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Relationships have become the currency of higher ed . The strength 

of a relationship often means the difference between getting the ideal 

student to choose your school over another, the difference between a 

student deciding to stick it out for another semester or give up, the 

difference between an unengaged alum and a major donor.

With this increased focus on relationships across the sector, it’s no 

surprise that technology trends in higher ed have shifted from process-

centric technology like student information systems and databases to 

relationship-centric technology — specifically CRMs, or customer 

relationship management systems.

In this whitepaper, you’ll learn:

What a CRM is

Why CRM has become an imperative in higher ed

How campus-wide CRM can be a strategic tool

How you can partner with Salesforce.org on your CRM project

Where and how to begin your journey

Best practices for getting started

Having all of the information about a constituent 
in one place has transformed the way we 
communicate. David Burge, Executive Director,

Admission Services, Arizona State University“ ”



CAMPUS-WIDE CRM

4

Institutions of higher education have been implementing technology 

systems for decades, and the result has been the proliferation of 

countless solutions specific to individualized needs. These systems 

are known as systems of record and have become the cornerstones 

for institutional operations. Such systems include Student 

Information Systems (SIS), Human Resources (HR), Enterprise 

Resource Planning (ERP), Learning Management Systems (LMS), 

Financial Aid, Facilities and Housing, Degree Audit, General Ledger, 

and many others.

Historically, these systems operate in a vacuum or “silo,” completely 

dedicated to a single function. They were never developed to 

integrate with other systems of record, nor were they designed with 

the foresight to provide a more holistic view of the

data or constituents represented by the data they 

contain. The result is that colleges and universities 

are plagued with data silos and limited by these 

monolithic systems of record.

Meanwhile, today's students are more connected 

and moving faster than ever. Their expectations 

have changed. They're used to Netflix, Lyft, and 

Amazon that provide hyper-personalized 

experiences at the touch of a button on their 

mobile devices.

Every time students engage with your institution, 

they demand outstanding experiences. If you can’t 

deliver them, performance, satisfaction, and 

retention will suffer.
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(CONTINUED)

Many institutions have recognized this shift in expectations and 

decided to act on it, adding “student-centric” to their annual 

strategies and mission statements. But when they get down to it, 

there’s often a key piece missing: a complete picture of who students 

are.

You can’t deliver a personalized experience without first knowing the 

person! The first step is bringing the data together from those 

disparate systems of record across campus.

Personalized Experience
Engage on a 1:1 basis at scale by using 
data to create targeted interactions

Strong Relationship
By leveraging a complete view, 
students feel that you truly know them

Complete View
Provided by unified data
from SIS, LMS & other systems

Experiences are built on relationships, and relationships are built on a 
complete view. CRM provides that foundation of data.
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By now, most institutions have invested in CRM technology in 

multiple offices and departments, which has helped drive success in 

different stages of the student lifecycle. By bringing together data, 

CRM provides a 360-degree view in that specific area:

RECRUITING
& ADMISSIONS

Recruiting: complete view 

of every potential student, 

high school recruit, 

interested parties, and 

sought-after applicants

Admissions: complete view 

of every applicant along 

with their required 

documentation, test 

scores, grades, transcripts, 

criteria for admitting 

priority and decision 

making, and offer letters.

Enrollment: complete view 

of all enrolled students, 

financial aid awards, 

scholarships, class 

schedules

STUDENT 
SUCCESS

Student success: complete 

view of student 

matriculation status, 

degree audit, early warning 

system, engagement 

information (clubs, meal 

plan usage, housing, health 

services)

Student services: complete 

view of student cases, 

issues, and requests

Career advising: complete 

view of resumes, portfolios, 

job matching, corporate 

opportunities, workshops 

and events, job placement, 

and requirements 

verification

ADVANCEMENT

Alumni Relations: 

complete view of 

graduation information, 

alumni community 

engagement, events, and 

giving back (time, 

resources, mentorship, job 

opportunities)

Advancement & 

Fundraising: complete view 

of who potential donors 

were as students and what 

they did while attending 

the institution, who they 

are connected to, what 

their interests are, current 

financial status and 

propensity for giving, 

events attended, and 

community engagement

Read the case studyRead the case study Read the case study

http://www.salesforce.org/stories/umass-lowell/
http://www.salesforce.org/stories/pepperdine-university/
http://www.salesforce.org/stories/st-norbert-college/
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(CONTINUED)

All of this data currently resides somewhere: in an existing system of 

record, spreadsheets, documents, in someone’s head, or in a 

computer under their desk. A CRM’s job is to integrate everything 

and give you a single view of every constituent connected to your 

institution.

But it’s not just about the complete view of the prospect, student, or 

alum. It’s about what you do with that data. It’s also important to 

have the ability to turn that data into action. The right CRM should 

also act as a system of engagement, unlocking this data for use in 

marketing, communications, analytics, apps, and ultimately student 

success.

CONTEXT: THE FOURTH INDUSTRIAL REVOLUTION

The shift happening in higher ed is part of a larger trend sweeping across every industry , from 

healthcare to media to finance, known as the Fourth Industrial Revolution . It is the most disruptive 

and transformative shift in history, and it's happening at a rapid pace. It's an intelligence revolution, 

creating an unprecedented amount of data and billions of connections between people and devices.

Your institution’s ability to leverage the technologies of this revolution ― cloud, social, mobile, the 

internet of things, and artificial intelligence ― will have a direct correlation on student completion 

rates, time to graduation, graduate preparation, student engagement, and sustainable funding, just to 

name a few. Maintaining the status quo or ignoring this transformation will also have very serious 

implications such as increased dropout rates, higher mobility between institutions, longer periods of 

matriculation, and potential long term sustainability risks for the institution itself .

Institutes of higher education play a unique role in determining who 

will prosper from this revolution and who will unnecessarily be left 

behind. Those who embrace the technology and intelligence and 

utilize it to better education, prepare, engage, and connect their 

students will establish themselves ahead of those who do not.
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You can see how in each of those areas, the complete view provided 

by CRM can be game-changing. But as the thinking around CRM in 

higher ed matures and becomes more sophisticated, colleges and 

universities everywhere are coming to the same conclusion: this 

technology is most powerful when deployed institution-wide. This 

is known as Campus-Wide CRM.

By connecting the entire lifecycle, you can enable not just an 

outstanding student experience or alumni experience, but 

outstanding lifetime experience. You can understand who your 

constituents are, how to serve them at every stage, and meet rising 

expectations.

Students’ learning paths no longer begin and end with a single 

degree. They will have many careers in fields that might not even 

exist yet. In order to make good on your promise to prepare them to 

succeed in the world, you must be set up to serve their learning 

needs anywhere and everywhere.

Achieving a campus-wide CRM allows you to engage throughout that 

lifelong journey in a way that student information systems alone do 

not. Going campus-wide with CRM provides a platform capable of 

not just handling, but embracing the complexities of the ever-

changing student journey. In that way, it is a strategy for future-

proofing your institution.
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(CONTINUED)

Achieving campus-wide CRM allows you connect touchpoints across 

the lifecycle in a way that student information systems alone do not. 

Going institution-wide with CRM provides a platform capable of not 

just handling, but embracing the complexities of the ever-changing 

student journey. In that way, it is a strategy for future-proofing your 

institution.

When an institution has used CRM to reached this level of integration, 

it has become a Connected Campus.

Career Services

Co-Curricular

Student ServicesAdvising

Engagement

Residential

GraduationEnrollment

Appointment scheduling, 
recommendations,

plan of study

Direct mail, email,
social media,

in-person

Application for 
residency, meal plan, 

health services

Matriculation, 
registration, transcripts, 

financial aid

One-stop shop, 
inquiries, cases, forms, 
walk-ins

Placement, employer 
relations, recruiting 
events

Athletics, study 
abroad, tutoring, 
groups & clubs

Application to graduate, 
commencement
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Campus-wide CRM is a big vision. Why should you partner with 

Salesforce.org to get there?

There are many technology companies focused on higher education, 

but Salesforce.org is more than a tech company. We’re a nonprofit 

social enterprise, rooted in the principles of philanthropy, 

volunteerism, and community. These principles align strategically 

with those of higher education institutions.

We’re a mission-driven organization, and that mission is to ensure 

your success. Here are some of the ways we do that:

We were born from Salesforce to serve the community and improve 

the state of the world. Equality is one of our core values, and we 

believe that equality starts with education.

The world’s #1 CRM offered at a 
reduced cost for higher ed

Higher Education Data Architecture 
(HEDA) for Salesforce

Dedicated developer team delivering 
community-driven innovation

Higher Education Advisory Council: 
community leadership

Academic Alliance, bringing in-
demand Salesforce skills to your 
students

Power of Us Hub, online portal for 
thousands of higher ed Salesforce users

Free, fun training for your staff with 
Trailhead

Partner ecosystem: dozens of certified 
higher ed Salesforce experts

Events like our annual Higher Ed 
Summit and community sprints

Strategic grants for innovation at 
schools like Maryville and University of 
Miami

http://www.salesforce.org/highered/data-architecture/
http://www.salesforce.org/welcome-higher-ed-open-source-software-community/
http://www.salesforce.org/highered/higher-ed-advisory-council/
http://academic-alliance.salesforce.com/
http://powerofus.force.com/
https://trailhead.salesforce.com/trails/highered_heda
http://www.salesforce.org/highered/find-partner/
http://www.salesforce.org/events/
https://www.maryville.edu/mpress/maryville-university-salesforce-grant/
http://www.salesforce.org/higher-ed-students-gain-salesforce-skills-while-contributing-to-success/
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Interested in learning more about Campus-Wide CRM? We’re ready

to chat when you are!

Click a logo below to learn more about how these institutions are 

transforming with Campus-Wide CRM:

Enterprise 

Relationship 

Management

Systemwide

Salesforce 

Initiative

Salesforce at 

ASU

Salesforce CRM 

Implementation

Project

Engaging 

Waves CRM

Enterprise 

CRM

One Tribe 

One CRM

Salesforce for 

Advancement

Relationship 

Management

at Harvard

Georgetown 

360

http://salesforce.org/CONTACT-US
http://www.technology.pitt.edu/service/enterprise-relationship-management
http://www.technology.pitt.edu/service/enterprise-relationship-management
https://www.cu.edu/blog/ecomm-blog/systemwide-salesforce-initiative
https://www.cu.edu/blog/ecomm-blog/systemwide-salesforce-initiative
https://service.asu.edu/initiatives/progress/salesforce-asu
https://service.asu.edu/initiatives/progress/salesforce-asu
https://nau.edu/its/projects/salesforce/
https://nau.edu/its/projects/salesforce/
http://community.pepperdine.edu/crm/
http://community.pepperdine.edu/crm/
https://it.umn.edu/enterprise-crm
https://it.umn.edu/enterprise-crm
http://www.wm.edu/news/stories/2015/one-tribe,-one-crm.php
http://www.wm.edu/news/stories/2015/one-tribe,-one-crm.php
http://dailytrojan.com/2014/09/29/usc-implements-new-fundraising-tool-for-alumni/
http://dailytrojan.com/2014/09/29/usc-implements-new-fundraising-tool-for-alumni/
http://huit.harvard.edu/presentations/not-just-sales-relationship-management-salesforce-harvard
http://huit.harvard.edu/presentations/not-just-sales-relationship-management-salesforce-harvard
http://gu360.georgetown.edu/


Start your Connected Campus journey at
salesforce.org/highered

© Copyright 2000-2017 Salesforce.org - All rights reserved.Salesforce.org and its logo are registered 
trademarks of Salesforce.com, Inc. Other names used herein may be trademarks of their respective owners.




