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To deliver the right message,
at the right time, through the
right channel to the
right student.
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Today

* Re-imagining the Student Experience
« Understanding the Student Journey

« Transforming our Communications

* Lessons Learnt

* Next Steps

Student Communications




Re-imagining the Student Experience

Student-centric & inclusive

* Vision-led
 Evidence-based
« Co-designed

« Transformational & designed for the future
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The Student Journey

From researching their study choices through to graduating and being re-engaged as an Alumni
- the moments that matter are the key stages in the student journey at Fed.
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What Students Need

Make things easy to
understand

Make it interesting

Show me what | need
to do next

Show me | belong

| want flexibility, help
me understand my

options
Make sure the

message gets through
— but don’t overdo it!

Care about me and my Give me confidence

success that | have the
information | need
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CONVERSION JOURNEY B4

Variations

Consent Block Mame

ur Approach

PLANNING
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Life is unpredictable!

Flexibility when you need it

A Fed, you can be configent that we
are flexible enoush to find the solution

MNeed extra support with your
classes or studies?
rary
Our Dinsbility and Laarning Access Unit
1 3 tres and confidentisl sery

acceptenrol quota Sday
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Communications Aligned to Journey S

Phases

Stages OFFER AND ACCEPTANCE

MOH‘IEMS Avtometion and support Pathways to applicants

| explore my study apticns I understand my ::nrsi through the epplication perferred courss of study | eccept my offer
opticns and any pre-reguisites process offered

| complete my
paperacrk

that matter

tage

COURSE PLANNING

ENROLMENT

| feel welcomed Ienrel In my unfts | schedule my class=s

Autometed flow guiding applicents through submission

TDI.Il:hpDII'IlS @ Omini-chennel brand marketing campalgn Increasing awarensss of required dacuments

amalls, SME and calls responsive to user attributes and

Autometed, personalised call to accept campaign friggering @
behaviours

Automated, personalised call to enral cempaign triggering emails, SMS
ond calls responsive to user attributes and behaviours

Automated, personelized lead nurturing campaign
triggering emalls, M5 and calls responsive to
user attributes and behaviours

Waitlist management and nurtwring for guota programs

= CAF riggered communications ensuring students @
complete sssential paperaork

Conditional offer management and nurturing to

Uplrfted Tier O content supporting enrelment and timstabling
seliservice across ennalment webpages, course structures and AskFed

@)@ 9®
9600600

suppart completion of offer condtions Perscnalised welcome, scholership and credit Information | @ Student Guiz for email hyper-oersenalisation ‘
Early Cffer Program [nurturing. suppert pack and events
Outbound cell cempaign targesting unsubmitted spplications Automated, personalised call to sccept campalgn for International enralment cempeign post
deferred students Confirmation of Enmalment and visa
Easy to access help, advice, and perscnalised information
via Application Pop Ups, Info Day, and FedUniverse Applicent interviews to support course selection and offers Ceollection of applicant reasons for offer declined @ Re-snrolment campalgn for comtinuing students

Key We're Invested In outcom Complete your spplication You've made the right cholce with Fed
Wie're In your communities We support your goals and will help you get there We're got your back on the practicalities of study

mesﬁag‘es We're In It with you
We're bresking down barrl Accept your offer

Complete your «CAF/s and paperaork
Explar=

Submit your dpplication

T Owibound calls to vnsubmititted applications Welcome calls supported by current students, academics and the
T|r!1e|y Change of Preference cofnpaign @ supported by acsdemics @ Camtact Cemtre &
Interventions
Support focused, behaviour bes=d smis and call campafgn to Re-targeted automated campalgns through to close of

Re-argeted, automated campalgns through to close of

rezngage applications for unsubmitted and Incomplets spplications, and
enrclments for students still to respond

conditional offers

Onmi<hannel and re4ergetting sutomated campaigns through
close of applications with regular target check §

B

Application Pop-Ups @ Enralment Pop4ps

You belong =t hers
We're behind you 100%

Enral in untts
Create your timetable

Re-targeted call campaigns and enrolment suppart by
Comtact Centre and Peer Mamtors

Retargeted, sutomated cempalgns through to close of
enrolments for unenmolled students

Enralment Pop-Ups including extra sessions through Orlentstion Week

Convenience of location & compatibility with lifestyle

S¥:# Federation are the most important choice drivers for our students.
B niversity




T i cooration {g Federaton

ro::‘rm::." g Classes start soon -

We're in it with you to help you L are you 'ﬂlﬂ)‘?
achieve your vision of success 2024 is here! Let's start on
the right foot.

Hold on! Did you forget
something important?
Like enrolling, perhaps?

Congratulations , you've been offered a m—— ; Enrol in units for Semester1 & 2
place at Federation University! Wellbeing, where youl e 1 3 to continue your studies in 2024

You're now one step closer to your trcunece 4nd exsert o © compiete

your Student Enrolment Checkdist
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W3 DETEEY Nans o Eneol in your unlis
You have 9 days left to secure g V0 1y Student |

your place before your offer
What are the next steps? expires!

The next step is to respond
to your offer.
Wondering what to enrol in?
Your course structure shows the units you
should enral in each Semester of your studies
YOu won t incur any study fees Dy accepting your
offer today - you g us know that

Key Dates

you intend to study with us so that we can get e [ —
- Tiemat whlas sala sead

W feceration
LB

Feeling excited about
starting your studies?
We're looking forward to
meeting you.

Peer Mentors = Making you
feel at home from day one

Disability and Learning Access
services at Federation
about making sure that every
the opeortundy to succoea
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Our Goal

11

To deliver the right message,
at the right time, through the
right channel to the
right student.
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Where we are today

» Accessibility assured

« Personalised and engaging content

 Enhanced email capabilities

« Advanced targeting and automation
* New data sources

« Enhanced marketing efficiency

 Winner: Vice-Chancellors Award for Excellence in Innovation
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Beyond Marketing Automation

Content Management System

User-friendly enrolment webpage

Personalised waitlists & forms

Outbound call list generation
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Lessons Learnt

« We're stronger together, build a culture of collaboration
« Our communications team have now built specialist skills in
data management, student systems and marketing
automation.
« This is a complex undertaking, consider the following:
« Dedicated CRM Marketing Automation Specialist.
« Dedicated testing resources/capabilities.

» Dedicated graphic design and copy writing resources.

« Use a well-established and proven Content Management
System (CMS).



Next Steps

Build out the remaining Moments that Matter Journeys
- starting with Advancing Student Life.

Apply the Voice of the Student across all channels/platforms.
Conduct regular student content audits & focus groups.
Identify key moments for Teaching and Learning.

Develop an approach for integration across all comms/
marketing teams.

A/B Testing, continuous design, development & improvement.




Questions
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