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Project Name: “Purchasing & Implementing a Campus-Wide Customer Relationship Management (CRM Software)”
Contact Person(s):  Jeremy Johnson
Department(s)/Division(s): Admissions  
Strategic Direction(s): Innovate to enhance efficiency and provide access and opportunity   

Summary of Project Description - address the project’s purpose, goals, time line, impact, and assessment:

Purpose: A CRM would serve as the communication and analytical software that we MSU Moorhead needs to efficiently and effectively understand and communicate to both our prospective and current students.
Goal 1
: Using CRM software allows for personal customization each and every time we communicate with a prospective or current student and their families. Every piece of communication or web survey that is generated can be specifically targeted to the individual’s interest or applicable situation. Example: The Admissions Office sends out monthly emails to prospective students about MSUM. The only way we can customize the email is by individually querying out each interest group. By using CRM software the same general email about MSUM can be customizable by using easily to navigate point and click filters so each student, or group of students, receives a personalized email that contains videos, blogs and links that are specific to their interest.  
Goal 2: A CRM gives us ability to easily track and analyze with custom reports which messages and methods of communication are most effective to our prospective and current students. Example: When sending out an email message to our students, with the click of a mouse a report can easily be generated displaying which students opened the email and even which links they may have opened within the email. Additionally, a communication plan can be implemented which allows for an automatic response to be sent, such as a mailing generated, to anyone whose email is not valid.

Goal 3: A CRM alleviates the task of manually running queries and can be programmed to automatically run queries and even send out reports/updates based on specific dates or events. Currently student service areas such as Admissions, Financial Aid, Records, Business Office and others have specific communication pieces in place that are queried and sent to students. However, the queries must be redone each time and someone needs to administer each query that is completed. The CRM also allows everyone that is given access the opportunity to easily create and analyze reports.
Summary of Research and References – provide evidence to support the project’s need (e.g. student learning, recruitment, demographic, usage survey, or peer institution data)


A great deal of discussion is occurring in high education regarding the implementation and use of CRM software. Many believe that because we do not have “customers” but rather students which we serve have no need for Customer Relationship Management software. However, there is overwhelming support for college and universities to rethink the way they communicate with students both current and prospective. Additionally, more and more responsibility is being placed on the University by its “customers” to “sell” them on the idea that this is the best place for them to learn and gain valuable experience as a student. Today’s students are more indecisive and mobile than ever, that combination places a great burden on the University to effectively market its programs and services specifically to each student, a CRM would allow MSU Moorhead to do just that.  
Summary of Project Budget   Dollar Amount

         Funding Source

Net Funding Request:                        $50,000 (Implementation)
 work plan initiative funds
Estimate of ongoing expenditures:  $10,000 annually

Funding Request:       _X_ One-time    _X_ Base budget    ___ Seed money     ___ Internal reallocation
