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Hello! Please Connect with Us!
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Who’s here today?

1. I work at a 4-year institution

2. I work at a 2-year institution

3. I’m in admissions / enrollment

4. I’m in advisement / student success

5. I’m in advancement / alumni 
relations / donor relations

6. I’m part of the executive team / 

board / cabinet
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Mongoose was founded to move people forward. We do this by 
enabling empathy at scale with our Conversation Intelligence 
platform.

100M Conversations

1,000 Institutions

5,000 Teams

25,000 Users
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What is Conversation 
Intelligence?

01.

Where does the data come from?

02.

Key insights & findings from The State 
of Higher Ed Messaging: Mongoose 
2025 Benchmark Report

03.

Q&A

04.

Our Agenda Today
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What is Conversation 
Intelligence?

01
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What is Conversation Intelligence? 

Source: Merriam-Webster Dictionary

Conversation

● Exchange of thoughts, feelings, or 
ideas between two or more people 

● Involves sharing information, asking 
questions, and responding in a 
dynamic and interactive manner

Intelligence

● The ability to learn, understand, and 
apply knowledge to adapt to new 
situations and solve problems

● Includes problem-solving, 
comprehension, and learning from 
experience

+
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Conversation 
Hub

Text, Chat, WhatsApp

Intelligence 
Hub

Performance Insights

Integrations
Native, CRM, SIS

Content & Compliance
Best Practices, AI, Automation

Mongoose Conversation Intelligence Platform

Mongoose 
Conversation 
Intelligence
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Admit

Enroll

Retain

AdvanceRecruit

Conversations Happen Across the Student Lifecycle
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How do you communicate with 
students today?

● Email

● Phone

● In Person

● Messages (Text & WhatsApp)

● Web Chat

● Direct Messaging

● Vulcan mind meld
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Source: GenZ Screen Time Report 2023, DCDX 
(December 2023)

Top Apps used by GenZ, by Weekly 
Average Screen Time

Email is missing…
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Gen Z are More Comfortable 
Communicating Digitally

Sources: Study Finds, Gen Z Study

https://studyfinds.org/millennials-gen-z-communicate-texting/?utm_source=chatgpt.com
https://soar.wichita.edu/server/api/core/bitstreams/917b5252-e192-4a88-acac-9f6ab3854ce9/content
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It’s tough out there…
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What does a Conversation 

Intelligence platform do?

• Helps you engage in authentic, relevant 

conversations in any channel (Text, 

WhatsApp, and Chat)

• Turns your team into experts with 

messaging best practices, AI, and 

automation  built-in

• Provides actionable insights into 

conversation topics and sentiment

• Ensures messaging compliance for you

• Integrates with your existing systems

Enables teams to 
improve results 
through better 
conversations
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Conversation Intelligence
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Where does the data come 
from?

02
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Our Benchmark Report Dataset

Using Mongoose data from the 2023-2024 academic year, we 

analyzed key insights on conversational effectiveness and 

engagement
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Key findings and 
insights

03
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Key Questions the Report Answers

When audiences, 
such as students or 
alumni, are most 
likely to engage

What message 
formats work 
best

How different 
types of messages 
influence 
engagement 

1 2 3

Which 
conversation topics 
generate the most 
engagement and 
resolution

How AI-driven 
messaging and 
chat solutions 
impact student 
and alumni 
interactions

4 5
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The State of Higher Ed Messaging:

Mongoose 2025 Benchmark Reports

● Download the 

reports to get more 

insights!
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Admissions
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Best Times 
to Engage: 
When 
Students 
Reply Most

Four-Year Institutions - Admissions
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Differences between functions & institution types
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Differences in Peak Engagement Times
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Message Length: Keep it Short!

Four-Year Institutions - Admissions
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What is a 
Smart 
Message?
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The power of Smart Messages and 
asking direct questions

Reach more students with less effort: Smart Message batches are, on 
average, twice the size of non-Smart Message batches.
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Message Content: 
What Drives or Reduces Engagement?

Four-Year Institutions - Admissions
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What topics is your institution talking 
with students about via text? 

● Scholarships & financial aid

● Campus visits

● Admissions processes / 

applications

● Withdrawals & deferrals

● Student life

● Tech support / account access

● I have no idea
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What are conversation topic categories?
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What are 
Students 
Talking 
About?

Four-Year Institutions - Admissions



32

How do different conversations get 
identified as resolved?
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How do different topics get resolved?

Four-Year Institutions - Admissions
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Anger and Fear by Topic
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Unresolved Conversations

39

%
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Resolution vs. Sentiment: 
High-resolution topics tend 
to have positive sentiment

Sentiment Analysis: 

AI-driven analysis of conversation tone: Appreciation 

(Positive Sentiment), Frustration (Negative Sentiment), or 

Neutral.

Four-Year Institutions - Admissions
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Resolution vs. 
Sentiment: High-
resolution topics 
tend to have 
positive sentiment

Four-Year Institutions - Admissions
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Students who 
have a positive 
first conversation 
are more likely 
to continue 
engaging with 
the Admissions 
team

Four-Year Institutions - Admissions
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Frustration is related to higher opt outs

Four-Year Institutions - Admissions

Unlike typical message-based opt-out rates (which use total 

messages sent as the denominator), the rates here are calculated 

based on opt-outs per conversation, not per message.

This distinction results in higher percentages and should not be 

directly compared to standard SMS opt-out rates.
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Conversations vs. notifications

A Text Conversation

A  conversation is a series of text 
messages exchanged between a 
recipient and a sender within a specific 
inbox over a rolling 3-day period.

● Longer, Ongoing Conversations:
Multi-message interactions that 
require follow-ups

Notifications and Reminders

Typically one-way triggered messages to 
remind to nudge a student to take an 
action.vs.
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How much higher do you think application completion 
is for students that engaged in conversations via text?

● 2x higher

● 8x higher

● 15x higher

● 21x higher

● 34x higher
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The power of 
conversations 
over 
notifications

Four-Year Institutions - Admissions
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The number of conversations matters

Four-Year Institutions - Admissions
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Best Practices for Admissions Teams
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Student 
Success



46

Best Times 
to Engage: 
When 
Students 
Reply Most

Four-Year Institutions - Student Success
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Message Length: Keep it Short!

Four-Year Institutions - Student Success
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The power of Smart Messages, asking 
direct questions, & no images or URLs

Four-Year Institutions - Student 
Success
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What are Students Talking 
About?

Four-Year Institutions - Student Success
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How do different topics get resolved?

Four-Year Institutions - Student Success



51

Resolution vs. 
Sentiment: High-
resolution topics tend to 
have positive sentiment

Sentiment Analysis: 

AI-driven analysis of conversation tone: 

Appreciation (Positive Sentiment), Frustration 

(Negative Sentiment), or Neutral.

Four-Year Institutions - Student Success
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What topics bring students 
joy?



53

Sentiment by topic

38%
27%
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Resolution rate by topic
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Resolution vs. 
Sentiment: 
High-resolution 
topics tend to have 
positive sentiment

Four-Year Institutions - Student Success
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Best Practices for Student Success Teams
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Advancement 
/ Fundraising
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Best Times to 
Engage: 
When Alumni 
and Donors 
Reply Most

Four-Year Institutions - Student Success
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Message Length: Keep it Short!

Four-Year Institutions - Advancement
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The power of Smart Messages, asking 
direct questions, & no images or URLs

Four-Year Institutions - Student 
Success
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What are 
Alumni and 
Donors 
Talking 
About?

Four-Year Institutions - Student Success
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How do 
different 
topics get 
resolved?

Four-Year Institutions - Student Success
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Resolution vs. 
Sentiment: High-
resolution topics tend to 
have positive sentiment

Sentiment Analysis: 

AI-driven analysis of conversation tone: 

Appreciation (Positive Sentiment), Frustration 

(Negative Sentiment), or Neutral.

Four-Year Institutions - Student Success
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Best Practices for Advancement Teams
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Chat
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Chat can be a high impact channel
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Chat is a great way to help outside office hours
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Q&A04
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