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• Andrew is a qualified chef, high-school science 
teacher, trainer, marketer and manager.

• Andrew has now been in Higher Education for 4 
years.

• Andrew’s title has ‘manage’ in it three times, but 
mostly he is just coping.

• Andrew is proud that he has lifted the profile of 
CRM/CX at UQ and has grown the team from 2 
(in 2015) to 10 (in 2017) with 6 of these being 
ongoing positions.

• Andrew will not to talk about Records 
Management in this presentation



The University of Queensland
Students   51,000
72% Undergraduate; 28% Postgraduate
28% International; 72% Domestic
Staff  6,750 FTE



Session Overview

1

The Grand Plan

3

What has been 
delivered?

75% 
of 

talk

2

Reality

4

What’s Next?

5

Questions



The Grand Vision (Nov 2016)

“The UQ CRM/CX project will improve the customer engagement 
experience of all prospective students, current students, staff, 
alumni, donors, prospective donors, and industry partners 
through improved coordination of business units and services 
and ensuring underpinning, enabling technologies are procured 
to support the experience, and to provide superior reporting to 
inform business decisions.”



Enterprise Systems stack
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Reality



CX Program Manager

Deputy Vice-Chancellor 
(External Engagement)

CX Program Change 
Manager

CRM Manager

CRM Team
(6 FTE)

Digital Marketing Lead

Instructional designer/
Training Lead 

CX Program Steering 
Committee

Knowledge Base 
Manager

Knowledge Base 
Editor/Writer

2x Content Developers
(All Campaigns)

Events Project 
Manager

2 x Business analysts
(Hobsons Transition, 
Advancement etc.)

Research Partnerships 
Project Manager

Staffing TBC

Program Staff

Q4 -2017

Q1 -2018

CORE



RACI (Responsible, Accountable, Consulted, Informed)

Deliverable/Task OMC 

Delegate/s

CX Digital 

Marketing 

Lead

Digital Content 

Manager

CX Content 

Developers

3rd Party

Development of detailed campaign brief (including goals & target 

audiences, success measures & interfaces within UQ Marketing 

Automation framework)

A R C I C

Definition of default & conditional content standards C C A C R

Campaign design & content guidelines (including UQ voice/theme 

& content matrix)

C A C I R

Campaign build within Eloqua C A/R C C C

Campaign default Asset & content  development (including written, 

landing pages, images, video & animation) #

C C A R R

Campaign conditional Asset (ie. Faculty, discipline level) 

development (including landing pages, images, video & animation) 

#

C C A R R

Campaign written content development (conditional content) 

including coordination with UQ SMEs*

R R A R C

User Acceptance Testing & Deployment C A/R R I n/a

Ongoing monitoring & management of campaign A/R R C I n/a
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Identity Management (Personas)

ADU 9-11 November 2016

DIGITAL ID

WEB PRISM

PERSON

STAFF

APPLICANT

STUDENT

ALUMNUS

First Contact 
with UQ via any 

system

IDENTITY

DataHub
CPI

API

AUTHENTICATION 
AND 

AUTHORISATION

DIGITAL KEY

API

CRM can link 
personas using 

digital ID



“Its all 
about 

Integration”

ESB
Integration Layers 

APIs

Source Systems (Upstream)

Dependant Systems

Secondary Information Sources

Fundraising Platform
Events Management

Career Hub
In Place

BonitaSoft (Workflow)

Outbound Data Files
Student Feed

Staff Feed
Research Feed

Portals
Customer Portal (CRM) 

My UQ Staff
My UQ Student

HRD Portal

API requirements for CX

CX Cloud Systems
Service Cloud
Sales Cloud

Marketing Cloud
 data sharing between these services using ICS

Records
HP RMS

New Contacts (to PrISM); Selected enquiry data to TRIM   

Triggers??

SI-net
Online Apps

Aurion
Research Management

UQ Org
UniFi

Data Warehouse (Reportal)
Central Identity System (PrISM)

Data Glossary

QUERY??
What 

information 
can be 
used?

Is it verified?



“We need
a Master 
Identity”

We have settled on using an ISNI as this "top level" identifier. An example ISNI is 0000-0000-0046-9168

https://en.wikipedia.org/wiki/International_Standard_Name_Identifier


Personas
• Using UQme.id as the Master Contact ID we then create linked personas

UQme

0000-0000-0046-9168



The diagram below depicts the actual custom objects and entity relationships to be 
configured in the system to support the Persona implementation.

These are the Personas we are starting with.
We have identified about 3000 Student records that are also Staff records



Integration of content 
and knowledge

Ultimately, knowledge and the 
KMS should supplement and 
deepen the information a user 
encounters on the CMS.

The integration of the systems 
will support enquiry 
management and compliment 
a University-wide service 
model moving forward. 

What ‘most’ people need to know
(Program Info, Maps, Timetable Info etc.)

Context specific, more granular, accessed 
less frequently,  could ‘clutter’ the CMS.
(Specific Information, Processes, SMEs.)

CMS

KMS



“We want a TRIM 
button”

“It must send the 
meta data and all
the attachments”

“We want to know 
that it got there”





“We want 
reports, reports 
and more 
reports”



• “We heard you 
have purchased 
Eloqua!

• “We want to use 
Eloqua!

• “Eloqua will 
make really cool 
campaigns”



Marketing 
automation

Common features and functions 
include:

• campaign management

• email marketing

• forms and landing pages

• lead capture and nurture

• progressive profiling 

• prediction/scoring

• marketing analytics

International ‘Made offer’



Marketing 
automation

Key Learnings

• Usable data fields are essential (where is the data)

• Content needs to be purpose built (for each segment 
and message)

• Have recorded, actionable outcomes from every 
meeting (Changing Requirements)

• Stick to one Program management tool (JIRA, Asana, 
Dapulse, Outlook)

• Keep saying MVP



Persistence

Went live on October 26th

Bulk Uploaded  8000 offers

ICS now passing data (e.g. 
offer status) in real time.

Email 1 Landing page Email 2



ICS



ICS • Not Intuitive

• Difficult to find documentation

• Required coding and testing (lots)

• ROQL Query not all compatible

• Lack of Best Practice Examples

• No-one knows OSvC, OMC and ICS

• Different contact record structures in OSvC, OMC 
and OSC (email field)

• Changing Requirements difficult to incorporate 

Oracle are getting 
involved with our 
next use case –
OSvC <->Hobsons 
using ICS



UQ Business School
• Contact and Organisations

• Contact to Organisation relationship

• Event Registration

• Short Courses as Events

• MBA recruitment

• Employment History

• Industry Partnerships

• Quotes and Contracts

• Guest Speaker Arrangements

• Etc.
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What’s Next?



OSvC for Staff

• Knowledge Base (Advanced)

• Guided Assistance

• Indexing Content

• Enquiry Management

• Staff Portal

• Reporting and Analytics

• Engagement Engine

Includes:

• ITS

• FBS

• HR

• PBI

• Governance

• Legal

• Academics

• P&F



Industry/Research Partnerships

“We want to see a dashboard 
of all UQ activity that is being 
conducted with partner 
organisations!”

• Single view of an account 
(Contracts / Grants / Alumni / 
Finance / Consulting contracts) / 
Legal Services

• Different views for RPMs, 
Fundraising, Contract teams etc.

• Must be Browser UI, and 
interactive with e-mail 

• Minimal overhead in managing 
the data capture



Sales Cloud for Research and Industry Partners



Oracle CX Cloud Suite - Higher Education

Lead Management, Pipeline/ Opportunity Management 
& Proposal/ Offer Generation

Maintain Contact Records, Relationship Management & 
Contact History

Partner Contract Management, Partner Order Management 
& Research Partner Management

Receive and Manage Applications for B2B relationships

Maintain Organisation Details, Relationship Management 
& Contact History

Organisation Management

Sales Management

Contact Management

Partner & Research Partner Management

Request & Loyalty Management

Sales Cloud

Customer Data 
Management
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Questions


