Secret Shopping Your
Student Inquiry Responses:

Results of 2016 Inquiry Submissions
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Agenda

1) Introductions

2) Reaching today’s prospective students
3) The Inquiry Response Projects

4) Overall results

5) Graduate results & example

6) Undergraduate results & example

7) Questions and next steps

Please submit questions on the GoToWebinar Control Panel.




Today’s speakers

Suzanne Sharp

Executive Director, Enrollment Management Consulting
Former Higher Education Leader

(Stephens College, University of Missouri, Westminster College)

Robert Ruiz
VP for Strategic Enrollment
Former Higher Education Leader

(University of Michigan, Tulane, Oklahoma State University
College of Osteopathic Medicine, AACOM)
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Liaison by the Numbers

LIAISON ..

* Founded 1991

* 300+ employees

* Headquartered in
Boston, MA

* Locations: New York,
Washington, DC

 Admissions and
enrollment specialists

applications/yr
programs

campuses

retention

associations

decades experience
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A Glimpse at our reach (800+ Campuses)
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Who are you marketing to...



Reaching your prospects...

4 Keys to Success
e Immediate

e Relevant

e Automated

e Trackable

PRODUCTS
READERS' CHOICE



Why speed matters

¢ odldds of calling to 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

CVIN
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5 _ 5 0% -

E—

of sales go to the first responder

R

10%
0%
0-30 Minutes 30-60 1-6 Hours é-12Mours 12-24 Howrs 24-48 Mowrs >48 Mours
Minutes
Sources: The Leat 1 Rchp onse Management Study by Dr. James Oldroyd; InsideSales.com; http //fwww

payonperformance.com.au/customer-response-time-matters/
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Relevance drives response

Learning

Response Rate Right Time

Right Message

5x lift

Right Individual

2x lift

20% lift

Static Personalized Highly Relevant

9 Source: Caslon & Company, 2012 LIAISON .’-:'..-;.



The inquiry response project

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

 How quick is
the response?

* How relevant
is the response?

« What channels
are used?
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The inquiry response project

What we did:

Visited web pages for 1415 schools (NAGAP, CCCU, ACCU, random
samples, LSAC, GMAC, WI independent and public schools)

Searched for inquiry forms/ways to indicate interest

Submitted inquiry forms and logged date and time

Forms submitted January 2016 through August 2016

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

All results were compiled four weeks from respective date of inquiry

11
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Access to Request Information (Overall)

Form Not
Found

36%

3+ clicks
9%

Home Page
26%

2 clicks
29%
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Thank You Page (Overall)

Thank you for your interest.

PURL, Microsite We have recaived your request for information, and will comtact you shortly.
4% Web page
with links Thank You!
6% '

You should receive the requested information within a week.

Nothing
37% Success
Generic Thank Thank you for your recent form submission
You
52%

Z

Your responses were successiully submimed. An admissions counselor will be contacing

Error or sending you information soon

1%

Your form has been mailed.
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Types of First Response (Overall)

Print - 8%
Phone - 2%

No Response

43%

Email
47%
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First Response Time (Overall)

24 hours
39%

3 Days

4-7 Days 5%
5%

. LIAISON %

.....



First Response Relevancy (Overall)

Highly Relevant
22%

No response
42%

Used name only
21%

Generic
15%

p LIAISON 2



Sample Emails

Dear Dominique,

Congratulations, you have successfully created your { e information account.

Your log in information is:
User Name: dominiqueperez98
(Password excluded for security reasons)

Please keep your user name and password in a

Helle Domimique!

YOU can also edit your prOﬁle at any time b fOIIO Thaak you foryour imerest in [ e, My same is Thomas and | am an Admissions counselor & Belmont

Abbey College that reads applications and works with stadents from your arca. If you have any questions about the application

mission I or by Calllng [| process, Belmont Abbey College in peneral, of eur scholasbap opportunites, plesse Jo not hesstate 1o email or call me at any

admission process.

ume.

1 small, privase, Catholic, liberal ants institution rooted in the Benedictine tradition and is home to
around 900 traditsonal students, At the Abbey. we offer 14 major fiekls of stxly that prepases students 1o lead lives
of iategrity, succeed professionally, and become engaged citizens rvooeyr-wsOnsisicatly ranked as one of
the best colleges in the south and was recently ranked as a “Top-Tier™ institution by the U.S. News and World
Report. For complete list of our majors, minors and concentrations, please visit the L Jege website

Atl - =1 students have the opportunity educate themselves in body mind and spirit. Students can
involve themselves in oae or more of our 29 ¢lubs and organizasons, campus minisiry or Greek Life. We also have a
number of activilics and evenls that occur both on and off campes throughout the academic year including the
annual President’s Ball, Abbey's Got Talent and trips o the U.S. National White Water Centes ]

diverse and welcoming student body creates a home for everyone!

We hope that you will visit soon and experience the close-knit community MI%\'.
Please contact me by email or phone at 704-461-7005 with any questions you have about the .

All The Bost,

17

LIAISON =




Print Received (Overall)

Print Received
25%

No print received
75%

) LIAISON



Phone Response (Overall)

Personalized Phone call
6%

General message - 2%

No phone call
92%
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Channels Used (Overall)

800 220
700
600
500
400

300

194

200
76 67

Used Email Used Print Used Phone Used Microsite

100
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Combined Channels Used (Overall)

Used only email, but offered microsite
Used only Print

Used Email and Phone

Single email was only communication
Used Email, Print, and Phone

Inquiry Form, no response

Used only email to communicate
Used Email and Print

No form

i 15

Hl 30

B 2

Bl 6

l 3o
B 20
B o

N
. -0

0 100 200 300 400 500 600
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Total Touches (Overall)

16-20 touches
0%

1-9 touches
55%

10-15 touches
4%

. LIAISON 7



Results of Graduate
Inquiry Responses

LIAISON



Graduate School Inquiries

e Visited web pages for 457 schools on the NAGAP
membership list

e Did not seek specific graduate programs; started on
school web page and looked for ways to submit
information for graduate programs

e LIAISON



Graduate School Inquiries

Key Observations:

e 22 Schools did not respond to our request for information
(within the 4 weeks of tracking)

e We could not find a “request information” form for graduate
programs on 169 school sites

e 33% of the schools sent an email within an hour

e Less than half (45%) of the schools responded within 24
hours

e We received print from only 19% (about 87 schools)

e LIAISON 3



Access to Request Information (Graduate)

Home Page
Form Not 259%

Found
37%

2 clicks
26%

3+ clicks
12%
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Thank You Page (Graduate)

PURL, Microsite
6%

Web page with
links
4%

£

Error
0%
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Types of First Response (Graduate)

Print
4%

No Response
42%

Email

52%

PURL
2%

. LIAISON



First Response Time (Graduate)

24 hours
46%

4-7 Days 1-3 Days
4% 4%

- LIAISON %



First Response Relevancy (Graduate)

Highly relevant

No response 32%
41%

Used name only
15%
Generic

12%
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Print Received (Graduate)

Print Received
19%

No print received
81%

§ LIAISON



Phone Response (Graduate)

Personalized Phone
call
6%

General message
9%

No phone call
85%

) LIAISON



Channels Used (Graduate)

300

250

200

150

100

50

257

Used Email

Used Print

76

Used Phone

27

Used Microsite
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Combined Channels Used (Graduate)

Used only email, but offered microsite
Used only Print

Used Email and Phone

Single email was only communication
Used Email, Print, and Phone

Inquiry Form, no response

Used only email to communicate

Used Email and Print

No form

s

N
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100 120 140 160 180
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Total Touches (Graduate)

21+touches
0%

1-9 touches
56%

16-20 touches
1%

10-15 touches
2%
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Discover Your Passion at
BU College of Communication

Requesting info

First impression when e
requesting information

at BU College of o
Communication e

,,,,,,,,,

36




Response page

e Microsites/

WELCOME TO YOUR FUTURE

Personalized URLs

P Appiication Checkiet
Aol 9% Hope, your future at COM awaits.

R e e

P l | R LS PublC Relatore WS U Cotege of Commumcamon (O0M, § § JHOE whems W Teca. FIOwVno" Rp—
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* |Instant response “a1
24/7

e Variable video

ASm - e Vo rage ercer

e Social media L

Receive Texts from

integration 8u?

TR tei, Yol e Boston Uriversey, College of Communicatio.,
IO BDOVT et 3a0ee
P A et Cmed e Collage & Lrvwnrvity s Bowton

» Content managed - Sore 1
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Email, Text, Phone

DON'T PREPARE
FOR A JOB. PREPARE
FOR A CAREER

4

Target the right people

Hope

with the right message e

5 day and focusing on what it wiil become tlomormow. Explore the

evoiving and iInmovative field of communcation with us &t DU, ag

Responsive design

BU and 1o Colepe of Communicasion ane constartly breaking raw
I Sround with graduste programs in Meda Ventures, Emwnging Meda
te m p a te S Swudes, and Cnema and Media Production. Al !he same tme, we
800 reinventing tradisonal programs Be Pubiic Relations,
Joumalsm, Television, and Advertising by infusing them with the
Va ri a b I e S e If_ I a u n C h i n atost meda technoiogies. Al 1w while, we follow the latest Yends in
) g Screerwriting. Film and Television Studies, and Mass

Communicasion

.
Ca l I l p a Ig n S We've made you a personalzed microsie 10 exempity how e

College of Communication helps students ke you gain an edge on

YOUr DOSrsS

Trackable open and click- e

Contact us with Questions, wo e eager 10 hoar rom you. Your future

through rates

Haey Noiser

Admission and Firancial Ald Adminstwce
a 817-353-3481

ielsenfity ody
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Personalized print-on-demand

Traditional Print:
The same message to everyone

M O R —
t".' :';“-.'\x—" > — e

Digital Print:
Personalized message to
each prospect

You 83 13 ‘u-w,amm o\
ELREADY FOR THE RIDE
OF YOURLIFE.
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Reach your market with DIGITAL Print

Boston University

Cinema & Media Production (MFA)

SARAM, START LIVING YOUR CAREER, EVEN BEFORE YOU

LAUNCH IT.

. LIAISON



Reach your market with DIGITAL Print

Bright minds wanted

COUESES WLl

Ready to tell stories claematically?

N

| learn here

-

CAADUATE PROCAAMS

will take you here:

ABC NEWS AMAZON APPLE
ARNOLD WORLOWIDE 8LOOMBERG.COM
DANA FARBER EDELMAN FACEBOOK
FORBLS FOX SPORTS INSTYLE MAGAZINE
LATIMES MAD MEN NBC UNIVERSAL
OMNICOM MEDIA POPULAR SCIENCE

o Sarah, start heve: €

The Redstones

Tt yrng Pa bamsnorss feanng
Ve e s by Vder by e BU
Degemmant of Fim sng Tobevaon. o

Cinematheque

Coromutone o e B Fim ot
Cew. e (mper et jreT ere
B Ll R et

R I R e e R ]
Ve ey v e ] e
e R ]
by ol e gy wma §ve—ee
e TREE e B it el and e
e
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Results of Undergraduate
Inquiry Responses
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Undergraduate School Inquiries

e Visited web pages for 579 undergraduate schools
e Council for Christian Colleges and Universities
e Association for Catholic Colleges and Universities

e Random selection of non-religious affiliated small
schools from U.S. News Rankings

. LIAISON



Undergraduate School Inquiries

Key observations

e 9% of the schools we inquired with did not send a
response within four weeks

e Just under half (46%) of the schools response within 24
hours

e Only 12% of the schools responded with high relevance

e More undergraduate inquiries receive print than
graduate

44 LIAISON



Access to Request Information (Undergraduate)

Form Not Found Home Page

34% 31%

2 clicks
29%
3+ clicks
6%

. LIAISON



Thank You Page (Undergraduate)

PURL, Microsite

Web page with

links
8%

7

Error _—
1%
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Types of First Response (Undergraduate)

Phone
4%
PURL
2%
Print
8%
No Response
43%

Email
43%
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First Response Time (Undergraduate)

24 hours
46%

4-7 Days 1-3 Days
4% 4%

s LIAISON %



First Response Relevancy (Undergraduate)

Highly relevant
(name & interest,
etc)

12%

No response
42%
Used name only
30%

Generic
16%
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Print Received (Undergraduate)

Print Received
31%

No print received
69%

) LIAISON



Phone Response (Undergraduate)

Personalized Phone
call
9%

General message
4%

No phone call
87%

} LIAISON



Channels Used (Undergraduate)

350
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250

200
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100

50

291

Used Email

178

Used Print

75

Used Phone

17
L

Used Microsite
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Combined Channels Used (Undergraduate)

Used only email, but offered microsite
Used only Print

Used Email and Phone

Single email was only communication
Used Email, Print, and Phone

Inquiry Form, no response

Used only email to communicate
Used Email and Print

No form

B 11

H 2o

B 3

N s

B :o

N -

I 11
I 106
I 103
150 200 250

0 50 100
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Total Touches (Undergraduate)

1-9 touches
54%

16-20 touches
0%

10-15 touches
3%

9 LIAISON



Inquiry experience at MSU Mankato

Take the first step on your Maverick
experience

iz
MINNESOTA STATE
Fill out this short form to begin your journey with Minnesota State University, Mankato,
where your big ideas meet real-world thinking. Once you complete this form, you'll be
taken to a personalized website where you can learn much more about Minnesota State
Mankato—from our majors to our community to our outstanding financial aid.

Your information will be stored securely by MNSU and will never be shared or sold.

Basic Information Who are you

Email * Email
Major * B
First Name * First Name
Last Name * Last Name
Gender v
Address Line 1 * Address Line 1
AAdAdrace | ina 2 Addrace | ina 2

95



Inquiry experience at MSU Mankato

Humanities
Apply Now

Affording your Mankato
Education: Your Investment

Mankato By The Numbers
Visit Us

The Out of State Student
Advantage

Women's Volleyball

Why Mankato?

Student Organizations

Take a Virtual Tour of Campus
Around Town

Getting to Campus

Meet a Maverick!

Scholarships

Complete Your
Profile!

We want to show you more things to

Schedule a weekday appointment only - no
campus tour
Sign up for the next available date: 9/22/2016

Welcome to your Personal Maverick
Experience, Hope!

I'm so glad you're interested in Minnesota State University, Mankato - where Hope
Weimer's of big ideas become real world solutions! This personal page will be one
of your best resources for information about our school, our community, and our long
history of producing top-notch graduates.

Take a moment to look around and see what Minnesota State Mankato has to offer.
As your personal admissions counselor, | am here to help you every step of the way.

| look forward to getting to know more about you—you can contact me anytime by
phone or over email. Hope to hear from you soon, Hope!

Minnesota State Mankato:
Where Hope Weimer’s big ideas become real world
solutions.

Ask a Question!

We're happy to answer any questions you
might have about MNSU Mankato - just fill
out the form below!

Ask a Question *

Tweets by

MN State Mankato
@MNSUMankato

Stay positive! Happy First Day of Falll

P

56
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EMP: An integrated approach to admissions marketing

Nurturing
E-mail

Texting

Out-going &
In-coming calls

Cross-media
Search

Social
Networks

Personal
Note cards

Cross-Media
Yield Programs

On-Campus
Visits/Open house

Search Engine
Marketing

Integrated

Private Social Application

Network



Key takeaways

Today’s students expect more from your outreach

Many schools are not delivering - Lots of opportunity to stand out
in your outreach!

Be first and be relevant

EMP can ease your pain: engage with students effectively

O Immediate

O Relevant

O Automated

O Trackable
You heard some examples; now stand in the shoes of a prospective
student - launch a personalized campaign to yourself:

www.myviewbookdemo.com

58
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Thank You!
Q& A

www.myviewbookdemo.com



