
May 20, 2010 

More than just email!
CRM

OEM RETREAT



May 20, 2010 OEM Retreat

Presenters
Michael Fatten Interactive Communication
Treena Bennett Office of Student Financial 

Assistance
Sarah Dvorak Office of Admissions
Brian Piret Office of Scholarships



Overview - Email
2008-2009 totals 2009-2010 totals
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Overview – BeIU page

Sent to 96,091 
prospective students

• 14,585 Visits
• 6330 Active
• 1656 Engaged
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Overview – Automated Campaigns
Campaigns sent 

• 314 in MyIU
• 479 in BeIU
• Dynamic
• Recurring
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Overview – Personalized Video

• Sent to 19,900 admitted 
students 

• 8581 Viewed
• 3177 Clicked link
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Overview – Video Chats
Scholarship eligible admitted 
students

• In state
• Out of state
• Scholarship reception 

attendees
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Orientation
• Birthday greetings

• Bi-monthly FYE newsletter

• Pre and Post orientation emails



May 20, 2010 OEM Retreat

Registrar
• Immunization requirement reminders

• Residency Audit   (IUBLA only)

• E-Bulletin
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Office of Student Financial Assistance

• Email Communication
• Extending  business processes with 

targeted communication
• Import process to identify students rather 

than loading sensitive data 
• Track and use of results
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Office of Admissions
• Virtual Advisor 
• Call-a-thons/Telecenter
• Interest Page/BeIU Page
• Automated Communication Plans



Telecenter
• Allows admissions to call selected 

populations and track the success of the calls
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Telecenter
• Scripts can be entered and automatically 

populated with each student’s information.
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Telecenter

• In 2009-2010, admissions made 2,647 
calls using Telecenter during 12 different 
calling events.

• Reached out to admitted students -
minority and 11 out-of-state geo. Markets
LA, San Diego, Chicago, Cincinnati, St. 

Louis, New Jersey, New York, 
Maryland, Dallas, DC metro, and 
South Florida
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Virtual Advisor
• Allows student and parents to type in key words 

and find answers to frequently asked questions
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Virtual Advisor
• 92 key word “questions” generate the different 

responses
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Virtual Advisor

• Since January 2009, students and parents 
have asked 39,693 questions.

• Fall 2009 was most popular.
4,357 questions asked in Oct 2009
3,839 questions asked in September 2009
3,033 questions asked in November 2009

• These three months make up 29% of the 
questions asked since January 2009.
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Virtual Advisor

• Most popular key word questions:
Tuition (3174 questions asked)
Majors (2510 questions asked)
Admission requirements (2401 questions 

asked)
Application Timeline (1925 questions asked)
Application status (1697 questions asked)
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BeIU / Interest page

• Students tell us about 
themselves and their 
interests and we build a 
personalized web page 
just for them.

May 20, 2010 OEM Retreat



BeIU / Interest page
• 14,585 visits to the page
• Students spend an average of 14 min. 33 sec. 

on the page
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BeIU / Interest page
• Links most frequently clicked on:

Application status check (276 students have 
clicked)

Athletics (273 students have clicked)
Admission standards (264 students have 

clicked)
Meet your admissions counselor (232 students 

have clicked)
Scholarships and financial aid (213 students 

have clicked)
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Surveys on BeIU page
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Office of Scholarships
• E-mail Templates

- Near 100 new email templates in 
support of multiple events

• Exports – Renewal Letter & General Info
• Consolidated Award Letter
• Herbert Presidential Preview Survey

- Leverages BEIU Page Format
• MIRA – Event Management
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Office of Scholarships
• Dynamic E-Mail Communication Plan for 

the Selective Scholarship Application
• National Merit Letters
• National Hispanic Scholar Letters
• Scheduled Exports

PAID data for individual scholarship 
programs automatically e-mailed to 
interested parties

• Prototype Dashboard
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Your Questions?
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