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Universities world-wide are facing challenges, and only the very 
elite are likely to survive without major transformational change

Higher Education Trends and Responses 
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Changing customer expectations

Increasingly savvy students and parents and rising fees 
in many countries has led to higher student 
expectations and demands for flexible learning

Increased global competition and choice

The proliferation of HEIs in non-traditional markets 
and rising standards has led to increased choice for 
students, including oversees

Disruptive technologies

Digital natives increasingly expect a certain standard of 
digital interaction. Many providers have as yet failed to 
make this leap

Rising student numbers

In 2014, global tertiary enrolments reached 200m. 
Gross enrolment ratio of students in higher education 
now above 35% ( 14% in 1990 )

Increased financial challenges

Rising demand and student expectations have led to 
increased costs in the face of decreased public funding 
in many systems

The challenges
How HEIs are responding

Finland

• Aalto University (Finland) merger.  
Now 18,000 students

• Startup Sauna accelerator $36m since 
2010 from the private sector

• QS ranking 133 in 2016

Australia

• Shared procurement consortia
• University of Melbourne Transformation 

- $70m (AUS) in cost savings
• Increasing internationalization strategies 

to attract student international students

UK

• Leading UK University’s Digital 
Transformation programme, 
improving the student experience 
while driving back-office efficiencies

• MMU 7 campuses into 2

US

• Historically hghly privatized system 
• Decline in government funding for state 

HEIs and increased fees for students (for 
now)

Source: Industry Reports, PwC Analysis
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And higher education institutions world-wide are struggling to meet and 
exceed their students expectations who …
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Higher Education Trends and Responses 

... trust their 
peers

... are 
informed

Brand loyalty 
replaced by 
peer 
conversations 
and other social 
media 
interactions

Easy access to 
research and 
data will expose 
efforts to 
mislead and 
enable 
comparison; 
transparency 
and 
authenticity 
required

... expect 
more

Expectations 
shaped by 
experiences 
outside 
campus, where 
content, 
interactions 
and features 
may be much 
richer and more 
compelling

... have 
choices

... have a 
voice

Undifferentiated 
products and 
services, lack of 
loyalty, easy 
access to 
alternatives and 
low barriers to 
defection 
require extra 
effort to retain 
learners

Vehicles for 
communicating 
experiences 
with your brand 
– both good 
and bad – are 
ubiquitous and 
free

... use 
different 
channels

Users 
increasingly 
rely on multiple 
channels to 
research, select, 
buy and (self) 
serve, allowing 
constant 
connection and 
access on 
demand
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In order to navigate the challenges, the private sector has taken an 
increased role in funding and delivery in higher education systems 

Higher Education Trends and Responses 
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Governments are responding through consolidation 
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Expanding MOE’s scope

• UAE and KSA, renewed focus on 
early education: MOE’s scope is 
extended to include strategic 
oversight over nurseries (previously 
under by MOSA).

Recognition of the importance of this 
segment on future performance

Key changes in 
GCC education 
sector system 

governance

Ministry consolidation

• UAE, federal MoE merged with 
MoHESR

• KSA, MoE merged with MoHE, 
while QA and standards 
consolidated under one authority.

Bringing key entities under one 
regulatory authority for better control 
and accountability

Consolidating VTEC and MoE

• KSA, governance of TVET merged 
with MoE

• KHDA in Dubai established its own 
VET licensing and review process. 
ADEC in Abu Dhabi exploring 
consolidating HE with VTEC  

To improve coordination and 
consistency

Increasing private 
participation

• National targets set in KSA to 
increase private participation in 
education delivery

Pressure on establishing a PPP 
regulatory framework and role of MoE

Spinning off operations

• The Emirates Foundation for 
Schools will independently manage 
and operate all public schools

• It will have a separate body 
accountable to the government 

To reduce conflict of interests between 
regulation, inspection, and delivery

Source: Literature review, Strategy& analysis
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Universities need to be agile to cope with the increasing pace of change and 
demand from their ‘customers’
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“Agile University” is based on PwC’s experience of transforming HEI’s in the UK, Europe, Australia and the US. 

Data used to drive 
interventions

Digitally Enabled Efficient & Effective

An Operating Model 
that allows the 
University to 
differentiate

Focused on the 
Student Experience+ + +

The Agile University

Multi channel engagement

One source of the truth

Distinctive Brand and Image

Easy to engage with

A relationship with 
customers

Automated processes 
wherever possible

Eliminated duplication of 
effort

Financially fit

Global footprint and 
scalability

Leverage Partnership 
opportunities

An operating model equipped 
to deliver the strategy

Effective decision making and Governance
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Teaching and curriculum aligned to student and labour market need
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Thinking about your student journey – “the moments that matter”

Make me aware

Attract me

Tell me what I 
need to know

Advise me

Review my 
application

Interview me

Offer me a place

Commence my membership

Get me started

Keep in contact and use my networks
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Mapping the full suite of interactions with your students

University of Reading – ‘as-is’ Student Journey for full time undergraduate

UPP

Student Union

Communication 

and marketing

Student Learning, 

Academic, 

Teaching Services 

(SLATS)

Library and 

Collections 

Services

Schools

Admissions

Student

HBS

Alumni

Reading 

International 

Office (RIO)

Campaigns and 

Supporter 

Engagement

Other Support 

Functions (e.g. 

Finance, HR)

Office of the 

University 

Secretary

UCAS

Businesses, 

Industry and 

other 

individuals

Systems

ALUMNIAPPLYATTRACT CURRENT
Advise me

Aware of UoR

Provide website 

with UoR 

information

Attracted to and 

informed about 

UoR

Seek further 

information

Make a decision 

about what to 

apply for at UoR

Attend UK open 

days 

Run open days Respond to 

queries from 

prospective 

students

Make me aware Attract me

Find out more about 

UoR i.e. through 

website, prospectus, 

social media sites

Tell me what I need to know

Provide info on school 

specific info i.e. through 

local websites, social 

media sites

Provide information 

on courses, etc

Provide information to 

marketing on UoR, its 

courses, offers, fees, 

incentives

Provide informationto 

marketing  on UoR, 

financial support, 

immigration, etc

Respond to 

queries from 

prospective 

students

Respond to 

queries from 

prospective 

students

Build brand 

awareness through 

advertising, fairs, 

schools

Attend open day, 

answer questions 

and run sessions

Provide info on 

schools i.e. through 

school website or 

social media

Provide info for 

open day

Provide information 

for website for 

international students

Provide information 

on  student 

accommodation on 

own website / 

brochure

Attendance at open 

day, answering 

students’ questions

Attendance of 

student 

ambassadors 

Attendance at open 

day, running 

accommodation 

tours

Attend 

international fairs

Arrange, publicise 

and run intl. fairs

Provide info to marketing 

on student 

accommodation for 

website, prospectus, etc

Respond to 

accommodation-

specific queries

Provide info for and 

support open day

Manage 

relationships with 

agents (intl. 

students)

Run Outreach 

(secondary 

schools)

Agents play an 

important part in 

intl recruitment 

Attend agents’ 

fairs in country

Presence at 

agents’ fairs to 

promote UoR

Attend UoR 

events e.g. 

exhibitions, 

museums, etc

Arrange UoR events 

e.g. lectures, 

exhibitions, museums, 

etc

Schools supporting 

UoR events (e.g. 

open lectures)

Commence my membership Get me started Enrich me Seek my viewsHelp me progress Assess me and evidence my progressSupport me

Attend Welcome / 

registration  

Weekend

Attend induction

Attend Fresher’s 

events during 

welcome week

Attend lectures/

seminars

Join clubs/

societies/

volunteering

Move into Halls

Receive 

assignment 

feedback and 

results

Seek help and 

guidance (non-

academic)

Complete 

assignments 

(online & hard 

copy) in year

Use the library

Access online 

resources e.g. 

recorded lectures, 

Blackboard, etc

Socialise and attend 

extra curricular 

activities (sport 

facilities, etc)

Provide feedback 

on UoR 

experienceDo placement
Seek careers 

advice

Pay fees (international 

students)

(50% as a minimum at this 

point / remaining amount by 

January)

Receive welcome 

information (e.g. 

email) on registration 

and induction

Receive email with 

link to online 

enrolment
Access timetable

From Tuesday to Friday 

midday of welcome week, 

choose module options

Arrive on site 

Obtain IT details 

(login, email 

address, etc)

Contact IT 

Helpdesk with IT 

problems

Seek academic 

advice

Receive 

assessment 

results

Complete 

assessments – 

end of term

Seek support with 

changing courses / 

programmes, resitting 

exams, etc.

Seek support with 

resitting exams, etc.Seek support with 

additional documents / 

visa / fees, etc – 

INTERNATIONAL 

Students

Receive and act upon 

outstanding debts 

prior to progression

Pay outstanding 

library fees – 

throughout year

Move out of university 

halls

Receive notification of 

academic progress for 

continuing students

Receive notification of 

degree award 

(finishing students)

Attend graduation 

ceremony and receive 

certificate, etcComplete online 

enrolment

Make use of 

tutoring 

Students contacting 

UoR with queries about 

scholarships, part-time 

fee structure, US loans 

etc

Students not living in halls 

receive ‘welcome packs

Attend school-

specific welcome 

back events for 2
nd

 

and 3
rd

 year 

students 

2
nd

 and 3
rd

 year 

students have to 

enrol at the 

beginning of a year

Seek support with 

course transfers

Respond to 

disciplinary 

matters

EC process Issue complaints
Receive results 

from balloting 

exercise

Ask for and 

receive academic 

reports for 

sponsors

Send email with 

enrolment 

information

Input fees and 

scholarship into 

RISIS

Provide careers 

guidance

Provide additional 

guidance and 

support

Arrange and run 

Registration Weekend 

and welcome week

Centrally co-ordinated 

from this year

Produce and publicise 

timetable

Publicise module 

choices on portal incl 

module catalogue

Process module 

choices

Arrange 

assessments 

(timetable, rooms, 

etc)

Send information to 

new students incl 

on induction

Conduct surveys
Help organise 

placement (Career 

Service)

Provide support with 

changing courses / 

programmes,  

etc.(Faculty office)

Provide support with  

resitting exams, 

etc.(Exams office)

Provide support with 

additional documents / 

visa, etc – 

International 

documents

Provide support for 

resit 

(Exams office)

Contact students 

about outstanding 

debts prior to 

progression

Notifying continuing 

students of academic 

progress

Notify students of degree 

status / award and provide 

transcript.

Provide Chinese students 

with specific transcript.

Process payment for fees 

(international students) 

(RISIS team)

Process US loans, 

NSP scholarships, 

billing for part-time 

students, etc

Send welcome pack to 

students not living in halls

Provide IT details 

through RISIS 

helpdesk

Induction co-

ordinated through 

SLATS

Arrange module 

surgery with advice on 

modules

Capping and balloting 

for 1
st
 year students 

takes place in SLATS

Update Blackboard 

with students’ module 

choices

Provide students 

with academic 

reports for 

sponsors

Advise and 

process course 

transfers

Deal with 

disciplinary 

matters

Manage EC process

Deal and follow up 

with complaints
Work with OoUS on 

arranging graduation 

ceremony

Draft email with 

enrolment 

information

Arrange school-

specific welcome back 

events for 2
nd

 and 3
rd

 

year students 

Resit exams if 

required

Deliver teaching 

and learning
Mark assignments

Arrange 

assignments

Provide additional 

guidance and 

support

Provide content of 

online resources 

and upload onto 

VLE

Input into module 

choices

Run school-

specific induction
Help organise 

placement

Provide academic 

advice

Provide feedback 

on assignments
Mark assessments

Provide feedback 

on assessments

Provide school-related 

information to new 

students (i.e. reading 

lists, etc)

Conduct school-

specific surveys

Some school support / 

involvement with 

changing courses, etc

Schools involved in 

cases where exams 

have to be re-sat, etc

Tend to students who 

have to resit exams
Provide tutoring 

facility (senior 

tutors and 

personal tutors)

Advice on module 

choices 

Capping and balloting 

for 2
nd

 and 3
rd

 year 

students takes place 

in schools

Update Blackboard 

with students’ module 

choices

Input into 

academic reports

Input into 

disciplinary 

matters

Involvement in EC 

process

Provide career 

advice and 

guidance on other 

courses

Deal and follow up 

with complaints

Set exam papers

Email to be sent 

out by SLATS 

next year

Advise on course 

transfers

Provide library 

services

Support induction
Provide additional 

guidance and 

support

Support 

registration day
Introduction to 

‘BookMyne’

IT helpdesk 

located in the 

library

Chase students for 

outstanding library 

fees

In-year extensions for assignments 

managed by schools

Support 

registration day

Co-ordinate 

Freshers’ events 

and run Freshers’ 

Fayre

Support clubs/

societies

Provide additional 

guidance and 

support

Conduct surveys 
Organise social 

and extra 

curricular events

This year: collate 

feedback on 

welcome week

Process incoming money 

on accounts (no student 

interaction)

(Finance)

Provide password
Upload content to 

online resources 

(IT)

Run IT helpdesk 

and answer 

queries for 

students

Input into 

disciplinary 

matters

Prepare rooms for 

students and issue 

student key & card

Students handing in key and 

accom checked for damage

(any outstanding payments will 

be deducted from deposit)
Issue accommodation fee 

on their own website

Involvement in EC 

process
Conduct end of 

year survey 

Arrange graduation 

ceremony

Print graduation 

certificate and run 

graduation ceremony

Review my application Interview me Offer me a place Sign me up

Apply via UCAS
Attend interview in 

person / skype

(mini Visit day)
Receive 

accommodation 

confirmation

View decision on 

the UCAS portal
Attend Visit days

Accept / decline 

offer via UCAS / 

uni

Receive info pack with 

necessary info about 

UoR

Apply for 

accommodation – 

download form and 

submit online

Receive results – 

check UCAS for 

confirmation of 

place

Contact UoR  for 

clearing places

Check sources for 

clearing places i.e. 

UCAS / web

Send results directly 

to university (small 

proportion of 

students)

Applicant 

successful

Yes

No
Apply for 

adjustment?
No

Receive offer from 

university per email 

incl message from 

school and invite to 

visit day
Accept / decline 

place

Receive 

acknowledgement 

of application 

received

Receive interview 

invite

Submit missing 

information online 

the portal

Receive decline 

and feedback from 

UoR if 

unsuccessful

Notified by UCAS 

to make a decision 

(or withdraw)

Students with an 

unconditional 

offer can apply 

earlier. Students 

with a conditional 

offer later.

Pay 

accommodation 

deposit

Submit 

applications for 

bursaries

Visit accommodation / 

halls
Apply for student 

finance

Receive info on 

CAS

Submit info and 

documents for 

CAS

Communication to 

students:

1) Congratulations

2) Welcome to UoR 

and enrol

3) Welcome from 

schools

Send info on CAS 

to international 

students and 

advise

Process CAS

Receive and 

review application; 

assess against 

criteria

Interview 

required?

Notification sent to 

UCAS on success / 

rejection of applicant
Confirmation received 

on applications if offer 

accepted / declined

Send out info pack 

with necessary info 

about UoR and what 

happens next

Students’ results 

received

Deal with inquiries 

and offer / reject 

place

Process and notify 

UCAS of clearing 

places available
Students 

contacting 

university re 

adjustments

Successful 

adjustment?

Has applicant 

accepted?
Yes

Send out survey to 

student
No

Application 

complete?

Request 

information 

from applicant

No

Yes

Send out inviteYes

Support running of  

Visit days

Send email to 

students on 

accommodation on 

behalf of UPP

Receive 

application for 

bursaries

DBSs applied for 

on behalf of 

student (esp for 

BA ED)

Organise clearing 

& adjustment visit 

day

Decision on 

whether to make 

an offer / rejection

No

Advise on student 

finance

Applicant 

successful?
Yes

Send offer from 

university per email 

incl message from 

school and invite to 

visit day

Send notice to student 

informing them of 

decline of offer

No

No/Yes

Arrange interview
Conduct 

interviews

Decision on 

whether to make 

an offer / rejection
Organise Visit daySend out invite

Inform Admissions on 

offer / decline decision

Add personal 

comment to offer to 

applicant

Provide feedback 

to unsuccessful 

applicants

Applicant 

successful?
Yes

No

Run Visit days
Receive 

application for 

bursaries

Yes

Input fees and bursary 

into RISIS

Provide update on 

accommodation 

information

Receive application 

form for 

accommodations from 

students

Process application 

form

Confirmation of 

accommodation – 

notice sent

Organise 

accommodation 

tour

Deposit sits in 

separate holding 

account

Facilitate 

accommodation / halls 

visits

Receive 

application

Notify university 

and student
Notification from 

UoR received

Receive notice from 

student whether they 

have accepted / 

declined offer

Notify university of  

student results 

received

Provide guidance 

on clearing and list 

of available places

Notify students 

online if they’ve 

been successful in 

their uni place

Obtain majority of 

student results

Register interest in 

adjustment 

Inform applicant of 

offer decision by 

uploading onto 

UCAS portal

Send notification to 

students that they can 

make a decision / or 

decline

Yes

Inform talks on 

Finance

Support Visit day 

with catering, 

parking, etc

Provide info on 

student finance

Support on 

student finance 

advice

Keep in contact

Become part of 

UoR alumni 

network

Become part of 

school-specific alumni 

networks

Contact UoR with 

queries / requests (i.e. 

for transcript)

Become part of HBS 

alumni network and 

Real Estate & planning 

Foundation

Access graduate 

careers support

Receive ‘keep in 

touch’ comms from 

alumni networks incl 

info on social media 

sites

Attend alumni 

networks events (UK 

based)

Contacted for 

fundraising

Donating money to 

UoR / HBS

Attend ‘in country’ alumni 

events

(for international students)

Engage with /  

mentoring current 

students

Provide data for 

alumni profiles

Attend alumni ‘donor’ 

events

Alumni supporting ‘in 

country’ comms and 

engagement

Contact UoR with any 

alumni-related questions 

e.g. on events, mentoring 

scheme, etc

Become UoR 

‘representative’ – 

promoting UoR (intl 

students only)

Engage with current 

attendees and 

students to promote 

HBS alumni network

Manage and run 

alumni associations

Engage with alumni 

(mentoring)
View alumni profiles 

Students asked to 

update their data / 

student record 

before leaving 

UoR

Become 

‘ambassador’ 

(receive 

scholarship) 

Attend events 

Organise alumni 

events
Set up students on 

alumni network Set up fundraising 

campaigns

Receive donations 

from alumni

Contact businesses 

and other individuals

Receive donations 

from business and 

other individuals 

Stay in touch with 

alumni via emails, 

updates, social media, 

etc

Forward alumni 

queries / requests 

(e.g. for transcripts) to 

SLATS

Collate and update 

alumni profiles

Organise ‘donor’ 

events e.g. Dinners, 

breakfasts,

Respond and process 

alumni questions / 

queries

Contact alumni

Fundraising approach twofold:

1) Project led

2) Donor led

Especially when project led, 

fundraising takes place in conjunction 

with academia

Stay in touch with 

alumni via emails, 

updates, etc

Organise alumni 

events

Set up students on 

school-specific alumni 

network

Manage mentoring 

schemes in some 

schools

Support fundraising 

campaigns (especially 

project-led campaigns)

Organise ‘in country’ 

alumni events

International Student 

ambassadors are 

‘employed’ to promote UoR 

abroad

Manage country-specific 

comms for intl. students

Manage ‘UoR alumni 

representatives’ 

abroad

Set up students on 

HBS alumni networks 

(incl REF, ICMA 

network)

Stay in touch with 

alumni via emails, 

updates, etc

Organise HBS-specific 

alumni events and link 

into UoR alumni 

events

Co-ordination of 

fundraising campaigns 

with UoR

Manage HBS 

mentoring scheme

Fundraising activities 

undertaken (separate 

from UoR fundraising)

Contact alumni

Contact businesses 

and other individuals

Link in to UoR ‘in 

country’ events

Targeting individuals 

(offering scholarships) 

for them to become HBS 

‘ambassadors’ and 

engage in alumni 

activties from the start

Organise events for 

currents students to 

promote alumni 

network

Support and 

encourage alumni 

associations

Respond and process 

alumni questions / 

queries

Provide career support 

for MBA students only

Receive donations 

from alumni

Receive donations 

from business and 

other individuals 

Organise ‘donor’ 

events e.g. Dinners, 

breakfasts,

Provide career advice 

for alumni (for six 

months)

Handle alumni 

queries / requests 

(e.g. for transcripts)

Work with schools to get alumni 

help with placements, career 

advice, etc

Contacted for 

fundraising

Donating money to 

UoR / HBS

Raiser’s Edge updated with 

RISIS data twice a year

Established UoR 

presence on facebook 

(in EU, India)

Support running of 

open days

Attend clearing 

and adjustment 

visit days

Provide support with 

additional documents / 

visa, etc – 

International 

documents

Online 

registration start 

date depends on 

commencement 

of student loan

Involvement in 

disciplinary 

matters

Student

Alumni

Communication 

and marketing

Reading 

International 

Office (RIO)

Admissions

Student 

Learning, 

Academic, 

Teaching 

Services 

(SLATS)

Campaigns and 

Supporter 

Engagement

Schools

HBS

Library and 

Collections 

Services

Other Support 

Functions (e.g. 

Finance, HR)

Office of the 

University 

Secretary

Student Union

UPP

UCAS

Businesses, 

Industry and 

other individuals

Systems

Student

Alumni

Communication 

and marketing

Reading 

International 

Office (RIO)

Admissions

Student 

Learning, 

Academic, 

Teaching 

Services 

(SLATS)

Campaigns and 

Supporter 

Engagement

Schools

HBS

Library and 

Collections 

Services

Other Support 

Functions (e.g. 

Finance, HR)

Office of the 

University 

Secretary

Student Union

UPP

UCAS

Businesses, 

Industry and 

other individuals

Systems

Potential 

engagement 

through Outreach

Build brand 

awareness through 

advertising, fairs, 

schools for 

international students

Manage website and 

prospectus

Respond to 

queries from 

prospective 

students

Yes

Respond to queries 

about placements 

(international 

students)

Provide additional 

guidance and 

support

Provide students 

with academic 

reports for 

sponsors

Provide support with  

resitting exams, 

etc.(Exams office)

1 2 3
4

5
6 7

8 9
10

10

6 611
12 12 12 13 14

6

15 15 15

Support running of  

Visit days

Fully mapped student journey

Examples of challenges

Enrol Engage Stay in touchAttract

• Open day attendees are not 
tracked and followed up on 
following visit

• International students are 
often not able to attend open 
days

• Manual processes that are 
inefficient

• Inconsistent information 
available to students

• Multiple contacts from the 
university

• Quality of feedback on 
student work is variable 
across faculties and VLE use 
is inconsistent

• Feedback from students is 
not centralized

• Students have to seek out 
services

• Lack of consistent and 
meaningful engagement 
with alumni

• Limited ability to track 
alumni
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9 main areas for strategic fit and financial impact of university mergers
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Branding 
and 

marketing

Programs 
and 

curricula

Facilities

Accreditation 
and 

affiliations

IT Systems

Back office 
support

Student 
experience

Areas for 
strategic fit 

review

Strategy

Licensing & 
Governance

What are the strategic 
objectives of the universities 
involved? How can they 
complement each other’s 
vision?

What kind of  student 
activities do the universities 
invest in? What kind of 
classroom experience do they 
offer individually and how 
can it be enhanced by an 
integration?

How are the back office 
functions at the universities 
configured? What is the 
degree of overlap? Is there a 
potential for cost savings by 
removing duplications? 

What are the student 
management and corporate 
IT systems used at the two 
universities? Can they be 
merged? Should the 
universities consider a third 
option for IT systems post 
integration?

What roles do the governance and organizational 
structures at the universities play? Will there be 
any major regulatory challenges in the event of an 
integration and/or rebranding?

What is the market position 
of each? Is there a brand 
benefit in the markets from 
merging? What identity 
should be kept and what 
should be lost? 

What complementarity is 
there in the program and 
curriculum offerings? Is there 
duplication of courses? Are 
there any potential crossovers 
between the programs? 
Opportunities for multi-
disciplinary focus?

What is the current capacity 
and utilisation of the existing 
campuses? What campus or 
facilities sharing or merging 
approaches will yield 
benefits? 

What international and local 
affiliations are held at the 
universities? What are the 
terms of these affiliations? 
How will these be impacted in 
the event of an integration?
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A range of approaches exist for university integration
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Decentralized Centralized

18 independent member 
institutions, 9 research 
institutes and a number of central 
bodies. 

Features: 
• Unified UoL wide board and strategy
• College autonomy through its own 

board and strategy
• Some centrally-organised services 

such as Senate House Library, The 
Careers Group, and the University of 
London Housing Services

• Colleges have theirs own brand, 
identity and back office support. 

In general…
More common when a large number of 
universities integrate under one 
umbrella. They tend to offer some shared 
services and overlapping courses

Merger of the Rand Afrikaans 
University (RAU) and the 
Technikon Witwatersrand (TWR).

Features:
• New branding and marketing came 

under UJ
• Single IT platform 
• Shared back office support functions
• Shared student experience approach 

across all four campuses due to their 
relative proximity and sharing of 
resources.

In general…
Merged institutions are less independent 
with limited autonomy, share a set of 
new strategic objectives, with no 
competing courses. More common for 
integration of a small number of 
universities. 

University of London (UoL) University of Johannesburg (UJ)

Branding 
and 

marketing

Programs 
and 

curricula

Facilities

Accreditation 
and affiliations

IT Systems

Back office 
support

Student 
experienc

e

Areas for 
strategic fit 

review

Strategy

Governance
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How to make it work - some good practice from successful HEI mergers
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1. Enhanced academic quality and brand
The most successful mergers focus on finding ways to use additional resources to improve academic quality. 
Build on the best from both. 

2. Potential net profitability
When forecasting profitability, remain conservative and understand that significant impact may not achieved 
until at least 10 years after the merger. Costs come sooner though.

3. Harmonious campus cultures
Manage the mixing of student bodies and faculty carefully and transparently, and involve key stakeholders 
such as student leadership groups.

4. Mission complementarity
Focus on complementarity rather than similarity when it comes to programs and infrastructure.

5. New market penetration
Rather than simply doubling recruitment strategies, look at new models of market penetration.

6. Scaling of operational efficiencies
Seek cost-saving plans for rapid implementation, for example in HR and payroll.

Source: Martin and Samels, 2017 “Consolidating Colleges and Merging Universities”
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Final messages for universities

Focus on your 
students’ 

experience 

Consider the 
advantages of 

scale

Build industry 
links and 
research 

capability

Strategically 
review your 

offerings and 
market position

Go digital
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Thank you
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