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A. Title Building Life Long Relationships 

B. Goal 
 

Develop a contact relationship management system to increase repeat 
business for the College, expand the ways we communicate with our 
stakeholders, increase conversion rates for donors and learners, and identify 
learning needs. 

C. AQIP Category that 
this Action Project will 
most affect or impact. 

Category 3: Understanding Student and Stakeholder Needs 

D. Reasons for this 
project to be done 
 

One of the NMC’s five strategic directions is to establish lifelong relationships 
with our learners. To do that, we need to know who they are, know how NMC 
interacts with them, and have communication tools and strategies in place. In 
addition, as funding from the State of Michigan continues to be a smaller 
percentage of our budget, and as we work to control increases in tuition, we 
recognize the need to generate revenue by increasing enrollment and 
increasing donations. 

E. The organizational 
areas most affected by 
or involved in this Action 
Project. 
 

● Student Services and Enrollment Management 
● Resource Development 
● Public Relations and Marketing 
● Lifelong and Professional Learning 

○ Training Services 
○ Extended Education Services 

● Dennos Museum 
● Hagerty Conference Center 
● Information Technology Services 

F. Organizational 
processes to change or 
improve. 

● Communications management 
● Recruiting and registration (sales) 
● System integration – sharing data 
● More timely and accurate data, and reduced duplication of effort in 

data maintenance 
● Fund raising/donor retention and conversion 

G. Rationale for the 
length of time planned 
for this Action Project. 

The project is divided into phases. The first phase, monitoring our 
stakeholders/contacts, is the integration of our data via a contact relationship 
management system will have a timeline of about nine months. This is the 
critical component of achieving a unified vision of our various stakeholders.  
The next phase, communicating with our stakeholders/contacts, uses the 
integrated system to more effectively communicate. This phase will start 
during the first phase but have a target completion date three months after 
Phase 1 ends.  The next phase, learning about our stakeholders/contacts, is 



 

 

less specific because the amount of work involved will depend on the selected 
system. Finally, the last part of this project is the user portal, which is tentative 
at this time. We need to explore the possible benefits of such a system and 
whether it is worth the investment. 

H. Monitoring Plan The Action Project team will have a web site available to everyone at NMC. We 
will submit periodic updates to our employee newsletter, and will have regular 
communications with the President’s Council. 

I. Outcome Measures 
 

● Ability to see information and communications about and with our 
stakeholders/contacts in a single place 

● Ability to institute communication plans (rule-based mechanism for 
selecting clients by attributes, timing, previous communications) to 
provide targeted communication 

● Ability to link stakeholders/contacts with courses, events and activities 
based on their past interests and profiles 

● Increase the number of repeat donors 
● Increase the conversion rates from prospects to learners and donors 
● Expand the donor pool by increasing the number of alumni who give 

J. Other information  

K. Project Leader and 
contact person 

Craig Mulder, Executive Director for Learning Resources and Technologies, 
cmulder@nmc.edu, 231-995-1061 

 

Project scope, 
constraints, and 
assumptions 

 
 
 

Team membership  

Preliminary project plan 
(timetable for what the 
team will do) 

Phase 1: Monitoring our stakeholders/contacts – By June 30, 2013 
Identify Needs and Requirements 
Explore CRM solutions and capabilities. Determine what approach to 
take. 
Select and implement a CRM system  
Develop standard language and definitions for transferring data 
between our systems 
Develop policies and procedures for managing our contact information 
Provide  training in the system and procedures 

Phase 2: Communicating with our stakeholders/contacts – By October 31, 
2013 

Develop and implement communication plans and flows to fit with our 
existing processes 
Identify populations (on-going and ad-hoc) 
Provide training 

Phase 3: Learning about our stakeholders/contacts – January 31, 2014 
Develop ways to use the system to learn more about our 
stakeholders/contacts via data mining, reporting and visualization 

Phase 4: Moving contact management to www.nmc.edu – June 30, 2014 
Evaluate the benefit of using the NMC web site as a marketing tool for 
our users 
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