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1 in 5 universities are working with an OPM
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Breaking up is hard to do!

Lessons from Chatham University

1. Why did Chatham break up?
2. Chatham’s plan to build in-house online operations
3. What the research shows us
4. Challenges Chatham faced
5. Where do we go from here?
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Chatham’s 
Break-Up Story1
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1. Results didn’t meet projections
2. Pittsburgh market
3. Changing conditions, personnel
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Chatham’s Plan: 
In-House Online 
Operations2
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1. Learn the “secret sauce” of marketing/recruitment
2. Duplicate the infrastructure
3. Efficiency: spend money in-house and cut the OPM 

mark-up
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What Does the 
Research Show?3
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The Student Study:

 1,609 respondents (thank you Plexuss 
for your sample)

 Administered February 2022
 Respondent target: those who have 

searched for an online program in the 
last 12 months. 

 Survey focus: 
 How they search – in detail
 How they make their decisions
 Expectations of institutions they 

contact
 Program details
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The Administrator Study:
 102 institutions participated
 Administered September 2022
 Respondent target:

 Online program marketing leaders
 Online programs recruitment leaders

 Representation:
 54% Public Institutions
 46% Private (non-profit) Institutions

 Program Levels:
 88% offer online Master’s
 62% off online Bachelor’s
 58% offer online non-degree
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The online market is competitive
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Online marketing is critical: budgets are growing
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Online marketing is critical: students use search, digital ads
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Online marketing is critical: schools use digital ads, SEO
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Online marketing is critical: need personas for ad copy, action

Source: 2022 Online Student Recruitment Report, RNL
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Online marketing is critical: need variety of videos

Source: 2022 Online Student Recruitment Report, RNL
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Online enrollment processes must be speedy: inquiry response time is 
critical
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Online enrollment processes must be speedy: inquiry response 
drives enrollment! 
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Online enrollment processes must be speedy: admissions decision 
timing is critical



20

Online enrollment processes must be speedy: admissions decisions 
timing drives enrollment!
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Chatham’s 
Challenges4
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Timeline!
1. Contract had to be canceled first, to free up funds
2. Loss of marketing
3. Loss of pipeline
4. Decreased referrals, applications
5. Services stopped
6. Hiring process takes awhile
7. Institution demands acceleration of the process
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Where do we go 
from Here?5
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1. Start over
2. Prepare, plant, cultivate, grow, harvest!
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RNL Enable: Transforming Enrollment Success

RNL Envision: Higher education's leading enrollment growth platform

• Online Readiness 
Assessment

• Regulatory 
Accreditation 
Consulting

• Strategic 
Enrollment 
Planning 
Consulting

• Recruitment 
Consulting 

• Financial Aid 
Consulting

• Program 
Prioritization 
and Positioning

• Price Sensitivity 
Analysis

• Academic 
Program Demand

• Financial Aid 
Modeling

• Target Audience 
Personas and 
Messaging 
Strategy

• Faculty 
Consulting and 
Workshops

• Instructional 
Design

•  Course 
Development 
and Consulting

• Curriculum 
Library

• Media Planning 
and Digital 
Advertising

• Search Engine 
Optimization 
(SEO)

• Content and 
Creative 
Development

• Website and 
Analytics Solutions

• Proprietary
Database

• Engagement 
Marketing 
(Post-Lead Gen. 
Through Retention)

• Personalized 
Video

• Contact Center

• Transcript 
collection

• Enrollment 
Coaching

• Success 
Coaching 

• Academic 
Advising

• Re-Entry 
Coaching

• Satisfaction 
Surveys

• Retention 
Modeling

• Predictive 
Analytics

Strategy & 
Consulting

Research & 
Market 
Insights

Teaching & 
Learning

Lead
Generation

Marketing & 
Recruitment/ 
Conversion

Student 
Success & 
Retention



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

Questions?
Thank You!

Holly Tapper, Holly.Tapper@RuffaloNL.com

mailto:Holly.Tapper@RuffaloNL.com
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