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PUBLISHER'S NOTE

Institutions are under pressure from every
direction: tighter budgets, rising expectations,
and increasing demands on the student
experience. In response, leadership attention
naturally focuses on enrollment, academic
success, and financial sustainability.

Yet one of the institution’s most influential
performance drivers often receives less
strategic attention than it deserves: housing.

Residential = operations  shape  student
confidence, persistence, institutional
reputation, and revenue performance in ways
many campuses still underestimate.

“This is the lens OREG brings to its work with
leadership teams—viewing housing not in
isolation, but as a driver of broader
institutional performance.”
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Why housing and campus operations matter more than most leaders think

Retention is often treated primarily as an
academic issue. Institutions invest heavily
in advising, tutoring, first-year experience
programs, and mental health support—
and rightly so.

But many campuses still overlook one of
the most influential drivers of
persistence: the daily student experience.

Students do not separate housing from
student affairs, facilities from enrollment,
or operations from academics.
experience one institution.

They

When that experience feels coordinated
and reliable, students are more likely to
remain engaged and enrolled. When it
feels fragmented or difficult to navigate,
trust begins to erode.

Retention is not shaped only in
classrooms. It is shaped through daily
evidence that the institution works.

RETENTION IS
SHAPED BY DAILY
EXPERIENCE

For residential institutions, housing
influences far more than occupancy. It
shapes belonging, convenience, safety,

stability, and students’ perception of
institutional competence.

“Students stay where
systems feel
dependable.”



Operational friction carry consequences.

Delayed maintenance responses,
inconsistent communication, unclear
processes, and poor coordination

between departments create frustration
that students often interpret as
institutional unreliability.

Individually, these breakdowns may
appear minor. Collectively, they weaken
confidence in the institution itself.

Students judge institutions holistically.
Operational inconsistency in one area
affects trust everywhere else.

TRUST, EXECUTION,
AND PERSISTENCE

Trust is one of the strongest predictors of
persistence—and one of the easiest to
undermine operationally.

Students who experience confusion, poor
responsiveness, or fragmented service
often begin questioning whether the
institution can support them more
broadly.

“Students experience

the institution as one
system. Retention is
shaped by how well
that system performs.”

This is why retention cannot be viewed as
the responsibility of a single office.

Housing, facilities, student affairs, finance,
and enrollment operations all contribute
to the student experience. When those
systems operate in alignment, persistence
strengthens. When they do not,
institutions create avoidable retention
risk.
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THE LEADERSHIP
LENS

Leadership teams should be asking
different questions. How are students
performing academically? What is the
lived experience of our residential
students? Where are students
encountering friction? Are housing
operations aligned with retention goals?

This is not simply a housing issue. It is an
institutional performance issue.

Do our staffing models, processes,
communication practices, and service
standards support persistence, or
undermine it?
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EXECUTIVE TAKEAWAY

Retention reflects more than academic
performance. It reflects how
consistently students experience the
institution functioning well.

Institutions that reduce operational

friction strengthen trust. Institutions
that  strengthen trust improve
persistence.

“Operational consistency
builds institutional
confidence—and confidence
drives retention.”



Artificial intelligence has quickly become
a central topic for higher education
leadership. New tools promise speed,
efficiency, automation, and improved
decision support. Across campuses, teams
are exploring how Al can streamline
workflows, reduce administrative burden,
and support decision-making. Those are
real advantages.

But leaders should be careful not to
confuse new tools with solved problems.
Many of the challenges are trying to solve
are not rooted in productivity.

They are rooted in misalignment.

Al can draft language, summarize
information, and accelerate routine tasks.
What it cannot do is repair a weak
operating model.

EFFICIENCY IS NOT
THE SAME AS
ALIGNMENT

Many institutional problems do not exist
because people are writing too slowly.



They exist because roles are unclear,
communication IS inconsistent,
accountability is weak, staffing is
misaligned, and departments are not
working from the same assumptions.

In that environment, Al may improve the
speed of certain activities without
improving the quality of execution.

Technology can accelerate output. It
cannot correct a flawed operating model.

A memo may be produced faster. A
summary may arrive sooner. But if the
institution still lacks clear ownership,
sound processes, or coordinated decision-
making, faster output does not
automatically produce better outcomes.

Al can accelerate output.
It cannot correct a flawed
operating model.”

Draft routine communications

Summarize meetings and
documents. Accelerate first drafts

Support research and information
sorting

Reduce some administrative
burden

Al Cannot

¢ Clarify unclear roles

Fix weak processes
Repair broken coordination
Replace accountable leadership

Solve a flawed operating model




“Institutions risk
solving for speed when
the real issue is
structure.”

In many cases, what appears to be a need
for better tools is actually a need for
better alignment across leadership,
operations, and institutional priorities.

In those conditions, Al can make some
tasks faster while leaving the real source
of dysfunction untouched.

That creates the illusion of progress
without the substance of it.

The danger is not that Al lacks value. It is
that institutions may apply it to the wrong
problem.

When teams are overwhelmed, it is
tempting to assume the issue is
productivity alone. Sometimes it is. But
often the deeper issue is structural. The
staffing model may be weak. Procedures
may be outdated. Compensation may be

misaligned with talent needs.
Communication may be fragmented.
Collaboration across units may be
inconsistent.

Institutions benefit most from Al when
the underlying operating model is already
reasonably sound. Clear roles. Defined

expectations. Aligned processes.
Responsible leadership. Coordinated
execution.

But when the operating environment is
disorganized, technology often amplifies
inconsistency rather than solving it.

This is particularly true in areas such as
housing and related campus



operations, where performance depends
on coordination across  multiple
functions, not just the efficiency of any
one task.
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Before treating Al as a remedy, leadership
teams should examine the operating
conditions underneath the technology.

Are workflows actually clear? Do teams
understand ownership and decision
authority? Are institutional processes
aligned across departments? Is the
institution solving a productivity problem
—or a coordination problem?

These  questions matter  because
sustainable performance still depends on
operational discipline.

OREG works with leadership teams to
address these underlying conditions
helping institutions improve performance
before applying tools to accelerate it.
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“Technology may make
work faster, but it does
not make it better when
the system itself is
misaligned.”

Describe your image
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EXECUTIVE TAKEAWAY

Al can be a useful tool, but it is not a
substitute for sound operating design.
Institutions still need clear roles,
aligned processes, capable staffing,
and accountable leadership.

Technology may help teams move
faster. It cannot determine where they
should be going, or fix the model if it is
broken.




RETENTION IS RARELY
LOST IN STRATEGY. IT'S
LOST IN EXECUTION.

If your institution is experiencing:

e inconsistent student experience

e operational friction across
departments

e or retention outcomes that don’t
match your investments

The issue may not be effort.
It may be alignment.

We help leadership teams identify
where the system is breaking—and
what it will take to fix it.
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THE HIDDEN REVENUE LEAK IN
HIGHER EDUCATION

HE’MF"-@E

What Underperforming Housing Is Costing Campuses

A QUIET BUT COSTLY
PROBLEM

Revenue leakage in higher education
rarely appears dramatically. More often, it
develops quietly through operational
inefficiency, weak coordination, delayed
decisions, inconsistent service delivery,
and assets performing below their
potential.

Housing is one of the clearest examples.

Most institutions recognize visible
distress: declining occupancy, deferred
maintenance, or budget pressure. What is
harder to detect is the steady financial
drag created by operational
underperformance.
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A residence hall can be full and still
underperform.

An apartment portfolio can maintain
strong occupancy while losing revenue
through delayed unit turns, inconsistent
renewals, weak communication,
inefficient workflows, or fragmented
coordination across departments.

The issue is rarely demand alone. More
often, it is execution.

That is where leadership attention is
needed.

“Occupancy is not the
same as performance.”



WHERE PERFORMANCE
BREAKS DOWN
Many institutions evaluate housing

through surface metrics rather than
operational effectiveness. Occupancy may
appear stable while deeper inefficiencies
continue suppressing performance.

Delayed turnovers reduce availability.
Inconsistent resident experience weakens
renewals. Poor coordination slows
decisions and creates avoidable friction
across housing, facilities, finance, and
student affairs.

Individually, these breakdowns appear
manageable. Collectively, they suppress
institutional performance.

Because the problems develop gradually,
operational drag often  becomes
normalized before leadership fully
recognizes its financial impact.

HOUSING AS A
STRATEGIC ASSET

High-performing institutions understand
that housing is not simply an auxiliary
function. It is a strategic financial asset

tied directly to student experience,
retention, and institutional stability.

“Sustainable
performance gains
usually come from
operational discipline,
not headline initiatives.”

That requires leadership teams to
examine more than occupancy reports
and annual budgets. The more important
questions are operational.

Where is value being lost? Are staffing
models aligned with expectations? Are
departments coordinating effectively? Are
workflows  helping teams execute
consistently?

In many cases, institutions do not need
more buildings before they need stronger
operational discipline.




Meaningful improvement often comes
from strengthening execution rather than
expanding infrastructure.

Clear accountability, better coordination,
stronger staffing alignment, and more
consistent operational processes can
improve both financial performance and
student experience—often without major
capital investment.

Housing performance affects far more
than auxiliary revenue. It influences
institutional reputation, reinvestment
capacity, leadership attention, and
retention outcomes.

In that sense, housing underperformance
is not simply a facilities issue. It is an
institutional performance issue.
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EXECUTIVE TAKEAWAY

Revenue leakage in housing is rarely
dramatic, but it is consistently
expensive.

Even well-occupied facilities can

underperform because of operational

inefficiency, fragmented coordination,
and inconsistent execution.

Institutions that treat housing as a
strategic asset—and operate it with
greater discipline—position themselves
for stronger financial performance,
better student experience, and greater
institutional resilience.




EXECUTIVE PERSPECTIVE
FROM BED COUNTS TO STUDENT SUCCESS

RETHINKING HOUSING AS COMPETITIVE ADVANTAGE

Higher education is entering a more
competitive era. Demographic pressure is

shrinking traditional enrollment pipelines
while families are evaluating institutional
value more critically than ever. Students
and parents are increasingly judging
institutions not only by academics, but by
the quality of the overall campus
experience.

In that environment, housing is no longer
simply an operational function.
Residential experience has become part
of institutional positioning. Students
interpret responsiveness, safety,
communication, cleanliness, and service
quality as signals of how effectively the
institution itself operates. Parents do the
same. The campus experience now shapes
institutional reputation long before
graduation outcomes do.

“Residential experience is
increasingly shaping
institutional reputation.”

That shift changes the role housing plays
strategically. Institutions that continue
evaluating housing primarily through
occupancy metrics risk overlooking its
influence on recruitment, retention,
student confidence, and long-term
financial resilience. The institutions that

perform best will treat residential
experience as a competitive differentiator
rather than simply a facilities
responsibility.

This shift also changes the economics of
retention. Replacing lost students is
significantly more expensive than
retaining them, which means operational
friction that weakens trust, belonging, or
satisfaction carries financial
consequences extending well beyond
housing itself.

As competition intensifies, institutions
will need stronger alignment across
housing, facilities, student affairs,
enrollment, and campus operations to
deliver a more consistent student
experience. The institutions that
recognize this early will be positioned
more competitively in the years ahead.

EXECUTIVE TAKEAWAY

Housing is no longer just a support
function. It is increasingly tied to
enrollment competitiveness, retention
outcomes, institutional reputation, and

financial resilience. Institutions that
elevate residential experience
strategically will be better positioned
to compete in a more demanding
higher education environment.
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QUESTIONS PRESIDENTS SHOULD BE
ASKING ABOUT HOUSING PERFORMANCE

Where are students

D experiencing friction in their
day-to-day residential
experience?

Are staffing levels, roles, and

compensation aligned with

the expectations we have for

performance?

How effectively are housing,
C] facilities, student affairs, and

finance working together?

.
]

.

What operational issues are
we accepting that may be
affecting student satisfaction
and persistence?

Do we have a clear
understanding of what is
driving (or limiting) housing
demand on our campus?

Are we evaluating housing
performance in isolation, or as
part of overall institutional
performance?

A FINAL CONSIDERATION

Housing is often viewed as an auxiliary function. In practice, it is one of the
institution’s most direct connections to student experience, retention, and revenue
performance. Decisions in this area carry implications that extend well beyond

housing itself.

LET’'S COMPARE NOTES

We work with leadership teams to assess housing and related campus operations in
the context of broader institutional performance. If you are exploring similar
questions or comparing perspectives, we are always open to a conversation.
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Schedule a strategic discussion.
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