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About Us

 Located in Ottawa, ON

« Celebrating our 50t
anniversary in 2017

* Diploma, degree, and
online programs

e Students
e 20,000 Full-time
e 40,000 Part-time
e 2,000+ International




Nadia Ramseier

Manager, International Manager, International Manger, Digital Strategy and

Recruitment and Marketing Admissions / Specialty Programs Solutions

« 13 years of experience in « 20 years of experience inall + 7 years of experience in
International marketing and facets of management, Marketing and CRM for
recruitment for ESL and leadership and HR, including higher education
Higher Education institutions 13 years at Algonquin

College




WHY WE CHOSE THIS PROJECT

- -“ ALGONQUIR,
COLLEGE




Rapid Growth

Double digit on-shore growth




Unclear Cross-Department Process
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Who is working on the file? Where are all the related artifacts?
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OUR APPROACH
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Put the Client(s) First

Needs and
expectations
analysis

Monitoring & Proposal and
reviewing implementation




Put the Client(s) First

Needs and
expectations
analysis

Monitoring & Proposal and
reviewing implementation

Needs and
expectations
analysis

Monitoring &
reviewing

Proposal and
implementation




What our Clients told us...

| get too many
emails.

| had to wait a long
time to hear back.

| didn’t know who
to contact when |
had a question.

| need a quick way
to check the status
of all applications.

Can’t you just give
me a checklist?



Put Employees Second

When in doubt, observe and ask
questions. When certain, observe at
length and ask many more questions.

George S. Patton Jr.




What our Employees told us...

Application volume

is increasing. We -
There are too , g Information is in
can’t keep up.

many emails and too many systems.
no tracking.

It isn’t clear when
applications should
We have too many be move to the RO.

manual processes.




Challenge the Status Quo

* Don’t accept “we can’t do it that way”
* Find the root cause, to solve the right problem

. Why? They can't Why? Our API 50...
Wt f:" t getitin a doesn’t
H:I EE good format output
Try th e — (PDF, Excel) good data
Five
y FACT: 9]
Why S Users aren't They can't Owr export -
using our show it to tools aren't 'i'h:ﬂ have
new Reports i, their boss R good encugh L to improve
Fastire Why? Why? Why? aur AP




Strike a Balance




Understand the Current State

* Map the process from start Observe
to finish

Look at the process from
the perspective of both
Clients (experience) and
Employees (processes)




Plan the Future State

Desired

 Phased approach — learn L
as you go
* Pilot, test, refine Next Gap
Iteration Analysis
* Clear scope and success
measures

* Client satisfaction should be
paramount




Our Future State Vision

A portal where applicants and A system which gives complete
agents can complete all tasks visibility into the progress and
related to the application. activities of each application.




Agile Development Methodology

‘ Build }

Review

Build '

Review

Iterative Validation Deploymgnt
Development and Training

Clients

W

Business
Team

Development
Team




OUR SOLUTION
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Project Timeline

Jul — Aug 2015 Sep — Nov 2015

® Project * Development
Initiation e Continual user

e Stakeholder testing
Interviews

e Current State
Analysis

Nov — Dec 2015

e Pilot with
Agents

¢ Phased roll-
out

January 2016

* Development
based on user
feedback

February 2016

* Go-live




International Application Portal

APPLICATION

DNLINE APPLICATION FOR INTERNATIONAL STUDENTS

New Applicant Existing Applicant Authorized Agent

Submit a new application Login to review and manage your Login to submit new applications and manage
application existing applications

Apply to Become an Authorized Agent

re experiencing difficulty submitting your on-line application

Help make myAC bette
Submit Feedbar

Start new
application

Login to complete
application

Log in as an
Authorized Agent




Student Experience

ONLINE APPLICATION FOR INTERNATIONAL STUDENT
2 =

Study Info Personal Info Application Fee

Is English a primary I MWD w
language In your
country?

Pragram Type | Both Academic Program and English for Academic Purposes (EAP)

ONLINE APPLICATION FOR
INTERNATIONAL STUDENT

2] (3]

Study Info Personal Info Application Fee

EAPtermstart | —None-—-

Desired Academic | -None—
Term

IsEnglish [[NO v
a primary
language

inyour
country?

Academic Program | -None--
Cholce

Program
Type

-None-- Both Academic Program and English fi v

Alternate Program
Cholce

EAPtem [ —None—
sart

Are you currently in I -Mone-- »
Canada?

Desired | -None—
Academic
Term

Academic | =None~
Program
Cholce

Aternate
Program
Cholce

—None—

EAP definition: English for Academic Purposes also known as ESL (English as a Second Language)

Mext Step - Personal Info
Areyou [ =None— »

currently
in
Canada?

EAP definition; English for Academic Purpases also known as
ESL (English as a Second Language)

« Start the application

e Complete basic
personal and study
Information




Student Experience

APPLICATIONS RESOURCES
e scons” M * Login to complete
Academic Program Choice  Marketing Res=arch and Business Intelligence Diesired Academic Term  2016F

e Ay~ the Application

1) 2] e s}

.
Submit Form Submit Requirements Under Review Admission Started Pre Orientation ‘ h e C kl I St
I 5 L tEct ) 1) i ) we peen accepled or refected Into the program. I all requirementis are met, an acceptance

Eased on requirements met, the Admission Officer will contact you and |8t you know I you have
letter will be Issued and this letter will be needed 1o apply fer a Canadlan Study Permit at Canada's Citizenship and Immigration Government webske.

e — « Upload documents
« Pay application fee

ational Application Form.

Submitted v Approved |

Non-Refundable $25 CAD Applicatic-n Fee - Proof of Payment is required.
Options: C astest way to process your application.
dditional bank fees may apply

Submitted v Approved
Sun, 13 Mar W

i e e * View progress

Important Note: Electronic copies must be of translat t
admissions process or during the first semester, to prmrlde us with orlglnal documents andl/or I:-EI'lIfIE-d translations.

Academic program application: All applicants for whom English is a foreign language must provide proof of English language
proficiency.

Options include:

For Diploma pngrams { ) mmunication programs}:
E B score below 2
score below 5.5) OR

Submitted v Approved
Sun, 12 Mar

2.
3 TOM oUr
For Degree and Po stgraduate programs:

=l 24 EAF program at A

soore below 6.0) OR




Student Experience

Ask a Question
an emall notification when

please type it below and click “Share”. We will respond 1o your question as 500N a8 possible and you will re

I you hawve & question about yo
aresponse has been posted.

® Post ] File §§ Thanks Mare *

Amanda Hussey
Acceptance |etter Tor the Sepiember 2016 term.

& Cownload pdf{77 K5) - Mare Aclians =

« Ask a Question

Comment - Like Share -

 Eo - * Fast, easy,
e transparent
communication

Sstream

i

n - March13, 2016 st &

2 PM

Comment - Like

| nave submitted all the Necessary JOCUMENts 10 SLart the process.
Pleaze let me know If | am misging on anything. Thanks

3, 2016 & B

Comment - Like M




Agent Experience

* View all applications
and current stage at
NashCoNS Applications a glance

Susan Agent

Start New Agent Application

From Date  [74/03/2015 ([ 24/03/2016 ]

TeDate  GANIZMMGE |[24032016] e Vi eW an d m an ag e

Application Applicant Stage Program Type Contact Info Created . . .
Checklist|| Pay Fee -'I'ss’rﬂrllfl:l'-’—s“:tf—r. ) Cancelled Academic Program ::;;tee;gi;m 28 Jan 2016 I n d IVI d u al
Chechlist||Pay Fee Ef;;?gf{ﬁl z Cancelled Academic Program ::;;::;ei;m 28 Jan 2016 ap p | i Cati O n S
Checklist||Pay Fee 152“2“1"1:; Cancelled Academic Program ::;;t’e;:;m 28 Jan 2016
Checklist|| Pay Fee E:ETCECSJ[:C‘I D31 Cancelled Academic Program f:;éf:;:;; 22 Jan 2016

Testy Tester 1234567850

Checklist| Pay Fee Cancelled Academic Program 21 Jan 2016

o e Upload documents

Please emall: International@algonquincollege.com If you are experencing difficulty submitting your an-line application.

and send
Tr———— communications

tF

& Algonquin College. All Rights Reserved.



Admissions Object

SN -

Laarch

Home Chatter myAC Custom Groups Leads Accounts Contacts Campaigns  Employees

Salesforce Request

A single record where all
details, progress, activities,

communications, and

User Stories  Project User Stories  Clig

Admiceion

7 AA-0DDOODT950

documents can be viewed

ot | Erirdanle View | Halp dorfhis Fage g I

« Back ta List: Lsars
Fead Catals
Admizslon Requirements |4) | Open Actilles 1) | Actvity History 3] | Nobes & Aftschments |2) | eCommence Trmsactions |1) | Admisslon History [=+] | Messages |1
Admission Detail Edit | | Delede | | dharing| | Emall Applicant| | Emall Agent| | myACint Porisl | |GEME NI | | Emall LOA | | FactReview
Submil Form Submil Riequiraments Under Review Admission Started Pre Orlentafion
Contaet owner [ Amanda Husssy jonangs]
oot Hame Mage  Admission Staried
Contaet Emall Admicelon Mame  AAD33001350
Cizenchip  P3isian Submit Progrece 10000%
Frogram Type . AC30mIc Program Review Progrece % 10000%
Flag Action
Flag
= EAP Study Info
EAF Duradion faweskc) Ie Englich your FirgtLanguage MO
EAP Hari Dads EAP End Dale
w Academic Study Info
Decired Academis Term - 20167 Frogram Code  130TDFND
Agademic Program Choloe - Markeling Research and Susiness Imailiganca Currsntty in Canads? - NO
Alsrnais Program Cholos Parmit Type
* Payment Info
Fee ) 33300 ‘iouchar Code
PaymantType  CradiCand
w Admissions
Sfudent Wumbsr | JA3T7ZTES Btion Maxt 3epc)
Tuitkon Fess Dus
Offer Deadiine . 039042016

w Internal Notes

imi=rnal Holec




Admissions Object

&
* 515 Info
‘Opportunity Miching Resaarch & Susiness Inialiganca 1303X0WD 20167 040372755 Karkshma Zankd 313 Program Hame Ha.".!‘t"lg Resaanch and Susiness imal igence
313 BrmLevel 01 3 it 210
313 Hatue Hams Caomirmead, Final
313 Matuc Web Decoription | Cominmaian Recaived
13 Admicclon Cods 00
® Partner Info

w Student’s Release of Information Consent

Relation Hums

Congent Relation Emall
Relationchip  Family Rlation Phane

w* System Information

Resord Tioe  INT Jubmit 3tage Compleled | 130320156251 P
Creafed By MYATIN Sie Guest Usar, 11032015 1:41 PM Review Jtage Compleded 230032016 3018 PM
LactModifed By Nash Zoonjanin, 28032015 312 AM Jubmit 3age Age 217
13 Actvity Projection  AP-I20£31 Review age age  9.83
3 Mudent Sahee  S5-000G5IT03 FaptRewiew  F3sl Reiew
Custom Links
Reiatanships
Edit | | Dsleds | | 3haring| | Emall Applicant| | Emall dgent| | myACint Portsl| | @EME31Y | | Emall LOA | | Fact Review
*  Admission Requirements Add Requinsmants MaTTISS on R e o Hep 7
Azfion AR Nams THis Decoription Filke Roequired Bubmitied Arprrced Additional Upload Approved  Drder

501 Dal AR-000033133 Imamnational Appilcation Form Imarnational Appilcatian Fonm. b + 000010
Han-Refndaie 335 CAD Appilcalion e - Prodf of Payms Is requirad.

- . . Cpmans: Credi Cand Is e 23skest and f3sie61 Way 10 [rocess your appiicaon.

=4 1 AL ] woalion B ! ¥ [

Edi|Dal AR-0000031%0 Mandatory & Non-Refundabia Appilcation Fae BEVre Tranatar - Mo AQTanE DA 258 ma 0D + + + 0002200
Transeripts

—— - - - off FilgN SEhodl Tar AJMESShon 1 3 Post-sacondary Dipioma, Cariieaiz or Dagres program

= 3. o D¢ = ! [

Ed1 0= ASDOBNG Asaic Donments - of Uritverssty or College Dagres for Adiselon 10,3 Graduate Carbioata program o o o ¥
Impartam Mate: Sleciranic capies musi be
Academic program appiication: Al appilcants for wham English s 3 fareign Language mus provide proal of English language praliciency.

S| Da AR-000003192 Engiish Profciency Cptions Inciude: + W+ + + 0003400
Fior Digama programs | exciuding Haah and sams Camimunicalion programs):

Open Activities Wew Tack | | Mew Event Dpen Actvises Haip (7

Na recards fo display




Admissions Object

Activity History Log & Cal| | Stall Merge | | 2and an Emall| | View a1 Actiity History Help
Agton  Bubjeet Hame Tatk Due Dade Acsigned To Lact Modified Date/Time:
Sdil | 0=l Emall: Aganguin Calliage - 40372755 Karlshma Zahid karishma Zahid ¥ 2303208 Amanda Husgsy 230032016 155 P
Edit| Dl Under Review Compisted Slage ¥ 2303208 Admin Salesfarce 2303201E 313 P n
S | 0l Emall: Alganguin Calliege - 040572755 Karkshma Zanid karishma Zahid ¥ 15032018 Amanda Hussay 15332018 11:55 AM
Edi | Dl Submil Requiremeants Sompisted Slage ¥ 13032018 Admin Salesfarce 139032016 551 P
Edi | 0= IEC New Appileation nofficaiion ¥ 118332018 Admin Salssforcs 11032018 1:41 Pl

Notes & Attachments Attach Fiie | | View AN ?
Agtion Trpe it Lact Modified Created By
Previcw | Downioad | Dt Flie 04057I7ES 23032015 3:31 M Amanda Hussey

"

Karishma Zand-C\ 13032016 5:52 P _

Preview | Download | T

; eCommerce Transactions New sCommeres Trancastion e
Agtion sCommancs 1D Agount x_firc{_nams x_lact_nams x_small =_smaount X_fax 3_rscponcs_sods _racponce_reacon_jsxt
Edil|Del 2CT-00£840 warshma Zahid engr dighasmadfhgmall cam §9500 000 1 Transachion has besn apgroved
Admission History Admission History Heip |7
Dale Uear Agtion
23032015 3.7 P Amanda Hussay Changad Offar Deadilins 10 0BAOL201E.
15032016 11:53 AM Amanda Susssy Dadiztzd New post - 12 In Flag Action.
Changad Stage from Under Review fo Admisslon Started.
13032015 55254 _ Changad Flag Action fram Naw iz upoad o Hew post - flls.
Changad Fiag Action from New post o New Tils upioad.
Show mare » | Gata sl s
k? Messages New Mercage Mazsages Heg 7
Agton Weprage W Fegord Type Trpe Comact Origin age Regord Crealed By Feord Owned By Record Addiional Rederence
0| Dl MEG-001824 A Faad Post Appilcatian Mamibar Undar Raview myACET SHa Guest Usar Amanda Hussay Mariha Munros
=di | el MSE-001825 SAM Faad Post Agpilcatan Mamipsr Under Review myACIM Sia Gusst User Amanda Susssy Marina Munrgs
) D MSG-001353 SAM Faad Post Agpilcanan Mamipar Admission Staried myACE Sie Guast User Amanda Hussay
g Dl MEG-0I2529 SAM Faad Post Appiication Mamiper Admisslon Saried myACET Sie Guest User Amanda Hussey

Always show me 'Wmarz racords par ralgied st




Ad m I SS I O n S Obj eCt Client Service Officers can

quickly review, edit, and

update the admission
record

Home Chatter myAC Custom Groups Leads Accounts Contacts Campaigns Employees Reports Dashboards — Salesforce Regue Requirements Travels +

" Studant Admieslen Managemeant | 54M)

= Fast Review Admission Requirements

Go Back | Save Review | GENESIS

Hame  Karishma Zahid Admission £ AA-DDDOD1E50
Academic Program Cholcs  Marketing Research and Business Intelligence Deslred Academic Tarm | ZD15F
Program Code  1303X01FND PaymentTypa  Credit Card
Studant Numbar . [nang72785 Action {Next Staps) —-Mong-- v
Flag Action . [_none— . Stage | Admission Started ¥
Checklist
Submit Status Reviaw Status Requiramant Flian Hetas
Syubmitted ¥ Approved International Application Form
Fri, 11 Mar 2018 Fri. 11 Mar 2018
Assessed | p
Submitied ¥ .i-»p|:ur{3'uue:"‘mL . Mandatory & Non-Refundable Application Fes Hams Description Date
Son #7 Mar TR Sun, 13 Mar 2016
'_'I_'E'___'_LH = CreditCardPaymentReesipt tet Credit Card Payment Receipt 13032016 6:40 PM
Assessed |
&
Submitted ¥ Approved Azademic Documents Hamsa Dascription ICAS assessment saved to laserfiche.

WVd, 23 Mar 201

o

Sun, 13 Mar 2018

________ provincial eenificate. pdf

HA352550 /
Karishma Zahid-Cv. pdf Resume -
tran. pdf BBA_Transcript_Harishma 130372018 6:51 PM

Submitted 2 English Proficiency Hams DasErption Dats

o 17 Mar WA e, 13 Mar J008

Zun, 12 Mar20ie ieits pdf English Proficiency 10372018 &:51 P

: A

50 Back | Save Heview | GENESI§




Data and Reporting

salesforce

Custom Views make it easy
to group relevant data and
find bottlenecks

ories  Project User Stories  + ﬂ

FEENE N Jp Feed .E,]ign

Mew application

Mew application

Search Search
| Home Chatter myAC Custom Groups Leads Accounts Contacts Campaigns
» = 1. New applications ¥ | Edit| Delete | Create New View
e 200 a0
2. Incomplete for Assessment
e 3 Applications Under Review
4. Academic Admissions Started
Ll A 4 EAP Oﬂw Flag Action
|| Ed All (Open)
O Ed Clozed (Cancelled,Declined) 7
Last 7 Days

Ed| My Applications
£q Ready for Frocessing (China & India)
SIS Syne

) Ed Today
[ | Ed Troubleshoot SIS sync

Yeasterday
L] Ed TS Ty T ST
I Edit]Del| g AA-000001202 aragona
| Edit] Del | g AA-DDDDO1803 auest
| Edit|] Del | g AA-D00D01508 barberg
] Edit|Del|gp AA-000001808 aragona
[} Edit|Del|gy AA-000001821 aragona
I Edit]Del | g AA-000001824 aragona
Il Fditl Del 1ES%  AA-OONND1R2A Arannna

1-110 0f 311 =/

0 Selected =]

e e Jis Jis e i die Jie e N s N Ja JF:

Mew application
New application
New application
MNew application
Mew application
Mew application
Mew application
New application
New application
New application
Mew application

MNew annlicatinn

Stage

Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements
Submit Requirements

Submit Renuiremeants

MNext b B

A[B|C|DIE|IF|GIHI[I

Desired Academic T...

2018F
2016F
2016F
2016F
2016F
2016F
2018F
2018F
20178
2016F
20165
20165
20165
N6F

Academic Program ...

Marketing Research...
Marketing Research...
Bachelor of Building...
Bachelor of Building...
Business Intelligenc...
Business - Accounti...
Tourism and Travel
Architectural Techn...
Business Administr...
Computer Systams ...
Anesthesia Assistant
Social Service Work...

Hospitality Manage...

Frnvirnnmeantal Man

JIKILIM[N

k

OlP|Q|R|S|T|U|[V|W|X]|¥|Z| Other [AI
Citizenship IEC Partner Progr:

Mauritius Cverseas Education... Acac *
Mauritius Cverseas Education... Acac
Mauritius Acac
Mauritius Acac
Nigeria Acac
Ghana Acac
Migeria Arac
Zambia Acac
Congo (Democratic... Acac
Vietnam Acac
Eaypt Both
Ethiopia Both
Eritrea ACaC

Nineria Arac T
3

| ® Chat




Data and Reporting

Data and reports visualize
what is occurring with the
applications in real-time.

This level of actionable
data and insight was
previously not available.

Application Portal
Ready for Processing

W Acceptalie W Requines Action

How many apps are over 5 days?

Incomplete Applications

Admission: Cwnor
Name
W Antanio Aragon
M Hai Anh Vu
H Martha Munros
M Monsedrath
Ochioa
mypCint Site
Guast User
H Nadia Ramseier
Ruhi Mittal
W Sophia Yang
H Sue Hodgins
Susan Davidsan

Reasons for Declined Applications

10% SIS Status Name

® Doclined Afer
Accapiancs

N Prag. Fq ML ML
General

W Trars. to Future
Tesrrmi B-kter |

H Other

Avg. Processing Times

LI)
27
" Illlllll

B _\U: o

s \@%f%}fﬁ }*"‘

Submit Stage l:emplrlncl
Soal to improve service imss

Avarage Roview

Appllications by Day

01/02
Q2022017
O30Z201 7 I
04020201 T__

1ovozrzoq 7 I
11022017 I

2022017

5130272017 _

' 14022017 I

£ 15022017 I

180207

1Dzz017 I

2ovnzzot 7 I

21022017 _ I

zzozzo1r I

23022017 |} ] :

a 20 40 [0 )

Record Count

Applications Under Review

Citizenship Record Count
Bahamas 2
Barbados 1
Brazil 4
Camercon 1
LChina 30
Eavpt 1
Ethiopia 4
5

1

142

- [

Applications to Academic Programs

2016F INT Applications: 4,286
2017 INT Applications: 2,491
20175 INT Applications: 485
Enrolment
2016F Registered L 1: 756
2018F Registered All Levels: 1,624
2017W Registered L 1: 416
2017 Registered All Levels: 2,090
2017S Registered L 1: 1]
20175 Registered All Levels: o
EAP
EAP Applications by Term & Program
575
528 ‘818 Program Name
- M English for
5405 388 385 Academic
8 Furpusﬂ_s EAP
b (Irternaticnal)
&8 B General Arts and
éaﬂu Soanca -
English for
o2 8 e sl T aSsemic
Purposes

e# é‘ I I e et

(Inbernaticnal)
LA L R et
B Vo English &5 A
SecondFommign
Language

Historical Applications by Term

6.000

4,000 -

Ml

S5 'I’etm Cyche
SIS Year

Record Count

L) ] mz20313 2014
2015 Zmae W2017
208

Compared o last year




Implementation Challenges

* Learning a new application

process r ‘
« Adapting to a new technology
* Running parallel systems CHANGE ls
* Reluctance to change HARD AT THE BEGINNING
L . MESSY IN THE MIDDLE
« Dissimilar technical abilities of EORGCEOLIE AT THE END

users .
e Scope changes and expansion »

of project team — inclusion of
Registrar’s Office




Results

Decrease in application
processing time from
25 days to 7 days

Elimination of emails
requesting updates on
application progress

Elimination of ten
manual processes

Elimination of in
“investigation” time
when issues come up

Ability to easily transfer
ownership of records
when employees are

away from work




OUR ADVICE
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Our Advice

Benchmark

Challenge the current

current state so you

processes can measure
improvements

Get buy-in at Talk to your

all levels with clients and
all walk in their

stakeholders shoes

Pilot, test,
refine, repeat




Laura.Campbell@algonguincollege.com
Nadia.Ramseier@algonquincollege.com
Nigel.Parker@algonquincollege.com

THANK YOU
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