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Session Objectives

Value of Business Process Improvement (BPI)

Isn’t there enough to do every day without thinking about this? Business Process Improvement and
Assessment can achieve many positive results for you and your institution.

Best Practices

Take advantage of networking and other forums to identify and implement best practices, even when
they come from other industries.

Finding Solutions

Look for your “pain points” and try to solve these issues through change. “Just because we’ve
always done it this way...” should not be acceptable.

Process Mapping
How and why we do what we do.



Today’s Environment

« COVID-19 Pandemic
— Many norms fell by the wayside quickly.

— Institutions were forced to pivot and move to online learning and
employees shifted to remote work.

— Many schools still needed staff to come on campus because many
processes did not lend themselves to full automation.



Today’s Environment

- ENROLLMENT AND FINANCIAL STRESS

— Even before the pandemic, many institutions were under pressure to
maintain their enrollments.

— Smaller, private institutions that are tuition-dependent especially are under
more financial stress.

— Pandemic revenue losses have affected auxiliary services (i.e., housing)
and public institutions’ state appropriations.



What’s happening now?

e Customer Service

— COVID-19 or not, students and their families still expect(ed) to receive
quality customer service in real time.

— Institutions that have leveraged newer technologies have been better
suited to meet the increased demands for 24/7/365 service.

— Expectations will only increase as families need more financial aid and
payment options to deal with their personal financial issues.



What’s happening now?

» Change is Coming!!

— We did so many things during the pandemic that “could never
be done.”

— Why vs. Why Not? Trying to identify and justify reasons not to
progress and incorporate a change mindset.

— What tools do we need to achieve future successes while also
reducing costs and becoming more efficient?



How do we handle these new expectations?




What Are Our Trending Issues and Concerns?

or...

What's Keeping Me Up at Night?
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Trending Issues and Concerns

* While Institutions of Higher Education have different

priorities and needs, there are many common themes and
trends that are transcending the industry today.

« Student Finances

* Increased Accounts Receivables
» Maintaining Quality Service

* Leveraging Technology

« Managing Vendor Relationships
» Cost Savings

« Gaining Efficiencies

» Less Daily Stress



Thinking About Our Processes

e Do Our Current Policies and Procedures Work?

— Payments: Over-the-counter vs. Online

— Processing: In-person vs. Electronic

— Changing the Culture — real-time

— Benefits: More with Less

— Communications: Delivering a clear and consistent message

Procedure



How Can We Use Business Process Assessment to Improve?

* Change is not a “bad” word!!

* Prospects abound for schools to use business process
assessment to improve and enhance both work activities
and service delivery.



How Can We Use Business Process Assessment to Improve?

« Seeking Out Continuous Improvement Opportunities '

— Policy and procedure reviews for streamlining or simplification.
— Leveraging new or existing technologies.
— Need to reduce expenses.

— Reallocating staff resources.



Where Do | Find a Best Practice

 Think how to:

— Utilize networks to hear what peers and vendors or saying.

— Invest in yourself and for your institution to watch for changing
trends in customer service, compliance and technologies.

— Don’t fear being the first to try something new or different!!



Mapping Your Existing Business Processes

« Be Thoughtful and Thorough

— Whether you use words or pictures (preferably both), make sure that
you take a comprehensive look at the activity you're mapping.

— Consider that you're building a document for others to see and use.

— Don’t be ashamed or embarrassed to engage an external review
and/or outside perspective to help you make improvements.



What Should | Do Now?

* |dentify Your Pain Points and Concerns

— What are your students, employees, alumni and other
stakeholders saying?

— Which processes cause the most problems/delays/concerns for
you?

— Where can you get a quick victory?



What Should | Do Now?

 Set Your Priorities

— What brings the highest value for:
« Cost savings
« Streamlined or simpler process
o Staff reallocation
« Customer service delivery

— Speed and ease to implement



What Should | Do Now?

 Communicate Early and Often

— Tell your constituents and staff what you are doing and why.
— Set expectations for success.

— Use multi-channel communications methods.
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Always Remember:

The secret of change is to focus all of your energy, not on
fighting the old, but on building the new.

- Socrates

THE

SAM THE
OLDF SAME

TN Rf‘g[f)?:rs

Rty o




Always Remember:

———

————

Nothing changes if nothing changes.




CPE CODE
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Questions??

David Glezerman, MCE
Executive Consultant
Dalezerman@financialaidservices.orq
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