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Meet your Subject Matter Experts N!Mj ?r{- ABE e

Nov. 18 3:30-5pm est

Driving Efficiency and
Effectiveness in
Administrative Services

Jonathan Fry
Managing Director,
Head of NA
Education Practice,
Accenture

Natalie Sisto
Means

Managing Director,
Strategy &
Consulting,
Accenture

. Jim Hundrieser, Ph.D. A Paul Friga, Ph.D.
Ea C h SeSS | O n C : Vice President for Consulting Services, NACUBO 5 Strategy Prof. at UNC CH, Co-founder of ABC Insights

Focus on student success and strategic business models Focus on university strategy and efficiency/effectiveness

H Osted By' ‘ 4 | B.S. from Northern Michigan University, M.Ed. from ) Previously with PwC and McKinsey
¢ 4 Plymouth State university, Ph.D. from Barry University ; B.S. St Francis University, MBA & Ph.D. UNC-CH
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o ° / INSIGHT
Our unique format for the Master Class Series |'H|| >'r- ABC =i
NACUBO

Master Class Sessions Workshop Flow

15 Minutes Overview Jim Hundne;er and
Paul Friga

Led by a Monthly Topic
30 Minutes Plenary Presentation Subject Matter Expert From
Consulting Firm

Wed, November 18th
3:30 - 5:00pm

Driving Efficiency and
Effectiveness in Admin Services Facilitated by NACUBO

) . Breakouts & Case Studies (led :
30 Minutes by University CFOs) Team, ABC In§|ghts and

Consulting Firm SMEs

Led by Jim Hundrieser

15 Minutes Report Outs and Paul Friga
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Session Four - Driving Efficiency and Effectiveness in Administrative >{ ABC s ichs
/\

Services

A COMPANY

NACUBO

Nov. 18 3:30-5:00pm est

Jonathan Fry

Managing Director, Head of NA
Education Practice, Accenture

Natalie Sisto Means
Managing Director, Strategy &
Consulting, Health & Public
Service, Accenture

15 min Introductions

Key Readings

Description

The pandemic has brought additional financial stress to
the industry which requires business officers to consider
solutions that may not have been seen viable before.
This session will focus on actions that CFOs can take to
define creative models that institutions should consider
for administrative functions. We will discuss frameworks
for identifying processes that can be automated and/or
standardized, and the necessary technology enablers.

Learning Objectives

Defining what the future of administrative work
look like

Identifying processes and steps can universities
automate and/or standardize

How to identify the technology enablers required

Key Asynchronous Webinars

e The Hard Choices Presidents Will Have to Make * Optimizing Academic Programming In The Post Coronavirus Era (Chronicle)

Plenary * How to Steer Your Campus Through a Recession * Change Management In Higher Education (Chronicle)

Presentation

* Back To College: Fluid, Frictionless & Safe For Students (Accenture)

* A Reboot For Financial Stability In Higher Education (Accenture) » The Financial and Structural Impact of New Title IX Regulations During the
COVID-19 Pandemic (NACUBO)

Breakouts &
Case Studies

Report Outs

Are Endowment Spending Levels Sustainable? Trends and Best Practices

for Higher Ed Institutions (NACUBO)

Coronavirus: Practical Considerations for Your Campus (NACUBO)

Proprietary and Confidential



https://www.chronicle.com/article/The-Hard-Choices-Presidents/248423
https://voicesfrompublicservice.accenture.com/unitedstates/a-reboot-for-financial-stability-in-higher-education?_ga=2.113590798.860334556.1599444808-1905995356.1599444808&_gac=1.82960868.1599444822.CjwKCAjwkdL6BRAREiwA-kiczM7O71S_WYpghVF4E7T9Fr-Z0skfH1EwWjAwARcl1ItuzsfWZQ5ajRoCnvYQAvD_BwE
https://voicesfrompublicservice.accenture.com/unitedstates/back-to-college-fluid-frictionless-safe-for-students
https://abc-insights.com/covid19-resources/
https://zoom.us/webinar/register/WN_tiKBUiRnTWKb5z-C-jiFkg?mkt_tok=eyJpIjoiWldOaU1tTmlZVGN4TTJKaiIsInQiOiI3YkxhNmJhbmJBS0dSVmtVWWNiRVUxU1NOZThEMnFYUWtZYnV1U1wvTVRcL0tnQ1I5ajhTNEJhN1Zucm5rdXNOQXFFZFpKMnVPSWlwbjN3UUs4dVFDSis0XC9Wck1McTA3Zk5DWmZaUG1XOGduXC82XC94c3ROOFQ1bW5PN1p0WWY3Q2lcLyJ9
https://www.nacubo.org/Events/2020/The-Financial-and-Structural-Impact-of-New-Title-IX-Regulations-During-the-COVID-19-Pandemic
https://www.nacubo.org/Events/2020/Are-Endowment-Spending-Levels-Sustainable-Trends-and-Best-Practices-for-Higher-Ed-Institutions
https://www.nacubo.org/Events/2020/Coronavirus-Practical-Considerations-for-Your-Campus

Updates on financial impacts, strategies and centralization N!Mj een

By Paul Friga, Co-founder of ABC Insights

Source: AGB Consulting and Rick Beyer
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Rationale as to the need for major change in higher
education

T
%f" AABEINSIGHTS

NACUBO

COMPANY

S1.6 Trillion of student debt
An industry with poor quality of earnings

Nine consecutive years of enrollment decline
on a national basis

An industry that is slow to change

More supply of brick and mortar colleges than
student demand

More than 1,200 colleges that are either at or
approaching — “not financially viable” status
according to DOE Financial Composite Scores

Changing consumer behaviors

Migration from degrees to credentials and
certificates

Corporate workforce development influence
on higher education

Technology requirements, substantially
increasing

New entrants impacting student demand

Economies of scale will become an important
attribute of the business model

Source: AGB Consulting and Rick Beyer

_— v - f«’ -: . Lmaw
S&P Global i ABC et (7))
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An update on the estimated financial impact m

Higher education models are experiencing significant volatility that is creating new risks and
opportunities NACUBO

ABG vsicHTs
A ,

COMPANY

Estimated COVID-19-related revenue [oss as a
percentage of 2018 revenue by fiscal year,

FY2020 and FY2021, as of 10/16/2020
n=100 n=101 n=51 n=43

n=49 n=58
10.0% - 14.9%

5.0% - 9.9%

Less than 5%

FY20 FY21 FY20 FY21 FY20 FY21
All institutions Private Public

Avg. % 5.4% 9.9% 5.9% 12.5% 5.2%

Source: EY-Parthenon and ABC Insights Analysis. US News & World Report, Chronicle, Inside Higher Ed, University Websites, ) ) )
Education Dive, Daily Pennsylvanian Proprietary and Confidential




An update on pricing strategies m
Some institutions have begun to change pricing. Majority of institutions in the analysis
set have announced tuition freezes or reductions NACUBO

ABG vsicHTs
A

1DCAMPLUS COMPANY

Published tuition changes for Fall 2020 of top 500 universities by school type and size,
As of 9/24/2020 (n=494)

By institution type By institution size
n=133 n=5 n=62 n=31 n=82

9% Reduction

Freeze

9 19% 22% Increase

17% 13%
0% I
Grand total Private Public Under 1k 1k-4.9k 5k-9.9k 10k-19.9k 20k and above

% reduction
or freeze of 66% 23% 43% 2% 15% 8% 17% 24%
grand total

Note: Top Universities includes Top 400 U.S. News and World Universities and Top 100 Liberal Arts Universities; preliminawﬁﬁh?%@aﬁlgeﬁgﬁa?w#ompleted; data will be continually updated as school statuses change
Source: EY-Parthenon and ABC Insights Analysis, US News & World Report, Chronicle, Inside Higher Ed, University Websites, cation’Dive, Daily Pennsylvanian




An update on strategic actions m
Institutions are also undertaking cost-containment efforts in hopes of offsetting COVID-
19-related revenue losses NACUBO

Cost containment measures published by top universities, Type of cost containment measure taken as response to COVID,
As of 10/16/2020 As of 10/16/2020 (n=381)

n=494

" Private

No cost .
. - Publi
containment ublic

published

Private

Number of schools Hiring freeze  Furloughing Leadership General Laying off staff Delaying
staff pay cut salary cut capital projects

% institutions
adopting 77% 75% 54% 52% 51% 38%
out of n=381

Note: Represents 22% of participating institutions

Source: EY Parthenon and ABC Insights Analysis; National Student Clearinghouse Research Center Proprietary and Confidential




An update on strategic actions by size of institution m

Institutions are also undertaking cost-containment efforts in hopes of offsetting COVID-
19-related revenue losses NACUBO

ABG vsicHTs
A

COMPANY

Cost containment measures published by top universities, Type of cost containment measure taken as response to COVID,
As of 10/16/2020 As of 10/16/2020 (n=381)

I under 1k

I 1,000-4,999
I 5,000-9,999
77 10,000-19,999

20,000 & above 20,000 & above

10,000 - 19,999

5,000 - 9,999

1,000 - 4,999
Under 1k

Number of schools Hiring freeze  Furloughing Leadership General Laying off staff Delaying
staff pay cut salary cut capital projects

% institutions
adopting out of n=381 75% 54% 52% 51% 38% 38%

Note: Represents 22% of participating institutions

- - : . Proprietary and Confidential
Source: EY Parthenon and ABC Insights Analysis; National Student Clearinghouse Research Center




Examples of Restructuring, Realignment, and
Consolidation

A

: ABCQG vsicHTs
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The Actions

OHIO

UNIVERSITY

Restructuring

« Ohio cut higher ed budget FY21 by
$110M
Declining enrollments
Anticipated budget deficit (operating
revenue approx. $759M) of approx.
$300M over the next 5 years

3 rounds of layoffs, non-renewals,
buyouts, and cuts (over 334 positions,
including 82 faculty members)
Furloughing administration, faculty
and non-bargaining employees
Salary reductions of 10 percent or
more for FY21

S&P Global ;{- ABG xsicnrs (g 5

Maine’s
Public
Universities

UNIVERSITY OF MAINE SYSTEM

Realignment

* Decreasing enrollments at the 7
universities (2K fewer students over
the past 8 years
Campuses struggled to maintain
departments with fewer majors
Increasing deficits

Pursued a unified system-wide
accreditation

Centralizing operations (e.g., IT and
purchasing)

Managing academic programs across
the system as a portfolio

University of Maine at Orono merged
with The University of Maine at
Machias

Proprietary and Confidential

Pennsylvania’s

STATE SYSTEM (  EEER

of Higher Education g

Consolidation

Enrollments decreased 20% in the last
decade 120K to 95K

Union arrangements with generous
compensation

Operating losses and increasing debt

Consolidating across the system:
Clarion University, California
University, Edinboro University will
affiliate

Faculty layoffs, at least 112
Modifying governance structures,
increasing data transparency, and
finding operational efficiencies




Level of centralization varied over time based on size of
university - ABC Insights Members NACUBO

SIGHTS

COMPANY

—o—Large Schools  —#—Mid Size Schools Mid Size Schools - High Research ~ —=Small Schools
CAGR: 0.08% CAGR: -0.49% CAGR: 0.18% CAGR -1.63%

20.0%

10.0%

0.0%
2014 2015 2016

Note: University size categories were determined based on operating expenses (IPEDS) and externally spansored research expenses (NSF HERD survey)
Large: operating expenses > $1.38; Small: operating expenses < 5600M. Mid-size high research and mid-size operating expenses: S600M - $1.3B; Mid-size high research: research expenses >
Alluniversity data is FY19 unless atherwise noted: * indicatesFY17; ** indicates FY18. Prop rieta ry an d Confidential




Findings reveal that the more universities are centralized, the m .&{N ABC s rciirs
more likely they are to be efficient — ABC Insights Members i

2019 Centralization versus Opportunity Efficiency
100.0%

90.0%
80.0%
70.0%

60.0%
Pearson Correlation

Coefficient: -.0641
50.0%

o
o
=
@©
N
©
—
s
c
]
)

40.0%
30.0%
20.0%
10.0%

0.0%

$10,000,000 $20,000,000 $30,000,000 $40,000,000 $50,000,000 $60,000,000 $70,000,000 $80,000,000 $90,000,000
Total Opportunity Efficiency (higher value = less efficient)

Source: ABC Insights Analysis efficiency opportunities of member institutions Proprietary and Confidential




Participant Participation — Polling Question 1 N!Mj %'\L ABC 1sici s

We are planning to pursue a strategy of increasing centralization of
administrative activities on our campus.

1 = Strongly Agree
2 = Agree
3 = Disagree
4 = Strongly Disagree

Proprietary and Confidential
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DRIVING EFFICIENCY &
EFFECTIVENESS IN
ADMINISTRATIVE SERVICES

NACLBO and ABC Insights Masterclass

NOVEMBER 2020



AGENDA

1. How is administrative work
changing?

2. What processes might we
standardize + avtomate?

e -
el N1

3. What technologies enable
efficiencies?




HOW IS ADMINISTRATIVE
WORK CHANGING?

Copyright [& 2020 Accenture. All rights reserved.



THE FUTURE OF ADMI
WORK

(ur interview series with higher education leaders revealed permanent changes in how work wil “WE TOOK SOME VERY
be perfnrmgd_ ‘AGGRESSIVE’ ACTIONS

THAT WE WOULD HAVE
NEVER TAKEN WITHOUT
THE PANDEMIC.”

Institutions have been spurred into exploring new
ways of operating, from automation to shared
services and outsourcing

A more remote workforce and rapid [T modernization are removing barriers to change.

Copyright [& 2020 Accenture. All rights reserved.



All interviewees expected more staff to be more remote more
often, with the most frequent response being that 20% of
staff may not come back in person.

“There are a couple of back office functions
that we never thought could work remotely.

And a couple of those...will never return to

campus”

“We hear the ‘l walk down the hall and | sit
with so-and-so’ [as an objection to shared
services]. Now they definitely don’t walk down
the hall.”




FOCUS ON AUTOMATION l_\rNI[]:

STANDARDIZATION WITH TECHNOLDGY

All interviewees who discussed the topic thought

automation was critical to their future

transtormation plans. 0f those, 60% cited modern

technology as a driver of the automation
potential.

“My goal is to be highly standardized, so it
doesn’t matter who is doing the function or
where they reside.”

“Let’s get rid of work and standardize what
you can’t get rid of.”

“If it can be automated, most people don’t
feel very engaged in that kind of [work].”

“There will be tremendous workload
reduction through automation.”




WHAT PROCESSES MIGHT WE
STANDARDIZE +
AUTOMATE?

Copyright [& 2020 Accenture. All rights reserved.



ADMINISTRATIVE EFFICIENCIES THROUGH TRANSFORMATION

Colleges and universities can use a variety of solutions to transform and optimize their operations based on the unique needs and vision of the organization.

 Transtormation levers M bamples

* Integrate common processes; create Centers of Excellence

Operating Model

» [utsource to access skills/capabilities not available in-house

Standardize * |dentify and enforce standard processes to drive efficiency

Business Process
Optimize « [Define and simplify to create lean processes and remove waste

Digitize o lltilize workflow, doc. mgmt., self service and data warehouse

Technology

Automate  Reduce manual work with automation, shift focus to value-add




DECIDING WHERE AND HOW TO AUTOMATE + STANDARDIZE

When reviewing operations, a focus on the work that matters drives value and enables transformation.
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Academic and Research Ops
COMMON PROCEss OPPORTUNITI Es ® Administrative Services

Student and Alumni Services

Example viable candidates for process efficiencies.

Unstructured, Volatile, High-Volume ,
FECTVE $O3 | [”ﬂ"’ INNDVATIVE e
4 :
Records and Registration i Student Advising and Counseling
Y IT Help Desk Student Finance and Financial Aid
= Rilling |
= e
% O
EFFICIENT  (f2) | @\ ANALYTICAL
@ Employee Data Admin o n
o HR Onboarding Academic and Research Reporting ® [andidate Sourcing and Selection
Dnnnrﬁnd Alumni Record
t : :
|| e ® Spend Analytics Library Ops and Archiving
Structured, stable, low ® Vendor Management i
volume Gift Processing

AUTOMATE Routine, Predicable, Rules, based < >Ad Hoc. Unpredictable. Judgement-based

PROCESS/ TASK COMPLEXITY



THE OHIO STATE UINIVERSITY...

People: Process: Technology:
New HR Service Delivery Model Standardized HR processes across the Workday
campus and medical center HR ServiceNow
.19 INCREASING HR SERVIGE QUALITY AND ADMINISTRATIVE
EFFICIENCY

Copyright [ 2020 Accenture. All rights reserved.



WHAT TECHNOLOGIES ENABLE
EFFICIENCIES?

Copyright [& 2020 Accenture. All rights reserved.



AUTOMATION CAN BE DRIVEN BY MODERN TECHNOLOGY

No one solution fits all: efficiency depends on transformation of people, process, and technology.

Unstructured, Volatile, High-Volume ,
| AUGMENT
' (FRECTVE. O3 [ﬂﬂ"’ INNDVATIVE BT

Original, innovative work and highly reliant on deep expertise
Interconnected work activities highly reliant on coordination and
communication

Solutiom Chatbots, Natural Language Generation Solution : Machine Learning, Neural Networks

[}
__________________________________________________________________________ B ittt
1

(o) |
EFFICIENT (TS | @\ANALYTH:AL

DATA COMPLEXITY

A

Routine work and currently reliant on well-defined and well-understood Judgement-oriented work and reliant on expertise and experience
criteria '
Solution - RPA, Data Analyti[:s, Cloud ERP, Case E Solution - Machine Lgapning, Dggp Lgapning

Management

Structured, stable, low
volume

AUTOMATE Routine, Predicable, Rules, based < >Ad Hoc. Unpredictable. Judgement-based
PROCESS/ TASK COMPLEXITY




WHAT IS A VIRTUAL AGENT?

SENSE COMPREHEND ACT
OUR DEFINITION Real-Time S
A smart assistant that interacts with G2, et essnger
people and machines, harnessing the Avatar
[ - . * ))) Voice Natural Enterprise Systems

power of Artificial Intelligence™ to Languege
inform, support and advise, helping Processing LEARN
them with their tasks, challenges and o) e e

El‘ll‘l Wi EIl" 1TdSKS, Challenges an ﬂr;stimr:;f roIParty Systems

0dIsS
g Asynchronous Vision

processing ,
N Robotic Process
Voice or Text
Interface
User Interface Knowledge Base
*Artificial Intelligence: Smart machines that extend human
capabilities by sensing,
comprehending, acting and learning - allowing people to achiev
much more.
32



RPA: UNIVERSITY EXAMPLE

Accenture delivered a 4-week discovery phase to review systems and processes used by the HR department.

Accenture conducted an elimination process to understand
the key areas of most manual inputs. This |ed to the
identification of the below o candidate processes for
Automation, >7Ta%of the department currently
perform manual repetitive tasks to complete -
diverting time from higher value tasks

[ Terminations

2. New Starters

d. Sessional Contracts

4. Maternity and Paternity Leave Requests
a. Flexible Working Requests

87% TIME SAVINGS
ACHIEVED

SAVE >115 DAYS EACH YEAR
INCREASE ACCURACY

INCREASE CAPACITY OF HR TEAM TO
DELIVER TRULY HUMAN SERVICES



Participant Participation - Polling Question 2 N!Mj %'r/x ABC 1sici s

We are likely to increase our investment in IT for automation and efficiency
over the next 12 months.

1 = Strongly Agree
2 = Agree
3 = Disagree

4 = Strongly Disagree

Proprietary and Confidential




Key Takeaways for Breakout
Discussion

The administrative landscape is changing to be more

technology-enabled and ready for remote work. How

far along is your institution on this trend?

Design of operating model and process
standardization must occur to maximize avtomation
opportunities. What next steps are you considering?

Various technology solutions exist to enable
efficiencies and can be selected based on data and
process complexity. How are you determining which
solution is best for you?
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Discussion topics
NACUBO

e Introductions and Overview

* Driving Efficiency and Effectiveness in Administrative Services

* Report Outs
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Teams report out key topics, insights, and m %!r/; ABE 011

recommendations NACUBO

Proprietary and Confidential




Participant Participation - Polling Question 3 N!Mj %{L RBG srcnrs

We plan to adopt a much more flexible work-from-home policy even after COVID-19.

1 = Strongly Agree
2 = Agree
3 = Disagree
4 = Strongly Disagree

Proprietary and Confidential




° 4 / INSIGHT
A preview of next week’s class and SME guests iz ARk
NACUBO

Dec. 2 3:30-5pm EsT

Post-Pandemic — The Future
of Higher Education

Samantha Fisher
Managing Director,
NA Education
Practice, Accenture

Aneel Delawalla
Managing
Director/Senior
Partner, Accenture
Strategy

. Jim Hundrieser, Ph.D. B Paul Friga, Ph.D.
Ea C h SeSS | O n =y = Vice President for Consulting Services, NACUBO 5 Strategy Prof. at UNC CH, Co-founder of ABC Insights

: < ¥ Focus on student success and strategic business models Focus on university strategy and efficiency/effectiveness
H Osted By' e B.S. from Northern Michigan University, M.Ed. from : Previously with PwC and McKinsey

Plymouth State university, Ph.D. from Barry University : B.S. St Francis University, MBA & Ph.D. UNC-CH
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Thank you to our program organizers and sponsors N!Mj ﬁ“" ABG s et
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Click Here For More Info and To Register
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