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Clearing

• During Clearing, universities advertise courses
that have availability to prospective students,
matching applicants to places.

• The opening of Clearing on A-Level results day is
one of the most impactful periods on University
business but also the most stressful for staff.

• Add the high monetary impact that a successful
campaign can bring, and the stress only
intensifies.



Clearing before Covid-19



Clearing after Covid-19



The new Application Management System (AMS) is one of the key 
projects in the Queen’s Digital Transformation Roadmap, aligned to 
the Strategy 2030 objectives. 

The low-code approach has allowed us to develop systems internally 
with the support of a delivery partner, enabled the development of a 
Queen’s engagement platform where staff and students can pull and 
push relevant information and managers can access real-time data 
for decision-making.

The Platform



• 24/7 access to the enquiry form via the mobile-responsive Queen’s Portal.
• Secure exchange of evidence to support enquiries.
• Built-in notifications and a way for enquirers to track the progress of their 

enquiry.
• Giving decision makers access to the information captured, enquiry progress 

and engagement.
• Integration with other systems (including Student Information, Content 

Management, and Accommodation) to speed up the journey.
• Real-time reporting through Dynamics 365 views and embedded Power BI 

charts, with in-app notifications for staff.

What was imagined?



Power Pages



   



Dynamics 365



    

The business process flow takes 
divergent paths depending on 
enquiry type and tuition fee 
classification

Home or 
International?

Clearing or 
Admissions 
Support?

Deferral or 
Change 
Course?

Completed or 
Referred?

Call Centre 
or Portal?



Views based on team membership



Reporting with Power BI
A Power BI dashboard was embedded in Dynamics 365 to provide real-time reporting to management. 
Insights covered a range of metrics on the information gathered within the enquiry and its lifecycle, as 
well as on feedback received. 



   

Clearing and Admissions Support enquiry portal opens 10:00am on Monday 14 August. 
Call Centre opens 8:00am on Thursday 17 August.
Project Team provide support 7:00am to 10:00pm across campus.



     



System Performance
Monitoring via Azure Application Insights.

• Over 70% of sessions were from 
mobile devices.

• iOS was the most common 
operating system.

• Safari was the most common 
browser.

• The Azure B2C sign in 
process averaged 1.83 seconds.

• Requests started at 8:00am as 
soon as results were released, 
with a spike just after 10:00am.



Feedback
Applicant: “The speed of response was the biggest
positive in comparison to other universities. Everything
was clear and simple to follow. The availability of the
hotline was also a big positive as QUB ended up
providing more than one way to contact them which
opens up possibilities and chances to more
people/potential applicants.”

Staff: "The Digital Transformation of the Clearing and Admissions Support 
Management System was a great enhancement to a previously more manual 
solution. The implementation of the portal has made the clearing experience 
more user friendly and accessible to the end user and the decision-making 
process more efficient from a business user viewpoint. The functionality within 
the system has made the entire process more fluent, with clear workflows and 
comprehensive reporting capabilities. The attention to detail from the team pre-
production and during the busy clearing and confirmation period was fantastic. 
Thank you." 



What helped?
• Having in-depth knowledge of the 

current system within the project team
• Having Dynamics 365 knowledge within 

the project team
• Working with a partner who brought 

Power Pages experience to the table
• Engagement with Global Student 

Recruitment on the Call Centre and 
Gatekeeper journeys

• A dedicated team and an understanding 
manager when the timeline slipped!

What really didn’t?
• Having two Solution Architects with 

different opinions and ways of working
• Deployment pipelines
• Lack of stakeholder engagement on 

the Admissions journey
• Lack of user familiarity with the 

solution despite training sessions, 
documentation and practice data

• User error within the Call Centre when 
logging email addresses

• Reliance on Microsoft stack at every 
stage of the solution made disaster 
planning worrying



What’s next?

• Project review held at the end of August to gather suggestions for improvements.
• Updates include:
 A new home page which clarifies the enquiry types available for the user.
 Separate forms to reduce reliance on JavaScript.
 New conditional steps to reduce API bottlenecks on course vacancies.
 Enhanced email functionality with the inclusion of the Rich Text Editor Control.
 In-app toast notifications to request owners when the applicant responds.
 New contact validation for Call Centre agents to ensure that the name and email 

address captured are correct.
• All amendments for Clearing 2024 delivered and the updated solution pushed to 

production ready for next August.



Lessons Learnt

• Overestimate on the timeline – it’s going to take longer than you think.
• Ensure all stakeholders are included in discussions – even the ones you don’t know

about!
• Despite all the discussion, design, development and delivery – something will turn up

once you’re live that was never mentioned previously.
• The solution is only as good as the engagement.
• Staff will embrace new solutions when the benefits to them are clear.
• Lack of experience in a specific technology is not a blocker when you have a

dedicated team.



• Exceptional Circumstances
• ISSA-Related Adjustments

Student Admin Processes

• Clearing and Admissions Support
• Undergraduate Admissions (International)

Application Management System

• Postgraduate Admissions
• Study Abroad
• International Scholarships

Application Management System

• Chatbot

Artificial Intelligence

The Digital 
Transformation 
Roadmap



Thank you for listening. 
We’re happy to take any questions.
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