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Customer and Operations Management with CRM 

Increases Enrollments 

Streamlines Marketing and Selling Efforts 

Enhances Student and Company Relationships 

Enables Course Management Activity Effectiveness and Efficiency 

Reduces Administrative Costs 

Innovative and Affordable 
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ü Customer and Operations Management with CRM is designed specifically for 

organizations providing continuing education and non-credit course offerings.   

 

ü Customer and Operations Management with CRM is an innovative and affordable 

solution, which improves enrollments, streamlines marketing and enhances student and 

company relationships. 

 

ü Customer and Operations Management with CRM provides all the functionality 

required and desired to reduce operating costs and improve the efficiency and effectiveness of 

course management activities. 

 

ü Customer and Operations Management with CRM delivers the information 

required to meet your organization's goals - lots of profitable and satisfied students over time.  

WHAT IT IS AND WHAT IT DELIVERS  



Customer and Operations Management with CRM  

flatbridge : 550 Pharr Road, Suite 212; Atlanta, GA 30305;  Tel.877 -352 -8274; www.flatbridge.com  3 

THE INSIGHT IT PROVIDES  

Customer and Operations Management with CRM brings to the user's fingertips, with 

the click of a mouse, the answers to questions such as:   

 

1. How can I grow my program without sacrificing student satisfaction?  

2. How can I gain better insight to my students' and my client companiesô needs and wants?  

3. How can I create and maintain ongoing relationships with my students that are uniquely valued 

by each of them?  

4. How do I improve the effectiveness of my sales calls and reduce the cost of my total sales calls?  

5. How do I reduce the cost of my advertising and promotion campaigns, while making each more 

effective?  

6. How can I free up more of my manager's time to spend on out-reach sales calls? 

7. How can I make my course management activities more effective and efficient? 

8. How do I more effectively communicate with instructors? 

9. How do I get greater penetration into the custom course program market with my limited 

marketing and sales resources? 
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ü There are no complex or cumbersome queries to write and rewrite in order to gain access 

to the data you need to respond to key business questions. Customer and Operations 
Management with CRM provides the information required by marketing and sales 

managers to identify and create the path on which to migrate prospects to leads, leads to 

students, students to repeat students, all with a simple point and click.  

 

ü Customer and Operations Management with CRM  is designed for 

organizations with limited resources, infrastructure and time for an expensive and large-

scale technology implementation. Customer and Operations Management with 
CRM can be fully operational within hours.  

 

ü During the same week you install Customer and Operations Management with 
CRM, you will be empowering associates in all departments with the information and tools 

to communicate, streamline course management and marketing processes, and manage 

individual and team efforts. You will also be making your students and companies feel 

important and loyal, giving you an edge over competitors. 

HOW IT SIMPLIFIES THE PROCESS  
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HOW IT INNOVATES  

ü Customer and Operations Management with CRM  is a leap-frog 

innovation to traditional course registration software. It provides a platform for a 

customer-centric operation with significant efficiencies in its imbedded business 

processes.  

 

ü Customer and Operations Management with CRM  enables you and your 

associates to convert the data in your course management business processes into 

intelligent and intuitive views that provide powerful marketing and sales information, 

and performance measurement information.  

 

ü Customer and Operations Management with CRM  accomplishes all of 

this with the point and click of a mouse, without the need to write or rewrite complex 

database queries. 
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HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  

Customer and Operations Management  allows you to 

create precisely targeted campaigns and harness all of the power of 

your data to engage students and prospective students in an 

extremely personalized manner. You can now, with a click of a 

mouse, obtain views into your data that will allow you to segment 

your students and prospects according to specific profiles and 

preferences such as job classification, interest and geography. 
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Customer and Operations Management  

provides the tools your associates need to proactively 

manage student and company prospects through the sales 

funnel.  This approach, taking each prospect from the 

Inquiry through Enrollment phases of the selling cycle, 

ensures optimal conversions at the lowest possible cost.  

There are a number of tools to ensure success. 

ü  Pre-scripted emails can be delivered at each phase of 

the sales funnel to each prospect to reinforce your 

marketing and selling messages, encouraging the 

prospect to move to the next phase in the sales process.   

ü  Coaching scripts call be initiated with the click of a 

mouse to give your sales associates finger tip access to 

the key selling messages for a particular course as they 

are on the telephone with the prospective student. 

All of this ñintelligent sellingò occurs with the click of a 

mouse button.  Because there are significant differences 

in the marketing and sale of custom course programs and 

open enrollment courses, there is a distinct sales funnel 

management feature for each.  

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Customer and Operations Management allows you to quickly and effectively launch and 

manage email marketing campaigns.  You create a discriminated target list using Quick Search, you 

assign your list to an email (one of your pre-scripted emails or a custom email), then click Send.  

This is as easy and as fast as 1,2, 3.  Now that the email campaign has been launched, how effective 

has it been?  As soon as each email is opened, the action is captured by Customer and 
Operations Management and is reported to you, by person who viewed the email. You have 

immediate automatic reporting of the penetration of your campaign. 

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Customer and Operations Management  not only provides instant feedback on the success 

of an email marketing campaign, it also provides detail information about the campaign in each 

studentôs or perspective studentôs record, in the contact history section.  The contact history for each 

name is a compilation of all of the detail contacts with this student or prospective student organized 

by emails sent, email campaigns the name was included in, and other contacts with the student or 

perspective student. 

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Customer and Operations Management provides excellent visibility for the 

management of sales and marketing efforts.  One of the tools which assists in this effort is the 

Sales Contact Report series.  These reports present views into all of the contact history between 

your sales personnel and the contacts in your client and target companies.  This series of reports 

is available for a selected date range by company and by sales person.   

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Customer and Operations Management  not only allows you and your 

associates to see information in traditional formats, but also provides instant insight 

into information in a geographical format. 

Black pushpins indicate regional inquiries from radio campaigns.  Red pushpins represent subsequent registrations. 

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Marketing and Sales Operations Needs How COM Responds 

360-Degree View of Customer 

Interactions 

Contact Management ï http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093  

Contact History - http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093 with interaction 

history of conversations, emails, correspondence, direct mail efforts, etc. 

To Do Management ï http://reg.flatbridge.com/admin/todos.aspx and 

http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093  

Registration History - http://reg.flatbridge.com/admin/studentregisterinfo.aspx?id=67093  

Financial History - http://reg.flatbridge.com/admin/studentfinancials.aspx?id=67093  

Materials Archive ï http://reg.flatbridge.com/coursematerial/addstudentmat.aspx?id=67093  

Participant Accessible Contact Information Update ï 

http://reg.flatbridge.com/studentsite/updatestudentinfo.aspx?id=67093  

Related Party Visibility ï http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093  

Contact Preference Info - email type, do not mail, preferred contact method, etc. 

http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093  

Web-Based Collaboration 

Identifying Needs and Wants Online Survey Tool ï http://reg.flatbridge.com/survey/surveys.aspx provides intake and report 

compilation functions 

Reference Sources Ready Reference - http://reg.flatbridge.com/admin/courseinfo.aspx?id=472  

Life-Long Learning Relationship 

Device 

Personalized Individual Websites - http://reg.flatbridge.com/studentsite/studenthome.aspx  

Professional Development and Career Management Tools ï 

http://reg.flatbridge.com/studentsite/reading.aspx and http://preg.flatbridge.com/studentsite/career.aspx  

Networking Tools ï http://reg.flatbridge.com/studentsite/network.aspx  

Course Calendars and Course History -  http://reg.flatbridge.com/studentsite/scourseinfo.aspx  

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  

http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093
http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093
http://reg.flatbridge.com/admin/todos.aspx
http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093
http://reg.flatbridge.com/admin/studentregisterinfo.aspx?id=67093
http://reg.flatbridge.com/admin/studentfinancials.aspx?id=67093
http://reg.flatbridge.com/coursematerial/addstudentmat.aspx?id=67093
http://reg.flatbridge.com/studentsite/updatestudentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093
http://reg.flatbridge.com/survey/surveys.aspx
http://reg.flatbridge.com/admin/courseinfo.aspx?id=472
http://reg.flatbridge.com/studentsite/studenthome.aspx
http://reg.flatbridge.com/studentsite/reading.aspx
http://preg.flatbridge.com/studentsite/career.aspx
http://reg.flatbridge.com/studentsite/network.aspx
http://reg.flatbridge.com/studentsite/scourseinfo.aspx


Customer and Operations Management with CRM  

flatbridge : 550 Pharr Road, Suite 212; Atlanta, GA 30305;  Tel.877 -352 -8274; www.flatbridge.com  13 

Marketing and Sales Operations Needs How COM Responds 

Sales Funnel All Program View - http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx  

Detail Drill-In - http://reg.flatbridge.com/campaignmgmt/campaignemails.aspx?id=48  

Individual Program Comparative Funnel -  http://reg.flatbridge.com/admin/coursefunnel.aspx?id=472  

Participant Funnel History - http://reg.flatbridge.com/admin/studentsalesfunnel.aspx?id=67093  

Direct Mail/Newsletter 

Communications Manager 

List Management - http://reg.flatbridge.com/admin/listinfo.aspx and advanced search 

http://reg.flatbridge.com/custom_reports/participants.aspx  

Campaign Management - http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx  

Contact Interaction Management - http://reg.flatbridge.com/admin/listbroadcast.aspx  

Interactions Annotated at Customer Level - 

http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093  

Marketing Profile Dimensions Interest Codes, Occupational Codes, Referrals and Referral Codes - 

http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093  

Job Title, Management Function, Salary Range, People Supervised, Education, Birth Date - 

http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093  

Message Consistency Tools 

 

Funnel Scripts - http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093  

Emails Scripts - http://reg.flatbridge.com/admin/studentregisterinfo.aspx?id=67093  

Sales Funnel Supporting Material - http://reg.flatbridge.com/contactmgmt/salesfunnel.aspx  

Admit and Acceptance Letters - 

http://reg.flatbridge.com/admin/waitlist_approve.aspx?format=1&id=24968  

Performance Measurement Marketing Performance - http://reg.flatbridge.com/admin/quickreports.aspx , i.e. sources of referrals, 

media effectiveness, campaign effectiveness, brochure effectiveness, time in sales funnel monitor, 

etc. 

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Several Marketing and Sales Operations Questions How COM Responds 

1. How can I gain better insight into the needs and wants of my key 

markets? 
1. Web survey tool - http://reg.flatbridge.com/survey/surveys.aspx  

2. How can I create on ongoing relationships with my students and client 

companies? 

2. Student and company websites ï 

http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093 , then click on 

Logon participant website and 

http://reg.flatbridge.com/admin/companyweb.aspx?id=678136 , then click 

on Logon to company website 

3. How can I improve the effectiveness of my sales calls and reduce the cost 

of my total sales calls? 

3. Sales funnel discipline and focus ï 

http://reg.flatbridge.com/admin/coursefunnel.aspx?id=472 and 

http://reg.flatbridge.com/contactmgmt/salesfunnel.aspx and 

http://reg.flatbridge.com/admin/studentsalesfunnel.aspx?id=67093 and 

http://reg.flatbridge.com/admin/studentsalesfunnelreferral.aspx?id=67093 

and http://reg.flatbridge.com/custom/customfunnel.aspx  

4. How can I measure the effectiveness of my advertising and promotion 

campaigns? 

4. Campaign management - 

http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx and 

http://reg.flatbridge.com/custom_reports/participants.aspx  

5. Can I get geographic displays of my market data? 5. Yes, with the integration of mapping software, geographic oriented views 

can be played-up. 

6. What can I expect in custom program sales in the next six months? 6. Custom program sales funnel and reports, 

http://reg.flatbridge.com/custom/customfunnel.aspx  and then click Sales 

View Account Mgr (Detailed), 

http://reg.flatbridge.com/sales/customgoals.aspx .   

7. When do I need to start the selling process for program X or for program 

Y, and what marketing approach works best for each program? 

7. Sales funnel reports reflecting number of days in each stage of the funnel 

with information on funnel yield, i.e. if I send 10,000 emails how many 

enrollments do I receive and how does this vary by program type.  The same 

types of questions can be asked of media ads and brochures.  (This 

information is sourced at the time the person is entered into the sales funnel.) 

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Business Process Steps Work Steps 

1. Chanika Angchaisiksiri is sent an email in a broadcast email campaign 1. Create a complex query to pull a list of names from database, 

http://reg.flatbridge.com/custom_reports/participants.aspx .  Can have the 

list in web format or Excel format.  Can use list for email broadcast from the 

application or send Excel list to fulfillment house for hard copy mailing. 

2. Create a campaign and track the broadcast email results, 

http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx .  

3. Create an email script for the campaign, 

http://reg.flatbridge.com/contactmgmt/salesscriptadd.aspx?type=2 .  

4. Mail the email script to the list of names, 

http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx .   

5. All name records are marked in Contact History that name was included 

in campaign 

http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093 and 

campaign results are summarized on ongoing basis, 

http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx .   

2. There is a low number of responses to the first wave of the email blast.  A 

second wave of the same email is sent to those who did not view the first 

wave email. 

1. Mail a second wave of the scripted email, 

http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx .  Add to a list 

the names the first wave of the email was sent to.  Exclude from the list 

those names that have already viewed the email.  Email to the modified list 

the first email.  Repeat the process in two weeks using the same process to 

increase penetration into the names on the list. 

Overview of Business Process Steps Associated with Tracking Target Account Activity 

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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Business Process Steps Work Steps 

3. Chanika calls or emails responding to the email asking for information.  

(If Chanika calls in because of a personôs referral, we could capture that 

information, associating Chanikaôs call with a name in the database.  If there 

was a link in an email to a website, that information could also be captured.) 

1. Document Chanikaôs phone call in Contact Management, 

http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093 and 

http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093 .   

2. Place Chanika into the Sales Funnel for the particular program, 

http://reg.flatbridge.com/contactmgmt/salesfunnelcontact.aspx?id=67093 , 

then 

http://reg.flatbridge.com/admin/studentsalesfunnelreferral.aspx?id=67093 .   

4. Chanika gets additional information from the office on the program. 1. Send a scripted email explaining the benefits of the program, 

http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093 , then click send 

on Email Management after selecting a script.  (Typically there are scripts 

for each program.  Attachments can be added to the email.  These emails are 

tracked in Contact History.)  The script will likely have a hot link to a web 

program registration form. 

5. Chanika reads the email and decides to attend the course.  She clicks the 

hot link and is taken to the online registration form.  She provides the 

information requested. Chanika receives an email response acknowledging 

her registration. 

1. The information is automatically transferred into the database and 

Chanika is applied to the program with all appropriate records being 

updated.   

2. An auto response confirming email is sent to her.   

3. A person in the office is alerted to her registration, via a To Do and an 

email, and takes the next steps in the business process.   

4. Chanika is registered in a program. 

5. Sales funnel is updated automatically for Chanikaôs registration in the 

program. 

Overview of Business Process Steps Associated with Tracking Target Account Activity 

HOW IT INNOVATES ï MARKETING AND SALES OPERATIONS  
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HOW IT INNOVATES ï CUSTOMER INTERACTIONS  

Customer and Operations Management  provides the opportunity for you and your 

associates to have a continuing relationship with each of your students and prospective students 

in an individualized, but very cost effective manner.  Individual student and prospective student 

websites are created as each logs in.  Here they can access their course information as well as 

your marketing messages.  There are numerous features on these individualized websites to 

keep them coming back and to keep your programs in front of them.   
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Customer and Operations Management  provides information on courses taken, courses 

recommended, job position tracking information, networking opportunities, etc.  All of these 

features are designed to make this website a destination point for both students and prospective 

students.  All of these features provide the basis for continuing relationships with the students, 

even when they change jobs. Through the student website you also have the ability to survey 

students and prospective students regarding their needs and wants. 

HOW IT INNOVATES ï CUSTOMER INTERACTIONS  
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Customer and Operations Management  

gives each student the capability to obtain 

information on a number of dimensions for a 

particular course.  The student can access: 

ü  Biographical information on the instructors 

ü  Information on classmates 

ü  Course materials 

ü  Logistical information for a course 

ü  Evaluations for instructors 

ü  And a complete description of the course 

This portal to course information brings all of the 

information the student needs about a  course to 

her fingertips, at her convenience. 

HOW IT INNOVATES ï CUSTOMER INTERACTIONS  
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Customer and Operations Management  recognizes that communication is  the enabler of 

relationships.  The individual student sites build a communications link to individual students, 

additionally there is the same type of communications link available for the Company personnel 

who register the students for courses or who have responsibility for developing custom course 

programs for groups of executives.   

Unique company sites are deployed for all of your company clients.  These password protected 

sites are customizable for your particular marketing messaging needs to the viewers of the site.  

The site also provides information to company personnel regarding an historic record of courses 

taken by company personnel, as well as courses registered for but not yet taken.  Additionally, 

contact information is posted. 

HOW IT INNOVATES ï CUSTOMER INTERACTIONS  
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Two unique features of the site are its custom course program developer and its communications 

center.  The custom course program developer is a tool to assist company personnel to take the 

first steps in considering what they might want in a custom program.  It starts with the definition 

of a specific business need and progresses to the identification of specific capabilities which 

could be trained by the program.  Since this design tool is accessible on the company website, it 

is available to company personnel at their convenience.  The information they input on the site is 

automatically forwarded to your custom course program personnel for follow-up. 

HOW IT INNOVATES ï CUSTOMER INTERACTIONS  
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Another unique feature to the company website is the communications center.  You can post 

information to this section of the site which is downloadable by company personnel.  There is 

also the capability to deliver a web-based custom course program proposal via the site.  

Proposal information is input with simple keystrokes into a text box.  No HTML capability is 

required to post this text to the company website, just the click of a mouse. 

This portal brings all of the information about you and your program capabilities to the 

fingertips of the key personnel at your client companies, at their convenience. 

HOW IT INNOVATES ï CUSTOMER INTERACTIONS  


