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Welcome & Agenda Overview

» Agenda
» CRM Background and RFP Process
»Overview of the CRM Capabillities

» Overview of CRM work thus far
(Phases of Implementation)



CRM Background @

COMMUNITY
COLLEGE DISTRICT

» 2017 Technology Taskforce » Timeline:
» Improve student » March 2018: 7 proposals

ex%enence, outcomes » May-November 2018:
ana success Presentations, interviews,
» Three areas of need: clarifications on proposals,

» Operational efficiency best and final

» Expanded use of data > December 20]5.3:
Recommendation to the
> Ease of use for students Board of CRM Platform and

and employees Implementation partners
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CRM BackaiGEiRiSEEsais o
COMMUNITY
COLLEGE DISTRICT
» Constituent Relationship » Uses student historical and
Management (CRM) ongoing data to create

iInterventions for

» Technology system used for » Recruitment and

managing relationships, i.e. Admissions
prospective, current and » Retention and
alumni students. Completion

» Alumni and Workforce



Overview of CRM Capabillities

» System of Engagement vs. System of Record
» Engage (and reengage) prospects and current students
» Communication (Email/Text/Push Notifications/Phone)
» Alerts and Interventions, i.e. Success Plans
» Chatbots and Knowledge Base Articles

» Integration of systems (Canvas, Banner, Degree Works,
Accudemiaq, etc.)



Overview of CRM Capabilities, cont.

Success leam

» Success Teams All Members Y-
» Recruitment i A
» Financial Aid '{f e |
» Success Navigators = v—
» Counselors w
» Instructional Faculty @
» Tutors H“E =

» Program Staff, etc.



Overview of CRM Capabilities, cont.

» Appointment Scheduling

» Scheduled Appointments,
Drop-In Appointments,
Welcome Center Scheduling

» Integration with
Outlook/Google Calendars

» Automated reminders to
students
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» Alerts (Proactive, Early, Post
Term)

» Systems Infegratfion
(Automated)

» Manual Submission ____

BT 1 B e T it e I e o AT

Stephanie Rhimes Advisee Record + Foliow

Alerts Courses fdvising Tean More,

L unresolved Alerts (3)

" PRI ¥ CRE b TAT.., "
Financial Aid Oaher (Descri Morma Ml 31, 2018 Acknowiad,
Fnanciad Ald  Ogher (Descri Morma Ml 31, 2018 MNew
Acwdermic Preparedness Micirmag e Q. 2018 Acknowied.




» Assign Tasks (Individual
Tasks to individual students
OI' grOUpS Of STUdenTS) schedule end-of-term checkin Morma Dec 1, 2017

SUBJECT PRICRITY DUE DATE

w45 Plans > Surmmer [ntsmship
Open Activities

» Create Success Plans
(Multi Step goals)



Overview of CRM work thus far....

PHASE 1: Recruitment and
Marketing

» Recruitment Discovery &
Creation

» Process Maps
» RFI Forms
» Tour Requests



Overview of CRM work thus far....cont.

PHASE 1: Recruitment and
Marketing

» Marketing Discovery & Creation
» Marketing Cloud
» Communication Flows
» Student Journeys
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Overview of CRM work thus far....cont.

PHASE 2: Matriculation and Enrollment Does App Complete

Term applied for?
(Day 2)

Follow Financial Aid ISIR
Complete Process Map

» Maftriculation Discovery & Creation
» Process Maps
» Financial Aid S
» Residency

> Orie nTGﬂOﬂ Does App Complete

student have ISIR for

Follow Financial Aid ISIR

Complete Process Map

Term applied for?

» Assessment/Placement (Day)

» Student Education Plan
(Counseling Appt)

Send FAFSA Email 2
(Day 9)




Overview of CRM work thus far....cont.

PHASE 3: Retention and Counseling
» Counseling Information Meetings
» Counselor Data Dashboards

» Working Sessions
w/Instructional Faculty

» Alerts w/Associated Tasks
and Success Plans

» SARS/MIS Data Mapping (Appt.
Types & Topics)

» Appointment Configuration

» Early Alerts:

Grade Concern

Failure Concern
Missing/Late Assignment
Attendance Concern
Participation Concern
Preparedness Concern
Personal Concern

Career Exploration Needed

vV vV vV vV vV v v Vv Y

Recognition

» NOTE: There will be a comments section for each early
alert submitted for the instructional faculty member to add
comments about the alert.




Overview of CRM work thus far....cont.

» MULTIPHASE: Data Integration

» Banner: 'OOQ Cﬁ%ﬂ“&ﬂ?ﬁﬁ

» CCCApply,

» Matriculation Dato Haemans S
» Canvas (Instructure) Pessword -

» DegreeWorks

> Data Warehouse

REPORT |55UEI| FORGOT PASSWORD

> Single Sign On (SSO) FORGOT USERNAME
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