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Personalized Lead Management 

• Ellen van der Aar 
Manager 

• Peter Oude Nijeweme 
Functional Application Manager CRM / SLcM 

• Tim Nijst 
Functional Application Manager SLcM / Web 



Personalized Lead Management 

• Founded in 1976 

• 6 faculties (SBE, FHML, FPN, FASoS, FDR, FHS) 

• Problem-Based Learning (PBL) 

• 20.000 registered students 

• >50% international students 

• 45.000 alumni 

• 3.800 employees (+/- 3.400 FTE) 
 



Personalized Lead Management 

Project: Personalized Lead Management 

Planning & challenges 
Benefits 
Solutions 
 



Personalized Lead Management 



Personalized Lead Management 

What is a Lead? 

Prospective student: an individual interested in programs 
offered by Maastricht University 
 

Personalized Lead Management 

Register and track leads and provide personalized 
marketing campaigns 



Personalized Lead Management 

Planning & challenges 

Development 
Jan-Apr 2014 

Testing 
May 2014 

Blueprint 
Sept-Dec 2013 

Integration of requirements formulated by all 
faculties into one solution 

Integration between CRM and apps 

Descripe all new test scenarios 
(HP QC) 

June 2014 



Personalized Lead Management 

Student 
Recruitment 
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Personalized Lead Management 

Admission (SAP SLcM) 
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Explore 

Orientation 

Student Recruitment 

Goal  
Find, contact and keep connected 
with leads until admission 



Personalized Lead Management 

Benefits for the lead 

• Information about upcoming events 

• Request brochures before and during events 

• Personal approach 
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CRM 

Events 

Brochures 

Email 
campaigns 



Personalized Lead Management 

Benefits for Student Recruitment 

 

• Standardized lead management process 

• E-Mail campaigns and follow-up  

• Reports  analyse, evaluate  improve strategy 

• Conversion rate of the leads (Lead  Student) 

• Event attendance and request brochures via app 

• Integration call management system (KANA) with CRM 

 

 



Personalized Lead Management 

Solutions 

• Administration of Leads 

• Organize and supply Events 

• Mail campaigns via segmentation and campaign automation 

• Fields of interests via marketing attributes 

• Brochures app (UI5-NetWeaver Gateway) 

• Call management (KANA Express) 

• Knowledge Base (KANA Express) 

• Reporting via SAP BI 

 

• Future ??  Fiori and HANA 

 



Personalized Lead Management 

Administration of leads 

Lead master data 

Marketing Attributes 



Personalized Lead Management 

Mail Campaigns via segmentation 



Personalized Lead Management 

Call management - KANA Email tickets 



Personalized Lead Management 

Knowledge Base - KANA 
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