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Marketing	Automation	Platforms	(MAP)

• UWindsor	Approach:	Student	Engagement	CRM
• Implementation	Insights
• Q	&	A
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OVERALL OBJECTIVE

Build Loyal Student and Alumni Base
Send highly personalized messages and content in a timely manner to 
ensure better engagement

ROI
Measure individual campaigns to ensure maximum return on 
investment of marketing resources

Increase Student Recruitment and 
Retention Rate
Understand pain points and critical touch points across student 
lifecycle to increase student recruitment and retention rate

Streamline Communication Effort
Provide standardized communication experience across faculties

Discover

Explore

Apply

Enroll

Retain

Graduate

Support

Student
Lifecycle

Business Case
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Oracle	PeopleSoft	and	Cloud	solutions	are	being	implemented	for	this	project:
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Project Scope
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High-level Challenges
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Project Overview



Student Engagement CRM

UWinsite
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• Customer Relationship Management System

• Makes the recruitment team more productive

• Make the sales process simpler

• Improves the overall customer experience

• Provides analytics to inform business decisions

• Generates and tracks leads
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What is a CRM?



• Marketing Automation Platform

• Generates and qualifies leads

• Nurtures leads from suspect to student

• Manages email marketing campaigns

• Reports on the success of various campaigns

What is a MAP?
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Digital Marketing Automation



• What is the difference?
• Both collect and manage customer 

data
• Both trigger sales and marketing 

actions
• Both have elements of marketing 

automation

• The real difference is in the 
emphasis:

• CRM emphasizes the sales 
process

• MAP emphasizes online marketing
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CRM & MAP Comparison



Student Engagement CRM
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Service Cloud



1980s 1990s 2000s 2010s

Empowered
Customers

Digital is
Humanized

Knowledge
Everywhere

Internet of
Things

Mobile	as	
Primary	Channel

Cross-Channel
Service

WHAT’S	NEXT

Channels, Devices, Technologies & Behaviors

Changing Landscape
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1 channel 2 channels 3 channels 4 channels 5 or more channels

25%	of	students
use	less	than	3	
channels

75%	of	students
use	3	or	more	
channels

*Source: Ovum

Most	Students	Cross	Many	Channels

More Channels, More Choice, More 
Access
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INCREASE OPPORTUNITIES

IMPROVE CONVERSIONS

DRIVE MORE SALES

ACQUISITION
(INCREASE REVENUE)

INCREASE SATISFACTION

IMPROVE LOYALTY

DRIVE HIGHER ADVOCACY

RETENTION
(STRENGTHEN 

RELATIONSHIPS)

INCREASE  PRODUCTIVITY

IMPROVE SELF SERVICE

DECREASE OPERATION COSTS

EFFICIENCY 
(LOWER EFFORT)

Achieve Sustainable Growth
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Modern	
Customer
Service

Engage	Customers
Make	it	easy	for	customers	to	
engage	with	your	brand

1 2
Empower	Employees

Make	it	easy	to	serve	
customers

3
Adapt	Quickly
Easily	adapt	to	the	changing	
needs	of	your	business

Become A Modern Customer Service 
Organization
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ORACLE
COMMERCE	CLOUD

ORACLE
SALES	CLOUD

ORACLE
MARKETING	CLOUD

ORACLE
SERVICE	CLOUD

ORACLE
SOCIAL	CLOUD

Cross	Channel
Contact	Center

Knowledge
Management

Web	Customer
Service

Policy
Automation

Service	Cloud	Platform

Field	Service
Management

The Oracle CX PortfolioService Cloud
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Registrar’s
Office

Student Finance
(Awards/Financial Aid & Cashiers)

Recruitment Alumni

Advising
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Preliminary Implementation Areas



Proof of Concept
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Career
Services

Student
Success

Alumni
Relations

Recruitment
and

Application

Onboarding
and

Enrolment

Office of 
the

Registrar

Information
Technology

Services

Admission &
Records

Office

Various
Faculties

Stream 1: 
Kick off, Discovery and 
Build Student Personas 

and Journeys

Stream 2: 
Perform Fit-Gap to 

understand the future 
marketing needs

Stream 3: 
Implement the first 

campaign to Engage 
Prospective students

Key Streams of Work

Over the past few Months, we have conducted multiple sessions 

to explore, create and refine key streams of 
work to support University of Windsor in it’s over arching vision to 
becoming more student centric and increase engagement by 
creating meaningful personalized communication
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Preliminary Work
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Behavioral Tracking
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Segmentation
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Progressive Forms
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Responsive
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Subscription Management



UWinsite
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Possible Users

Applications

Admissions

Student	Life

Student	Services

Career	Services

Alumni	RelationsOutreach

Onboarding	&	
Enrollment

People
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Possible Users

Data Model
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• Policy for the Use of 
University Electronic 
Mailing Lists

• Terms and Conditions 
for Use of the University 
Website

• Subscription 
management

• Canada Anti-Spam 
Legislation (CASL)

P
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Policy Alignment & Coherence
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Campaign Approval
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Brand Conformance
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PrivacyPrivacy
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Access

• Justification

• Training 
requirements

Access
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Data Stewardship

• Record owners?

Data Stewardship
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Questions?


