intangible asset”.  

By taking a student first approach to 
education, institutions can position 
themselves above the competition 
by offering a campus experience that 
leaves a positive impact. 

 Voice of Student
By collecting student feedback, you can gain insight in what needs 
to be done to improve the overall campus experience. Actioned 
feedback will help future engagement on campus. 

If someone is not happy with the order they received at the on-
campus restaurant, or a student has a concern about safety in 
residence, escalating and resolving those issues at a later date 
doesn’t add much value. Being able to interact in real-time using 
the Loop Inbox is essential to ensure satisfaction and brand loyalty 
when visiting campus.

https://link.springer.com/article/10.1007/s11233-019-09054-9
https://benbria.com/resources/ebooks/campus-experience/
https://benbria.com/solutions-for-education/
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 Take the Legwork out of Delivering a Timely 
Response
Managing a campus of thousands, or even tens of thousands students, facility, staff and visitors can be a 
challenging task for the operations team to undertake. Adding workflow automation will help take some of the 
legwork out of offering a timely response rate. 

Using the Loop Experience Platform you can automate workflows using routing rules, to ensure the right 
person receives the right request at the right time. This will allow for operational efficiency while offering a 
positive experience. 

Deploying conversation orchestration at various points throughout the campus experience will also help to 
take some of the workload off live staff, while still maintaining a personalized user experience. Loop offers 
seamless bot-to-human handoff, escalating issues beyond the programed Chatbot so that each user gets 
the attention they require.

 Invest Effectively in Your Campus
Investing in your campus can become a key differentiator in the marketplace, and knowing where to put 
those dollars is essential to getting the most out of your budget. Using data collected by those who use the 
services every day will help to shine a light on areas that will have the greatest impact on the overall campus 
experience.

In the UK led survey, it was revealed that it is not always complex initiatives that help improve the student 
experience. “The survey also asked what more needs to be done to improve the campus experience, and 
the most common answer with six responses was to improve wayfinding. Signage, lighting, paths, road 
crossings, connections between buildings Directional signage is poor and location codes not readily available 
Intelligent signposting.”user gets the attention they require.

Current Economic Challenges
Even in troubling economic times, the old adage remains 
true: you have to spend money to make money. The 
financial health of a higher education institution won’t be 
improved by stopping new investments altogether, but 
by finding the right initiatives to invest in. They can no 
longer rely on sports teams, high-end facilities and student 
services. Instead, colleges and universities need to double 
down on their investments by strengthening programs and 
empowering operations. Choosing the right investment is 
easier said than done. It requires feedback from various 
stakeholders from students, to faculty and staff. Using 
data to support these initiatives will help to better predict a 
successful outcome. 

Of all revenue categories, auxiliary 
services declines were the highest 
on average. Half of respondents 
reported losing between $5 
million and $35 million in auxiliary 
services revenue compared with 
the previous fall. One institution 
reported losing $335 million, 
according to a survey by NAICU.

COVID-19 Impact

https://benbria.com/campus-experience-brand-management/
http://insidehighered.com/news/2021/01/12/colleges-spent-millions-covid-19-expenses-fall-even-sources-income-shrank-data-show
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About Benbria
Benbria is a leader in customer experience and engagement solutions, helping the world's most 
customer-centric brands deliver a superior experience that goes above and beyond their competitors. 
Using a variety of channels of engagement, the Loop platform enables brands to capture feedback and 
insights related to customer experience including loyalty, satisfaction and effort, engage with customers 
to convert and recover, and motivate frontline employees to improve operations, reduce customer churn and 
increase loyalty.

(844) 864-0003

(613) 900-5856

info@benbria.com

/BenbriaLoop

@BenbriaLoop

@Benbria

Tools & Technology that Empower Operational 
Efficiency
Having the right tools in place to take on the unique needs of your campus is the key to getting the 
most operational efficiency out of your workflows. The Loop Experience Platform is a flexible and 
scalable solution to meet your campus’ unique needs. Whether you want more insights related to 
the cafeteria, want to centralize your communication feedback, or add automation to increase your 
workflow efficiencies, Loop can help. From survey collection to real time messaging, Loop will keep 
you connected to all areas of campus.

The benefits of these tools comes down to one thing - the ability to collect data and act on it in a 
meaningful way. 

https://benbria.com/



