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https://www.andrews.edu/president/fromtheheart/corevalues.html

At the heart of our organization lies a deep commitment to compassion, 

ensuring that every interaction is grounded in empathy and kindness. We 

build trust through transparency, fostering strong relationships with our team, 

partners, and community. Guided by integrity, we uphold the highest ethical 

standards, acting with honesty and accountability in all we do. Humility keeps 

us open to learning, valuing diverse perspectives and recognizing that growth 

comes from collaboration. We prioritize wellbeing, creating environments where 

individuals can thrive physically, mentally, and emotionally. Driven by a passion 

for justice, we champion fairness, equity, and inclusion in every decision. 

Finally, we embrace innovation, continuously seeking creative solutions to 

challenges, ensuring progress and lasting impact. Together, these values shape 

our mission and define who we are.

ORGANIZATIONAL VALUES



https://www.andrews.edu/administration/cao/2023/service-standards.html

➢ Information
• Knowledgeable
• Thorough
• Clear
• Accurate
• Transparent

➢ Time
• Two business days
• Efficient
• Accessible

➢ Emotion
• Empathetic
• Sympathetic
• Calm
• Pleasant

➢ Treatment
• Friendly
• Professional
• Patient

CUSTOMER SERVICE STANDARDS

https://www.andrews.edu/administration/cao/2023/service-standards.html
https://www.andrews.edu/administration/cao/2023/service-standards.html
https://www.andrews.edu/administration/cao/2023/service-standards.html


2025 ENROLLMENT & REGISTRATION SURVEY

Student Services Snapshot



• Financial Aid   3.56

• Text     3.56

• Live Chat    3.49

• Student Insurance  3.45

• Student Health/Medical  3.40

• Bookstore    3.37

• Housing    3.31

LOWEST RATED SERVICES FOR 3 YEARS (Good)



• Academic Advising   4.10

• Class Registration   3.98

• Vehicle Registration   3.97

• International Student Services  3.96

• Face to Face Interaction   3.93

• Enrollment Counselor/Coordinator 3.93

• MyAndrews Portal   3.88

TOP RATED SERVICES FOR 3 YEARS (Very Good)



• Customer Service Standards  2023 Fall

• Student Process Map   2024+

• Design-Thinking Workshop  2025 Summer

• Enrollment & First Stop Checklists 2025 Fall

INITIATIVES



CRM



P L A T F O R M  O V E R V I E W

What is greymatter CRM?
A full student lifecycle CRM for higher education, built on Microsoft Dynamics 365 — one connected record 

from first inquiry through alumni giving.

Recruit

Targeted outreach, automated 
campaigns, events, and 

recruiter dashboards

Admit

Configurable applications, 
automated routing and scoring, 

decision and award letters

Retain

Student portal, advising, degree 
planning, and AI nudges that 

flag at-risk students

Advance

Alumni and donor 
management, continuing 

education, and e-commerce 

registration

Under the hood:  Built on Microsoft Dynamics 365, integrating with the SIS, LMS, and other systems of record so data is entered once and shared 
everywhere.



CRM Project Timeline



CRM Framework/Benefits – SAM K

https://www.andrews.edu/provost/2023/service-standards.html



BE FO R E

✗ Recruitment, admissions, and advancement run on separate 

systems and separate teams

✗ Prospective students re-enter the same information at every stage

✗ Staff manually reconcile data between Banner, spreadsheets, and 

email

✗ No single view of a student from inquiry through alumni giving

A FT E R

✓ One CRM platform connects every stage: prospect, applicant, 

student, alumnus

✓ Information is entered once and flows automatically to every 

downstream office

✓ Banner ERP stays the system of record; the CRM and AI fabric 

keep it in sync

✓ Leadership sees one real-time view of every constituent

M E A S U R E D  O U T C O M E S

≤24 hrs
Faster inquiry-to-application 

response time

+2.4 pts
Increase in enrollment yield 

from better follow-up

+3.1 pts
Lift in first-year retention from 

earlier intervention

One student record

Information entered once and 

shared across the student 

lifecycle

10,000+
Expanded alumni engagement 

pipeline

THE IMPACT OF THE CRM / REORGANIZATION
Moving from Siloed Offices and Systems to One Connected Student Journey



1

2

3

Helpdesk – andrews.edu/help

4

helpdesk@andrews.edu 

CRM ACCESS & SUPPORT



• One Student, One View

• Centralized history, communication, and follow-up

• More Proactive Service

• Identify students who need action before they become problems

• Less Manual Work

• Automate reminders, routine communication, and follow-up

• Better Triage & Accountability

• Route inquiries to the right person and track resolution

• Data to Drive Decisions

• See student needs, workload, bottlenecks, and service trends

CRM BENEFITS 

Student Financial Services



• Applications can be exported in less than three minutes, 

allowing for faster and more efficient application processing.

• The Foundry team provides excellent support and offers a 

wide range of resources and assistance when needed.

• The International Credential Office can locate applicants 

more easily, making it easier to review and process 

international credentials.

• Documents can be easily clicked and dragged, making 

document management and organization more efficient.

• Notes can be added and edited directly within the system, 

allowing staff to keep important information and updates in one 

place.

CRM BENEFITS

Undergraduate Enrollment



Student Perspective

• Clear & User-Friendly: The portal is intuitive and visually 

appealing.

• Easy Tracking: The Application Dashboard provides a clear 

view of all submitted applications.

• Actionable Updates: Students can easily see pending 

supplemental items that need attention.

CRM BENEFITS

Graduate Enrollment



CRM BENEFITS

Graduate Enrollment



Enrollment Coordinator Perspective

•   Detailed Access: Provides quick access to in-depth applicant 

information.

•   Streamlined Decisions (Future): The ability to upload 

decision letters directly to the student dashboard is currently in 

development.

•   Process Improvement: This upcoming feature will save time 

and streamline communication for both staff and students.

CRM BENEFITS

Graduate Enrollment



ACADEMIC RESTRUCTURE



Academic Restructure - Web View

ACADEMIC RESTRUCTURE

https://www.andrews.edu/administration/cao/restricted/academic-structure.html
https://www.andrews.edu/administration/cao/restricted/academic-structure.html
https://www.andrews.edu/administration/cao/restricted/academic-structure.html


Academic Integration Final Stage



Academic Integration Colleges



2026-2027

Academic 

Structure

1. College of Arts & Sciences
1. School of Creative Arts & Humanities (new)
2. School of Education & International Studies (new)
3. School of Life & Molecular Sciences (new)
4. Department of Liberal Arts, General Studies & Interdisciplinary Studies
5. Department of Mathematics & Physics (new)
6. Department of Music
7. School of Social & Behavioral Sciences
8. Department of Religion & Biblical Languages

2. Global Campus (new)
1. Center for Adult Degree Completion (no name change; moved from CEIS)
2. School of Leadership (no name change; moved from CEIS)

3. College of Health & Human Services
1. Department of Medical Laboratory Sciences (no name change)
2. School of Nursing
3. School of Population Health, Nutrition & Wellness
4. School of Rehabilitation Sciences (no name change; School of Rehabilitation 

Sciences merged w/ School of Communication Sciences & Disorders)
5. School of Social Work (no name change; moved from CAS to CHHS)

4. College of Professions
1. School of Architecture & Interior Design
2. Department of Aviation (no name change)
3. School of Business Administration
4. School of Engineering & Computing (new)
5. Center for Innovation & Entrepreneurship

5. Seventh-day Adventist Theological Seminary
1. Department of Church History
2. Department of New Testament
3. Department of Old Testament
4. Department of Practical Theology & Discipleship (new)
5. Department of World Mission
6. Department of Theology & Christian Philosophy



Academic 
Units 
Deactivated

1. College of Arts & Sciences
1. Department of Agriculture
2. Department of Biology
3. Department of Chemistry & Biochemistry
4. Department of Engineering
5. Department of English
6. Department of History & Political Science
7. Department of International Languages & Global Studies
8. Department of Mathematics
9. Department of Physics
10. Department of Visual Art, Communication & Design

2. College of Education & International Services
1. School of Education
2. School of Graduate Psychology & Counseling
3. Department of Intensive English

3. College of Health & Human Services
1. School of Communication Sciences & Disorders

4. College of Professions
1. Department of Computing
2. Department of Accounting, Economics & Finance (removed in AY25-26)
3. Department of Management, Marketing & International Business (removed in 

AY25-26)
5. Seventh-day Adventist Theological Seminary

1. Department of Discipleship
2. Department of Practical & Applied Theology



2026-2027 Curriculum Changes.xlsx

Process Inventory for Department Change.xlsx

Terminology:

• Discipline: When a common core exists for a set of programs, it 
is considered as one discipline. When programs share a group of 
courses that are foundational or essential to the program, they 
may be considered as closely related disciplines.

• Stand-alone vs multi-disciplinary 

• Program Areas

RESOURCES / DEFINITIONS

https://liveandrews-my.sharepoint.com/:x:/g/personal/aimeev_andrews_edu/IQD6QomZ6RM5T6wjTkJIza4zAYOjty_xmI8QoBaUzqIT6hA?e=PqSBNW
https://liveandrews-my.sharepoint.com/:x:/g/personal/aimeev_andrews_edu/IQD6QomZ6RM5T6wjTkJIza4zAYOjty_xmI8QoBaUzqIT6hA?e=PqSBNW
https://liveandrews-my.sharepoint.com/:x:/g/personal/aimeev_andrews_edu/IQD6QomZ6RM5T6wjTkJIza4zAYOjty_xmI8QoBaUzqIT6hA?e=PqSBNW
https://liveandrews.sharepoint.com/:x:/s/DataIntegrityCommittee/IQDAhpMIbb94SLywqgeonyyZAbjDV05MgpopwwbGbq_Y-1s?e=V7Bgbd


IMPACT OF CRM / REORGANIZATION



IMPACT OF CRM / REORGANIZATION
Financial Administration



IMPACT OF CRM / REORGANIZATION
Financial Administration



IMPACT OF CRM / REORGANIZATION
Financial Administration



IMPACT OF CRM / REORGANIZATION
Financial Administration



IMPACT OF CRM / REORGANIZATION
Financial Administration



IMPACT OF CRM / REORGANIZATION
Financial Administration



IMPACT OF CRM / REORGANIZATION
Financial Administration



IMPACT OF CRM / REORGANIZATION
Financial Administration



QUESTIONS?



WHAT SERVICES DO YOU PROVIDE?



• Budgeting
• Financial policies & internal controls
• Institutional financial analysis
• Financial reporting & compliance
• Financial approvals and oversight

▪ contracts, A/P, CapEx, audit, etc.
• Treasury management

▪ banks, cash flow, investments

WHAT SERVICES DO YOU PROVIDE? 

Financial Administration



• Benefits
• Payroll
• Retirement
• Training
• University Wellness
• Employment/Evaluations
• Compensation
• Student Insurance

WHAT SERVICES DO YOU PROVIDE?
Human Resources



Enterprise Resource Planning (ERP), Application Development & Support, Database Management

Classroom Technology, AU Events & AV Support

Helpdesk, Tier One Support, Computer Refresh, Vendor & Contract Management, ITS Webservices

IPEDS Reporting, BI, AU Reporting

AU Technology Network, Data Center, Telecom (Zoom - UCaaS), Systems, Tech Infrastructure, DR

Administrative/Strategy Services 

- CIO, PMO, CISO, BI 

WHAT SERVICES DO YOU PROVIDE?
Information & Technology Services



WHAT RESOURCES ARE AVAILABLE?



Financial Records Website http://www.andrews.edu/services/finrec/

• Financial Policies (travel, business meals, gift cards, cash advances)

• Resources:

o "Account Numbers": What's FOAPA?

o Cheat sheets (frequently used acct numbers, dept codes)

Vault/My Account change to "Finance Self-Service"
To see Budget vs. Actual Live
No access? Email signed "Administrative Computing Request Form" to Sharyl Turon and James Lim.

Vault – Monthly org report (lag)

WHAT RESOURCES ARE AVAILABLE? 

Financial Administration

http://www.andrews.edu/services/finrec/
https://www.andrews.edu/services/its/admin-systems/account_request.pdf
https://www.andrews.edu/services/its/admin-systems/account_request.pdf
https://www.andrews.edu/services/its/admin-systems/account_request.pdf


• NEOED Learn/Perform
• Wellness Courses
• Retirement Estimates
• Voluntary Benefits (Legal, Life, AD&D, etc)
• On-going Benefits Management (Health, 

Dental, Vision, etc.)
• Employee Dashboard

WHAT RESOURCES ARE AVAILABLE? 

Human Resources



www.andrews.edu/its

Our Mission
Andrews University 
Information Technology 

Services (ITS) provides 
reliable access with 
responsive service and 

support to IT resources for 
operational needs.

We incorporate new 
technology, and improve 
processes for instruction, 

research, and administration. 
ITS provides the information 
infrastructure to empower 

our campus community to 
make effective use of 
information resources.

WHAT RESOURCES ARE AVAILABLE? 

Information & Technology Services



WHAT IS NEW IN YOUR AREA?



• Financial Master Plan (in future Financial 
Admin website)

• Collaborations:
▪ Tuition Revamp
▪ Tours Committee

WHAT IS NEW IN YOUR AREA?

Financial Administration



• NEOED Learn and Perform
• In the next few months you will see further 

tools rolling out from our NEOED package 
including:
• Onboard
• Insight
• Forms

WHAT IS NEW IN YOUR AREA?

Human Resources



• Andrews.edu/ai
• Zoom Phone @ Andrews
• Greymatter CRM (Student Lifecycle Tech)
• Freshworks (IT Service Management – ITSM)

WHAT IS NEW IN YOUR AREA?

Information & Technology Services



• Responsive Calendar.

• Referral Guide.

WHAT IS NEW IN YOUR AREA?

Systems & Operations

https://liveandrews-my.sharepoint.com/personal/villam_andrews_edu/_layouts/15/Doc.aspx?sourcedoc=%7BBBB357D8-ED59-49A0-AACC-6E342C9E6350%7D&file=Responsive%20Calendars%202.11%202.xlsx&action=default&mobileredirect=true&DefaultItemOpen=1


SUGGESTIONS / QUESTIONS?



What do you wish the departments 
represented would do to make their 
services and resources better?

SUGGESTIONS / QUESTIONS
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