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Federation University Australia acknowledges 

the Traditional Custodians of the lands and 

waters where our campuses, centres and field 

stations are located and we pay our respects 

to Elders past and present. We extend this 

respect to all Aboriginal and Torres Strait 

Islander and First Nations Peoples.

The Aboriginal Traditional Custodians of the 

lands and waters where our campuses, 

centres and field stations are located include:

Wimmera​ Wotjobaluk, Jaadwa,
Jadawadjali, Wergaia, Jupagulk

Ballarat​ Wadawurrung

Berwick​ Boon Wurrung and Wurundjeri​

Gippsland​ Gunai Kurnai​

Nanya Station​ Mutthi Mutthi and Barkindji

Brisbane​ Turrbal and Jagera
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The situation and context

Student Communications



CRICOS 00103D | RTO 4909 

| TESQA PRV12151 (Aust University)

Meeting the expectations of digitally savvy students

❑ Data and information technologies have 

empowered a customer-centric revolution, where 

data informs everything from product development 

to process redesign to hyper-personalised 

experiences – our student's expectations are 

shaped by Netflix and Uber.

❑ Customer centricity pays dividends – 

organisations that are more customer centric are 

60% more profitable and generate 5.7 X more 

revenue in additional to building stronger loyalty​

❑ The average teen spends 7 hrs a day on screens 

excluding school. They are bombarded by 4k – 

10k media messages per day which we simply 

cannot process and therefore ignore most ​

❑ The Higher Education sector is playing catch up 

but operating in a resource constricted 

environment with complex legacy systems and 

fast changing student needs and expectations

❑ AI and ChatGPT will play an important role in the 

sector and just how that plays out is an unknown

Who will our students 

be in 10 years' time?

How do we optimise 

the experience 

across a complicated 

life cycle?
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Key cultural trends
The changed consumer seeks certainty, control, and connection

Better ways

The pandemic has 

accelerated technology 

and created better ways 

to ‘do’ life. 

We reimagined the way we 

work, study, live and play.​

Empowered and safe

Uncertain times have us 

forward planning, opting for 

low-risk scenarios. 

We seek peace of mind and 

want to future-proof ourselves.​

Seeking joy

Attitudes to wellbeing have 

shifted. People are setting 

boundaries when things don’t 

serve them – opting for 

enjoyment instead.
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Key cultural trends
The changed consumer seeks certainty, control, and connection

A sense of purpose

The world around us has forced 

us to re-evaluate what matters. 

Students will gravitate to 

authenticity and to those who 

stand for something.

Experiences matter

Human-centric design, 

representation of all and access 

for all is ​increasingly an 

expectation that could trump 

motivation.

Community conscious

With many feeling helpless 

against social injustices, they 

seek ways to make a 

difference at community level 

and by supporting local.
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Federation University's approach to 
digital transformation​

Student Communications
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Our approach 
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Our strategic imperatives​
1. To blend the digital and physical environment seamlessly to build a long-term relationship with our 

students that is both personal and convenient ​for them

2. Create a consolidated and detailed view of both prospective and current students that drives decision 

making across the university on programs, course and supporting services that meet students' needs​

3. Automate and scale personalisation to deliver a more personal but cost-effective experience ​

4. Create a single front door allowing students to access information and execute tasks with ease​

5. Automate experiences wherever possible to ensure staff can focus on more high value interactions 

with students​

6. Seek opportunities to use predictive analytics to help with anticipating student needs and ensure 

services are provided before the student knows they need them ​

7. Provide digital solutions to meet student expectations and embrace new technologies to become more 

effective and efficient and keep up with industry​

8. Iteratively deliver value to continually improve and deliver ongoing value to students and Federation 

University stakeholders 
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Student Communications

Our principles 



CRICOS 00103D | RTO 4909 

| TESQA PRV12151 (Aust University)

Student Communications

What is the future state for Federation University ​

FROM TO

Multiple platforms & applications 

Data is siloed and inconsistent

Limited personalised and batch & blast communications

Administration tasks are manual, burdensome and time 
consuming 

Low student engagement

Career & academic support navigation is manual with little 
guidance

Staff unable to respond to queries in a timely fashion 

Personalised, single front door

Single profile and 360 degree view

Personalised, proactive and timely communications

Digital self service options

Time and task management tools to keep students on track

Develop career support to support our co-operative learning 
approach 

Empower staff with data and knowledge to enable timely 
resolution 
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It starts with the student journey ….​

Student Communications
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Moments that Matter, Signature Experiences and 
Service Blueprints ​

Student Communications



CRICOS 00103D | RTO 4909 

| TESQA PRV12151 (Aust University)

Stage 1 Focus areas​
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Student Communications

What we are building​
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Student Communications

Capabilities 

Customer Strategy 

Product Management 

Vendor and Partner 
Management 

Sales Management

Customer Experience 
Management 

Information 
Management 

Engagement & 
Relationship 
Management 

Service Management 

Governance Risk & 
Compliance 

Marketing Management

Supporting Services 

Business Capability 
Management  
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Student Communications

Questions
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