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DRIVE RETENTION AND
CONTROL COSTS WITH

PERSONALIZED ONE STOP
STUDENT SUPPORT

Expectations around customer service have changed dramatically over the past

ten years, and today’s students want convenient, anytime, anywhere, personalized
support from their institution. Fast, reliable, high-quality one stop student support
can be a critical differentiator for an institution, driving student satisfaction rates
to over 90% and helping to significantly increase retention rates.

EdgePro invests annually millions of dollars in the technology capabilities of the
operations centers; quality assurance of the advisors; and business processes to
improve time to resolution, customer satisfaction, engagement, retention, and
student success.

We create customized solutions for our partners to provide a best-in-class student
experience that includes:

* Fast, convenient, 24/7/365 support, available across multiple modalities and
personalized for each student.

+ A quick scalable, cost-effective support solution leveraging technology and
expert advisors in five global contact centers.

« Comprehensive program management, including real-time optimization made
possible with robust reporting and live call monitoring.

+ Best-in-class SmartView technology supporting intuitive self-help tools and
centralized 360-degree view of student information for advisors providing
support by phone, live chat, email or text messaging.

+ Predictive, proactive, and highly-effective outbound communications
personalized for each student.

+ Deflection and automation strategies to drive down inbound volumes and
lowering total cost of ownership for our partners.
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Y el
HEE S V2

CLOUD,
Y= Creyg,

& 7
“ > 24/7 Support Live Chats Self-Service Student Data Analytics Outbound
Services Apps and IVR Integration & Student Outreach
Ed \ DX Engagement
g e Reporting
O, .
/C‘//\ Vq\é]

( Q
Capning 8V



Committed to your success

We work closely with our partners to create highly customized solutions designed to meet
their specific goals. We're focused on achieving measurable results that drive student
engagement, retention and success while leveraging new operational and cost efficiencies.
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73%

Increase in financial
aid utilization

117%

Increase in financial
aid utilization

>40%

transfer calls
eliminated

25%

Increase in financial
aid dispersed

student satisfaction
rate

90%

first-call resolution
rate

90%

first-call resolution
rate

$2.4M

in student receivables
collected via proactive
outreach

96%

decrease in call
abandonment

4 days > 3 min

reduced inquiry time

average speed to
answer



