
Using Microsoft Dynamics 

CRM as Student Relationship 

Management (SRM) Solution 

“Microsoft Dynamics CRM helped us to become modern service 

institution which is able to maintain its relationship and contacts 

with our customers – students, in a modern, technology based way.” 
 

Prof. Dr. Samo Bobek, Dean, Faculty of Economics and Business Maribor 

Faculty of Economics and Business (FEB) at University of Maribor is one of 

the biggest and oldest Faculties for university education in Business 

Studies and Management in Slovenia where 2,500 students are enrolled.  

More than 50 years of existence and numerous successful graduates are a 

proof of the quality of FEB, which is committed to continuous 

improvement and is known as innovative institution using information 

technology in innovative ways. As premier member in Microsoft Dynamics 

Academic Alliance, FEB uses Microsoft technologies for supporting the 

core processes – Sharepoint, Office 365 etc. 

 

Situation 

After a detailed analysis of business processes at the FEB, it has been 

decided to upgrade the current processes which had been handled with 

universities’ own developed solution for managing student data, called 

AIPS, with Microsoft Dynamics CRM.  

 

The goal of FEB is to improve communication with students in sense of 

establishing “Student Relationship Management” (SRM). The reason 

behind it was improving contacts with students and professors, e.g. in the 

areas of timetables, enrollment, exams etc. The right documents 

(information) should be sent to students and professors in the right time. 

This will enable Student and Academic Affairs Office so they will be able to 

conduct automated processes supported by Microsoft Dynamics CRM. The 

basis are workflows, which have been developed having in mind needed 

redesign of the processes. Also history of e-mails and phone 

communications with students and professors is needed. Additionally, 

Microsoft Dynamics CRM enabled FEB to organize its alumni data and data 

about students with special achievements and needs. With the complete 

information about alumni students, FEB improved cooperation with its 

graduates, who pursuit their own professional carrier. While, the right 

information about the students with special achievements and needs 

enable FEB to promptly support their needs. 

Faculty of Economics and Business 

(FEB) at University of Maribor is 

one of the biggest and oldest 

faculties for university education in 

Business Studies and Management 

in Slovenia. The main goal of 

Microsoft Dynamics CRM 

implementation at the FEB was to 

improve the key information which 

is provided to students and 

professors, also improvements of 

the processes in the Student and 

Academic Affairs Office.   

 

Results 
• Improved key information 

provided to customers 

• Automated processes 

• Organized and transparent data 

• Alumni cooperation 

• Proactiveness in the case of 

students with special 

achievements and needs 

• Improved processes at the FEB 

• Increased customer satisfaction 

 

Industry 

Higher education 

 

Country or Region 

Slovenia, EU 
 

Customer Size 

3,647 students, 88 academic staff 

 

Number of Users 

9 users 

 

Connect with FEB Maribor 

www.feb.si 
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For more information about Microsoft Dynamics, go to:www.microsoft.com/dynamics 

This case study is for informational purposes only. MICROSOFT MAKES NO  

WARRANTIES, EXPRESS OR IMPLIED, IN THIS SUMMARY. 
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A local Microsoft partner, Comtron company, with history of successful 

cooperation with FEB and a long time experience, has been selected to 

facilitate implementation of Microsoft Dynamics CRM. 

 

Implementation 

Microsoft Dynamics CRM was implemented to the Student and Academic 

Affairs Office, which has nine CRM users. Microsoft Dynamics Sure Step 

Methodology was used to lead FEB through the project. Project was 

managed by the Head of Student and Academic Affairs Office, Mrs. Irena 

Forštnarič, and carried out by FEB young staff member Mr. Luka Prah, 

graduate of FEB E-business study field, together with a specialist from 

Comtron company. The concept was provided by Assist. Prof. Dr. Simona 

Sternad, member of the Department of E-business. In the first stage, the 

business processes in the Student and Academic Affairs Office were 

analyzed and “as is” processes were drawn with Microsoft Visio. The next 

step was a fit gap analysis where FEB compared its needs with standard 

CRM functionalities. The knowledge collected was used to define needed 

functionalities for managing and optimizing processes in the Student and 

Academic Affairs Office towards “to be” processes.  

 

An integration of AIPS and Microsoft Dynamics CRM solutions was needed 

in order to have a complete overview of the data. This has been conducted 

in cooperation of Comtron company, The Computer Center of University 

of Maribor (RCUM) and Computer Center at FEB. The data is daily 

synchronized from AIPS to Microsoft Dynamics CRM and updated daily 

through Windows services, which was written in C# with .NET Framework 

4.0. The whole project was designed in Microsoft Visual Studio 2010. The 

source of the synchronized data is data base managed in Microsoft SQL 

2008 R2. Microsoft Dynamics CRM was also integrated to Microsoft 

Outlook 2010 clients for each user’s workstation. Microsoft Outlook 2010 

has been well known to users in the Student and Academic Affairs Office, 

and that has simplified the process of learning and using Microsoft 

Dynamics CRM. 

 

Benefits 

With the help of Microsoft Dynamics CRM, FEB processes are simplified 

and the realization time is substantially shortened. Before the 

implementation of their SRM solution, the Student and Academic Affairs 

Office had a lot of tasks, which were concentrated in a certain time period. 

With the help of their SRM solution the amount of tasks was downsized 

and mainly spread throughout an academic year. Generally it reduced 

periodical, time consuming tasks in the Student and Academic Affairs 

Office. On the other hand, students and professors are provided by the 

right information at the right time, significantly improving customer 

satisfaction.  

 

 

 

Dr. Simona Sternad 
Assistant Professor of E-business, 

Faculty of Economics and Business, 

University of Maribor 

 

The flexibility of Microsoft 

Dynamics CRM to customize 

application to our business needs 

was really key strength. Now, we 

were able to cover most of the 

business processes in the Student 

and Academic Affairs Office. 

We all agree that CRM strengths 

our commitment to FEB and helps 

us executing our tasks in a more 

sustainable way.  

 

 

Irena Forštnarič 
Head of Student and Academic 

Affairs Office, Faculty of Economics 

and Business, University of Maribor 

 

The implementation of the 

Microsoft Dynamics CRM solution 

has met our expectations of 

improving working processes and 

has a positive impact on employee 

satisfaction in our Office and the 

whole FEB. Due to the many 

advantages that the 

implementation of the Microsoft 

Dynamics CRM solution brings, my 

colleagues are ready to take new 

future challenges with enthusiasm. 
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