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True interactivity is not about clicking on 
icons or downloading files, it’s about 

encouraging communication. 
Ed Scholssberg, 2002
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Presentation Overview

Challenges faced
Design goals and solutions
Observed benefits
Lessons learned



Challenges Faced



Student Expectations

24/7 accessibility
Real time response
Internet and tech savvy
Intuitive and easy to find



Administrative Culture
“Old habits die hard”

Challenges include
Transition from old to new office procedures
Learning curve with new software & technology

“The art of progress is to preserve order amid 
change and to preserve change amid order.”



UBC’s Organizational Structure

Decentralized institution with diverse needs
20 Faculties and Schools in Vancouver
Multiple campuses

Wide variety of Users
2,300 administrative users
4,600 faculty/instructors 
47,000 students 
50,000 applicants



Design Goals and Solutions



General Systems Goals
Distribute access as widely as possible

24 x 7 x 365 access
All services real time over the Web

Collect data once – at the source
If it isn’t in the SIS – it doesn’t exist

Add value and reduce manual effort
Automate processes
Users shouldn’t have to know all the rules
Personalize to the user

Intuitive – many users don’t want training





Key Items to Include

Dynamic search 
For individual student
For groups of students

Built-in email send facility
Store email attachments and pdf’s
Open philosophy 
Security
Ability to filter correspondence
Ability to record interactions



Dynamic Search:
multiple search queries with various 

search parametres



The Docket Search allows you to 
search for applicants by program 

choice, basis of admission, 
evaluation decision, average etc. 
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View summary of 
communication 

logView details of 
specific email 

communication
Filter communication 
by date and type or 
search by keyword



Open Communication Philosophy

Open communication 
Information is open to all Faculties
Students are mobile

Security
Highly sensitive data is hidden 
eg. financial aid or disability information
A balance between what to see and to hide



Training and Support

Monthly Sessions
Overview of systems capabilities 
Overview of what everyone else is doing 

Special Sessions
Focused on new functionality
Just-in-time training to support annual 
processes



Email Strategy

Email addresses are blind carbon copied. 
(FOIPOP)
To accommodate email volume, bulk 
emails are sent in small packets 
Push-Pull email strategy.  Emails are sent 
to the student’s email account and logged 
in the SSC message centre.












Record Other Correspondence

Record
In person appointments
Letters
Incoming email
Phone calls
Advice or decisions











The appointment is now recorded

The appointment 
details appear here



Observed Benefits



Accessibility

Decentralized campus
Anyone can access info from anywhere 
All data is in the system - not on someone’s desk
Institutional memory – student doesn’t need to deal 
with same person
Easy search access

UBC Okanagan campus
Has immediate access to student records 
No physical transfer of paper



Physical Space

No need for big filing cabinets
Save on storage costs

Eliminate copies of copies
Multiple copies were kept in various offices –
and they were probably out of date!

All data is in the system 
Don’t have to leave desk to access it



Reduced Costs

Paper and photocopier costs 
Postage costs
Storage and shredding costs
Labour costs

Eliminates stuffing, stamping and filing  
Maximize staff potential – improved morale



Lessons Learned



Phased Approach

Transition period from paper to electronic 
Not all records will be converted immediately

Transition period for staff
Time to adopt to new procedures

Phased development can accommodate 
adjustments and modifications



Pilot Group

Need a faculty champion who sees the 
benefits

“We’ve got amazing staff and we need to keep them 
happy! The freedom from the photocopier and filing 
system is significant: has allowed them to work on 

other projects.”
– UBC, Land and Food Systems 



Print Friendly

Make it easy to print
Paper isn’t going away totally
FOIPOP requests require paper copies of 
student records  



Communication and Training

Never enough communication or training
Units adopt technology on different schedules
Refresher courses and just-in-time training 
Communication on new functionality 
Provide the conduit for learning from others



Future Enhancements

Spell check
Word processing functionality
Email classification and auto archive
University email guidelines
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"E-mail is not to be used to pass on information 
or data. It should be used only for company 

business."

Questions?
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