SMS-Magic

Best Practices for Conversational
Text Messaging in Higher Education



Overview

Competition for students is fierce. The last few years have seen declining enrollment rates and
reduced government funding, making it even more crucial that universities and colleges become
more effective at attracting and engaging new students.

Conversational text messaging gives student admissions officers and directors of alumni
relations the advantage because it's a channel your students embrace and use naturally. When
you consider that smartphones are used more for texting and browsing than talking, it only
makes sense to incorporate conversational text messaging for your recruitment initiatives,
admissions process, and fundraising drives.

Text messaging can be used in higher education to:
e Recruit students - many of whom are digital natives who have been texting for years.
e Simplify application and enroliment by automating the admissions process.
» Keep students’ attention and engagement on campus strong.

e Continue personalized conversations with alumni for more successful
fundraising programs.

The reality is that messaging is the new conversation, especially for your students. They live and
breathe with their smart phones.

Let's start by looking at how you can use conversational text messaging to win the competition
for student recruitment.
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Go Digital to Recruit Students with Text Messaging

Text messaging will help your university win the competition for top high school students. In
fact, a recent study by Cappex found that 77% of students want to receive relevant information
from universities via text messaging.

Text messaging will help you get and keep their attention on you, your curriculum and your
opportunities for their futures.

One of the biggest challenges every university recruiter faces is getting potential students to pay
attention to the information you send them. After all, there are so many options, especially for
the students you want. Everyone else wants them too.

Text messaging gives you the advantage, especially with the younger generations of digital
natives who already use messaging as their primary form of communication. Why?

* Digital natives read and act on messages. You can send them class information, videos,
links to web pages and more and they will pay attention. Try that with email and they
probably won't.

» Texting is a natural conversation. You can interact immediately, answer questions, send
relevant information and learn more about your prospective students. Texting is so
natural that 50% of students say text conversations are just as meaningful as a phone call.

e Your students will appreciate you. Today’'s incoming students are digital natives. They'll
like you and your university/institution better because you're communicating with them
the way they want to communicate. That helps you stand out from the crowd.
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How Can You Use Text Messaging to Recruit Your Students?

When it comes to recruiting, our education clients use conversational text messaging to:
e Share information about your programs and curriculum.
e Invite students and schedule campus tours or calls with staff.
e Respond immediately to questions or requests.

e Connect prospects with other students in their school of interest program to have
personal conversations via messaging and more.

Reach Out With Conversational Text Messaging

Let's look at how easy it is to reach out and share information with prospective students. Say
you're a university recruiter for the business school. You've met a number of high school
students you want to entice to your university’s programs.

e First, you'd send a message to all of the students
:’L):Tfl/&szta.acqvg?nl;ts t';?sb you've met that you'd like to recruit. The initial
summer. We'd love to message is designed to remind them you've met
have you join our top before and ask if they're interested in knowing
aitee BUsiness more about your university's degrees for
programme. To learn ) ) ) )
more, text YES to 36343 business. It also serves as an opt-in confirmation

for your messaging campaign.

When a student replies YES to the first message, they are automatically sent a series of recruiting
messages for the business school. (FYI, for students who don't respond, you can also send a
slightly diffevrent message to learn what compels them to respond.)
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For YES responses, you can send a variety of information in a multi-touch message campaign.
For example, you can send:

e A personal URL to information on the business school, so you can track when they click
to do research.

e Avideo of business school students talking about how amazing your school is and how
much they learn, and have fun too.

e Alink to a well-known professor’s latest book.

e Whatever else you think will be relevant and enticing to them.

If the student doesn’t respond to your initial information flows, you can send more messages
with different content to see what attracts them to take action. All of these sends can be
automated by your advanced conversational text messaging solution. You can learn what
content compels them to take action, and then focus your campaign on that content.

Hi <Firstname>, I'm

thrilled you're interested

in our business school. Hi <Firstname>, Our

Here's a link to our | chair of Economics just

curriculum. wrote a best seller. Hi <Firstname>, Did you

<Personal URL> Check it out on us! Ml know our BSchool
- Rob, AZU <PersonalURL> graduates entry salary is
- Rob, AZU 25% above other schools?
Here's what our grads
say. <Video>
- Rob, AZU
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Schedule Visits and More with Text Messaging

When the student takes action and clicks on a link, watches a video etc., the system
automatically triggers a 2nd message a week later, asking if they'd like a personal tour of the
campus, or if they have questions they'd like answered.

| Hi <Firstname>, Do you
have any questions When a student texts INFO, Rob (your recruiter) is

about our school? Text alerted by the SMS-Magic desktop so he can
TOUR for a visit or INFO immediately reply with a personal conversation,

for a personal chat! We'd

love to connect with you.
- Rob, AZU schedule a call.

answer any questions, send more information or

| Hi <Firstname>, I'll take
Bl you on a personal tour
When the student replies TOUR, they myself. Click here to set a

are automatically sent a message that time. <personal calendar

link> Look forward to
meeting you!

- Rob, AZU

makes it easy to schedule their visit.

Hi <Firstname>, We're
scheduled! Looking
forward to seeing you on When the student schedules a campus tour,

Jan 20 at 10:00 am. Text Rob is notified via email. The student is also

me when you arrive at
the B-School

- Rob, AZU

sent an immediate confirmation message.
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Students are also sent automatic reminders on a regular basis of their tour date. You can also
offer them the option of changing their date through the same automated process.

Hi <Firstname>, Just Hi <Firstname>, Looking
reminding you we have a | forward to seeing you
tour onJan 20 at 10:00 tomorrow at 10:00 am.
am. If you need to Text me when you arrive.

reschedule, click here I'll meet you in the
<Personal URL> B-School lobby.

- Rob, AZU -Rob, AZU

Follow-up to Visits with Conversations

Hi <Firstname>, Great to

meet you. If you have any
questions, just ask. After the tour, Rob sends a personal message

Here’s a link to begin to the student. In this case, he also sends a

enrollment. We'd love to
have you! <Personal URL>

- Rob, AZU

personal link for the student to enroll.

When the student clicks on the link to submit the enrollment form, a new conversational
messaging flow begins to walk them through the admissions process.

When you converse with them the way they want, making it easy for them to interact with you,
you get a leg up in their university selection process. Plus, you get to focus on having
conversations with students. Learning about what they need, helping them understand the
value your school brings and recruiting the best students for your programs.

Once you've attracted them and created enthusiasm for your school, continuing to use text
messaging to streamline onboarding is a natural transition.
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Automate Student Applications with Conversational Text
Messaging for Education

Text messaging makes it easier for you and your students to apply and confirm their enrollment
and acceptance. It also makes it easier for students to ask for your help and for you to continue
building on the relationship you began during your recruiting process.

Since text messaging is the conversation channel of choice for your students, they'll naturally
read and respond to your messages concerning their enrollment process. Thanks to the
powerful automation available with advanced conversational text messaging solutions, you'll be
able to share and track all applications using workflows and digital tools. This means you focus
on students, not on which form they need to sign.

Our clients use text messaging during the recruiting, application, and enrollment processes to
simplify and accelerate results while also building a stronger relationship with their incoming
students, thanks to personal conversations.

Automating the Application Process with Text Messaging

There are a number of ways to use text messaging to simplify and improve your application
process. Here are a few ideas.

1. Offer text opt-ins for more information or help.

Students won't necessarily pick up the phone and call you if they have questions about the
application forms on your website, your curriculum or programs, or need your help. Offering a
text opt-in to ask questions or get help makes it easy for digital natives to engage with you the
way they want. They'll like you because you'll converse with them in the way they prefer, and
they’re much more likely to engage with you through a text message than any other channel.

For example, on your website, add a message that promotes the option to text a specific
keyword to a specific short code for help, to get answers to questions etc. When they text you,
you will immediately be notified and can respond to them quickly, beginning a conversation
that's personal, quick and easy.
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2. Invite key prospects to apply to your school

You meet a large number of students. You can easily send the students you select to invite to
your program a text message to start the application process.

For example, after you meet with a top prospect, you can send a simple message with a
personal link to an application form.

Hi <Firstname>, It was so

great to chat with you.
We'd love to have you in When a student clicks on the ”nk, yOU’”

our program. Here's a know they've clicked and be able to

link to begin enrollment. monitor their progress.
<PersonalURL>

- Jackie, OCU

Hi <Firstname>, We've
received your
application. Thanks for

When they submit the application
sharing it. We'll be back

form, a confirmation message is

] to you soon with an
automatically created and sent. update. Any questions,

just text mel
- Jackie, OCU

If the student responds to the text, Jackie is immediately alerted so that she can respond
immediately with a personal message to answer questions or simply have a chat.
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3. Automate acceptance messages and offer more information

Hi <Firstname>, You're in!
We're thrilled to have you
in our school. Click here
for more info.

When a student’s application is accepted, an
acceptance message can automatically be sent, along
<PersonalURL> with a link to start another multi-message series that

Questions? Text YES to guides a student through the admissions process.
36343.

- Jackie, OCU

You can create messages to guide a student through the admissions process, from financial aid to
housing, campus activities to class schedules. You can also blend messaging with emails based on
which channel is most appropriate for the communication.

For example:

e Forms for financial aid, housing and class schedules can be sent to students via email, for
ease of access.

* You can monitor student progress with submitting these forms. When they delay, you can
automatically trigger text messages at specific points in time to remind them to complete
applications and other necessary forms.

* You can also automate messages that offer keywords to text for help, more information, a
call from a counselor and more.

By using conversations to remind and encourage students throughout the process, as well as
offer them help, you create a stronger relationship with students while simplifying the process for
all. Because all communications are tracked in your CRM, you'll know the history of student
conversations whether the communication was made via text message or email.

Now that your students are on campus, you can make their time with you even more meaningful
by continuing to use text messaging to keep them involved, engaged and safe while they're there.
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Keep Your Students Engaged Throughout Their Time with You

How do you get your students’ attention when they're running between classes, studying,
enjoying life and generally busy as bees? Unlike email, text messaging for Higher Ed can and will
get your students’ attention so you can share information, events, and more with them.

Let's face it. Your students are all digital natives. They spend more time on their smartphones
than they do anywhere else. When you communicate with them the way they naturally like to
converse, everybody wins.

That's why text messaging for Higher Ed is such a powerful communications channel for
universities and other educational organizations. Your students will read your messages. They
will respond. In fact, text messages get 6X the responses vs. email and 10X vs. phone calls. How's
that for connection power?

Get Hip with Text Messaging for Higher Ed

You can use conversational text messaging for virtually any communication you want to share
with your student population. And they will love you for it.

Following are just a few examples:
1. Campus announcements

Whether you want to send out information

about classes, campus schedules, and updates

or simply let your students know about Hi <Firstname>, Don't
something that just came up, text messaging is forget we have a pep
the fastest and most effective way to reach them. rally for Homecoming

this Friday at the
Stadium. Bonfire,
refreshments and music!

You can send out a simple outbound
informational message to your entire
student population.
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Hi Freshman! Just a
reminder that the
Chancellor will be in the
Fine Arts Auditorium to

listen to your advice
from 2-4 this Friday!

Hi <Firstname>,
Engineering is hosting
Dr. Tesla in the
Auditorium, Thursday at
7 pm. He'll be speaking
on Powerful Energy

You can send a message to a select group of students, from everyone in a specific class to those
in a school to those with a certain GPA.

Hi <Firstname>, We're
inviting all of our honors
students to a special

event at the Chancellor's
Quarters. Click here for
more information <URL>

Alternatives.

2. Events and special opportunities

Some campus events require registration or some kind of response from students. You can
easily use text messaging for Higher Ed to manage those events, as well.

For example, let's say you want to promote and sell tickets to your Fine Arts production of
Shakespeare’s Hamlet. You can promote the event, guide your students to their discounted
ticket sales and remind them of the upcoming event, all with a single multi-touch messaging
campaign. Here's how.

Hi <Firstname>, We're
proud to announce
HAMLET, a production
from our Fine Arts

First, you send a message

telling them about Hamlet.

students, running Jan
10-24 in our Grand Hall.
(InsertinfoURL)
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Hi <Firstname>, You can
get Hamlet tickets with
your student discount.

Next, you can send a message a week later

, offering them a student discount.
50% off! Click here to

get that deal!
<InsertURL>

Hi <Firstname>, You are
_ . going to love Hamlet!
When your student buys the tickets, you can automatically | This confirms your
trigger a confirmation message. You can also offer a | purchase of 2 tickets for
keyword response for them to ask questions or get help. Saturday, Jan 12. Any
questions, text HELP to
36343

Then, you can send reminder messages ahead of

Hi <Firstname>, Just )
J the actual play date, as often as you'd like.

| reminding you that you

Ml have 2 tickets for Hamlet,

| Saturday, Jan 12. Any
questions, text HELP to

36343
Hi <Firstname>, Just

| reminding you that you

Ml have 2 tickets for Hamlet

[l TONIGHT!! Any
questions, text HELP to
36343
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3. Emergency announcements

Text messaging is a fast way to get emergency information to students. For example, weather

advisories, road closings, building closings, class cancellations, and more.

Yup, we have a foot of
snow and more is
coming. Classes will
be closed for February

10. We'll update you as

In case you're
wondering why the
Science labs are dark,
the power is out. College
of Science will be closed

until further notice.

the storm progresses.
Stay safe! Darned backhoes!

Conversational text messaging gives you the flexibility to communicate virtually any type of
information, quickly and effectively, to any segment of your student population.

This includes even after they graduate and become valued alumni.

3 Fundraising Strategies for Engaging Alumni via Text
Messaging

Successful alumni fundraising initiatives start with engaging your donors in a conversation.
Engaging alumni via text messaging helps you do just that.

Since the majority of your alumni use text messaging every day, it's a natural way to begin and
continue a conversation with them about your institution, your plans for the future, and what
matters most to them.

When using text messaging to have donor conversations, here are three key strategies to
increase your success, and have fun along the way.
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Use Text Messaging to Learn About Alumni as Individuals

Asking a recent graduate, with thousands of dollars of student loan debt, for a large
contribution isn't going to work. It's surely not going to help you impress them with how much
you care about their world.

The same can be said for asking a patron of the arts to fund your new basketball stadium, or
asking a sports fan to contribute to the purchase of that new library.

Engaging alumni via text messaging gives you the power to quickly learn more and more about
your alumni, so that you can tune your requests to match their financial situation and areas of
interest.

Hi <Firstname>, I'm Amy
. from U of E. Do you
helps you better segment your alumni based on prefer SPORTS,

their projected financial giving ability. Use text THEATER or SCIENCE?
messaging to survey your alumni to learn more Please Reply with the
word that matches your
preference. Thanks!

You already know their graduation year, which

about their passions and interests. For example:

Engage Alumni via Text Messaging to Build a Relationship

Now that you know what interests them at a high level, you can tune your requests. You can
continue to ask them questions to learn even more about them, giving you the key insights to
build a relationship.

Just remember, you won't build a relationship by only asking them for donations. It's just as
important to give back to them with programs or opportunities that match their interests. You
want to be a partner for life, not that pesky organization that always asks for money.
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Use text messaging to invite alumni to networking events, special programs at your campus, or
continuing education opportunities. Texting makes it so easy to keep your alumni in the loop

concerning key news and updates, fun announcements, and more. For example, use messaging
to invite your alumni to a special networking function, then remind them of the date and time.

Hi <Firstname>, Special
event for B School
Alumni on Jan 15, 7 pm!
Our guest speaker will

Hi <Firstname>, Just a
reminder that our
Special B School Event
featuring a NYT Best

Hi <Firstname>, Looking
forward to seeing you
tonight at the B School
Auditorium! Networking,

a NYT Best Seller, and
opportunities galore!

blow your mind. Click
here for more info.

<Insert link>

Selling Alumnus is on Jan
15, 7 pm! See you there!

If you want to get donations from your alumni, always continue to give. That's the foundation
of long-term relationships.

Ask Alumni to Help You Fundraise, and Make it Fun!

Alumni can help you with more than money. When you make it fun for them to help, it's even
better.

Every activity can become fun and engaging when you turn it into a game. Text messaging helps
you create that fun environment for fundraising. You can incite alumni to get involved in your
fundraising goal, based on different actions that contribute to your success.

For example, you can award prizes for alumni who capture different levels of investment, create
campaigns within their local networks, contribute new fundraising ideas, and more.

Engaging alumni via text messaging makes it easy to gamify fundraising. You can announce the
program, send promotional texts to keep the game top of mind, feature winners and their ideas,
offer special prizes, and share each alumnus's personal status with them.
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Hi <Firstname>, We're
building a new
engineering laboratory.
Help us with fundraising

and win fun prizes.
Details here <link to
program page>

Hi <Firstname>, Thanks
for bringing in 5 new
donors! You win one of
our Blue Level Prizes! Go
here to get your prize
<Link> Get 5 more for
another prize!

Hi <Firstname>, For the
next week, a secret
donor is DOUBLING your
rewards. You win 2x the
prizes. Check it out here!
<Insert Link>

Text messaging gives you the chance to have important conversations with your alumni, for
fundraising and continuing to build long-term relationships.

You'll communicate the way they like, learn about what matters to them, as you show you care

about them as individuals, and build relationships that fuel ongoing fundraising success.

The Bottom Line

When you find out how powerful conversational text messaging can be across the entire
student-to-alumni lifecycle, you'll wonder why you hadn’t thought of using it before.

So what are you waiting for?
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About SMS-Magic

SMS-Magic is a proven, global messaging platform for Salesforce, with over
1500 clients across 190 countries, including small, midsize, and enterprise
accounts. SMS-Magic enables Salesforce users to engage buyers and win and
retain more new customer revenue, while creating strong customer
relationships that drive sustainable competitive advantage. SMS-Magic is the
most positively reviewed messaging application on Salesforce AppExchange.
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