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PRESENTER

Steve has held the position of USQ’s CRM Administrator for 
almost 5 years, gaining extensive experience building 
functionality within Oracle’s Service Cloud. Before moving into 
higher education Steve began his professional career as a 
Commercial Pilot, before venturing into the financial markets 
as a trader and then into small business. Steve has managed 
and owned several businesses over a period of more than 
twenty years. During this time Steve developed several 
business systems, including custom CRM software in a time 
before CRM was widely implemented, as it is today.
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UNIVERSITY OF SOUTHERN QUEENSLAND

Toowoomba

Springfield

Ipswich

Online ~90 nationalities
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OSvC August 2016

PeopleSoft 9.2

PeopleTools 8.53
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+



PROJECT BACKGROUND What started all this?
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‘FLUID’ PHASE 2 PROJECT ELEMENTS

1

MOBILE 

RESPONSIVE 

STUDENT CENTRE

2

ONLINE FORMS

3

CLASS 

SCHEDULING TOOL
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Supporting 

Comms



ONLINE FORMS – SUPPORTED COMMS

ONLINE FORMS

CLASS 

SCHEDULING TOOL
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Return to Study Request (RTS)

Name Change Request (NME)

Citizenship Change Request (CIT)

Withdrawal Without Academic Penalty Request (WWP)

Review of Decision For WWP Request (RWD)

Change of Grade Request (CGRD)

Post Enrolment Requisite Check (PERC)



SCREEN SHOTS ONLY  Return to Study walk though
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STUDENT CENTRE

Online Requests



RETURN TO STUDY
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RTS FORM
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RTS FORM
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PS STAFF VIEW
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PS STAFF VIEW – COMMUNICATION LOG
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SERVICE CLOUD – CONTACT COMMS HISTORY
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EMAIL PREVIEW

Return to study 
request -approved
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EMAIL PREVIEW

Return to study 
request - final
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PROJECT REQUIREMENTS
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PEOPLESOFT TEAM REQUIREMENTS
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1. SEND OFFICIAL ‘BESPOKE’ EMAIL TO STUDENTS FROM PS THROUGH OSvC

2. PREVIEW EMAIL ‘AS WAS SENT’ FOR RECORD KEEPING COMPLIANCE 

3. ‘SEND TO ALL’ STUDENT EMAIL ADDRESSES IF REQUIRED

4. SEND A PROOF EMAIL TO SELECTED STAFF PRIOR TO SENDING TO STUDENTS

5. SELECTABLE MAIL SIGNATURES 

6. ACCURATELY RENDER THE EMAIL ‘AS INTENDED’ WHEN VIEWED BY STUDENTS



M&SA CRM REQUIREMENTS
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1. ALIGN WITH BRAND COMMUNICATION STYLE GUIDELINES

2. RESPONSIVE EMAIL (MOBILE FRIENDLY)

3. USQ CONTACT DETAILS SHOULD FOLLOW STUDENT SUPPORT MODEL GUIDELINES

4. MAINTAINABILITY



PS COMMS TRANSACTION COGS IN THE MACHINE

ADU 8-10 NOVEMBER 2017



PS COMMS PROCESS

PeopleSoft Service Cloud
Students

30min

PS Mailing 

Cust. Object

OnCreate Event 

{ Custom Process }

log api response
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SUPPORTING PROCESS

PeopleSoft Service Cloud

Scheduled 

daily

ContactsStudents

Emplid

?

Emplid

C_id
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PS COMMS CUSTOM OBJECT DATA FIELDS

KEY FIELD NAME

PK ID

FK ContactID

CreatedTime

CreatedByAccount

UpdatedTime

* MailingID

CommunicationNote

* Queued

* Status

SignatureBlock

* CommCode

CourseList

StudyPlan
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KEY FIELD NAME

SendPreview

PreviewEmailAddress

SendToAllEmailAddresses

AcademicProgramName

AcademicYear

TermDescription

LastDayToAddClasses

FormReceivedDate

InitialDecisionDate

ReviewRequestDate

PreferredName

OfficialFirstName

LastName

KEY FIELD NAME

* MsgbaseMailingId

* MsgbaseMailingSubjectId

* MailingIdMsgbaseLookup

* MailingSubjectMsgBaseLookup

ExternalCommId

ExternalCommGroup

MailingSubject

TermBeginDate

SupportingDocumentation

SupportingDocumentation2

UploadDocumentsUrl



PS COMMS CONTACT CUSTOM ATTRIBUTE DATA FIELDS

KEY FIELD NAME (CUSTOM ATTRIBUTE INCLUDING PACKAGE)

PK ID

contacts.ExtMailing$PS_External_Comm_Subject

* contacts.Contact$ps_mailing_id
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EXAMPLE TRANSACTION
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EVENT HANDLER – CUSTOM PROCESS MODEL (CPM)
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The Event Handler code handles the heavy lifting of sending the email. The 
code

1. updates the Status Flag to ‘Queued’ or ‘Failed’ from ‘Pending’.

2. looks up the Message Base entries for the correct Mailing ID and 
Mailing Subject Heading with the id’s passed into the Custom Object 
from PS. 

3. confirms Comm Code exists

4. handles “Send to All” functionality

5. handles “Send Staff Preview” Functionality

6. queues the Mailing to be sent through the Outreach Mailbox with the 
Mailing ID and Subject returned from the Message Base entries.



EVENT HANDLER – SEND TO ALL EMAIL ADDRESSES
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// Save the current email addresses before the swap so we can swap them back

$primary = $contact->Emails[0]->Address;

$alt1 = $contact->Emails[1]->Address;

$alt2 = $contact->Emails[2]->Address;

for ($position = 0; $position < 3; $position++) {

// If the address is not a primary email then swap it with the primary address

$swapped = static::swap_emails($contact, $position);

if ($swapped) {

if (RNCPHP\Mailing::SendMailingToContact($contact, null, $mailingID, $scheduledTime)) {

$mailing_queued = TRUE;

} 

}

}



EVENT HANDLER – SEND PREVIEW TO STAFF
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$staffContact = "SELECT Contact FROM Contact C "

. "WHERE C.Emails.Address = '$previewEmailAddress' "

. "AND (C.Emails.AddressType.ID = 0 "

. "OR C.Emails.AddressType.ID = 1 "

. "OR C.Emails.AddressType.ID = 2) LIMIT 1";



STATIC EMAIL CONTENT PREVIEW As it was at the time
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PREVIEW FUNCTIONALITY
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WORKSPACE REPORT FILTERS
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PREVIEW COLUMN

nvl(to_char(ExtMailing$FieldsList.Mailing_Subject),if((ma_trans.mailing_id.id
= to_number(msg_lookup(1000284)) | ma_trans.mailing_id.id =
to_number(msg_lookup(1000215)) | ma_trans.mailing_id.id =
to_number(msg_lookup(1000241)) | ma_trans.mailing_id.id =
to_number(msg_lookup(1000248)) | ma_trans.mailing_id.id =
to_number(msg_lookup(1000266)) | ma_trans.mailing_id.id =
to_number(msg_lookup(1000296)) | ma_trans.mailing_id.id =
to_number(msg_lookup(1000303))) | (ma_trans.type=2 &
ma_trans.mailing_id.id = ExtMailing$FieldsList2.MailingID) ,'Open the "Email 
Sent" logs to view the ' || to_char(ma_trans.mailing_id) || ' comm
details',(ma_trans.mailing_id)))
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PREVIEW FUNCTIONALITY
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PORTAL PAGE
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EMAIL CONTENT RENDER IT’S ALL IN THE TIMING
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SEGMENTATION – WHICH COMM?
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MERGED REPORTS – PS DATA

last(nvl(to_char(nvl(ExtMailing$FieldsList.Preferred_First_Name,nvl(ExtMailing$FieldsList.
Official_First_Name,contacts.first_name))),'&#160;'),ExtMailing$FieldsList.CreatedTime)
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MERGED REPORTS – DYNAMIC TEXT
to_char('<a target="_blank" class="email-link-format apple-links" style="text-
decoration: none !important;" href="' || to_char(msg_lookup(1000230))
||'">Academic Standing, Progression and Exclusion Procedure</a>')
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MESSAGE BASE ENTRIES
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RESPONSIVE EMAIL WHY BOTHER?
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Source: Litmus.com - 2016-email-client-market-share

97%
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Source: Litmus.com - 2016-email-client-market-share
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Source: Litmus.com - 2016-email-client-market-share
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Source: Litmus.com - 2016-email-client-market-share
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Source: Litmus.com - 2016-email-client-market-share
ADU 8-10 NOVEMBER 2017



Source: Consumers in the Micro-Moment, Google/Galaxy, Australia June 2015
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Source: Litmus.com & Vision6  - 2016 The Ultimate Guide to Email in Australia
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TESTED AGAINST 35 EMAIL CLIENTS

ADU 9-11 NOVEMBER 2016

Chrome Browser
IE Browser
Firefox Browser
Safari Browser

Outlook 2013 and 2016 Desktop Clients

Gmail Web Client – IE
Gmail Web Client – Chrome
Gmail Web Client – Firefox
Gmail Web Client – Safari

Yahoo Web Client – IE
Yahoo Web Client – Chrome
Yahoo Web Client – Firefox
Yahoo Web Client - Safari

OWA (Webmail) Client – IE
OWA (Webmail) Client – Chrome
OWA (Webmail) Client – Firefox
OWA (Webmail) Client – Safari

Outlook.com Web Client – IE
Outlook.com Web Client – Chrome
Outlook.com Web Client – Firefox
Outlook.com Web Client – Safari

Gmail App – Android
Gmail App – iPad
Gmail App – iPhone 6 >

Yahoo mail App – Android
Yahoo mail App – iPad
Yahoo mail App – iPhone 6 >

Android Inbox App
Mail.com App – Android

Outlook.com App – Android
Outlook.com App – iPad

Outlook.com App – iPhone 6 >

Apple Mail – iPad
Apple Mail - iPhone



SO WHAT EXACTLY IS RESPONSIVE EMAIL?
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HOW IS RESPONSIVE DONE?

ADU 8-10 NOVEMBER 2017

1.<table> stacking

2.<td> stacking

3.Hybrid



CODE BLOCK – TABLE STACK
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USQ’S 2017 RESPONSIVE EMAIL TEMPLATE

USQ Responsive Email Template
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https://usqassist.custhelp.com/ci/documents/detail/2/usq_2017_email_template_demo/sverified/1


TEMPLATE & 70+
SNIPPETS

Container Snippets

Responsive Template

Section Snippets
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DESIGNER
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RETURN TO STUDY COMM
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RTS EMAIL CLIENT EXAMPLES



ANDROID – GMAIL APP

ADU 8-10 NOVEMBER 2017



ANDROID – YAHOO APP
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ANDROID – OUTLOOK.COM
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APPLE IPAD – APPLE MAIL
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TEMPLATE COMPARISON
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EMAIL MOBILE DESIGN RESOURCES

https://www.emailonacid.com/

https://litmus.com

https://litmus.com/community

https://www.campaignmonitor.com

https://tutsplus.com/authors/nicole-merlin

https://www.pluralsight.com/

Jason Rodriguez

Kevin Mandeville

Justine Jordan
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RESPONSIVE EMAIL FRAMEWORKS

Zurb

Cerberus

Antwort

https://foundation.zurb.com/emails.html

https://github.com/mailchimp/Email-BlueprintsEmail-Blueprints

http://tedgoas.github.io/Cerberus

http://internations.github.io/antwort
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EMAIL STYLE INLINERS
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CONCLUDING THOUGHTS ANY QUESTIONS?
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PRESENTER

Stephen Mitchell

CRM Administrator

University of Southern Queensland

Stephen.Mitchell@usq.edu.au

ALL ALLIANCE PRESENTATIONS WILL BE AVAILABLE FOR 
DOWNLOAD FROM THE CONFERENCE SITE
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THANK 
YOU!

ADU 8-10 NOVEMBER 2017


