
Engage: Outreach, 
Campaigns, 
Feedback, 
Strategies, Tasks, 
Territories

ONLINE SUPPORT
800-657-3930
Use of Oracle Service Cloud features



Introductions: name, role on campus AND role/experience in Oracle Service Cloud (so I 
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)
I can show your team the "inside" of our Oracle Service Cloud

• Student reports
• Mailings
• Surveys (intake forms)
• Campaigns (similar to surveys but I use for data imports to create incidents as 

well)
• Strategies/territories/tasks

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  



• https://distanceminnesota.org/ci/documents/detail/2/7184

Intake channels: 

Phone
(Toll-free & 

international)
Email Chat Ask a question Web form 

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


Operational Overview
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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




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)



Interaction record

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




Outreach/Communications record

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



Link to email #1:
eCommunication Campaign plan

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

Link to 3rd email
Student interaction analytics

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


Feedback (Surveys) and Campaigns
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

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.



Feedback (Surveys)

“Flow” can be 
simple or complex 
with many decision 
points. The flow can 
also create 
“opportunities” for 
tracking/followup
and email 
communications

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.



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

Prospects
• Healthcare (program area)
• Transfer pathways 
• Regions

Applicants
• Pending
• Holds
• Newly admitted

Students
• Enrollment status
• Program area
• Advisor assigned

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





Strategies and Opportunities
Strategies allow you to define “buckets” 

Tasks can be added for future touchpoints

Completely “personalizable”

In a campaign, the Opportunity shows the strategy and 
“bucket assignment” (called the Stage/Status)

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




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

Presenter Notes
Presentation Notes
TT
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Opportunities: (Reports/Analytics)

Presenter Notes
Presentation Notes
TT



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.

Presenter Notes
Presentation Notes
TT



Opportunities
Multi-purpose:
• Student tracking
• High School contacts
• Workshop registrations
• New program tracking, etc.

Presenter Notes
Presentation Notes
TT



Followup anytime with 
Minnesota State “Ask Us”

Questions? 
• AskUs.MinnState.edu
• 800-456-8519
• Request: Kristi Karels
• Email: AskUs@MinnState.edu

mailto:AskUs@MinnState.edu
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