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UJET for Higher Education:
Transforming Student Engagement and
Support with Al-Powered Communication

1. Introduction: The Evolving Higher
Education Communication Landscape

Higher education is at a turning point. Technology and rising student expectations are
pushing institutions to modernize communication and support. Traditional
methods—siloed, reactive, and channel-limited—no longer meet the needs of today’s
digitally native students.

Modern students are digital-first and mobile-centric, preferring mobile notifications over
email and feeling more connected when resources are mobile-accessible.! The overall
student experience—including tech access, flexibility, and well-being support—is now a
key differentiator.

Leaders recognize the urgency of digital transformation,” but face common barriers:
legacy systems, limited budgets, staffing challenges, and poor cross-department
coordination. This creates a critical gap between what students expect and what
institutions can deliver.

Al is emerging as a vital solution. It has the potential to transform engagement, support,
and operations. Yet a 2024 survey found few CTOs believe higher ed is ready for Al
integration.* Institutions need accessible, integrated Al tools that work with existing
systems like CRMs and provide a clear path to modernization.
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2. Challenge: Navigating Communication
Hurdles in Higher Education

Higher education institutions face persistent communication challenges that directly
impact recruitment, retention, student satisfaction, and operational efficiency.

¢ Fragmented Support Channels: Students are often bounced between
admissions, financial aid, advising, and IT—each using different
platforms with little coordination. This disjointed experience creates
frustration and delays.

¢ Low Awareness of Services: Many students, especially first-gen and
underserved groups, are unaware of available support like mental
health, tutoring, and accessibility resources. Lack of awareness
directly impacts usage, persistence, and well-being.

o Digital Expectation Gaps: Today’s students expect fast, mobile-first
service via chat and SMS—not long hold times or office-hour-only
support. Institutions struggle to meet this demand with limited
resources and traditional models.

o Staffing & Efficiency Challenges: Support teams face manual
processes, tool fatigue, and unsustainable workloads. Budget
constraints and turnover make it hard to hire and retain skilled staoff,
leading to inconsistent service.

e Diverse Needs & Accessibility: Students bring varied needs—cultural,
linguistic, financial, and accessibility-related—that require flexible,
inclusive support systems many institutions aren’t equipped to
provide.

e Tech Fragmentation & Data Silos: Outdated, disconnected systems
(CRM, SIS, LMS) prevent a unified student view and force staff to
toggle between tools, hampering service and insights.

e Security & Compliance Pressures: Institutions must protect sensitive
student data while ensuring FERPA compliance and adopting modern
data privacy practices—no small task when integrating new
technologies.
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3. Solution: UJET's
Al-Powered Contact
Center Platform for
Education

UJET offers a transformative solution for
Higher Education's communication
challenges: a unified, Al-powered
Contact Center as a Service (CCaaS)
with integrated Workforce Management
(WFM). Built on a modern, secure,
reliable, and scalable cloud architecture,
including multiregion redundancy for
exceptional uptime, it leverages Al
across the student journey and
operations for automation, intelligence,
and personalized interactions.

Recognizing modern student
preferences, UJET adopts a mobile-first
approach, offering SDKs to embed
communication within university
websites and apps. Its unigue CRM-first
architecture prioritizes deep, native
integration with leading CRMs (and
supports custom ones), making the CRM
the central source of truth. This
minimizes PIl storage within UJET,
enhancing security and compliance,
while ensuring interactions are
context-rich. UJET enables seamless,
contextual, blended communication
across channels, surpassing traditional
omnichannel limits.
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UJET’s Al-powered
platform, mobile-first,
CRM-centric, and unified
design directly addresses
Higher Education's
strategic imperatives:
digital transformation, Al
adoption, mobile
engagement, data
integration, and
operational efficiency.
UJET is positioned as a
strategic enabler for
modernization.
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Mapping UJET Capabilities to Higher Education Challenges

Higher Ed Challenge

Relevant UJET Capability/
Feature

How UJET Addresses It

Low Awareness/
Utilization of Support
Services

Inefficient Admissions/
Enrollment Processes

Meeting Digital-First
Student Preferences

Staff Overload,
Burnout & Retention
Issues

Data Security & FERPA
Compliance Concerns

Fragmented Systems &
Departmental Silos

Difficulty Supporting
Diverse Student Needs

Lack of Actionable
Data for Service
Improvement

Proactive Outreach (via CRM
data & Al Insights),
Omnichannel Communication

Smart Actions, Intelligent
Routing, CRM Integration, Al
Virtual Agent

Omnichannel Suite (Chat, SMS,
Social, In-App Voice), Mobile &
Web SDKs, Al Virtual Agent
(24/7)

Al Virtual Agent, Agent Assist,
Integrated WFM, Unified Agent
Desktop, CRM Automation

CRM-First Architecture,
Security Certifications (SOC,
PCI, ISO), Biometric
Authentication

Unified Platform, Deep CRM
Integration, APIs & Data
Exporter

Intelligent Routing, Multilingual
Support, Accessibility Features
(via platform/integration)

Al Insights & Reporting, Real-
time Dashboards, CRM Data
Exchange
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Leverages student data for targeted,
personalized communication about relevant
services via preferred channels (SMS, email, in-
app notifications).

Enables secure digital document submission

within interactions, routes inquiries to correct
counselors, automates responses to common
questions, logs all activity in CRM.

Provides seamless support across modern digital
channels, embeds communication in familiar
apps/portals, offers instant answers anytime.

Automates routine tasks, provides real-time
agent guidance, optimizes staffing schedules,
simplifies workflows, reduces manual data entry,
improving efficiency and job satisfaction.

Minimizes PIl storage in UJET, leverages secure
CRM, adheres to stringent security standards,
provides secure identity verification methods.

Consolidates communication channels and
student data into a single interface, ensuring
consistent information access across
departments and breaking down silos.

Routes students to specialized support (e.g.,
accessibility services, international student
advisors), offers communication in multiple
languages, supports accessible design.

Analyzes interaction data to identify trends, pain
points, and reasons for contact; provides real-
time performance visibility for data-driven
decision-making.
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4. Key Features for Higher Education Institutions

UJET provides comprehensive features to enhance communication, streamline
workflows, and improve support delivery across university functions.

Intelligent Omnichannel
Communication

Al-Powered Automation

& Intelligence*

Seamless Mobile & Web

Experience

Deep CRM Integration

Smart Actions

Workforce Management
(WFM)

Modern, Secure
Architecture
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UJET integrates voice (PSTN, VolP), chat, SMS, email, and social into one
platform, allowing students to switch channels (e.g., texting while on hold)
without losing context. A unified agent interface simplifies operations, with
global support offering 20+ languages and regional numbers.

Al automates tasks, provides assistance, and derives insights. This Al suite
enhances student/staff experiences, drives efficiency, and provides
operational intelligence (see chart below).

UJET’s SDKs integrate support into university apps and portals, allowing
students to get help without leaving the platform. Context like page and
device type is shared with agents to reduce repetition, while visual IVR
simplifies navigation.

UJET's CRM-first design enables real-time, two-way sync with leading and
custom CRMs. Agents see everything in one place—contact history,
transcripts, recordings—cutting app switching and manual entry.

Enables secure exchange of photos, videos, and text for tasks like
document submission, IT troubleshooting, and identity verification.
Includes biometric login, PCI-compliant payments, and turns conversations
into actionable workflows.

UJET’s integrated WFM optimizes staffing with accurate forecasting,
automated scheduling, and real-time adherence. Supports hybrid teams,
reduces costs, and improves agent satisfaction through self-service tools
and live visibility.

Cloud-native platform with enterprise-grade security and key
certifications (SOC 1/2/3, HIPAA, PCI DSS, ISO 27001/27018). CRM-first design
limits PII storage, supporting FERPA. Includes biometric verification and
secure, PCl-compliant payments.
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* UJET Al Capabilities in Higher Education include:

UJET Al Feature

Description

SOLUTION BRIEF

Higher Education
Application Example

Virtual Agent

Agent Assist

Al Insights

Intelligent Routing

Summarization
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Al-powered chatbot providing 24/7
self-service and handling routine
inquiries via conversational Al.

Real-time Al guidance for human
agents, suggesting responses,
surfacing knowledge, and
automating tasks.

Analysis of interaction data to
identify trends, sentiment, contact
drivers, and areas for improvement.

Directing inquiries to the best
resource based on CRM data,
context, and predicted intent.

Automatic generation of concise
summaries for voice and chat
interactions.

Answering common questions about
application deadlines, campus
hours, financial aid eligibility, or
course registration procedures,
available anytime.

Suggesting relevant knowledge base
articles or policy links to academic
advisors during student calls; auto-
populating student ID information
for IT support agents.

Identifying recurring student
complaints about a specific process;
understanding peak times for
financial aid inquiries to adjust
staffing; analyzing sentiment trends.

Routing a prospective student's chat
inquiry directly to an admissions
counselor for their specific program
of interest; sending complex IT
issues to Tier 2 support.

Reducing time spent by IT helpdesk
staff or student advisors
documenting resolved issues and
support interactions in the CRM.
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5. Benefits: Elevating the Student and

Staff Experience

Implementing UJET brings significant benefits to Higher Education, improving
student, faculty, and staff experiences while driving operational efficiencies and

actionable insights.

Enhanced Student
Engagement &
Satisfaction

Improved Operational
Efficiency

Increased Staff
Productivity & Retention

Actionable Insights for
Continuous Improvement

Scalability &
Future-Proofing

UJET improves student interactions across preferred channels (chat, SMS,
voice, email, in-app). Mobile-first SDKs provide branded support within
university apps. Al routing and CRM integration enable faster resolutions
and personalized service, while 24/7 virtual agents and visual IVR enhance
engagement.

UJET streamlines communication across departments, breaking down
silos and enhancing workflows. Al features like Summarization and Agent
Assist help reduce AHT (Average Handle Time) and ACW (After-Call Work).
Integrated WFM optimizes staffing and costs, while the Al Virtual Agent
handles routine inquiries, freeing staff for complex tasks.

UJET offers intuitive tools and a single interface for contextual student
information, improving service quality. Automated workflows and Al reduce
manual work, while flexible scheduling and self-service features enhance
employee satisfaction, boosting retention and productivity.

UJET’s Al analytics offer insights into student needs, pain points, and
sentiment. These insights help identify patterns, understand contact
drivers, and reveal opportunities for improvement. Real-time dashboards
enable dynamic adjustments to routing, queues, and IVR menus.

UJET's cloud-native architecture scales with fluctuating interaction
volumes (e.g., during admissions or registration). Ongoing Al integrations
keep the platform up to date, while robust security and compliance ensure
adaptability to evolving regulations, safeguarding student data.

These benefits create a positive feedback loop: improved operational efficiency enhances student satisfaction,

reduced staff workloads boost retention, and data insights support informed decision-making and long-term success.
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6. UJET Solutions: Use Cases in Higher Education

UJET’s intelligent, mobile-first platform directly supports the diverse commmunication
and engagement needs of universities and colleges. Its flexible solutions help institutions
deliver faster, more personalized service while improving operational efficiency across

departments.

Admissions & Enroliment
Management

Unified Student Support
Services Hub

Financial Aid Office

IT Helpdesk (Students,
Faculty & Staff)
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Challenges: High inquiry volume, personalization needs, streamlining
applications, response time expectations.

UJET: Omnichannel inquiry hub (chat, SMS, voice, email). Al Virtual Agent
for FAQs (deadlines, prerequisites). Intelligent routing to counselors. Smart
Actions for secure document submission (transcripts). CRM integration for
proactive SMS reminders.

Challenges: Fragmented support (Advising, Financial Aid, IT), low service
awareness, need for 24/7 options, access difficulties.

UJET: Central communication gateway routing inquiries. Embedded
chat/support in portals/apps. Al Virtual Agent for common
questions/triage. Proactive CRM-triggered outreach (e.g., low GPA alerts).
WFM for optimized staffing. Smart Actions for sharing IT error screenshots.

Challenges: Complex processes (FAFSA), secure document handling,
compliance, peak season volume.

UJET: Secure channels (encrypted chat/voice). Smart Actions for secure
document uploads (tax forms). Biometric authentication for identity
verification. Al Virtual Agent for deadline reminders/basic eligibility.
Routing complex cases to specialists.

Challenges: Diverse user skills, wide range of issues, managing staff
workload.

UJET: Omnichannel support. Smart Actions for sharing screenshots/videos
of issues. Al Agent Assist for knowledge base suggestions/guides. Intelligent
routing by issue type/user role. WFM for coverage during critical times.
CRM/ITSM integration for interaction logging.
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Alumni Relations &
Development

Faculty & Staff Internal
Support (HR,
Departmental Services)

Key Theme
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Challenges: Engaging dispersed alumni, managing fundraising, promoting
events.

UJET: Omnichannel outreach (email, SMS) for personalized
appeals/invitations based on CRM data. Potential PCl-compliant Smart
Actions for donations. Managing event RSVPs/inquiries.

Challenges: Efficient support for internal administrative inquiries (HR,
payroll, benefits).

UJET: Internal helpdesk (chat, email, voice). Al Virtual Agent for common
policy/procedure questions. Automatic routing to correct
department/specialist.

UJET enables a shift from reactive support to proactive engagement. CRM
integration and Al Insights help institutions anticipate student needs, such
as initiating outreach to at-risk students to support retention. Applying
UJET across all touchpoints—from admissions to alumni—creates a
unified, seamless communication experience that eliminates
fragmentation across the student lifecycle.
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7. Call to Action

Transform your institution's commmunication and elevate the student
experience with UJET's Al-powered platform. Discover how UJET can help you
meet the challenges of modern higher education and achieve your strategic
goals.

e Request a Personalized Demo: See the UJET platform in action and explore
how its features can be tailored to address your institution's specific needs
in areas like admissions, student support, IT, and more.
https://ujet.cx/request-a-demo

e Contact a UJET Specialist: Discuss your unique challenges and learn how
UJET can partner with you to design a truly seamless and intelligent
communication strategy for your students, faculty, and staff.
https://ujet.cx/contact-sales

e Explore Further Resources: Visit the UJET website to learn more about the
platform's capabilities, security posture, and Al innovations. https://ujet.cx
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