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Relationship Service Agreement

UniSA International

Divisions


UniSA International works collaboratively with divisions and units, agents, representatives and partners to help the University of South Australia achieve its internationalisation goals through

· International promotion and student recruitment

· Application management

· Analysis, reporting and communicating
· Building and fostering partner relationships

This document outlines how UI and the Divisions will share responsibility and support each other in providing services to the University in these areas. The Relationship Service Agreement will be reviewed annually, in October/November to reflect the following year’s student recruitment activity plan and funding allocations.

UI have appointed members of the management team as Divisional Liaison Officers to be the main point of contact between UI and each division. For 2008 these contact people are:

Education, Arts and Social Sciences 
Rob Greig 

ext 20845 

Business 
Angela Mules 
ext 20738 

IT Engineering and the Environment
John Dalston
ext 20929 

Health Sciences
Megan Durant 
ext 20595 

Agreement signed

UI





Rob Greig

23 July 2008

Education, Arts and Social Sciences

Jeremy Sloan

27 July 2008

Business




Carol Sutherland
7 August 2008

Health Sciences

IT and Engineering and the Environment

International Promotion and Student Recruitment 

	UI function
	What UI will do
	Service measures
	Divisional role

	International recruitment planning
	Coordinate and consolidate international marketing strategies for key markets for Divisional BDMIs and UI recruitment staff.
 
	AEI market intelligence consolidated in April
Country analysis (Report B) distributed following census date SP2/SP5
Planning retreats for Division and UI recruitment staff held before end August 08 and outcomes reviewed before end October 08
Key market strategies and activities developed in June/July following planning retreat and refined in September.
Full suite of promotional materials for priority markets (identified in the retreat) developed by Nov 2008
Activities Plan produced and approved by IBDG  by Dec 2008

	Actively participate in all University wide planning activities 
Undertake Division specific planning and analysis for programs, school, priority countries, and partners
Develop an International On Shore Student Recruitment Plan which will include:
· identifying which markets are their priority destinations
· identifying which programs are  priorities by market
BDMIs will coordinate Divisional support of the UI Activities Plan
fund the travel costs of Divisional representatives at exhibitions and agents training activities



International Promotion and Student Recruitment 
	UI function
	What UI will do
	Service measures
	Divisional role

	International recruitment planning (cont)
	
	
	Keep UI informed of new program developments and changes to existing program requirements


	Target Setting
	Participate in revenue generation
Provide market intelligence re competition and monitor and inform on recruitment outcomes
Share responsibility for UniSA and Divisional targets associated with the Revenue Generation process
	Market specific and revenue targets set (reviewed in July & Dec 2008) in collaboration with Finance Unit 
Report A produced and distributed for 8 weeks prior to SP 2 and 5
Division targets will inform activity planning for the following year
	set FPOS fees and student targets by School and program and summary targets and provide  to UI.
Ensure Revenue Generation targets are integrated into UI planning & performance review. 


	Prospect Management
See also Building and fostering relationships, HEMS liaison
	Improve ease with which students can engage with UniSA offer
	Offer package revised to make it easier for students to accept a UniSA offer (including pathway offers) June 08.

	Actively participate in Service Centre activities and initiatives
Provide specific information to be included into templates
Review templates  at least annually and when ever program changes necessitate 



International Promotion and Student Recruitment 

	UI function
	What UI will do
	Service measures
	Divisional role

	Prospect Management (cont)

	
	
	Visit Service Centre annually to plan divisional marketing strategies and provide annual briefings to Hobson’s counsellors on programs, program changes and key selling points
Work with UI to develop processes/procedures to assist UI in application assessment


	
	Improve focus and strategies for conversion
	Successful conversion strategies developed and implemented for identified cohorts of students and markets.

	Coordinate divisional support of UI conversion strategies and campaigns 


	
	Coordinate Hobson’s Enquiry Management System (HEMS) activities

	Enquiry and made offer follow up templates revised for each Division and key programs

	Ensure there are no internal divisional delays for application assessment



International Promotion and Student Recruitment 

	Diversification
	Increase diversity of student population.

	Dependence on major 3 markets (India, China and Malaysia) reduced from 65 % in 2007 to 62 % in 2008
Strategy paper on diversification of student profile by division and level of study presented to IBDG by December 2008

	Analyse student data to determine strategies to make programs less reliant on major markets 
Identify those markets that they wish to work in to assist the University in achieving its goal of student diversity by both country and program 


	Student mobility
	Increase awareness among UniSA students of student exchange options
	Strategy to lead to increased 2009 outbound student mobility numbers (10% increase overall) from 274 in 2007 delivered and distributed.
Divisions’ international activity supported by effective management of Australian government student mobility scholarships.

	Support out bound student mobility by participating in awareness raising activities and on student mobility committees 
Ensure UI is aware of Division’s capacity issues for exchange
Liaise and provide advice to schools to identify mobility opportunities for scholarships


Application management

	UI function
	What UI will do
	Service measures
	Divisional role

	Application management

	Implement Application Processing Review recommendations towards continuous improvement in processing applications

	Target of 2 day turn around time for data entry achieved by October 2008.
Target of 2 week turn around time for application to offer achieved by October 2008
Number of programs for which UI has delegated authority increased by October 2008 

	Divisions to develop and maintain program admission  checklist for all prioritised programs
Maintain International Credit Assessor for programs within the Division
Favourably consider UI’s recommendation that specific agents receive delegated authority to issue offers to prospective students 
Transfer responsibility for non-quota HSC program applications to UI
School Program Support Officers and Program Directors to manage efficient application and credit assessment processes to keep turn around times as short as possible.


Building and fostering partner relationships

	UI function
	What UI will do
	Service measures
	Divisional role

	Agent management
	Review agents’ performance
	Agent contract and in country representative reviews completed by Nov 2008, all schedules signed by end Dec 2008

	Meet with UI annually to review representative performance
Division staff to provide agent briefings when appropriate.
Contribute to the agents newsletter where appropriate.


	
	Provide useful web based information and resources for training

	Improved agent site developed by mid 2008
	Analyse data to develop strategies to achieve better agent performance for divisions
Identify agents in new markets and recommend UI for appointment


	
	Investigate and where appropriate develop alternative types of agent agreements

	Agent agreements consistent with local market conditions and ESOS compliant.
Make data available to divisions to enable accurate analysis of agent performance across programs, schools and divisions.
	Discuss with UI the possibility of  KPIs for discipline specific agents


Building and fostering partner relationships
	UI function
	What UI will do
	Service measures
	Divisional role

	HEMS liaison
	Improve engagement with HEMS 

	Successful conversion strategy campaign.

	Collaborate with UI re Division needs and strategies 
forward prospect information to HEMS
provide briefing notes which can be used by the HEMS team
Continue working with HEMS in developing a 9 month conversion campaign


	Scholarship bodies liaison
	Work with selected scholarship bodies and identify new opportunities (focussing on Malaysian public service, AusAID, Iraqi Higher Education Department, Saudi Ministry of Higher Education, Thai scholarships body, Mekong 1000 and the Vietnamese Ministry of Education and Training) to position UniSA as a quality institution for scholarship recipients

	Increased number of sponsored students from 145 in 2007 to 190 from a wider range of countries and providers by end 2008

	Use academic contacts with international institutions to identify staff eligible for the available scholarships.  
Work with UI to consolidate existing relationships and develop new ones


Building and fostering partner relationships
	UI function
	What UI will do
	Service measures
	Divisional role

	Articulation management
	Ensure a coordinated approach to articulation 
	SOP made available on UI website.
Close collaboration established between divisions and UI to ensure consistency in case by case negotiations in relation to institutions seeking articulation resulting in the awarding of dual degrees and records kept

	Maintain International Credit Assessor for programs within the Division.
Review articulation agreement schedules annually for completion each September 
maintained.
Ensure effective communication with UI regarding  new relationship development and articulation opportunities
Ensure  divisional compliance

	Staff travel
	Work with divisions to maximise recruitment opportunities for UniSA through staff travel

	Tools developed to better coordinate staff travel across UI and divisions 
	Ensure travel plans are shared and explore with UI if specific focus can be identified and carried out for staff travel 



Building and fostering partner relationships
	UI function
	What UI will do
	Service measures
	Divisional role

	International visitor protocol
	Provide support for hosting  incoming international visitors
	Protocols provided and maintained for hosting international visitors
Itineraries and briefings for high level delegations visiting UniSA arranged and distributed
	Assist UI with the coordination of divisional engagement with visiting delegations
Liaise with Schools for viewing facilities
keep UI informed of international visitors that fall out side the high level delegation category 


	ESOS and other regulatory compliance
	Provide advice, support and training to UniSA in relevant legislation and visa requirements.
Report to and liaise with the Department of Immigration and Citizenship (DIAC) and other regulatory bodies

	Relevant legislative requirements monitored, implemented and UniSA staff trained by December 08
Compliance requirements met
	Division and School marketing and international teams to work closely with UI to ensure marketing activities and promotional materials comply with regulatory requirements 
Provide training and advice to School and Div staff as appropriate



Analysis, reporting and communication

	UI function
	What UI will do
	Service measures
	Divisional role

	Reporting
	Develop management and transaction reports

	Reports A through H  delivered as scheduled
Weekly Apply Online Reports delivered as scheduled during recruitment period
New applications, offers and acceptances cube launched by start of March, 2008
Quarterly report on admissions and application processing developed
5 high demand Apply Online transaction reports published on UniSA Info reporting by December 08
Monthly International reports and quarterly divisional activity reports collated and circulated
System of approvals and monitoring for international research agreements developed by December 08.

	Provide feedback on UI reporting
Make good use of reports for marketing strategy development


	Market intelligence
	Improve ability to provide analysis of market intelligence (including competitor intelligence) for SMG and the wider UniSA community

	UI communications improved on the basis of subscriber uptake

	Ensure that UI Regional Managers , the Manager International Relations and the Director/Deputy Director UI are informed of relevant market intelligence gathered during off shore missions 



Analysis, reporting and communication
	UI function
	What UI will do
	Service measures
	Divisional role

	Transnational Quality Framework management 
	Set and implement 2008 TQF Objectives in line with Corporate direction

	Successful ISO certification of the Transnational Quality Framework in November 2008
	Ensure Division is compliant

	Provision of programs information 
	Ensure electronic program tables are up to date and accurate and legislative requirements are met.
Maintain University CRICOS register

	Information available to divisions, students and agents is accurate and easily accessible.
	Division SAS & BDMIs ensure that UI is provided with Program Approval documentation 
Assist with Compliance Queries as required. 
Ensure that PIM is accurate


	Contribute to UniSA planning
	Prepare strategic advice and contribute to PVC I&D Corporate Planning Group submission 
Coordinate, with the Finance Unit, the revenue generation forecasts for FPOS onshore & offshore for the annual Budget preparation 
Circulate strategy documents and action plans as they are developed

	Comprehensive and accurate advice and documentation submitted to PVC I&D on time
MIS & Budget Analyst  liaison completed with  Finance Unit and Division Accountants – timing determined by Finance Unit
	Division International Plans including FPOS and Transnational Revenue and student targets sent to UI
Ensure Division plan fits strategically with UI and UniSA planning
Monitor Division performance against targets



Analysis, reporting and communication
	UI function
	What UI will do
	Service measures
	Divisional role

	Offshore crisis management
	Work with Worldcare in contingency planning and  crisis management  for staff and students outside Australia on university business or exchange 
	Emergency Response – Offshore protocols followed
Emergency Response – Offshore protocols reviewed and updated annually by December.
	Offshore protocols known and followed by all staff in the division. 
Ensure international travelling staff have adequate OHSW training
keep UI informed of all travel commitments by Division and School staff.
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