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Introductions: name, role on campus AND role/experience in Oracle Service Cloud (so |
can have an understanding of the breadth of your campus interest and prior
understanding of the CRM)

"process map"

eCommunications lifecycle (prospect to applicant to current student to retention)

| can show your team the "inside" of our Oracle Service Cloud

e Student reports

Mailings

Surveys (intake forms)

Campaigns (similar to surveys but | use for data imports to create incidents as
well)

Strategies/territories/tasks
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Presenter Notes
Presentation Notes
TT
Cloud is the Contact database.  This will have the main impact of the integration.
Click 1 – Our work will not change visibly.  We will still have a 24/7 web presence with 7 days of extended service with a cross-channel intake and advanced eAdvising, Coaching and Counseling services available
Click 2 – Currently intake for eAdmissions is manually processed
Click 3 – Our goal is to get the cloud to update with a seamless integration  
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Cross-Channel

Intake channels: S R

L

(Toll-free & [ [ Web form
international)

* https://distanceminnesota.org/ci/documents/detail/2/7184
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Presenter Notes
Presentation Notes
kk
We have multiple “intake” channels”.  We’re going to show you one ‘intake” channel we use for “prospects” and we’re going to tell you the limitation of this.  

To introduce some basic CRM functionality, we’d like to share a web-form and email campaign. This will be a Distanceminnesota.org – 4 letter campaign over 5 minutes

first name, last name and email address

We use a similar campaign structure for prospects (3 month life-cycle) 
Web form enter mailing/outreach campaign

The limitation of the “prospect” area of ISRS prospects is that we must manually enter them into our web-form. 


https://distanceminnesota.org/ci/documents/detail/2/7184
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Presenter Notes
Presentation Notes
TT�The goal of this presentation is to:
Provide a broad overview of Oracle Service Cloud
Explain Distance Minnesota services for:
Prospects
Admissions
Students
Demonstrate the outreach capabilities in email referencing the master plan
Showcase our reporting abilities based on data available
Explain our interdependence on Oracle Service Cloud CRM
Identify cost-savings that are dependent on the integration
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[BZ kristi karels =

First Nam kristi Middle | Ann Title Organization nlin
Ny ddle | le | | [ Onl

Last Name™* | karels SW 2nd Street SLAs

uctwo MN 56573 US Edit

i
i)
w

Email | v kristikarels@ntcmn.eau | [ySHIT Login™| knisti.karels@ntcmn.edu | REG obstacles? |m
Mobile Phone | + 6515560599 | Best Time ta Contact | [Mo Value] ~| State of Residency | Minnesata M 1.5, Citizen IE
Contact Type | Prospect -| County in MN | [No Value] ~| DM Advisor Audit | Program Approved M TechlD |E
[ 20255 i 0 StarlD [ angs:
Opportunities (90) | Incidents | Outreach A ty I Cusf Y Hory) ments |ﬁ|
DM Admissions | DM Success | OCHS I Admission - Campus | eTECH | Metro5tate MinnState | GPS | NHED (1) | LinkVet | VETS I Project Management
Dist ) - Case Manager | [Mo Value]
MINN - -
General Admissions Transcript Information Assessment In
StarlD - TechID | 00453322 | DM_HS_Completion | Needed v| DM_Reading Assessment | Needed
Start Date | Fall 2018 | DM _Transfer Evaluation | In Progress v| DM _Assessment Math only | Needed
DM_Home Campus | Northland Community & Technical Callege ~|  Date Transfer Requested | = | EdReady Referral Math |
DM_Program 1 | Health Sciences Broad Field, AS -| MnSCU Transcript | Needed - DM_Accuplacer Date | 02/28/2009
DM_Program 2 | [Mo Value] -| nonMnscu Transcript | Needed ~|  DM_Accuplacer Test Site | [No Value]
DM_Program 3 | [Mo Value] - Gainful Employment | Mot needed -| TEAS exam | [No Value]
DM_Application Fee | Needed - DM_Keyboarding | Needed
DM_PSEC | [Mo Valuel - Advisor Nates |
(Advisor Merge fields for eCommunication) Reciprocity Information Registration Informatio
Support contact | Sara | Reciprocity - ATCC | Needed - It is not advised that you manualll
Case Manager | [Mo Value] v| term_20191 | Ne
{Case Manager} | Online Success Coach term_20193 | Mo
Online Success Team
Program Advisor | Miss Melissa Metro | Reciprocity - NCTC | Needed v| term_20195 | [Mao Value]
DM_Advisor Email | smc@yahoo.cool | Recipracity - NTC | [No Value] v|
DM_Advisar Phone Number | 218-346-6643 | Reciprocity - Active Through | |
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& @ @ @ C%IE{-EEE IN THE HIGH SCHOOL @ | %E%Ewm / Metropolita;l % f 3
=/ 1 v— State University @ = ﬁ““’?

MINNESOTA STATE


Presenter Notes
Presentation Notes
Kk
What we just asked you to do will create a contact record.
These are some of the things we have available 
the record captures what people tell us,  what is manually entered from ISRS, and what we download from tools and parse in 

The integration will automatically populate 197 fields (some of which will be displayed, some will sit in the background and inform eCommunications, and others will generate a task list for staff)
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Chat Transcript ) Chat

Hi, my name is Kristi. How may I help you?

Tracy Book: T would like to take some of the CHW course
Kristi: The fall start date was 8/22 - Let me check the sche
but *may™ be an option for this program.

Tracy Book: Great and thanks for locking into this

Kristi: There are no courses starting anymore this fall.
Tracy Boolk: ok thank you

Kristi: It's really late to ask an instructor to let you in - but
the field?

Kristi: The next term-start is in January. You are welcome

Online lE"jf"'l.'.f"L.u at your "'l.'L]'E'

Interaction record

Messages | TimeBilled (2) | Tasks(0) | Tr Surve eb Visit Audit Log
[JSend On Save Add = | 2 SmartAssistant LSearch Knowledgebase £ ? Standard Text 1+ Options
Tahoma 12 B [ U wE EEHE = =iE|y 2 |2dre

Respon;e' P;a;te ila\l

Hello Renee!

My name is Jennifer and I am 23 counselor with Distance Minnesota and also with the MDVA Higher Education Veterans Programs. Your Online Success Coach Onenee is not in today but I read
could possbly give you a call today and see if we can discuss what route may be best for you?

Is there a good time and number for me to reach you today or tomorrow?
Thanks!

Jennifer

Jennifer Parta Ama, M.5., NCC, DCC | Counselor | Distance Minnesota

Customer == Email [l (&Atta(hment(s] ¢

Hi,
Things are not going so well with this semester. | am considering dropping my courses, as it is too much sitting /studying time, and | am not able to manage my ch

| have Osteoarthritis in every joint in my body, including the basis of my pain being the spine. | am a Combat Army Veteran who struggles with PTSD/Anxiety (althc
service connection) | do have a pending service connection for the pain in my spine.

| have received my tuition/books/etc. from the Medical Coding Grant. | only have these last 3 courses to finish my coding certificate, but with my Anxiety and chroi
else to do. | had checked with Disability Services, last semester, but | don't seem to get much help there.

Tracy Book: T am a nurse and locking at the concept of CHW and training them in my area.
Kristi: The faculty's email address is found here: http:/‘www.ntemn.edu/directory/facstaff/sibb57eal IF y

for your employment OR have a parallel werk environment - it would be a possibility - but you would hay

Kristi: so you'd be at a significant disadvantage.

Tracy Book: no it is fine thank you for letting me know. Have a great day

Kristi: The application is found -
Kristi: hold a moment while I pull it up.

Kristi: https://distanceminnescta.org/app/answers/detail/a id/2429

Morthwest Technical Cellege hosts the Community Health Woarker program

Kristi: We'd LOVE to have you join us!

Kristi: Can I send you program highlights so you have some information to read?
Tracy Book: Great I will lock at it for the next semester and thank you that would be great.
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Presenter Notes
Presentation Notes
Kk
Our business standard is to answer a minimum of 80% of all interactions on first touch

With the integration in place, we’ll be able to answer more accurately and more quickly
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Outreach/Communications record

Opportunities (6) I Incidents | Outreach Activity I Custom Fields | Tasks (8) | MNotes/Assets | Survey Hist
Marketing Activity (59) I Mailing Opt-in/Opt-out |

Date Created Type Document

09/14/2016 10:28 PM Email View Tr-01 About Program: "Experience online education”
09,/14/2016 07:54 PM Email View Tr-01 About Program: "Experience online education”
09/13/2016 07:23 PM Email View Tr-01 About Program: "Experience online education”
09/13/2016 07:22 PM Email View Tr-01 About Program: "Experience online education”
09/13/2016 07:22 PM Email View Tr-01 About Program: "Experience online education”
09,/13/2016 02:00 PM Email Sent Tr-01 About Program: "Experience online education”
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Presenter Notes
Presentation Notes
Kk – we can see sends, views, clicks, etc – so we know when communications are successful for an individual and for the entire history
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Link to email #1:
eCommunication Campaign plan

Link to email #2:
Outreach by stage within student life-cycle

Link to 3™ email
Student interaction analytics
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Presenter Notes
Presentation Notes
CJ #1, Becky #2 and #3
Built with all the colleges and is reviewed annually
eCommunication is robust and includes emails, phone and additional tasks / action items

Integration will help streamline the plan and the data fields.  The currently, the communications are personalized based on information that individuals enter, info that support center staff enters,  info that campuses send us and we enter, or information that we download from tools – parse – and upload. 
When integration is completed, campuses won’t need to email us, we won’t need to enter it, nor “massage” the info and upload.  It will be readily accessible and current across our entire work week with expanded hours of availability.


https://distanceminnesota.org/ci/documents/detail/2/2767
https://distanceminnesota.org/ci/documents/detail/2/2766
https://distanceminnesota.org/ci/documents/detail/2/2765
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We typically use Surveys more than campaigns because the questions
can be more personalized and we don’t use custom fields for responses
(taking up valuable space

“Flow” can be simple with @ @ @
“scheduled” email communications - - et
Page Page Page
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Presenter Notes
Presentation Notes
CJ – 
Here is an example of our worklists and what they currently display.
Each applicant is reviewed weekly to look for updates that are made in ISRS by staff outside our office or students themselves.
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Presenter Notes
Presentation Notes
CJ – 
Here is an example of our worklists and what they currently display.
Each applicant is reviewed weekly to look for updates that are made in ISRS by staff outside our office or students themselves.
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Strategies and Opportunities

Strategies allow you to define “buckets” to organize
students into. Tasks can be added for future touchpoints
Completely “personalizable”

Prospects Applicants Students

e Healthcare (program area) * Pending e Enrollment status
* Transfer pathways * Holds * Program area
e Regions e Newly admitted e Advisor assigned
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Presenter Notes
Presentation Notes
Review ISRS for up to 8 colleges for new admits
Copy all data into CRM manually for up to 20 applicants per day per school.
Verify data on a weekly basis for all applicant per term


Using “shared” task list –
Admissions is able to alert staff of new admits and action items
Coaches are able to make  calls efficiently
Shared knowledge of workload assignments
Prioritized outreach




E RN  l Navigation Sets Explorer ¥

) Strategies
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> Ehg Minnesota State online/blended Prospect
> Ehi Minnesota State Campus Prospect
° d °? »2'3 Workshops: Student
Strategles an Opportunltles ng Distance Minnesota Admissions
¥ o “Applied (DM) I}) l
DM - Applicant Welcome (1
Strategies allow you to define “buckets” DM _Ass“canmmach ;

DM - Applicant Outreach (21)
Tasks can be added for future touchpoints DM - Applicant Outreach (33)
DM - Applicant Cutreach (keep using)
DM - Applicant Close Record post-start
Completely “personalizable” 2, Admitted (DM)
mn Current Student (DM)

In a campaign, the Opportunity shows the strategy and Era::fvmghj

“bucket assignment” (called the Stage/Status) 2. Residency-pending program authorization

An Campus - Mo contact (DM)
> *Hi Distance Minnescta Visiting Students
> ﬂ*i Distance MM Prospect
P 27 DM Life Cycle
> Ehi Distance MM Programs
> Ehi OCHS - Proctor
»2'F OCHS - Student
t_*ri QCHS - Contract Request
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Presenter Notes
Presentation Notes
Kk
Our goal is automated student life-cycle support with easily administrated data management.

The integration will map 197 important fields to contact record – in addition to starID, program, advisor and program for more informed outreach
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artips.

] Opportunities: (Reports/Analytics)

Opportunities are an “out of the box” solution that links to campaigns/surveys
which allows students to be categorized in multiple ways.

A student can be engaged in multiple activities at your campus:

1) Planning on attending an orientation or student activity

2) Interested in one program

3) Enrolled in another program

4) Enrolled in a “special” self-study or program such as “Trio”, “EdReady”, or
“Online Orientation” that should have frequent touchpoints from a staff
member
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Presenter Notes
Presentation Notes
TT
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Online learning at your fingertips.

Opportunities: (Reports/Analytics)

Opportunities are an “out of the box” solution that links to campaigns/surveys
which allows students to be categorized in multiple ways.

A student can be engaged in multiple activities at your campus:

1) Planning on attending an orientation or student activity

2) Interested in one program

3) Enrolled in another program

4) Enrolled in a “special” self-study or program such as “Trio”, “EdReady”, or
“Online Orientation” that should have frequent touchpoints from a staff
member

Opportunities (3) I Incidents I Outreach Activity I Custom Fields I Tasks (9) Motes/Assets Survey History/Attachments Audit Log |

[ Add New [ open (& Print [ Copy 24 Delete T Reject (2 Forward

Territory Opportunity Name Assigned Status Stage

Linkvet MyMilitaryEducation Sites owerview 10/27/2015 webex 10-11am - thomas.tougas@ntcmn.edu Jennifer Arno *Interested Training

Assodate Accounting AAS NTC 20165 *Associate Accounting AAS Thomas Tougas  NOC {no communications) Current Student (DM)
GPS Career Plan - thomas. tougas@ntcmn.adu Jennifer Arno *Lead/Prospect Mo Valua

Visiting Student 20155 Visiting student ATCC - sm6434np@alextech.edu Scott Tadlock 7z Archive “Initial

Undeclared MCTC 20125 =N5D Ay McIntosh z5top-Out Current Student (DM}
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Presentation Notes
TT
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.— | Opportunities: (Reports/Analytics)

= Opportunities (3) | Incidents | Outreach Activity | Custom Fields | Tasks (27) | Notes/Assets I Survey History/Attachments | Audit Log

] AddNew [ Open @& Print ([ Copy X Delete §@ Reject & Forward

Territory Opportunity Name Assigned Status Stage

go-nursing2 EdReady interest - michelle_randall@live.ntcmn.edu Melissa Schmelz Prospect Referral edReady Math

Health Sciences Broad Field AS MTC 20185 *Health & Science Broad Field AS Kari Koshenina Mot Registared Current Student (D)
Generic Track ADN WTC 20193 *Nursing - Generic Track 45 Kari Koshenina Held Competitive [DM)
Generic Track ADN DM Prospect - nursing generic track [ NTC Teresa Blatti Prospect Referral **New Prospect (D)

Medical Coding Spedialist Dip ATCC 20153 *Med Coding Spec Dip Diane Hanson MQC (no communications)  Current Student (DM)

Opportunities (2) I Incidents I Outreach Activity I Custom Fields I Tasks (12) I MNotes/Assets I Survey History/Attachments I Audit Log l

[ AddNew [®* open & Print [ Copy X Delete §@ Reject (& Forward

Territory Opportunity Name Assigned Status Stage
Health Sciences Broad Field AS MNTC 201591 *Health & Science Broad Field AS Kari Koshenina Mot Registered Current Student (DM}
Step-in Track ADM MTC 20135 *Mursing - Step-In Track AS Kari Koshenina Held Competitive (DM

Opportunities (3) I Incidents I Outreach Activity I Custom Fields I Tasks (9) | MNotes/Assets | Survey History/Attachments | Audit Log |

[] AddNew [ open (&) Print ([ Copy 7 Delete @ Reject (2 Forward

Territory Opportunity Name Assigned Status Stage

Linkvet MyMilitaryEducation Sites owerview 10/27/2015 webex 10-11am - thomas.tougas@ntcmn.edu Jennifer Arno *Interested Training

Assodate Accounting AAS NTC 20165 *Associate Accounting AAS Thomas Tougas  NOC {no communications) Current Student (DM)
GPS Career Plan - thomas. tougas@ntcmn.adu Jennifer Arno *Lead/Prospect Mo Valua

Visiting Student 20155 Visiting student ATCC - sm6434np@alextech.edu Scott Tadlock 7z Archive “Initial

Undeclared MCTC 20125 *NSDr

Ay McIntosh z5top-Out Current Student (DM}
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Opportunities: (Reports/Analytics)

Reports are fully customizable (Grids are easy to assemble, similar to excel

worksheets), but options for charts are available with the right skillset.

M & eAdmission Reports
B8 02. Applicants by term
B 03, Lead Rejection reasons (DM Admissia
Bi 04. Accuplacer Needed
B 08. Reciprocity Needed
4 Historic Count - Opportunity by strategy

3

& Coaching Reports

B8 01. My Minnesota State Prospects

B8 01. DM Prospects

8 02. My Applicants by term

B 02. All my students

B 03. Transfer Evaluations - Must Request
B8 04a. My New Admits (Reg)

B8 04b. My New Admits (Not Reg)

B8 05. My Returning (Reg)

B8 06. My Returning (Not Reg)

8 07. My Returning on Hold

8 08. My Final Term Students

B 09. OUR Visiting students

8 10. MY DM opportunities with incidents
B8 11. Ready for PNSG

MINNESOTA STATE

& DM Admissions 8t Enrollment

B8 01. Prospects

8 01. DM Leads

B8 02. Applicants by college

B8 03. Students

8 032a Students by major

Bi 04. Accuplacer Needed

B 05. Students w Holds

B8 06. ORI 0100 Registrations

B 07. PSED Advising

¥l 08. Reciprocity Needed

B8 09. Students Special Review

8 10. Obstacles to enrollment

B8 11. All NOT Registered - Action

B 19. DM Practical Mursing Students
B8 20. ISRS cross-reference weekly app stat
B8 21. Students prospects with obstacles
B8 FY17 EdReady Tracking

gn‘fh DE’“
. g
Metropolitan % f@:
State University 9?% &


Presenter Notes
Presentation Notes
TT


Distance L:'

MINNESOTA

Online ||—'.3I'"'III"||_|| at Yo

- - _ Multi-purpose:

:— | Opportunities e Student tracking

High School contacts

* Workshop registrations
 New program tracking, etc.

| Organization Name: Northland Community & Tech College
= NEW PROGRAM: Geospatial Intelligence Analysis, AAS
= Tasks that are: Completed

Program: Create Prog. Highlights Answer Carla Johanson Draft answer, Submit to faculty for final approval before mak
Program: Add RightMow Felds (notes) Kristi Karels Termritory, Dist_Prog, etc
Program: Research (ses notes) Carla Johanson Research program/career on ISEEK, MnTransfer, u.5Select for
Program: Verify edpp Listing Carla Johanson Verify that the program appears on the eApplication for the ¢
Program: Determine Marketing Meads Carla Johanson Determine marketing needs for the program:
Program: Marketing Updates (notas) Kristi Karels Add Program Highlights and Course Planning Guides to all ap
Program: Train QSC Staff Carla Johanson Train online advisors and admissions staff on program requir
= Tasks that are: Not Started
Program: Confirmation Needed (see notes) Cathy Roberts Confirm addition of new Distance Minnesota program by veri
Program: Confirmation Needed (see notes) Teresa Theisen Program has been added to inventary. Verify what term that
Program: Create Program Page Patti Arouni Create program page for website, Submit to admin and facul
Program: Assign Online Advisor Teresa Theisen Assign a primary online advisor for this program.
Program: Approval Needed (see notes) I} Teresa Theisen Submit preview of program page on DM website to faculty &
Program: Review Course Info (ses notes) Cathy Roberts Review course requirements and pre-requisites. Verify that th
Program: Link Program to DM Site Patti Arouni Link program page to correct category at Online Programs:
»* j’“"*’ug
A @ Q @ QHEwowom @l 2 vy 429
— ~w— State University mn Dvwore i
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Followup anytime with
Minnesota State “Ask Us”

Questions?

« AskUs.MinnState.edu

« 800-456-8519

» Request: Kristi Karels

« Email: AskUs@MinnState.edu

= * / é‘pg,ﬂu:vs_..w‘%

' NTC ONLINE o N !

A @ () O COLLEGE ™ ™e#cH schoor @ et _/ Aletropoliiag m Y
NESOTA STATE e


mailto:AskUs@MinnState.edu

	Engage: Outreach, Campaigns, Feedback, Strategies, Tasks, Territories
	Slide Number 2
	Slide Number 3
	Operational Overview
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Followup anytime with Minnesota State “Ask Us”

