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Today’s Agenda

Introductions

Why are we talking about 
student accounts?

Current Top Findings with our 
Consulting

What campuses can 
do now

Invest in your Campus
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Why are we talking about 
student accounts?
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Student Accounts Solutions

STICKER PRICES 
RISING

DECLINING 
RETENTION

ADDITIONAL 
FOCUS ON 
REVENUE

SHRINKING 
BUDGETS
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New focus on customer service.
Student Accounts Solutions
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Current top findings with 
our consulting
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Lack of clear KPIs, vision, or mission of the student accounts office.
Finding 1

Strategy

Objective

Success

Measurement

Performance

Evaluation

Scorecard
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Ratio of student accounts placed in collections.
NACUBO
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• Review university mission/vision and identify 
how the student accounts office could set/align 
goals that fulfill the overarching principles.  

• Define what success looks like in the student 
accounts office and how that feeds into the 
university goals.

• Identify key metrics that you will use to 
measure effectiveness, both internally 
and externally. (Benchmarking)

Recommendation 
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• Review university mission/vision and identify how the Student Accounts 
Office could set/align goals that fulfill the overarching principles  

• Define what success looks like in the Student Accounts office and how that 
feeds into the university goals

• Identify key metrics that you will use to measure effectiveness, both 
internally and externally (Benchmarking)

How does your campus measure success in 
Student Accounts? 
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Confusing payment portals and billing statements.

The user experience for both students and parents is 
challenging because of the multiple statement views, but is 
further complicated by the following:

Finding 2

• Historical transactions appear first and often require 
students to scroll to bottom to find payment links.

• Inability to schedule auto payment/withdrawals. 
• Staff statement view and student view are different.
• Anticipated aid issues.
• Bills are often presented to the student with the look of an 

account view.
• Multiple student portals and user logins to each one of the 

portals.
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• Flesh out and document all technical 
processes that influence a student's 
journey.

• Complete a student focus group 
to identify student pain points. 

• Review payment options and identify new 
methods of customer preferred payments.

Recommendation
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Payment Methods
NACUBO
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• What can your campuses do to remove barriers for students and parents 
to be able to pay their bill?

Do you feel like your campus payment methods 
are streamlined?  
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Lack of clear communication coming from the student accounts office.

Often, information going out to the student and/or parent from the 
student accounts office does not look and feel at all like the 
communications coming from the recruitment office.

Finding 3

• The first item that students receive from the A/R office often is the billing 
statement.

• There is no drip campaign about the relationship between the student and 
the student accounts office.

• Melt often occurs once bills are sent out because the students often doesn’t 
realize the out-of-pocket costs of the university or forgot to fill out 
required documents for financial aid.

• Paper bills are typically not mailed anymore; thus the payer doesn’t get the 
information.
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Statement 101
Example 
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• With unlimited resources what can you do with communication?  Nothing 
is out of bounds.  

How can you optimize your communication with 
the tools you currently have?
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Technology Limitations

• Our student CRMs often come with the base model of the statement for 
students. It often takes someone who knows the billing process and the 
system to make the enhancements to the billing statement. 

• We have many ways that students can pay, but our customers must jump 
through hoops to make their payment.  

• Issues with the office running reports on accurate 
bottom-line balances.

Finding 4
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• Have multiple staff resources review processes 
of developing a billing statement and if campus 
doesn’t have the expertise outsource if 
necessary.

• Assess student journey and eliminate 
unnecessary barriers.

Recommendation
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Inability for institutions to follow through on their policies.

In any other business, we must pay for the service or 
product before we can obtain it.  

Finding 5

• We have non-payment policies, but we don’t 
enforce it until the student becomes fully liable 
for the payment.

• The SA office may be following the policies by 
cancelling the courses, but then the 
advisors/registrars may reinstate the students' 
classes.    
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• Review current policies and decide if 
those still work for campus and students 
today.

• Update policies for the campus 
to follow.

• Communicate to campus stakeholders 
what the current policies are, highlight 
any changes in the policy, and clearly 
communicate expectations and 
responsibilities of stakeholders. 

Recommendation



23

A Real-Life Example
Findings: Monetary

Lose Tuition 
Remission 

Policy

Over-
refunding of 
withdrawals

Incorrectly 
implemented 
financial aid 

model

Underspend 
endowed 

scholarships

Poorly applied and 
tracked state 

grant resulting in 
over-awarding

$100k $100k $75k $500k $1M
annual annually annually potential
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Findings: Systems and Culture

• Finding out that bills didn’t go out until after 
the spring semester started.

• Staff cross-training—changing admissions 
counselors to enrollment counselors.

• Improved communications to students starting 
in the admissions office.

• Influenced staff structure.
• Regular cycle of meeting every two weeks.

– Changed policies, updated catalogue, 
improved technology.

A Real-Life Example
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A Real-Life Example
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What can you do now?



27

Review the Student Journey

Enrolled
Execute unified and 

timely big picture 
communication

06
Registered

Provide user-friendly 
next steps

05

Deposited
Communicate value, 

academics, outcomes

04
Admitted

Outline clear admission 
requirements & timelines

03

Applied
Provide value 

propositions and clear 
path to acceptance  

02
Inquiry/Prospect

Build brand awareness 
and expand inquiry 

pool for future classes

01
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Review Your Bill 
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• Work with Admissions and make sure they know the SA portion of the 
student journey

• Communicate with the Registrar

• Partner with the Athletic Department

• Connect with the Housing and Dining Departments

Partner With Other on Campus Stakeholders
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Invest in your campus
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• Examine your processes related to student accounts and 
financial literacy through RNL's new student accounts audit and 
consulting.

• Diversify your communication to students and families about 
their bills—personalized videos and CRM customized portals.

• Create a "One-Stop-Shop" mentality on your campus; both a 
physical location and a cultural sense.

• Set a goal of fully paid and "cleared" students PRIOR 
to orientation and/or the start of classes. 
Set your students and your campus up for success!

Innovative and Trending Strategies For Campus
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Questions?



All material in this presentation, including text and images, is the property of RNL. Permission is required to reproduce information.

Thank You

Vice President for Enrollment 
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Lynchburg
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Director of Financial Aid, 
University of Montana 

Jen McMahon
Vice President and Senior 
Consultant, RNL
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