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UON & ORACLE
Campus Solutions 9.2
Oracle Service Cloud v18B 
Oracle Marketing Cloud v18B
Social Relationship Manager v18B
Oracle Policy Automation v18B
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UON SNAPSHOT

5 CAMPUSES
37,039 STUDENTS

2,722 FTE STAFF
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UON SNAPSHOT
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16,389
COMMENCING
STUDENTS

24,026
UNDERGRADUATE
5,791
POSTGRADUATE

1,908
HIGHER DEGREE RSCH
5,314
ENAB, NON-AWARD

7,084
INTERNATIONAL 
STUDENTS



IT @ UON
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STUDENT CENTRAL
@ UON
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DIGI DEV



THE DIGI DEV TEAM 
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Support & 
development for 
• OSvC
• OMC
• OPA
• SRM 
• CS (custom) 
grad module)



NAVIGATING STUDENT SUCCESS 

ADU 7-9 NOVEMBER 2018



TIERED SERVICE MODEL
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CX @ UON
Engaged UON  
Digital, social & collaboration 
technologies to stay connected with 
our local and global communities

Digital UON 
Smarter ways of working, increased 
productivity, optimised cost and an 
engaged workforce

But how do we operationalise strategy 
to achieve improvements in CX?
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STUDENT ID CARD PHOTO 
UPLOAD
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STUDENT ID CARD PHOTO UPLOAD

ADU 7-9 NOVEMBER 2018



STUDENT ID CARD PHOTO UPLOAD

ADU 7-9 NOVEMBER 2018



PROGRAM PLANS Easy access to program 
plans for students and staff

ADU 7-9 NOVEMBER 2018



VIA CUSTOMER 
PORTAL

• Leverages student program data 
in OSvC and Web Team’s 
program plan feed (HTML)

• Custom widget fetches student’s 
active programs, and requests 
program plans via program plan 
feed

• Available via My Account page

• One-stop-shop for all students!
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VIA RIGHTNOW CONSOLE
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•Links to the program plan feed available on Contact record

•Used by frontline staff daily to quickly access list program course lists 
and provide enrolment advice



BROWSER UI STAFF 
WORKSPACES
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PREPARE FOR SUCCESS EVENT WORKSPACE
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PREPARE FOR SUCCESS EVENT WORKSPACE
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STUDENT HUBS WORKSPACE
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STUDENT HUBS WORKSPACE
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FOUNDATION STUDIES BUI-ONLY
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FOUNDATION STUDIES BUI-ONLY
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UON DIRECT ADMISSIONS
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OPA (ORACLE POLICY AUTOMATION)

AGENT DESKTOP (OSC – ORACLE SERVICE CLOUD)

APPLICATION 
MANAGEMENT

Personal Details
ASSESSMENT

OFFER 
MANAGEMENT

INCIDENT 
MANAGEMENT

USER PROFILE 
MANAGEMENT REPORTING

BUSINESS RULES/ TEMPLATES

DATA

Business Rules

KNOWLEDGEBASE

SAS DATA 
WAREHOUSE

COMMON LANDING PAGE DIRECTING AUTHENTICATION

UON WEBSITEPGCW WEBSITE 
(GRADSCHOOL) OTHERSEARCH LINK

(GOOGLE, BING)
UON EMAIL

LINKSOURCES

NEW CUSTOMER 
PORTAL/ 
FUTURE ASKUON

Future Students Current StudentsPast Students & Community

ANSWER MANAGEMENT (ASKUON)

Modules

Direct Data flow

Overall Interaction

APPLICANT 

CUSTOMER PORTAL/ ASKUON

Future 
Students 

Past 
Students 

Current 
Students 

Business Rules

Admissions Officer

Enquiries frontline 

OSC Admin

Faculty 
Assessor

BACK-END USERS

Student Program  
Details

Citizenship

Accepted offers

STUDENT DTLS 
(SOAP API

OFFER 
INTERFACE 
(MULESOFT)

NUSTAR 
(CS)

PROG 
INTERFACE 

(MULESOFT)



ADMISSIONS
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Applicants able to 
quickly and easily 

complete 
application and 

access advice, 
support and 
information 

throughout the 
entire process

UON can complete assessments 
quickly and process an offer 

immediately if the application 
meets admission criteria

Full student lifecycle 
management 

Complete view of 
interactions across UON

Track the status and progress of 
all applications at all times and 
measure and report on the 
efficiency of admission processes



PROGRAM CATALOGUE Integrating UON’s 
program catalogue with 
OSvC and OPA
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GETTING INTAKES INTO OPA

1

Program intakes 
configured in 
PeopleSoft by 

Admissions team

2

Data collected by 
Mule and pushed to 

OSvC using REST 
API

3

Program intake 
data fetched by 
OPA using custom 

script in OSvC

4

OPA filters program 
intakes by study 
area, program, 

campus and term
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CONFIGURING PROGRAM INTAKES

•Admissions staff configure intakes in PeopleSoft

•Intakes configured by term – involves choosing which 
program/campus/specialisation combos are open for admission

•Intakes have opening and closing dates but exceptions can be set for 
each program/campus combo

•Able to “rollover” an intake from one term or round into another
• Saves staff from having to reconfigure intakes every term

•Mule checks for changes every 5 minutes and sends all changes to 
OSvC via Connect REST API
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CONFIGURING PROGRAM INTAKES
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Intake dates set for 
entire term

“Rollover” function

A program/campus 
intake combo

Date and specialisation 
exceptions configuration
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FETCHING PROGRAM INTAKES IN OPA

•Complex data model makes it difficult to display and filter programs 
in OPA

•In addition, applicants are required to choose in order:
• Program
• Specialisation (if applicable)
• Campus
• Term

•Interview Extensions required to fetch data from the catalogue and 
filter program intakes as the applicant progresses through the 
application
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FETCHING PROGRAM INTAKES IN OPA
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FILTERING PROGRAM INTAKES
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•Apply an extension to the study area, program, specialisation, campus, and term 
fields

•options attribute is a function which filters available choices depending on the 
previous choices. This function runs every time a field changes in OPA.

•Extensions run on all input controls so best to give each a unique name to identify 
it in code



SAVING PROGRAM INTAKES

•Once applicant has 
chosen an intake it needs 
be recorded on the 
incident

•Use onSubmit event 
handler to save intake 
when Next or Submit 
button is clicked

•Filter list of all intakes 
based on current 
selections
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END RESULT
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ADMISSIONS – OFFER INTERFACE 
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OSvC (Admissions ) > MuleSoft > NUSTAR (Campus Solutions)
Creation of person record, application record, student record in student 
management system on offer of admission
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ADMISSIONS – OFFER INTERFACE 
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For current students also 
may include : 
• Email, address, phone 

number updates 
• + VDIS
• + Transfer of existing 

course enrolments 



ADMISSIONS – CHANGE OF DETAILS
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ADMISSIONS – CHANGE OF DETAILS
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CHALLENGES / WHAT’S NEXT

Aligning strategic vision across 
divisions and teams 

Data integration

Balancing “business as usual”

Continuous improvement 
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QUESTIONS?
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THANK YOU!
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