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Goals
• Improve communication and technology services for 

students

• Provide user-friendly, easy access to student data and self-
serve tools to students,  and staff assisting students

• Increase our level of service, decrease referrals,     
decrease volume and decrease wait time

• Enhance data collection for data analysis and future  
improvements



Reorganization of Enrollment Services Center

• Full analysis of current structure and resources

• Communication and Technology

• Revamped queue systems for in person tickets and phone 
tree/queue

• Improved communication – in multiple platforms providing key 
information on what students normally inquiry about and 
provide timely announcements and messages 



Reorganization of Enrollment Services Center

• Full analysis of current structure and resources

• Staff Resources

• Analyzed and revised work schedules, including auxiliary time, lunch 
schedules and use of former temporary staff

• Revised training schedules and method of training, with hands-on by 
experts in the areas and created an extensive training manual

• Created service-level agreements

• Tracking and Reporting

• Implemented a means to track service for staff and student reference

• Created enhanced reports for data analysis for continuous improvement





Dashboard Live – Home Tab



Dashboard Live – Enrollment Tab



Dashboard Live – Finance Tab



Panther Answer
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Enrollment Services Improvements Realized
Fall, August 2012 vs 2013 Week 
Before Classes Began 

Calls 

45.32% less needing assistance

54.98% less abandoned calls

Increased quality service time 
assisting students by 1 minute per 
student per day

Decreased avg. wait time per day by 
20 minutes 

Fall, August 2012 vs 2014 Week 
Before Classes Began

Calls

48.22% less needing assistance

58.51% less abandoned calls

Increased quality service time assisting 
students by 1.29 minutes per 
student per day

Decreased avg. wait time per day by 
25 minutes



Enrollment Services Improvements Realized 

Fall, Aug. 2012 vs 2013 Week Before 

In Person

30.53% less needing assistance

Decreased average wait time by 1 hour 
and 8 minutes

Increased quality service time assisting 
students by 1 minute

35.8% increase toward SLA

Fall, Aug. 2012 vs 2014 Week Before 

In Person

18.12% less needing assistance 

Decreased average wait time by 55 
minutes

Increased quality service time assisting 
students by 1 minute 

25.8% increase toward SLA

*except first day had 11 minute increase in 2014 
because payment deadline switched to this day a week 
before.



Enrollment Services Improvements Realized
Fall, August 2012 vs 2013  First Week

Calls

33.03% less needing assistance

50.30% less abandoned calls

Increased quality service time assisting 
students by 1 minute per student per day

Decreased avg. wait time per day by 6 
minutes 

Fall, August 2012 vs 2014  First Week

Calls

11.48% less needing assistance

19.07% less abandoned calls

Increased quality service time assisting 
students by 1 minute per student per 
day

Decreased avg. wait time per day by 32 
minutes**

**except 1st day when down 2 
staff, and volume concentrated 
mid day +37mins



Enrollment Services Improvements Realized

Fall, Aug. 2012 vs 2013  First Week

In Person

24.80% less needing assistance 

Decreased average wait time by 5 
minutes

Increased quality service time assisting 
students by 1 minute

5% increase toward SLA

Fall, August 2012 vs 2014  First Week

In Person

17.4% less needing assistance 

Decreased average wait time by 7.3 minutes*

Quality service time assisting students 
remained at 7 minutes

7.4% increase toward SLA

*except 2nd day when down 5 staff, wait time increased by 11 
minutes



Enrollment Services Improvements Realized

Fall, Aug. 2012 vs 2013  Month

Web Requests 

90% less requests

August 2012 (4,907) emails  compared to 
August 2013 (483) service tickets 
answered 

3,760 visits to the Knowledge Base

Fall, Aug. 2012 vs 2014  Month

Web Requests 

85% less requests

August 2012 (4,907) emails  compared to August 
2014 (721) service tickets 

24,261 visits to the Knowledge Base



CRM and Widget 
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CRM and Widget



High Level View of Student Data



Detailed Breakdown


