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CRM Background

2017 Technology 
Taskforce

• Improve student experience, 
outcomes and success

Three areas of need:

• Operational efficiency

• Expanded use of data

• Ease of use for students and 
employees
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Timeline

•March 2018: 7 proposals 

•May-November 
2018: Presentations, interviews, clarifications 
on proposals, best and final 

•December 2018: Recommendation 
to the Board of CRM 
Platform and Implementation partners



CRM Background

 Constituent Relationship 

Management (CRM)

 Technology system used for 

managing relationships, i.e., 
prospective, current, and 

alumni students.

 Uses student historical and 

ongoing data to create 
interventions for

 Recruitment and 
Admissions

 Retention and Completion

 Alumni and Workforce
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Phase 1 December 2019
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Phase 1

PHASE 1: Recruitment and 

Marketing

 Recruitment Discovery & 

Creation

 Discovery 

 Process Maps 

 Request for Information 
(RFI)  Forms
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PHASE 1: 

Recruitment and 
Marketing

 Marketing 
Discovery & 

Creation

 Marketing Cloud

 Communication 

Flows

 Student 

Journeys
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Phase 1



Phase 1 Continuous Improvement: 

RFI Dashboards
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 Request for Information (RFI) 
Conversion Rates

 % of Students who applied 
after RFI was submitted

 Cañada College: 19%

 College of San Mateo: 28%

 Skyline College: 30%

 District Average: 25%*

*December 2019-September 2021



Phase 2 June 2020
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A Success Plan 
is a collection 
of Tasks 
assigned to 

the student.
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Phase 2: Success Plans: Enrollment Steps



Phase 2: Marketing Cloud: 

Enrollment Messages
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Marketing 

Cloud:

Messages are 

automatically 

sent at a 

programmed 

cadence to 

nudge the 

student forward 

in their 

enrollment 

journey.



Phase 3 Spring 2021
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Phase 3: Success Teams

Success Teams:

Preprogrammed 
Assignments 

based of 
student 
attributes
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Phase 3: Student Appointment Scheduling
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Phase 3: Appointment Management
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Phase 3.5: Events & Forms
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What's Next? Project Prioritization
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Questions? Comments....

Discussion...

17


