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Many university events are held over the course of each calendar year including participation across a 
variety of cohorts from future, current and past students - attending events as diverse as Open Day to 
Graduations. Unfortunately, the method of registering interest and attendance is all too often neglected 
with personal details being recorded across a plethora of databases, such as spreadsheets, personal local 
databases, external applications, paper - or even worse, not recorded at all. This haphazard approach 
leads to dreaded data silos and missed opportunities, which ultimately results in a poor student 
experience.

To help ensure the university captures event related interactions throughout the student learning journey, an 
event registration system was developed within the Service Cloud to record, present, report and segment 
event related touchpoints in a unified approach. Particular emphasis was given to empowering non-
technical SME’s by providing a mechanism to rapidly build and deploy custom mobile friendly event 
registration sites, with very limited training and technical support required.

ADU 9-11 NOVEMBER 2016



USQ & ORACLE Oracle Service Cloud 

May 2016

ADU 9-11 NOVEMBER 2016



UNIVERSITY OF SOUTHERN 
QUEENSLAND

Toowoomba

Springfield

Ipswich

Online

ADU 9-11 NOVEMBER 2016





USQ 
LOCATIONS

















HANDS UP! Reach for the sky!
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WHY, WHERE AND HOW?

We need an online 

registration system that is 

easy to use, with low 

barrier to entry and is 

shareable and accessible
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BILL GATES Not a silly boy
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“How you gather, 

manage and use 

information will 

determine whether 

you win or lose”



BREAK DOWN THOSE SILOS A few of the common 

culprits!
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CRM FIRST STRATEGY

“The big benefit of CRM is the 

visibility of everything relating to 

customers going on in your 

company. If you want to provide 

a better service to your customer, 

you have to be able to manage 

everything from complaints to 

sales opportunities.”

-Roger Cole, CRM Consultant
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CRM is integral to 

providing good CX



LOW BARRIER TO ENTRY
We need to make it so it is 

easy for our users to 

manage, build, customise, 

test and deploy their own 

sites
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#WIIFM



DATA BABY! Data = Potential
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#WIIFU



WE’RE IN MARKETING AFTER ALL
Who would ever say no to 

a new source of leads –

right?

ADU 9-11 NOVEMBER 2016



JOURNEY MAPPING For every touchpoint we 

gain further insight
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FollowMe?



IT’S ALL ABOUT THE 
EXPERIENCE

Improved insights lead to 

improved CX

ADU 9-11 NOVEMBER 2016



NOW FOR THE HOW Let’s do this!
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FIRST ATTEMPT I think we can do better
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VERSION O.1
We initially 

developed a 
business process 

around the concept 
of submitting an 

event registration 
build request to the 

Digital Marketing 
Team, who would 

then create the event 
by duplicating and 

customising a 
Registration 

Campaign Template.
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OBJECTIVES & FEATURES
More than you can poke a 

stick at. Well, not really, 

but there are quite a few 

nonetheless
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SYSTEM OBJECTIVES

1. Flexible

2. Customisable

3. Reusable

4. Easy to learn & use

5. Low support requirement

6. Freedom
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SYSTEM FEATURES
1. CMS Functionality

2. Event Asset Management Functionality

3. Analytics

4. Web & Email Responsive Front-end

5. Front-end Security Options

6. Private Team Spaces

7. Team Roles & Privileges

8. Site Access Levels
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PUBLISHING AN EVENT - WORKFLOW
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• market

• build

• test

• approve

• publish



ARCHITECTURE
Outreach, 

Custom Objects, CPM, 

Reports and 

Workspaces…
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PORTAL OR OUTREACH?
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MAKE OUTREACH PLAY NICE
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CUSTOM OBJECTS AND OUTREACH
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Docs Analytics Merged 

Reports

Merged 

Fields

Data 

Fields

Segments

Conditionals

Campaign 

Fields

Campaign 

Conditionals

Email P P O O P O O

Web P P O O P O O

Analytics Merged 

Reports

Merged 

Fields

Data Fields Segments

Conditionals

Campaign 

Fields

Campaign 

Conditionals

Analytics

Read/Logic Read/Logic Read Read/Write Logic Write Logic Read/Logic
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CONTACT 

FIELD TEMP 

STORAGE

COB’s 

PERMANENT 

STORAGE

CPM CAMPAIGN

OBJECT EVENT HANDLERS - CPM

EMAIL

WEB 

FRONT END



activities

REUSABLE, FLEXIBLE AND CUSTOMISABLE

ADU 9-11 NOVEMBER 2016

sessions

categories

session 

activities

channels

topics

locationvenuesevent
facilitators



Accounts

Admin

EVENT SYSTEM ENTITY RELATIONSHIP DIAGRAM
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CAMPAIGN ENGINE
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ASSIST CAMPAIGN - SSO
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REMINDER TO ATTEND CAMPAIGN

ADU 9-11 NOVEMBER 2016



SYSTEM INVENTORY
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Inventory 1

Part Quantity

Interfaces 2

Delivered 

Objects

2

Custom 

Objects

21

CO 

Custom 

Menus

11

Workspaces 21

Inventory 2

Part Quantity

Delivered 

Object

Fields

4

Custom 

Object 

Fields

>100

Workspace 

Custom 

Reports

>85

Workspace 

Rules

>200

Custom 

Process 

Managers

2

Inventory 3

Part Quantity

Campaigns 3

Web

Documents

17

Email 

Documents

3

Email 

Templates

1

Web 

Templates

1

Inventory 4

Part Quantity

Mailings 2

Email  

Merged

Reports

25

Web Merged

Reports

85

Dashboards 4

HTML/JS/CSS 

PHP (lines of 

code)

~4000



EVENT ADMIN INTERFACE Backend
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EVENT TEAM DASHBOARD
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EVENT TEAM DASHBOARD
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TEAM MANAGER INTERFACE
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TEAM MANAGER INTERFACE - ASSETS
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TEAM MANAGER INTERFACE - ROLES
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TEAM MANAGER INTERFACE – ROLE TYPE
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TEAM INTERFACE –STAFF ASSIGNED ROLE
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TEAM MANAGER INTERFACE - EVENTS
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EVENT MANAGER INTERFACE
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EVENT STATUS
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EVENT SESSIONS
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EVENT SESSIONS
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EVENT SESSIONS – ACTIVITIES TAB
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SESSION ACTIVITIES
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ACTIVITY
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ACTIVITY CATEGORY
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ACTIVITY TOPIC
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ACTIVITY CHANNEL
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ACTIVITY FACILITATOR
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SESSION ACTIVITIES – BOOKING TAB
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SESSION ACTIVITIES – BOOKING
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SESSION BOOKING - REGISTRATION
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REGISTRATION – BOOKINGS TAB
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EVENT - PLANNER
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EVENT CMS – IDENTITY MANAGEMENT
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EVENT CMS – SEATING MANAGEMENT

ADU 9-11 NOVEMBER 2016



EVENT CMS – COMMUNICATIONS EMAIL (1)
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EVENT CMS – COMMUNICATIONS EMAIL (2)
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EVENT CMS – COMMUNICATIONS - SMS
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SMS SYSTEM – MAIN INTERFACE (MANAGER)
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CMS – SITE LAYOUT – PERSONAL DETAILS (1)
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CMS – SITE LAYOUT – PERSONAL DETAILS (2)
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ASSET UPLOAD WORK REQUESTS
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ASSET UPLOAD - DM TEAM DASHBOARD
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WEBSITE Let’s take it for a spin
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LANDING PAGE
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WEB FORM VALIDATION
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SECURITY

It’s obviously important to secure 
student and staff data. It is 
equally important to offer a 
security solution for “non-
members” accessing the system 
from the web interface.
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SECURITY 1 – NON-IDENTIFYING INFO
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SECURITY 2 – EMAIL CONFIRMATION
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SECURITY 3 – ACTIVE STUDENTS/STAFF SS0
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PERSONAL DETAILS PAGE
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PERSONAL DETAILS CONT..
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MOBILE FRIENDLY
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DYNAMIC SCHOOL SEARCH FEATURE
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1. Full Listing

2. Filtered by 

“bris” search



BOOKING PAGE
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BOOKING PAGE CONT..
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SESSION ACTIVITIES
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BOOKING A SINGLE SEAT
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MULTIPLE SEATS
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CONFIRMATION
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CONFIRMATION CONT.



CONFIRMATION PROGRAM & QR CODE
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CONFIRMATION EMAIL
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ATTENDANCE It’s the day of the event
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ATTENDANCE – CHECK-IN
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CONFIRMATION – CHECK-IN
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GO LIVE Let’s see how it flies…

ADU 9-11 NOVEMBER 2016



OPEN DAY

1. Built by the Student Events Team 

2. 3 hours of training & support

3. 6 Events – very complex!

4. 3 Campuses

5. QR Registration

6. Staff trained on the day

7. Session level attendance recorded
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OPEN DAY – TEETHING ISSUES
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Y U SO HARD TO READ

This is what a phone camera sees 

when scanning a QR Code in 

direct sunlight





YEARS 7 & 8 USQ DISCOVERY DAY

1. Built by the Schools Engagement Team 

2. 3 hours training & support

3. 3 Events

4. 3 Campuses

5. Attendance checked off and entered post event

6. Single Session Event
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ANALYTICS AND INSIGHTS
‘The goal is to turn data into 

information, and information 

into insight’

- Carly Fiorina Ex HP President
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BETTER CX
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THAT’S SOME GOOD DATA
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SUPPORTING THE SYSTEM Have you tried turning off 

and on again?
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SYSTEM SUPPORT #RTFM

1. We have a small manual (over 90 pages)

2. We run face to face training sessions before first use

3. CRM Team provides usual OSC client support

4. We are thinking about creating a user group

5. We also like the concept of creating video tutorials…

ADU 9-11 NOVEMBER 2016



WHAT’S NEXT? Rinse and repeat
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NEW FEATURES & CONTINUOUS IMPROVEMENT

1. Standby Seating functionality

2. Incomplete Registration Notification

3. SMS & Push Notifications

4. Improve Limited Seating options i.e. disallow more than 
one session booking for “by appointment only” type of 
events

5. Include an option to require a passcode to access the 
booking page on the day of the event

6. Geofence automation for security and sign-in on the event 
day

7. Develop a calendar interface

8. Improve Staff Resourcing functionality i.e. Student 
Ambassador online duty allocation system

9. Refactor code for efficiency and security improvements
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THE YEAR AHEAD
Rollout across university 

and continuously improve 

the system through user 

feedback
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ONLINE REGISTRATIONS SCHEDULED SO FAR

1. Student Support Team 

S1 Enrolment Sessions

2. Student Enrichment Team (Phoenix Central)

S1 2017 Orientation

3. School of Psychology & Counselling Team

S1 2017 Interview Booking for Master of Psychology

4. USQ International have completed training and plan 

to use the system throughout 2017
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QUESTIONS ANY QUESTIONS?
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IN SUMMARY
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HERE’S CHEERS!



PRESENTER

Stephen Mitchell

CRM Administrator

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