
Driving Student Success
is an Always-On Mission

Student success starts with institutional 

success. That’s why we designed Education 

Cloud to connect students, staff  and systems 

on one, integrated CRM platform for higher 

education. Institutions of all sizes can capture 

360-degree views to better support and 

engage every student on their pathway to 

becoming lifelong learners. With a holistic view 

of every student, your staff  will be able to 

personalize their experience, respond faster to 

their needs and ultimately impact student 

outcomes at scale. Because when student 

success is an always-on mission, empowering 

your staff  with the right technology is the fi rst 

step in creating the connected experience your 

students expect. 

Salesforce for 
Student Experience
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Today’s students are more connected and moving faster 

than ever before.  They’re used to hyper-personalized 

experiences on every device and service with the touch 

of an app. And student demographics are changing too. 

Nontraditional students account for 73% of students 

enrolled in all of higher education today. Many of these 

students are at least 25 years old, work full time, or are 

juggling childcare responsibilities on top of coursework.*

It’s clear now more than ever that the student 

experience is not one size fi ts all. With changing 

demographics and increased expectations, today’s 

students are looking to their institution to create a 

connected experience that fi ts into their daily lives 

instead of slowing them down. Whether a student is 

scheduling an advising appointment or looking for 

answers to a specifi c question, they expect every 

touchpoint to be continuous, proactive and highly 

personalized to their individual needs. If your institution 

can’t deliver, performance, satisfaction, and retention 

will suff er.

Let’s take a look at how Salesforce.org Education Cloud 

can help drive student success with one-stop student 

services, unifi ed advising at scale and multi-channel 

engagement strategies that drive impact.

Everything in the classroom should 

be challenging. Everything outside of 

that is a service, and it should be easy.”

Mark Lombardi, President, Maryville University

*National Center for Education Statistics https://nces.ed.gov/pubs/web/97578e.asp
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One-Stop Student Services
Unlock a Connected Student View: Unify your student data across departments and back-end 

systems into a single, easy-to-confi gure view.

Deliver more intelligent, frictionless self-service: Create a one-stop shop for students to easily 

fi nd answers. Empower students to help themselves anytime, anywhere and embed service into 

mobile apps. Resolve top, routine issues with chatbots that can take action like checking registration 

or FAFSA deadlines using natural language processing on real-time channels like chat and messaging.

Scale student service with Einstein Artifi cial Intelligence: Make students, faculty and staff  more 

impactful and support staff  more productive with AI-powered predictions, recommendations, and 

chatbots on digital channels.

Optimize Your Team: Arm service managers with a real-time operational view, pre-built dashboards, 

and predictive service KPIs.

Salesforce.org 
customers report a 

50%
faster response 
to students with
Education Cloud

3



Advising  
Get a 360° Student View: Through a unifi ed advising record and single-screen interface, advisors 

can identify at-risk students and proactively engage them with personalized and relevant 

communications. Provides a complete view of the student with insights from the entire student 

support network and integrated student systems.

Create Early Alert Warnings: There are so many factors that can warn you about a student at-risk, 

but if they’re in diff erent systems you can miss the signs. Consolidate data from your SIS, LMS, 

Degree Audit, etc. in one system and create alerts for advisors and faculty so they can intervene 

before it’s too late.

Engage Advisors with Students in Need: Advisors can better track issues and progress through 

cases that other team members can also view and contribute to. Teamwork is made easier if you can 

easily collaborate, share fi les and ideas, and break down legacy silos.

Foster a Collaborative and Social Community to Engage Students: Feeling part of strong 

supportive community can greatly increase student, faculty and staff , parents, alumni, and partner 

satisfaction and retention. Create an online community where your constituents can access all of the 

info they need to connect, submit questions, voice opinions, and get more involved in campus 

events.

Salesforce.org 
customers report a 

10%
increase in student 

retention with 
Education Cloud
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Student Engagement  
Meet Student Expectations: Today’s students have high expectations for how they engage with 

their college or university. Whether it’s applying to a school, enrolling in classes or seeking service, 

digital engagement has a tremendous impact on students and their overall experience.

Cultivate a Strong Student Community: Access the collective intelligence of all your constituents. 

Engage on social channels and encourage collaboration on academic endeavors.

Quickly Build Engaging Experiences: Create beautiful, engaging, mobile-optimized portals and 

communities in no time.

Deliver Consistent and Personalized Experiences Across Channels: Increase student satisfaction 

by providing personalized digital support across every device and channel. Create personalized 

journeys that trigger timely messages based on real-time behavior.

Salesforce.org 
customers report a

35%
increase in student 
engagement with 
Education Cloud
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Customer Success

The One-Stop is a better way to 

centralize the customer service areas 

for those offi  ces, and to let those 

backend offi  ces just do their job.” 

Dolores Medina, Associate Director of 

Enrollment Communications and Outreach, 

Florida International University

In fall 2015, the Florida International University opened a One-Stop offi  ce that 

consolidated the customer service functions of the Registrar, Financial Aid, 

Admissions, Graduate Admissions, International Admissions, Scholarship, and 

Processing offi  ces. To provide detailed student records and connect the information 

between offi  ces, the One-Stop offi  ce deployed Salesforce and with help from 

Salesforce expert consultants, created a system that unifi es the offi  ces and provides 

easy and universal access to detailed information. Now, prospect information 

automatically goes into Salesforce when individuals sign up for a campus tour and 

complete the “request for more information” form. Recruiters can easily track 

recruitment activities and prospects in campaigns to create seamless narratives that 

can be shared between them. 
95%

of students would recommend 
FIU Online’s Student Support 

Services to others
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Customer Success Salesforce is a fantastic tool that 

gives us that tracking ability.”

Patrick Versace, Assistant Vice Chancellor for 

Enterprise Applications, UNC Charlotte

UNC Charlotte followed the lead of many other universities in implementing a one-

stop shop that consolidated the front-facing aspects of the Registrar’s Offi  ce, Financial 

Aid Offi  ce, and Offi  ce of the Bursar. The offi  ce, christened “Niner Central” after the 

university’s “49ers” nickname, went live in November 2017, with the physical building 

opening in February 2018. Now students just go to one location to address their 

fi nancial aid, billing, and registration issues. With Salesforce Service Cloud, Niner 

Central eliminates the frustrations parents and students had in getting billing, 

registration, and fi nancial aid issues resolved. In two and a half months, Niner Central 

handled more than 16,000 unique requests—including 8,000 during the peak back to 

school periods.
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Customer Success With Salesforce, we met 

our strategic goal 3 years early.”

Kerry Donohoe, Dean, 

Academic Services, UMass Lowell

The University of Massachusetts Lowell graduated its largest class ever in 2019. More 

than 4,500 graduates, from 43 states and 113 countries represented UMass Lowell’s 

most diverse class as well. The 2019 class marked the 12th year in a row a record-sized 

class has graduated from the school. By creating a One-Stop student engagement 

center where students can access all services at a single location, UMass Lowell is using 

Salesforce to obtain a 360-degree view of every student, track 100,000+ cases and 

student interactions each year and improve fi rst-year retention rates by 6% and 

fi ve-year graduation rates by over 9%.

9%
 increase in fi ve-year 

graduation rates
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Ready to engage 
your students like 

never before?

LEARN MORE AT
SALESFORCE.ORG/HIGHERED
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