
higher education case study

4 Busy University Departments.
1 Inbound Calling Program.           
94% Call Service Level.

A four-year, public university located in the American Midwest

Call lines lighting up
The University attracts a large number of first generation students whose families are 
experiencing the financial aid and registration process for the first time.  The University 
found itself inundated by a number of  important and frequent questions, leaving less time 
to address more intricate and nuanced student concerns.

Too many calls, not enough staff
Already stretched department resources made fully supporting  increased inbound call 
traffic challenging--especially during peak calling times, like the beginnings and ends of 
semesters. And increased need to answer phone calls made it difficult to balance  other 
important job duties, including handling in-person student inquiries.

The University:

The Starting
Point:

■  Provide accurate information consistently 
to callers

■  Interactions resulted in unhappy, 
unsatisfied students and parents 

■  Limited institutional resources made it                                        
difficult to give all students the same level 
of attention

Areas for 
Improvement:
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Windham’s SmartWIN Solutions:
■  One Stop Partner–  With a limited budget, the University needed 

one partner that could service multiple departments at once. 
Leveraging 34 years of higher education experience, Windham 
created a call-receiving and training program that met the unique 
needs of four different departments: Administration, Registrar’s 
Office, Financial Aid, and Cash Management. 

■  Bridging the Gap – Windham bridged the support gap for 
students and parents by identifying and answering frequently 
asked questions that clogged up the University’s phone lines and 
time and then escalated higher-level calls that demanded a staff 
member’s attention.

■  Improved Quality Control – Using voice capture technology 
to  analyze inquiry trends, Windham identified additional FAQs 
to have the school script. These steps ensured that both staffs 
were properly aligned and providing the same information to all 
students for the same questions.

■  One Call Resolutions –  Windham didn’t just answer student and 
parent questions with robotic precision. Instead, a conversational 
and proactive approach helped to identify secondary questions or 
follow-up concerns, addressing the whole scope of the issue and 
minimizing second calls for the same issue. 

■  Expert Staff and Client-Specific Training – Becoming a seamless 
extension of the University required Windham to become 
completely familiar with the University, including understanding 
its student population and demographics, the University’s 
administrative culture, and department processes. Windham 
created a University-specific training program tailored to address 
the University’s needs and that best prepared Windham’s Student 
Experience Specialists for call success.

■  Ongoing Communication and Team Calibration –   
Weekly meetings facilitate effective two-way communication 
between Windham and the University. The University shared up-
coming deadlines and communications that would likely increase 
inbound call volume, which enabled Windham to anticipate and 
plan accordingly. Likewise, Windham could give timely feedback 
from callers for additional improvements. 

Windham’s Goal:

Together, Windham and 
The University Achieved:
■ 94% Call Service Rate

Receiving nearly 18,000 calls in just 7 months, 
Windham consistently achieved high service 
level rates, peaking as high as 94%. Thousands 
of students got the undivided attention and 
support they expected when placing their call. 

■  Low Escalation of Calls

During Windham’s highest call volume month, 
only 5% of calls were escalated back to the 
University for handling. 

■ Decreased Hold Time

During peak months, Windham’s average hold 
time was less than 10 seconds, and inquiries 
were addressed with efficiency, taking just 2-3 
minutes on average.
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■  Commitment to Compliance – Protecting student and University  
data is always important, especially when given direct access to 
the University’s student information system. To ensure Student 
Experience Specialists adhered to compliance with known federal 
and state regulations, Windham: 

o Recorded all phone calls, reviewed by Call Monitoring Specialists

o  TrainedSpecialists in security awareness and all current compliance 
requirements

o   Developed a client-specific training program that incorporated the 
University’s guidelines and expectations. 

■  Identify common problems and questions to help improve the University’s 
current process and FAQ scripts

■  Relieve busy staff from handling frequently asked questions to focus on 
higher-level, more intricate calls or in-person requests

■  Create a seamless extension of the University’s staff
■ Increase the quality of support for inbound calling program


