Higher Education Shared

Services KPls for 2026

What leaders measure, how they
measure it, and what’s shifting

Higher education shared services leaders are tightening performance management in 2026
around a simple reality: budgets are under pressure, demand is volatile, and expectations
for service speed and quality aren’t dropping. That's pushing teams toward balanced
scorecards with metrics that track speed, experience, cost/capacity, and quality together
(because improving one at the expense of the others usually backfires).

The 5 KPI areas leaders are prioritizing in 2026

Service Level & Response Performance (SLA
achievement, timeliness)

Customer Satisfaction (perceived value of service)

Transaction Processing Cycle Times (end-to-end speed
by workflow)

Volume of Work (capacity, scalability, cost per transaction)

Error Rate (quality, accuracy, operational risk)
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Service Level & Response Performance

What it tells you: Are we delivering service when we said we would by channel, priority, and service line?

P

% SLA Resolution / (Median first response
How leaders Fulfillment Met time) / (tail (P75/P20))

measure lt - = (# completed within SLA) = Why: averages hide “long tail”
- (#eligible tickets) x 100 delays that drive escalations

Backlog aging Channel service health

Examples: % older than 7/14/30 (voice/chat) sif applicable

days, # breaches due in next 72 Examples: abandonment rate, %
hours answered within X seconds

% SLA Response Vet
(# responded within SLA) = (#eligible tickets) X100

2026 trend impact

Al-assisted triage + self-service will compress response times for routine demand but can also increase
complexity mix for agent teams. SLAs need segmentation to remain meaningful

Watch-outs

. Priority reclassification to “avoid breaches” (needs audit sampling and governance)
. “Clock stop” rules that improve reported SLAs but worsen real experience (track pause/cancel rates)

Customer Satisfaction Scores

What it tells you: Do customers believe the service is useful, fair, and effective, especially when policies are
centralized?

How leaders measure it

CSAT by service line + CSAT (top-box or top-2
channel box)

(ticket vs chat vs phone vs self- (# satisfied responses = total
service) responses) x 100

Response rate

(paired with CSAT to avoid false
confidence)

2026 trend impact

Experience becomes multi-channel. Leaders increasingly separate:
. Satisfaction with self-service outcome
. Satisfaction with agent-assisted resolution

Watch-outs

. Small sample sizes / response bias (publish response rate)
. Incentives that drive early closures to trigger surveys (pair CSAT with reopen rate and QA checks)
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3 Transaction Processing Cycle Times

What it tells you: How fast do core workflows move - end to end - and where are the bottlenecks?

® % completed within
How leaders Turnaround time (TAT) target window

measure It completion timestamp - start (# completed within target + #
timestamp eligible) x 100

Cycle time by stage Aging backlog

(intake — in progress — exception as an early warning
handling — completion)

2026 trend impact

Automation speeds the “happy path.” The risk is the “exception tail” (complex cases) gets slower unless
exception handling is redesigned.

Watch-outs

. Reporting only averages (hides tail delays)
. Speed targets without paired quality controls (often increases rework)

/Al Volume of Work

What it tells you: Are we absorbing demand sustainably - and how much does each transaction cost?

Transaction volume by

type, channel, and Productivity /
How'leaders customer group throughput

measu re It Examples: HR cases; AP invoices;  Examples: transactions per FTE;
procurement requests; IT contacts per analyst
incidents/requests

Cycle time by stage Aging backlog

(intake — in progress — exception as an early warning
handling — completion)

2026 trend impact

- Unit cost becomes more visible to executive leadership as analytics maturity increases.
. Self-service and Al shift workload: fewer simple cases, more complex escalations—productivity metrics
should segment by complexity.

Watch-outs

. “False precision” in unit cost (mix and exceptions matter)
. Cost cutting that degrades service stability (track cost alongside SLA + CSAT + error rate)
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Error Rate

What it tells you: Are we delivering right-first-time service, and controlling operational risk?

How leaders "~ Right-first-time /

Error rate First-pass yield

measure |t (# errors identified + # (# processed correctly first pass +
transactions) X100 # total) x 100

Reopen / rework rate Exception rate

(tickets or transactions requiring (e.g., match failures, missing
correction) required fields)

2026 trend impact

Fewer manual errors, new automation errors. As Al/RPA expands, error taxonomy changes (policy violations,
incorrect automated actions, knowledge gaps). Error metrics should evolve to catch these.

Watch-outs

« Undercounting defects (only measuring what’s discovered)
. Quality sacrificed for speed (pair cycle time with error rate and reopen rate)

The KPI relationship leaders watch in 2026

These metrics move together. A simple way to explain the system:

. SLA performance influences CSAT (directly) and signals service stability

. Cycle time is constrained by volume/capacity and worsened by rework/errors

. Automation/self-service can lower unit cost and reduce simple volume—but can also raise complexity of
remaining work (changing cycle time and satisfaction patterns)

. Error rate is a hidden driver of cost and speed through rework

If you report cost or speed, also report quality and experience in the same view.

What’s different about KPI management in 2026

Leaders are shifting from “reporting metrics” to “governing metrics”:
. tighter definitions (what counts, clock rules, eligibility)
+ segmentation (channel, complexity, priority, service line)
. shared ownership with stakeholders (SLAs as expectation-setting tools)
. fewer vanity numbers; more diagnostic metrics that trigger action

Don’t let your institution fall behind. Network with
other higher education leaders and learn how
they’re solving shared challenges.
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Higher Education
Shared Services &
Outsourcing Week

September 16 - 17, 2026

Marriott Marquis San Diego Marina
San Diego, California

.n more ‘e Event Guide - question

The Only Event for Higher
Education Shared Services

Let’s continue the discussion.

As institutions navigate shifting priorities, evolving technologies, and growing expectations, this
event provides the platform to turn transformation into long-term progress.

Over two days, leaders from across the U.S. and Canada will share strategies that strengthen
operations, sustain growth, and accelerate collaboration. Join peers and innovators to explore
what's next for higher education shared services and build the momentum that carries your
institution forward.

View the Post Show Report

Check out the top rated sessions and speakers, attendee
demographics, and testimonials from Higher Education
O Shared Services & Outsourcing Week 2025

2025 POST SHOW REPORT

Claim your copy
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