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SUBJECT: eTranscript Storefront Options  
 
 During the May 2015 AAC meeting, the council discussed four options for moving 
forward with eTranscript delivery using the Parchment vendor that was selected by the system 
committee.  During this discussion the options were narrowed down to two potential solutions 
including Centralized Format – Single Storefront and Decentralized Format – Six Storefronts, 
with the majority of AAC members noted their Registrars favored a decentralized format. A 
more detailed description of the processes and procedures related to each of these two 
approaches can be found in Attachments I and II. 
 

A primary concern focused on the specific details for the Service Level Agreement 
between ESC and the institutions as it facilitates the eTranscript process.  The proposed Service 
Level Agreement can be found in Attachment III, and one of the primary unresolved issues 
centers around the ideal approach for moving forward with fulfillment of hard copy requests.  As 
referenced in the agreement, ESC is committed to superior customer service with the 
expectations that centralization will not jeopardize/threaten the current Regental precedent of 
service excellence.  During routine demand periods, ESC plans to fulfill requests within 24 hours 
from either the point of order submission (straightforward requests) or the point of resolution 
(complicated requests, such as a mismatch in student identifiers) – whenever possible, the same 
day.  ESC believes that it has sufficient support staff to turn around printed transcript requests 
within 24 business hours.  Working the queue is just as important and doing the investigation 
work and routing things to campuses should take no more than 48 business hours.  ESC is 
willing to keep track of records in the queue each day as well as printed transcript numbers and 
report out to AAC and the Registrars on a regular basis.  The queue report will identify things by 
date received and when they were processed; the transcript report would identify number of 
transcripts printed daily and when they were mailed. 

 
Additionally, AAC representatives raised concerns related to the distribution of revenue 

as student e-transcript requests were submitted.  Under the proposed Centralized Format, 
transcript revenue will be distributed to the universities.  The budget contemplates a full-time 
FTE dedicated to printing transcripts as well as working the queue to identify which campus 
should get a “non-processed” electronic request. This past year a total of 38,613 transcripts were 
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processed in the Regental system resulting in $166,166 in revenue to the institutions (see Table 
1).   

 
Table 1 

Revenue and Transcript Count Based on Colleague Information 
Institution # Transcripts Actual FY14 (Gross) Projected FY15 (Net) 

BHSU 5,027 $21,180 $20,999 
DSU 1,770 $7,575 $7,394 

SDSMT 2,828 $12,245 $12,619 
NSU 3,021 $13,223 $11,813 

SDSU 11,002 $46,620 $45,956 
USD 14,965 $65,324 $87,806 

 38,613 $166,166 $186,587 
    

 
 
 Estimates for ESC indicate that the Centralized Format will result in $91,424 of costs 
with more than half of those costs associated with variable costs that would occur at each campus 
regardless of which of the two approaches are employed (see Table 2 for projections). 
 
 

Table 2 
Centralized Format Cost Projections to ESC 

 Transcripts Cost 
Printed 18,103  
Electronic 7,758 $2 

   
   
Fixed Expenses Salary & Benefits $     42,056.00 
 Maintenance $       5,175.00 
 Printer/Office Supplies $       1,512.50 
   
Variable Expenses Paper $       3,336.60 

 Postage $     16,920.29 
 Envelopes $       2,606.85 
 Electronic Transcript $     15,516.99 
 5% cost over $20 $       4,300.00 
  $     91,424.23 
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If budgetary projections translate to reality, each university will receive approximately 
the same amount of money that it historically brought in for this service, but with an important 
difference: the projections for the upcoming year are net (that is, operating expenses have 
already been deducted as depicted in Table 3).   AAC members should be prepared to discuss 
and make a final recommendation related to moving forward with one of the two options 
presented. 
 

Table 3 
Budgetary Projections for Centralized Format 

 Per Transcript At $9 Per Transcript 
Printed 18,103 $162,928.36 
eTranscript 7,758 $69,826.44 

 25,862 $232,754.80 
   

20% Heff  ($46,550.96) 
Net Revenue  $186,203.84 

Less SDBOR Location costs  $(91,424.23) 
Revenue to distribute  $94,779.61 

   
Campus Printed on Site   

BHSU 1,203 $10,824.62 
DSU 423 $3,811.33 

SDSMT 677 $6,089.52 
NSU 723 $6,505.11 

SDSU 2,632 $23,690.56 
USD 7,093 $63,841.07 

 12,751 $114,762.20 
20% Heff  ($22,952.44) 

Net Revenue  $91,809.76 
Revenue to distribute  $186,589.37 

   
Revenue Distribution based on 
campus print and allocated 
ESC revenue   

BHSU  $     20,998.99 
DSU  $       7,393.71 

SDSMT  $     11,813.23 
NSU  $     12,619.44 

SDSU  $     45,957.99 
USD  $     87,806.00 

  $   186,589.37 
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Attachment I  
 

Centralized Format:  One Storefront 
 

 
     Placing Order   Accepting/Tracking/Communicating Order
 Fulfilling Order     
 
Relevant Points: 
 
1. Customer Perspective:  

a. Order placement is clear, especially for multi-institutional students; the single access 
point eliminates uncertainty and needless requests for multiple copies.   

b. Support is ready accessible; any registrar can check the status of any request.   
 

2. Business Perspective:   
a. Maximizes Parchment functionality (that is, allows automated printing of hard-copy 

transcripts); in context of Parchment fees, this gives the ‘most bang for the buck.’   
b. Saves money on technology costs (initial and on-going):  only one Parchment-

Colleague link to create and maintain; just one storefront to set up, configure, and 
maintain.   

c. This simpler business model promotes efficiency:  one person (instead of six) will be 
assigned to monitor queue, watch printer, access supplies, and stuff/mail transcripts.   

d. ESC is less susceptible to peak activity periods experienced by Registrars’ Offices.  
e. This format builds on the success of other central applications, such as SDePay.   
 

3. University Perspective: 
a. Only a minimal investment of labor hours will be required.   
b. Revenue will be distributed among the six universities.   
c. Schools will retain oversight of transcript process.  
d. Registrars’ staff will be freed up to pursue other projects.   
e. A joint ordering site will not be specific to the university; rather, the site will feature 

general branding.  Decision-making will entail a collaborative effort among all 
schools.   

 
Bottom line:  Universities will receive approximately the same amount of transcript revenue, but 
without maintaining primary responsibility for/completing the work.  Students will receive the 
same historical level of superior service.   
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Decentralized Format:  Six Storefronts 
 

 
Placing Order   Accepting/Tracking/Communicating Order

 Fulfilling Order 
 
Relevant Points:  
  
1. Customer perspective:  

a. Format gives rise to confusion; multi-institutional students may feel compelled to order a 
transcript from each university when one common transcript would suffice.  

b. Assistance is limited to that school from which student/former student ordered the 
transcript.  Alternately stated, Registrars cannot speak to requests submitted to other 
universities.   

 
2. Business perspective: 

a. A more complex business model is typically less efficient.   
b. This format breaks integration automation for printed transcripts, which equates to sub-

optimal utilization of Parchment functionality.  We will pay for automation, but not take 
advantage of it.  

c. Maintaining multiple storefronts will incur additional cost.   
d. This approach discourages university collaboration as well as a student focus.   
 

3. University Perspective: 
a. The registrar will maintain complete control over her university-specific storefront. 
b. Schools retain hands-on involvement with the transcript process.   
c. Printed transcripts will not automatically generate; a staff member will need to monitor 

the queue and then go into Colleague to manually generate transcripts.  This increases 
labor intensity and costs attached to transcript fulfillment.   

d. Six individual storefronts will promote university identities through branding.   
 
Bottom line:  Universities preserve current level of control, but also complete 100% of the work, 
tolerate 100% of the hassles, and forfeit key business opportunities.   
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E-Transcript Task and Comparison Using Parchment 

The current process to fulfill transcript requests is a manual process.  A committee has selected Parchment to enhance 
transcript services.    These services can include ordering and paying for a transcript, integration into Colleague for student 
verification, automatic transcript generation, automatic printing, and electronic fulfillment.  The Parchment system upon taking 
an order will provide order status updates to the student/alumni via email, through the order fulfillment process.   

   
One Parchment Storefront - Campuses  One Parchment Storefront - ESC 

1- There is nothing for a campus to do for most orders.  1- Monitor the one Parchment storefront exception queue 
and deal with exceptions. 

  2- Monitor the Colleague exception queue and deal with 
exceptions. 

  3- Check the one Parchment storefront processing queue to 
help resolve if needed. 

  3- Monitor email for replies from campuses or students to 
help resolve exceptions. 

   
Six Parchment Storefronts - Campuses  Six Parchment Storefronts - ESC 

For eTranscript orders each campus will have to perform the 
following tasks.  Each of the 6 Parchment storefronts has a 
corresponding exception and processing queues. 

 Even with six Parchment storefront queues there will only 
be one Colleague queue containing all the requests from 
the six Parchment storefronts.   There would be no way to 
know which Parchment storefront moved the request to 
this one Colleague queue. 

1- Monitor the Parchment storefront exception queue and deal 
with exceptions. 

 1- Monitor the Colleague exception queue and deal with 
exceptions. 

2- Deal with the exception, contact student or other campus.  2- Deal with the exception, contact student or campus.  If 
additional information is needed off the order they would 
need to find the order on one of the Parchment storefronts.  
This could involve checking at least one and up to six 
Parchment storefronts to find the order as the order at this 
point the request within the Colleague queue does not 
contain which Parchment storefront the order was made 
on. 

3- Monitor email for replies from other campuses or students 
to help resolve exceptions, or for general enquires from the 
Parchment storefront. 

 3- Monitor email for replies from campuses or students to 
help resolve exceptions. 
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Printing with Six Parchment Storefronts  Printing with Central ESC printing 

Campus printing would involve turning off the automatic 
printing process within Parchment what is part of the standard 
product that is being paid for.  Then each of the six campuses 
would need to perform the following. 

 ESC printing would start with the printed transcript 
showing up on a printer as the automation within 
Parchment would monitor and generate. 

1- Monitor their Parchment storefront processing queue for 
transcript requests that need printing. 

 1- Retrieve the printed transcript. 

2- Generate each printed transcript.  2- Mail transcripts. 
3- Retrieve the printed transcript.   
4- Mail transcripts.   
   
   
HardCard Transcripts - Campus Managed  HardCard Transcripts - ESC Managed 

Older transcripts before Colleague are kept on a card stock paper stored in file cabinets on each campus.  A complete student 
transcript may contain one or more campus hardcards and could also contain a Colleague transcript portion. 

Six Parchment storefronts with campus managed hardcard 
process.  Each campus must perform this process. ESC would 
not perform any tasks and no complete transcript is kept so 
this needs to be done for every request made even for 
multiple requests from the same student.    

 One Parchment storefront and ESC managed hardcard 
process with tasks that a campus performs also. 

1- Monitor their Parchment storefront queue for hardcard 
transcript request. 

 1- ESC would monitor the one Parchment storefront queue 
for hardcard transcript request. 

2- Research request on what is needed.  2- ESC would check in ImageNow if a previous hardcard 
has been requested and can be fulfilled.  If it can skip to 
step 9. 

3- Interact with other campuses to get additional transcript 
information and exchange via email or fax. 

 3-  ESC would interact with  campuses to get transcript 
information.  

4- Search for and pull hardcard information.  4- Campus would need to Search and pull hardcard 
information. 

5- Make copy of hardcard transcript information.  5- Campus would need to scan hardcard into ImageNow. 
6- Refile hardcard transcript.  6. Campus would need to refile the hardcard information. 
7- Generate any needed Colleague transcript information.  7-  ESC would generate any needed Colleague transcript 

information. 

8- Combine all transcript information and generate a 
complete student transcript either paper or electronic. 

 8-  ESC would combine all transcript information and 
generate a complete student transcript in electronic format 
and saving it into ImageNow. 

9. Paper transcript would need to be mailed, or electronic 
would need to be uploaded to their campus Parchment 
storefront for fulfillment.   

 9- ESC would generate the complete transcript from 
ImageNow to paper or electronic. 

  10- ESC would mail paper transcript, or if electronic 
would need to be uploaded to the one Parchment storefront 
for fulfillment. 
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ESC’s Commitment to Transcript Service 
 

The Enrollment Service Center (ESC) is committed to providing a superior quality 
transcript printing service to the University system.  We believe providing excellent service to 
the students, former students, is key to the success of the Universities and the Board.  This 
fundamental and deep-seated philosophy will readily facilitate fulfillment of transcript requests.  
Succinctly stated, processing of requests will be regarded as an utmost priority.  Service 
benchmarks are delineated below.   

 
Transcript Print Request Types: 

1. Requests that do not require exception processing. 
These requests will be processed within one business day from receipt.  Those requests received 
before 3:30 pm (Monday through Friday except recognized holidays) will be processed that same 
day and deposited into the mail that night.  Those received after 3:30 pm will be processed the 
following business day and will be mailed out in the morning mail pickup.    
 

2. Requests that require exception processing. 
These are requests that require operator intervention to resolve an exception that has resulted in 
the request being deposited in the Colleague or Parchment suspends queue.  For example, 
student-provided name does not match anyone in Colleague. ESC will monitor the Parchment and 
Colleague queues on no less than an hourly basis to identify and address requests that have been 
suspended.  Additionally, the ESC will establish and publish an email account to be associated 
with the support role and that will be monitored closely but no less than every 30 minutes 
throughout the business day for incoming questions or problems from users. Following 
resolution, of the identified issue(s), the transcript will be generated consistent with service levels 
identified in item 1 above.     
 

3. Requests that require exception processing including hard-card information. 
This request will require the operator to locate and assimilate the hard-card transcript information 
(that is, transcript information that predates the electronic student information system) prior to it 
being uploaded to the Parchment site for electronic delivery or for print delivery.  ESC staff will 
collaborate with identified university staff members to obtain the student’s historic hard-card 
information to support the process.  Once all information has been received, the transcript will be 
generated consistent with service levels identified in item 1 above.   
 
Note, for this type of request, ESC will also add the final transcript to ImageNow.  Saving the 
final transcript will allow us to better accommodate similar future requests in a more efficient 
manner. 

 
Peak Request Volumes (intermittent periods such as the three week period directly following 
graduation):   

1. Requests will be processed within one to three business days.  Strong efforts to maintain 
established level of service excellence (that is, one business day) will be employed.   
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