
Utilization of a CRM in Graduate 
Enrollment Management 



Olivia Nash, Assistant Dean 
 • Recruitment & Marketing 
• Admission Processing & Operations 
• Graduate Student Services 



University of the Pacific at a glance 
• California’s first chartered institution of higher education, founded in 1851 
• Private, three city university : Stockton, San Francisco and Sacramento 
• Total enrollment (2017): 6,307 

– 3,607 undergraduate 
– 1,124 graduate 
– 1,583 first professional 

• 80+ undergraduate majors, 30+ graduate programs, 3 first-professional programs 
• Launched 13 new graduate programs since 2015 



Who has a Customer Relationship 
Management system (CRM)? 



What is a CRM? 



Graduate Enrollment Management 
Pacific’s Graduate School CRM Utilization 



University of the Pacific’s CRM 
• Salesforce with TargetX platform (Salesforce native in 18 months) 
• CRM team of 3 plus Graduate School Operations Lead & Marketing Lead 
• Graduate School utilizes the CRM for: 

– Data Storage & Funnel Tracking 
– Event Management 
– Email Campaigns 
– Reporting 
– Data Visualization & Analysis 

 
 
 



Data Storage and Funnel Tracking 



Data Funnel 

CRM Banner 

Leads/Lists 

Inquiries 

Applications 



Admission Workflow 



Data Capture 
• Contact information 
• Intended majors, degrees, terms 
• Biographical information 
• Interest level (low interest, high interest) 
• Source type 
• Emails received- mass and personal 
• Events registered/attended 
• Full application including enrollment 

history, recommendations, test scores, 
etc. 

• Phone calls, in-person meetings, notes 
• Build out custom fields 

 
 
 
 





Event Management 



Event Calendar 







Email Campaigns 



3 ways Graduate School 
uses the CRM for Emails 
• Electronic Communication Plan- trigger 

emails 
• Mass communication campaigns 

– Event promotion (Grad School + Program 
Specific) 

– GRE campaigns (program specific) 
– Deadline reminders 

• BCC to Salesforce function 
 



Electronic Communication Plan- Email Triggers 
ELECTRONIC COMUNICATIONS FLOW: GRADUATE

Email Name Theme Content Type Content Title Audience Trigger

Programmatic auto response

Request of information Email E-Com: <program> 1 Inquiry

Inquiry form completed

Grad Admission auto reponse
Drive to apply Email E-Com 2 Inquiry

Inquiry form completed

Submit app reminder
Drive to submit app Email E-Com 3 In-Progress Applicant

Application started

Supplimental items reminder
Drive to complete app Email E-Com 4 Submitted Applicant

Application submitted

App complete email
App notification Email E-Com 5 Complete Applicant

Application complete

App Decision Decision notification Email Graduate Admission Decision Applicants with a decision
Decision processed- maual 

Confirmation reminder
Confirm enrollment Email E-Com 7 Accepted applicants

Accepted but not confimed after 
3 weeks

Grad Studies Dean email
Welcome to Pacific Email E-Com 8 Confirmed applicants

At time of confirmation



Mass Email Campaigns 





Calendar: 
• Emails 
• Events 
• Social media 



Email Campaigns 

Trigger emails + BCC to Salesforce emails 

Salesforce Contact Record View 



Result- complete snapshot of student lifecycle from 
inquiry through enrolled student 
 





Reporting 



You can report on any 
data set in the CRM 

• Applicant reports for programs 
• Inquiry reports for programs 
• Lead/inquiry reports for digital 

marketing 
• Events reports showing program, 

attendance, applications started 
• Confirmed student reports 
• Enrolled student reports 

 
 
 



Individualized report folders for programs 



Data Visualization & Analysis 



Go to Analytics Studio 



Q & A 
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