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Summary

Catalyst
In the US, the National Center for Education Statistics (NCES) reports that only 59% of students 

complete a bachelor's degree within six years. Undoubtedly, this has to improve; however, far too 

many institutions have highly decentralized academic advising programs, which hinders efforts to 

improve student outcomes. In order to significantly increase student success, institutions desperately 

need to build a better structure for collaboration, transform their advising culture, and utilize student 

success solutions that connect students to the campus. Salesforce.org recently announced 

Salesforce Advisor Link, a mobile advising application that gives several institutional stakeholders a 

unified way to help improve student success.

Key messages
 Salesforce Advisor Link is a mobile advising application that gives institutional stakeholders a 

unified way to help improve student success. 

 Built on the Salesforce CRM platform, a key value proposition of the app is its potential to 

enhance the student–advisor relationship and connect several departments on campus. 

 The Salesforce.org approach to improving student success centers on transforming the 

student experience. 

Ovum view
With the introduction of Salesforce Advisor Link – which will be available in 2017 – Salesforce.org 

continues to prove that it understands the issues facing the higher education industry and is providing 

the tools to help solve them. The new advising tool targets a growing demand for student success 

solutions in the market, and is another important part of the company's "connected campus" vision 

and offerings. Though there are already several student success solutions in the market, 

Salesforce.org is unlikely to be affected by this, given the breadth and depth of its solutions and 

current higher education customer base. Inevitably, institutions that go to market for a student success

solution over the next 12–24 months will consider Salesforce Advisor Link. 

Recommendations for institutions

Why put Salesforce Advisor Link on your radar?
Salesforce Advisor Link can deliver insights to both advisors and students in one place, enabling 

institutions to influence a student's success much quicker than siloed systems. Instead of building a 

point solution for student success where personalization is difficult, Salesforce.org has built 

Salesforce Advisor Link on its constituent relationship management (CRM) platform, which provides 

stakeholders with a 360-degree view of every student. The social, mobile, and open technology of 

Salesforce connects systems and people across the campus to create a single system of engagement

with no siloes. 
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Although there are several student success and advising solutions in the market, Salesforce.org 

thinks about student success in a holistic way that goes beyond advising, and towards transforming 

the student experience. As a whole, Salesforce can bring innovation to the market by combining 

evolving technologies with data, much quicker than its competitors. 

Highlights

Background
Headquartered in San Francisco, CA, Salesforce.org was founded in 2008 as a nonprofit reseller of 

Salesforce, delivering technology to nonprofit organizations and educational institutions. Salesforce 

for Higher Ed enables a "connected campus" by providing institutions with the tools to connect with 

constituents using familiar social, mobile, and cloud technologies. 

With the industry need to improve student retention and graduation, several customers of 

Salesforce.org began building advising solutions on the Salesforce CRM platform, including Arizona 

State University and the University of Colorado. However, building these advising solutions has been 

a difficult and time-consuming task, and Salesforce.org wanted to make this easier for institutions. As 

a result, in 2016, the company introduced Salesforce Advisor Link to accelerate customer success 

and time to value. Available in 2017, Salesforce Advisor Link will connect the right people, as well as 

the technology, to support student success strategies. This is important, because student success 

initiatives are as much about institutional culture and people as they are about the technology to 

support it. 

Salesforce.org has taken a three-tiered approach to customer partners to help inform the design of 

Salesforce Advisor Link. The first tier is a customer success collaborative, which is informed of new 

products and asked to complete surveys but is not as involved on the whole. The second tier is made 

up of design partners that react to the user interface and provide input on how to improve to 

Salesforce.org. The final tier is made up of early pilot customers such as Butler University, San 

Francisco State University, and Algonquin College.

Current position
Although Salesforce Advisor Link has not yet been released, the first iteration – scheduled for mid-

2017 – will empower students to take an active role in their own success by improving access to 

advisors. In return, advisors will create strategic success plans to get all students on a path to 

success; engage students where they are with real-time support, whether in-person, mobile, or online;

and build trusted relationships with them. Moreover, institutions will be able to engage a range of 

stakeholders in student success and improve institutional performance. Figure 1 illustrates how 

Salesforce Advisor Link helps advisors, students, and the wider institutional community. In particular, 

students can complete all tasks on their mobile devices.
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Figure 1: How Salesforce Advisor Link enables student success 

 

Source: Ovum 

In addition to serving as monitoring systems that allow any participant in a student's success plan to 

easily review the history of the student's engagement, student success solutions can bridge the 

communications gap by facilitating the information flow between stakeholders and allow them take 

action within the solution. For example, student success solutions can serve as a central hub for 

connecting stakeholders, including students, to all the resources available to them to help them 

succeed. One of the strengths of the Salesforce platform is that disparate departments, from recruiting

and admissions to student services and advancement, can all use the system independently, but as 

institutions mature in their usage and departments become more connected, they can take a more 

institution-wide approach to student success without re-implementing a solution. Some institutions 

have already gone institution-wide, which allows them great flexibility for growth with the platform. 

In Ovum's view, offering multichannel interactional capabilities helps institutions to distinguish 

between an analytics tool and a true student success solution. After all, it is not just about the 

collection and analysis of data, but also whether that data and analysis prompts the end user – 

whether advisors or faculty – to do something to help students. Salesforce.org will be adding 

additional layers to its advising tool to ensure it prompts interventions to keep students on track to 

graduation. Wave Analytics – the company's latest business intelligence technology – will be added to

Salesforce Advisor Link in the summer of 2017. More significantly, Salesforce.org will add an 

interventions and recommendations layer to the advising tool by incorporating its new artificial 

intelligence functionality, Einstein. 

Salesforce has a history of staying close to cutting-edge technology and innovation; however, it 

recognizes that supporting student success strategies does not mean providing the technology alone. 

Rather, it includes supporting institutions with the cultural and change management aspects of 

developing and implementing a student success initiative. Salesforce.org provides strategic support 
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and services via its Salesforce Consulting Program, CIO Council, and partnerships, as well as its 

Higher Education Summits. 

Data sheet

Key facts
Table 1: Data sheet: Salesforce.org
Product name Salesforce Advisor Link Product classification Student advising/success 

solution 

Version number 1.0 Release date 2017

Industries covered Higher education Geographies covered Global

Relevant company sizes Medium to large Licensing options FTE

URL http://www.salesforce.org/advi
sorlink/ 

Routes to market Direct and via partners

Company headquarters San Francisco, California, US Number of employees 19,000+ (Salesforce.com)

Source: Ovum

Appendix

On the Radar
On the Radar is a series of research notes about vendors bringing innovative ideas, products, or 

business models to their markets. Although On the Radar vendors may not be ready for prime time, 

they bear watching for their potential impact on markets and could be suitable for certain enterprise 

and public sector IT organizations.

Further reading
2017 Trends to Watch: Higher Education, IT0008-000285 (November 2016)

Ovum Decision Matrix: Selecting a Student Success Solution for Higher Education, 2016–17, IT0008-

000273 (June 2016)

Author
Navneet Johal, Research Analyst, Education Technology

navneet.johal@ovum.com
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Ovum Consulting
We hope that this analysis will help you make informed and imaginative business decisions. If you 

have further requirements, Ovum’s consulting team may be able to help you. For more information 

about Ovum’s consulting capabilities, please contact us directly at consulting@ovum.com.

Copyright notice and disclaimer
The contents of this product are protected by international copyright laws, database rights and other 

intellectual property rights. The owner of these rights is Informa Telecoms and Media Limited, our 

affiliates or other third party licensors. All product and company names and logos contained within or 

appearing on this product are the trademarks, service marks or trading names of their respective 

owners, including Informa Telecoms and Media Limited. This product may not be copied, reproduced, 

distributed or transmitted in any form or by any means without the prior permission of Informa 

Telecoms and Media Limited.

Whilst reasonable efforts have been made to ensure that the information and content of this product 

was correct as at the date of first publication, neither Informa Telecoms and Media Limited nor any 

person engaged or employed by Informa Telecoms and Media Limited accepts any liability for any 

errors, omissions or other inaccuracies. Readers should independently verify any facts and figures as 

no liability can be accepted in this regard – readers assume full responsibility and risk accordingly for 

their use of such information and content.

Any views and/or opinions expressed in this product by individual authors or contributors are their 

personal views and/or opinions and do not necessarily reflect the views and/or opinions of Informa 

Telecoms and Media Limited.
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