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Agents, the internet or both?

How to fully integrate agents into your online 
student recruitment - from marketing to 
enrolment to relationship management.

Rod Hearps
ICEF Online 
EdMedia Student Recruitment 
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Credentials - Rod Hearps

• 19 years in the International Education industry
• Owned and ran an Agency with offices in Japan 

and Australia for 7 years
• President of Australia’s first agency association
• Recruited students via the internet since1994
• Helped set-up 3 schools for international 

students in Australia + worked as Principal and 
Marketing Manager of ESL College

• Owner / manager of several education related 
websites for students, agents and schools

• Co-founder of ICEF Online
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The top recruitment sources

The ALTO Member Survey 2007 found that:

Schools recruited 59% of students via agents (68% 
in 2006) and 24% via the internet (13% in 2006)

Agents recruited 31% of students via the internet 
(26% in 2006), 28% via referrals (31% in 2006) 
and 13% via recruitment events (13% in 2006) 

38 of 186 ALTO member organisations responded
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Data from Australian universities

• In 2004 48% internationals came via agents
• In 2006 62% internationals came via agents
• In 2006 $220 million was spent on attracting 

overseas students, inc $66 million to agents 
• Cost per international student was AU$3238
• Universities earned $1.96 billion in fees
• University with the biggest number of 

internationals recruited > 80% via agents
• next 3 biggest received < 50% via agents
• recruitment from China & India were heavily 

reliant upon agents
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Characteristics of the internet

• Today’s 1.4 billion internet users are expected to 
reach 2 billion by 2015 

• Of today’s 1.4 billion, 300 million speak English, 
128 M Chinese and 80 M Japanese

• English are speakers already a minority on the 
internet (<30%)

• This will drop to 25% by 2015 
• Chinese, Russian, Spanish and Portuguese are 

on the increase
• Chinese will grow fastest, doubling over the next 

5 years 



Brought to you by

Internet users by region
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Internet user growth by region
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Internet impact for providers

• How many and which languages should I 
translate my website content into ?

• Does the internet mean I can recruit more 
students directly, without paying 
commissions ?

• Should I list my agents on my website ?
• Should I link to the websites of my agents ?
• How can I best manage my brand and 

presence on the internet with such a 
proliferation of websites ?
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Types of internet based collaboration

• Agent login areas on provider websites

• Giving agents login access to enrol students 
directly into your management system

• Linking to agency / representative websites

• Enquiry generation, management and sharing
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Agent login areas

• Most commonly feature a simple document 
download area – brochures, application and 
enrolment forms, agent manual, images, videos 
etc.

• Please allow agents to choose their own log-in 
details
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Example agent login area



Brought to you by12

Agent login areas - less common features

• Enrolment form with embedded agency ID
• Fee calculator

Access to reports for agents on:

• numbers of applications lodged
• numbers of students enrolled
• tuition fee reports – due and paid
• commission reports – due and paid
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Example agent support area
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Providers linking to agents

• Should providers offer prospective students links 
to their agents / representatives? 

• Students want CHOICE - to enrol directly or via 
an approved in-country representative

• Consumers appreciate not being limited in their 
choices

• A provider who links to many agents / 
representatives may even be viewed more 
favourably by prospective students
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A very multi-lingual school website
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Agents in Brazil page
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Directory of representatives
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List of representatives
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Effective enquiry follow-up

• Do you as a provider have the internal 
language resources to effectively handle 
student enquiries in various languages ?  

• ie. understanding and responding effectively 
to all enquiries in the prospective student’s 
native language, including visa advice ?

• Or would more students enrol if you out-
sourced some enquiry follow-up to better 
resourced partners, like agents ?
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Enquiry generation, management & sharing

• Via agent websites - handled by agents

• Via provider websites - handled by providers or 
some sent to agents to handle?

• Via 3rd party websites - handled by providers or 
some sent to agents?

• How to decide ?
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Providers - who best to handle enquiries?

• Country by country - according to visa 
conditions, prevailing cultural preferences

• Enquiry volume vs marketing staff workload
• Which agent/s to forward enquiries to?
• Those who are more ‘web savvy’
• Reward loyal / high producing agents
• Monitor success of receiving agents & 

change to another agent if unsuccessful
• Please send 1 enquiry to 1 agent only
• Don’t waste hard won enquiries
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ICEF Online 1.0 overview

• over 850 members since November 2006
• over 630 agents from 97 countries
• over 220 providers from 39 countries
• easily find, contact and communicate with 

new and existing agent partners
• Over 1400 documents & promo materials 
• provide and manage website content for 

agency websites in up to 10 languages
• empower agents to generate and convert 

enquiries on your behalf
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The future: Total Industry Solution
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In conclusion

• Are you collaborating online with your 
agents as much as you could be?

• Are you using the internet for effective 
relationship management with your agents?

• How could you make better use of the 
internet - to more fully integrate agents into 
your online marketing & management?

• The internet is a medium / vehicle for 
management, as well as for marketing.

• Don’t think about agents OR the internet.  
Think about agents AND the internet.
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Thank you

• Thank you for your time

• Feel free to email questions to 
rhearps@icefonline.com

• Download this presentation (and others) via 
the “Resources for Providers” page at 
www.icefonline.com
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