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UON: A snapshot @ 50
Five faculties – Four divisions

NEWCASTLE

CENTRAL COAST

SYDNEYPORT
MACQUARIE

SINGAPORE

37,026 students
24,398 EFTSL

UON Snapshot 2016



15,976 
Commencing Students

9,861
Commencing EFTSL

6,853
International students

2,672  
FTE staff (excl. casuals)

UON Snapshot 2016



OSC@UON  - the story so far…

2010 2015 2016 & beyond…Implementation 2013 Forward to SME
Targeted 
interventions for 
retention & 
transition

Integration with 
NUSTAR
Contact merge
Roll-out of CRM 
into high enquiry 
areas Student 
Central portfolio

Implementation 
of live chat
CP upgrade / 
responsive design
Further roll-out – Student Central

UON Admissions 
project
CTI
Eloqua & Social 
Cloud connectors 



Why play catch up?

Provides capability 
to respond to 
market changes

Supports the achievement of 
load targets for 2015-2018

Admissions System - Purpose

Provides an excellent student 
experience to establish a 

strong first impression

Encompasses all 
student cohorts and 

locations

To implement a new information technology solution to support an admissions model that: 



Admissions in OSC– key benefits  

Data Entry
Applicants and agents enter their own application data and able to track their status in the CP

Automated Assessment 
The new solution will automatically assess the academic eligibility of applicants and their English proficiency. For 
international applicants with an on-campus preference, the system will also assess the number of weeks ELICOS 
required and provide a framework for Genuine Student assessment. 

Enquiry Management
Enquiries will be managed through OSC and will enable staff to quickly view all correspondence related to the 
applicant and respond quickly using standard text templates. 

Faculty Assessments
Assessments will be sent to the Faculty using the new solution and will be easily tracked. 

Comprehensive reporting capability



Why play catch up?OSC & OPA – supporting business outcomes

 quickly and easily complete an application 
 access advice, support and information throughout the entire admission process

 make an offer immediately if the application meets admission criteria
 complete assessments quickly (target within top 10% of universities’ admission 

turnaround time)
 track the status and progress of all applications at all times
 measure and report on the efficiency of admission processes
 adjust forms, communications and workflow quickly and easily

 Full student lifecycle 
management 

 Complete view of interactions 
across UON

 Increased efficiency through 
more streamlined enquiry 
management and use of 
effective student-facing 
knowledgebase

APPLICANTS must be able to: 

KEY BENEFITS

UON must be able to: 



PS (NUSTAR) to OSC integration

Funded as a 2016 IT Strategic project – 4 phases over 2 years

Implementation partner: SDS Group

Phase I go-live mid-November (PGRD domestic cohort)

$

UON Admissions Project



UON Admissions Project Phases

Core Systems Integration, including:
 Integration with NUSTAR PeopleSoft 

Campus Solutions;
 Integration with Experian (address, 

email, mobile validation)
 Integration with SAS Data Warehouse 

to facilitate further management 
reporting for admissions

Decommissioning of replaced systems:
 Online Direct Admissions (ODA)
 International Management System 

(IMS) Module in NUSTAR (PS)
 GradSchool web form and database

Provision of a new Admissions System, including functionality for:
 Application and assessment
 Capture of direct application data including supporting documents
 Validation of completeness of a submitted application
 Workflow management, incl. automated & manual assessment steps
 International agent applications on behalf of applicants
 Tracking of application progress and reporting to applicants, agents 

and staff
 Management of communication between UON and applicants/agents
 Production and communication of offer letters
 Offer responses (accept / defer / decline)
 Implementation of dashboard style reporting
 Creation of a single CRM record for applicants / students

All direct (non-UAC) admissionsPHASE 1



UON Admissions Project Phases

Additional systems integration, including:
 Integration with Accommodation management 

system

Decommissioning of replaced systems:
 Credit Application Tracking Systems (CATS / 

CATSO)
 International Credit Transfer System (CTANS)
 ASP.Net Scholarships System
 BMed System

Extension of system functionality, including:
 Ability to self-evaluate eligibility for credit
 Applications for credit within or outside an application for admission
 Assessment of credit applications
 Applications for scholarship within or outside an application for 

admission; and assessment of scholarship applications
 Requests for accommodation within an application for admission
 Applications  and assessment for the BMed program
 Scheduling of assessment events such as interviews and auditions

PHASE 2 Enhanced Admissions Credit, Scholarships, Accommodation, 
BMed, Event Scheduling



UON Admissions Project Phases

Core Systems Integration, including:
 Integration of agent information with 

NUSTAR

Extension of system functionality for agent management, including:

 Recording of agent status, contract and commission details;
 Agent updates to their own contact and address information;
 Communications to agents and publishing content to an ‘agent 

portal’;
 Publishing of active agent information on UON website.

PHASE 3 Agent Management



UON Admissions Project Phases

Extension of system 
functionality, including:

 Marketing, 
engagement and 
student recruitment;

 Extension of CRM 
records to include 
prospective students

Prospective Student MarketingPHASE 4

Personalised digital marketing 
Strategic IT project 2016/7 – 2 years



TitleTitle
U

O
N

 A
dm

iss
io

ns
Admissions - Application to Matriculation

Ad
m

iss
io

ns
 S

ta
ff

Fa
cu

lty
Sy

st
em

 
In

pu
ts

/O
ut

pu
ts

Ap
pl

ic
an

t /
Ag

en
t

Post Graduate Rollout

Oracle Service Cloud

Customer Portal

Email / CP

Oracle Policy Automation Oracle Service 
Cloud

OPA / CP

Oracle Policy Automation

START -
Registration or 

log in occurs

OPA Interview 
details are filled 

in

Contact Record 
created

Application is 
submitted and 
auto-assessed

Application 
Received. 
Further 

Assessed if 
needed

Application 
saved

Draft 
Application 

retained

Faculty 
assist 

Admissions 
to assess

Eligible?

NO

YES Offer Sent

END - Applicant 
informed

Offer 
Accepted?

Offer 
Recorded

Matriculated 
(NUSTAR)

Deferred?

YES

YES

Applicant 
matriculated NO

Faculty 
Assessment 
Required?

NO

YES

Email to Faculty, 
Outcome logged

NO
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CP & Authentication 
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Screen shots of conditional offer



OSC – Application processing 



My applications tab
Application will be 
assigned to manually 
by team lead or
Application will be 
assigned by program Red – Overdue applications

Amber – remaining processing time is 
within 3 days of set target date

Yellow – remaining processing time is 
within 5 days of target set date

Green - processing time is over 7 days

Display of 
reports on 
dashboard 
profile-specific

RAG reporting: Coloring of the 
applications based on number of 
remaining processing days

Dashboards & Reports 



Dashboards & Reports 

Queues Assignment
Applications assigned based on cohorts

Business Groups (BG) and Cohorts
International Group

ELICOS only
Postgraduate Coursework Onshore – International
Internal Program Transfer

Admissions Group
Postgraduate Coursework Onshore - Domestic
Postgraduate Coursework Offshore
Internal Program Transfers

Queues & Queue Rules 
All Admissions BG applications assigned to Admissions – Student Central queue
International ELICOS only applications and applications submitted with/by priority 
agent will be assigned to UON Global – Priority queue
All other International applications will be assigned to UON Global – International 
queue



Applications & Preferences 



Applications & Preferences 



Auto-Assessment



Auto-Assessment



Genuine Student Assessment



Genuine Student Assessment



Offer letter generation



Offer letter generation



Offer letter generation



Offer letter generation



Offer letter generation
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Forward to Faculty
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1

2

3

5

4

Next 
Steps

Business “as usual” 

Go-live week commencing 14 November 
2016 (Postgraduate domestic cohort)

Undergraduate direct domestic cohorts

International cohort

Followed by many more cohorts: Enabling, 
Research, Honours, Non-award and 
extending CX journey  with Eloqua



Lessons learned

 Methodology matters!
 Documentation required to engage the right 

people at the right time & facilitate effective 
collaboration

 Personnel changes / finding the balance

 Communication fatigue – highly anticipated project, held up at RFP for many months
 Testing – aggressive timelines mixed with agile development means concurrent design, development, 

systems test, UAT and training 
 Due consideration and careful planning of BAU activities required / continuous improvement (managing 

environment)
 Minimising customisations = complicated configuration
 Admissions is really complex!



TitleQuestions?
Emily Middleton
Technology & Systems Analyst
Digital Delivery & Projects | Student Central 
University of Newcastle 

Marty Mag Uidhir
Senior Manager
Digital Delivery & Projects | Student Central 
University of Newcastle 
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