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Frieda Maher

CRM Program Director
UNSW

frieda.maher@unsw.edu.au

Frieda has implemented multiple CRM
technologies across multiple industries
over the last 25 years. For the last 4
years she has been working with UNSW
on constituent engagement.

lan Lancaster

Student Systems Technical Lead
UNSW

i.lancaster@unsw.edu.au

lan has been working with Peoplesoft
Campus Solutions for more than 20 yesrs,
most recently as technical lead for the
implementation of the new UNSW
calendar and update enrolment
capability.
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UNSW SYDNEY

UNSW

UNSW Sydney is a Go8
university with a main

campus in the eastern
suburbs of Sydney.
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PRESENTATION OVERVIEW

3

OUR AMBITION OUR LANDSCAPE
The scope and The UNSW

expectations of environment and

CRM at UNSW how it has evolved

OUR PROJECT OUR INTEGRATIONS

The agile approach The detail and
and implementation journey of each
timelines infegration
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1: OUR AMBITION | Soccronsot comer

UNSW | gz UNSW

SYDNEY University
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THREE PRIMARY GOALS

Improve the
- =) constituent experience
@ Grow revenue

Increase operational
efficiency
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CRM STAKEHOLDERS AND SCOPE

Current
Students

: Service Sales
Students Orgs
(Partners,

customers,

Marketing |Relationship agents etc.)

Automation |Management

Other Individuals

(Interested individuals, event
attendees, staff etc.)
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SIMPLIFIED LANDSCAPE

CRM

MS Dynamics
365

SIS
Peoplesoft
Campus
Solutions

MA

Click Dimensions
(+++)
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2 : 0 U R P R OJ E C'I' The agile approach and

implementation timelines

UNSW | gz

SYDNEY University
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TIMELINE

Business case/procurement

Current student services stream
Marketing & recruitment stream
Corporate & other constituents stream

Philanthropy stream

2016 2017 2018 2019
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q1 Q2 Q3 Q4 Q1
l v l l Engineering —— i
Student Grads/Fees : Business Fass DA‘IjES Res?.arch Office zacnslimgsden
Central go first go live Fsollnquw les School live 89 go live GE Perm go live ! Y Student
live golive live solution services nucleaus
Hobsons retirement Library go J implemented . " v rollouts
GE temp (bring enquiries in live Admissions  Recruitment v Ums.earch
solution house) . go live Relationship Go Live Additional
Engineering go M
implemented live lanagement v sales and
Preparation/evaluation phase to Pilot Sites Ca0C evaluation relationship !
i lete (t management
Original plan complete (to b

xtended via change request

%///////% Extended as previously underspent

determine CaOC
rollout priority)
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APPROACH

100% led by UNSW
Agile
Risk based testing and deployment

On the bus/off the bus
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TEAM AND GOVERNANCE

Program Manager
Frieda Maher

SCRUM TEAM(S) /

Business Advisory Groups

ADU 7-9 NOVEMBER 2018



- OUR LANDSCAPE | e unsw envioronment

and how it has evolved

UNSW | gz

SYDNEY University
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UNSW STUDENT ADMIN LANDSCAPE

Handbook myUNSW Insight CRM
Student & Academic Self Service Customer
Relationship

Factor5 CourselLoop Oracle WebCentre Portal Custom Java Apps | Custom Apps Management
Saas Locally Hosted Locally Hosted Azure PHP

AIMS SIMS

Academic Information Student Information Management System
Management System

Custom App
Azure PHP

Scheduling

Syllabus+ Course Planner Oracle PeopleSoft Campus Solutions Microsoft Dynamic
Locally Hosted Locally Hosted Saas
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CRM TECHNICAL ARCHITECTURE

B2
UNSW

AUSTRALIA

UNSW INSIGHT PROGRAM SOLUTION ARCHITECTURE

?S(udenl . S
L=

Member
ZID (Oplional)l ZID

Web Browser

UNSW Azure Subscripti i ipti
ure Subscription UNSW Office 365 Subscription
§sccury Toten D3'f5rtW|9b Dynamics 365 CE
OAuth2 o
Azure AD B2C
Azure AD Dynamics 365 Platform
Az :
We;rgb@ Every 30 mins
*
Data Export
Servi

AAD Connect W LogicApps

UNSW Palo Alto Firewall
 —  —

Network

-premises

Moodle Forms

UNSW On

Batch Load

Eventbrite Network

Eventbrite
Platform

Batch Load

Batch Load

Virtual Machine

SSIS +
KingswaySoft

Domain Disjoined

Azure Blog
Storage

csv

Batch Load

NS Financials
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4: OUR INTEGRATIONS | oot cniowmor

each integration
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SOME KEY INTEGRATIONS

Core student data (from SiMs to CRM)

Offer data to support conversion (from SiMs to CRM)
Invoices (sales transactions from CRM to NSF)

UAC (if we have time)
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CORE STUDENT DATA (SIMS TO CRM)

Frequency: Once Daily

Approach: Full data extract sent daily

V1: For first go-live. Outcome: single row per student record in CRM

Detail: file based on full existing student extract (XML file) dropped in a Azure blob container, to be picked up
by Azure Data Factory; converted into staging SQL tables in Azure (student and extracted and extracted
master data); read and processed by Dynamics Web APIs to load into CRM

V2: Late 2017. Outcome: separate rows per student program; more robust master
data

Detail: same approach, added additional program and application rows, + additional master data files, using
the same process/approach
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OFFERS FOR CONVERSION SUPPORT

Frequency: sent every 5 minutes

Approach: new transactions only

Used existing offer extract to support conversion campaign including personalized
web pages (Drupal development)

CRM side: built using on-premise SSIS (+KingwaySoft), consider Data Factory /Web
API approach but was very resource heavy to build.

Fed a Click Dimensions Marketing campaign
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INVOICES FOR SALES TRANSACTIONS

Frequency: end to end every 3-4 hours

Approach: New transactions only

When an invoice is submitted (at the end of a sale), CRM generates an pro-forma
invoice for distribution to the customer

Native Dynamics export to Azure SQL

LogicApps integration side picks up every 3 hrs, converts to CSV to be processed into
NSF

Returned confirmation processed with similar data flows as student data
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UAC DATA FOR MARKETING AND ENQUIRY
HANDLING

Frequency: Daily
Approach: full load every day

SSIS from blob container (first instance from internal sourced — in first instance
transferred manually every day)

Converted to inbound web api and solved security issues around automated inbound
transfer (kept it all within UNSW Azure infrastructure)
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CONCLUDING THOUGHTS| anvauestions:




SUMMARY

Voltaire, the French writer, said, “The best is the enemy of the good.”

Confucius said, “Better a diamond with a flaw than a pebble
without.”

And, of course, there’s Shakespeare: “Striving to better, oft we mar
what’s well.”

Effective work is about moving toward the desired destination, and
not necessarily about ensuring that nothing gets spilled or knocked
over in the process. Mistakes will happen. Missteps will occur. It’s
momentum that matters, and ensuring that time is not wasted obsessing
over the little things that won’t end up moving the needle anyway.

-Deep Patel (Forbes magazine)
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http://www.cooalliance.com/blog/prefect-is-the-enemy-of-done

Frieda Maher lan Lancaster

CRM Program Director Student Systems Technical Lead
UNSW UNSW
frieda.maher@unsw.edu.au i.lancaster@unsw.edu.au

ALL ALLTANCE PRESENTATIONS WILL BE AVAILABLE FOR
DOWNLOAD FROM THE CONFERENCE SITE
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HEUG

HIGHER EDUCATION USER GROUP

Australian and New Zealand
Higher Education User Group

THANK YOU
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