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How will you respond?

@he Washington Post

Grade Point

College enrollment: Trouble signs

2 | EDAILYCALLER

NEWS FOUNDATION

syNiekAt College Enrollment. Dropped Ove

Bl KATE GIBSON  MONEYWATCH  VMay 15, 2015, O

Why is college enrollment
declining?







- Reaching your Prospects...

Immediate
Relevant
Automated
Trackable



- Why Speed Matters

L The oddds of calling 1o contact a lead decrease by over 10 times in the first hou

RESPONSE TIME FROM CREATION BY 5 MIN
INITIAL DIALS TO LEADS THAT BECOME CONTACTED
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of sales go to the first responder

——

10%

o%

0-30 Minules 30-60 16 Hours &-12Mowrs 12-24 MHours 24-48 Houwrs 48 Mours
Minute:

Sources: The Lead Response Management Study by Dr. James Oldroyd; InsideSales.com; http .//www

payonpe rformance.com.au/customer- response-time-matters/
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Relevance Drives Responsel @

20165
INQUIRY

RESPONSE
AUDIT
Learning
Right Time
Response Rate 1 8X lift
Right Message

5x lift

Right Individual

2x lift

20% lift

Source: Caslon & Company, 2012 LIAISON ......_-,




What happens when a
prospective student fills out an
iInquiry form or request for
information form?

How quick is
the response?

How relevant
IS the response?

What channels
are used?




The Inquiry Project

What we did:

* Visited web pages for 320 Christian
Schools

e Searched for inquiry forms/ways to indicate
interest

e Submitted inquiry forms and logged date
and time

e Forms were submitted on November 17 &
November 18

* Tracked responses from each school:

* Emails - date, time, level of
personalization, number sent

* Print pieces - date received, level of
personalization, type

* Phone calls - date and type
e Text messages - date and message

 All results were compiled four weeks from
respective date of inquiry



Inquiry Form Access  (@):

AUDIT

320 Christian
Schools




Thank You Page ©) i

AUDIT

Response Page (Web response)

PURL, Microsite
4%

\ Web page with

links
9%
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First Impressions are Lasting... Loty 8

AUDIT

3 Ant<cpated Academic Envalliment Term

*Must answer Syraogl InfoermatipaAnteinates Acadamic Laccinent Youe, first

4. Fest Nome [ 1 SReyured. Mastwum charsciers dhewed. 18

5. Moot Nome Thank you for your interest.

6. Last Name *Resiured, Mesrmum charmters hove We have received your request for information, and will contact you shortly,
7. Sociel Sacurty Nember e 12 .

8 Mreforred Name M acr m Chareciery Mowesd

9. Date of Berth (mm/Ss/vyyy) B e it he hank YOUI

{ Login Information
Ploase emer yOur USOMmame anrd password in the SPace olow.

Password *
Passwords must be between 8-30 characters, contain at least 1 uppercase latter (A-Z),
lowercase letter (a-z), 1 number (0-9), and 1 of the following special characters: !
0_*~-=\"0{)-".<>7, J Spaces are not sllowed.

Verify Passwoed *

You should receive the requested information within a week.

o g mpet e Your responses were successhully submimed. An admissions counselor will be contacting
sending information soon.
Retriove o Saved Farmm or you on

¥ o N LENAC TV 40T SN 3N WOUAD FaR 19 NS yOLY SIVE0 MMDONAAL (MOar yOLS Ky DeOm G CHOK e “Ratrave ForT tuston.

Your Ky (Mo

Your form has been mailed.

Click Here to Return to the Form

How did you hear about us? [ siease seiec one-
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Types of First Response @A@?Sé%s

S

AUDIT
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First Response Time @A@?S&%‘;E

AUDIT

3 Days
7%

7 Days
6%
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First Response - Relevancy @A@?ﬁé&ég

AUDIT

Personalization of First Response

Highly relevant
9%

LIAISON %i-



Channels Used

180
160
140
120
100
80
60
40
20

51%

Used Email

33%

Used Print

Channels Used

19%

Used Phone

INQUIRY
RESPONSE
AUDIT

3%
|

Used Microsite
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Combined Channels InourRy

AUDIT

Combined Channels Used

Used only email, but offered microsite | 2
Used only Print [l 7
Used Email and Phone | 18
Single email was only communication _ 22
Used Email, Print, and Phone _ 34
Inquiry Form, no response _ 43
Used only email to communicate _ 4%
Used Email and Print _ 58
No form |, 123

0 20 40 60 80 100 120 140

LIAISON .-



Multi-Channel is Key

Campaign Media Response Conversion
Combinations Rates Rates

Print only 6.0% 16.2%
Print and e-mail /.6% 18.3%
Print and landing pages 7.6% 15.3%
Print, e-mail, and landing pages 8.2% 16.5%
Zr':rg,vi-i::neail, landing pages, mobile 8.7% 19.0%

Source: Understanding Vertical Markets: Enterprise Communication Requirements, InfoTrends 2012
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Email Response Time @é’é?é’é’ifss

AUDIT

Emailed within 24 hours: 41%

7+ Days I 21
6-7Days W 3
5-6 Days N 7
4-5Day M 3
3-4 Days 0
2-3Days B 4
1-2 Days NS 19
6-24 Hours N 14
2-6 Hours I 6
1-2 Hours BN 5
Lessthan 1 hr T 82

0 10 20 30 40 50 60 70 80 90

LIAISON %ii-



Number of Emails Sent @Aﬁ?ﬁé%s

AUDIT
Number of Emails
10+ B 3
9 N 1
g BN 3
7 I 9
6 I o
5 I 15
4 13
3 e 32
) I 34
1 e 44
0 5 10 15 20 25 30 35 40 45 50
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Email Examples

Adam, here's your link to Trinity Baptist College

./ ACADEMIC EXCELLENCE
+

CHRISTIAN VALUES

Hi Adam,

Thank you for creating your personal site with Trinity Baptist College, where you can find
great information and connect with us. To visit your page, use this link:

my.tbc.edu/AdamWaters
We can't wait to hear from you, Adam!

Mike Duquette
Enroliment Guide

(321) 591-3236
mikeduquette@tbc.edu

LIAISON %ii-




2016
INQUIRY

RESPONSE

AUDIT

_i_'is, are.you ready to
g pursue a'meaningful future
“hoose the right path wit
. g )
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Print Response Time @A’é?é’é’ifss

AUDIT

Within 1 week
— 13%

Average time to be
delivered:

12.9 Days

Fastest response:

2 Days

Slowest response:

28 Days

LIAISON %ii-



Print Examples
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Print Examples
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Engaging the Fdrent

dihe RS

Noel-Levitz's
E-Expectations Research

| prefer phone calls
and print materials to 387
learn about colleges o

and universities

I'm more likely to

consider schools that

use traditional ways 4‘| 7
to communicate with (o]
me, like brochures

and phone calls

Reporis

507

587



Trinity Bapfist: Print Lift effect

Interaction Rating

Trinity Baptist College created
an A/B test on the effect of
variable print on inquiry
response.

4000

3000

2000

1000

B Email Only

760

Starting

Email/Postcard

15%

Increase
1,704

After 5 Days

18%

Increase
1,754

After 9 Days
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Phone Response Q oy

AUDIT

General message

//_ )
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Phone Response nurey

AUDIT

Phone Response Time

Called after 14 days 17

Called in 14 days _ 8
Called in 8 days _ 7
Called in 4 days [N 2o
Called in 1-3 hours - 4
Called in less than 1 hr _ 6

0 5 10 15 20 25

LIAISON -



Overall Touches

016
INQUIRY
RESPONSE
AUDIT

Total Number of touches




AUDIT

. 2016
Poll Questions @é’é?é’é%s

In what ways would you like improve your response to
potential student inquiries? (select all that apply)

* Speed of response

* Boost personalization

Use more channels (print, Web, voice, text, etc.)

* Branding — bring out our school’s uniqueness earlier in the
cycle

Do a LOT more with the same or fewer resources

LIAISON %a-
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Faulkner University

AN A VAN N S X N s

The Faulkner Experience




Faulkner: First Impressions @'A’é‘s’ﬁé%s

AUDIT

| choose Faulkner University!

It's all here! Challenging academics, carng professors, a safe, supportive environment, a
spiritual emphasis, and an active campus iife,

Leam more now about becoming pan of Faukner University!

Parmonal Infirmaion Faulkner Uniyersity
iaien : EMbAYE. on ong
of the most
o AOWY life)
Degree Programs *

Major *
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Faulkner: First Impressions RESPONSE

AUDIT

* ALLINTERACTIONS [ Faulkner University

ARE TRACKED ﬁ
* Instant Response PRESIENTIAL CANDIOATE | \
STATUS
* Variable Video Apply for Agmission - So rum Yo R oo 4
Visit Us tunmmmmunm SO & DO Sve Gy Wi
° FCICGbOOk v . Mu.:“m-uAmwum ‘:-‘M—;m-«-.-
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° CheCk“ST W Gt 1wl 10 S Yo O Gl S0on!
Integration
* Event Banner

Rep Information

* Application
Integration

* Content Managed




Faulkner - Mulfi-Channel
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Infegrated & Automated [ i

AUDIT

L'l"!'."lll.:;“ ul

Fauller University
Updated 11X7Y

() - On-Demand




Involve Everyone

2016
INQUIRY

RESPONSE
AUDIT

STAKEHOLDERS in

Enroliment Management:

* Marketing Staff

Faculty

Admissions Staff

Financial Aid Staff

Administrators

Coaches

Others across campus...

Susie, are you interested in majoring In Peychology?
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The next step in your lfe’s successful journey is at Fauliner University

in Montpomery, Alabama. Ohoose from nearly 50 areas of study and get
involved n 3 vaniety of on~campus clubs and organizations. Founded by
members of the church of Chrst, Faulkner has many ways to get involved
sparitually as wel

Fill out » ghort form to get more information and to see why you'd be a
great match for Fauliner,

www. EricaSmith.MyFaulkner.org
Don't wait another minute - chack #t out!
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University

( COB ¢ oF Bt Praside ]

Fanng Svahs
100 Mae e
e e T B

Ovwr foma

L el e R
SR e 8w 4 P e § ey sl s b aebe A By e b By ey
Fanlines s vhwms of Ownmian sl s advowe wwcolonncn | somddd Nas e puwsiosly wnn sim o agpdy o Fallonr
ke s Praiditid Apgle stem poog s
The PNnariad Agusn sher oy o s o P TR T SRRSOV
T Wwwmir ) Gakwy A ms B ahy Ch ot wtvnarsty  ahe od sak) e s we oo Fadbiw » Camgan
o g g e A g mwemeer of S grep. pear swvdiveer ol A owe greedy Aty Peaderesd
Ntls mwm rrag o mmmder rmy ) e @ e leses lenete bu babey

Aapi st v ot b hing

Chacw we mwmmee your appie s, @ sl b \dwiend v o
4B e e weae e wevds

vy b vy rnains y 010 et Lsvvenay | Noan el b wesbg 8 e araly e

Lk T T

et e e L T

a had Brown
Admizsona Couraslor

b

P porbesinr oy




INQUIRY
RESPONSE

Enhancing Relationships

AUDIT

Students

39 Studonts in the group Visited PURL in last 24 Hours
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Automated Personalized Resgonse. égg%%s

Website

& Dynamic Form Fill

Booths/Shows OR Import

SEM
Marketing

Inquiry

Ouftreach

a._

Traditional
Advertising

s —
Ofther Lead
Sources Admission

Ly —
. . “

MyViewBook™ - Online Future Marketing programs
Instant response 24/7 g prog



Integrated & Automated Response

Nurturing Emails Texting

Personalized

Out-going & Print

In-coming calls

Cross-media
Search

Networks

Personal
Note cards

On-Campus

Visits/Open house .
5 -

Search Engine Marketing $r:|sc,ls-Pl:/(\)egdLams
i r

Private Social Network Integrated
Application




WL
A

= - Marketing Automation Tasleids

Campaign
Management
(Execution)

Data

Management

Campaign

Automation Marketlng
Database

Lead
Management

Data
Segmentation

Lead
Nurturing

AUDIT

* Provides you higher ROI, higher conversion

rates and increased enroliment.

Allows you to spend less time chasing your
prospects and more time cultivating
relationships with the most-qualified and
application-ready inquiries.

Saves you both time and resources,
allowing you to spend more time with
prospects.

Allows you to qualify and quantify the
effectiveness of your marketing efforts.

Helps you to stay in front of your prospects
and gain mind share over time.

Offers an ongoing way for prospects,
inquiries, applicants & accepted to qualify
themselves so you know who to prospect.



Thank You! @m

AUDIT

Additional Questions:

Suzanne Sharp
ssharp@liaison-intl.com

Keith Mock
KMock@faulkner.edu

LIAISON %ii-
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mailto:KMock@faulkner.edu

AUDIT

Questions & Next Steps @'A’é‘s’ﬁé%s

Experience it for yourself:

www.mvyviewbookdemo.com

&

Request an individual meeting to see how your
school stacked up!

LIAISON %ii-


http://www.myviewbookdemo.com

