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 Plan 

1. Goal-principal purpose of 

plan (include how this relates to 

serving students or increasing 

student success or supporting 

LifeMap)  

Improve student/caller experience received via telephone Aspect and VortalSoft for prospect and current students 

calling into Enrollment Services.  
 

2. Objectives-what will be 

accomplished and measured 

Through the Aspect Vortalsoft telephony phone system we will review, develop, and improve  the following: 

- Review our success/answered rate and improve our department overall percentage 

- Improve the percentage of dropped or unanswered calls by creating a set of strategies to improve the overall department 

averages of answered calls 

        -Develop and implement a call quality assurance protocol that will provides a streamlined customer “student” service 

expectation via telephony with Enrollment Advisors  

3. Measures and Findings – 
How specifically measures will 

be conducted. How will we 

know the objective has been 

achieved? 

We will utilize our recording monitoring system and call quality form to conduct phone observations. This will allow and assist 

with the dialog and coaching of the Enrollment Advisors.  

4. Action Plan – what is the 

implementation plan?   
Implement a systematic training that focus on call center experiences/best practices that will be develop Enrollment 

Advisors and assist with student caller perceptions. This training will be conducted through ongoing coaching and 

training. 

5. Achievement 

Summary/Analysis-What was 

learned from the assessment 

results?  What changes will you 

make in your initiative for the 

year to come? 

Combining East and West teams into one Enrollment Services team while eliminating extraneous activities unrelated to Contact 

Center goals improved the overall department answer rate percentage and student experience.  

 During the past six months the call volume increased in 4 of 6 months with peak months increasing by 3,000 to 4,000 

calls per month.  

 Although call volume increased, answer rates also increased overall and in the four individual months that answer rates 

increased, they did so by between 1.4% and 21.9%.  

 The new UIP phone system offers the option to review recorded calls with all Advisors for training purposes.  

o Coordinators meet with new Advisors at the 30, 45 and 90 day periods for extensive reviews 

o Calls are monitored throughout the training phase 

o Feedback and coaching provided to current Advisors using the recorded call feature as well. 

 

 



We will continue to review, develop, and improve the services offered through the Contact Center. Currently we are implementing 

several features that will streamline student service and increase engagement through use of several different modalities.  

 Increasing agent and UIP trunk licenses with the goal of logging in more Advisors and offering flexibility for incoming 

and transfer calls without overwhelming the UID system. 

 Adding a Chat option for students and prospects seeking answers to quick questions without waiting in a phone queue. 

 Implementing predictive outbound calling and message blasts to efficiently manage staffing, connect with students, and 

collect data to inform ongoing decisions.  

 Build and execute Knowledge Base to be used on Future Student’s web page to provide answers to FAQs for prospects 

and applying students. 

 

 

6.  General Education 

Learning Outcome   

 
 

   

7.  Strategic Plan Outcome   Goal 1 Build Pathways, Objective 1.1 Transition to College 

 

 


