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Adapta Consulting

We are:

— A specialist information systems consultancy

— We only work with membership organisations, charities,
associations, trusts and others in the NfP sector

— We are completely supplier-independent

— Our consultants have held senior positions in a broad range of
different organisations

— Our advice and guidance is based on practical experience gained
over many years.
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Programme

Arrival and welcome

lain Pritchard — Adapta Consulting

Welcome to the event, introductions and overview of the agenda for
the afternoon.

The state of the market

Various

A brief overview of the state of CRM in the sector, with a particular
look at current sector trends.

Case studies — Implementation experiences

Short stories from speakers

Discussion and feedback

All

A round table discussion and feedback.

Review and close

lain Pritchard — Adapta Consulting



State of the Market UIC

... a brief overview of the state of CRM in the sector, with a
particular look at the developing positions of package
products, platform solutions and open source.
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The State of the Market
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Six ways to look at the choices

1. Back-end or Front-end?
2. Product or Platform?
3. Large or small?

Global or local?

>

Fundraising or membership?

Salesforce or Microsoft?

o



Six ways to look at the choices

1. Back-end or Front-end?



IT

IT vs Digital

Digital



IT vs Digital

IT Digital




Six ways to look at the choices ‘ -

2. Product or Platform?



Product or Platform?

‘ Product . Platform

John Lewis




‘ Product?

Tailored solution? Redundant material?

5




. Platform?

Commodity software? DIY?




Examples

' Product . Platform

Access Group e Microsoft
Advanced Computer Software - A!pha People
—  Ciber
APT — Excitation
— M-Hance
ASI — Pythagoras
—  Silver Bear

Blackbaud

Centrepoint
 Salesforce

Donorflex — Atlantic Technologies (Fonteva)
Millertech (MTL) —  Brightgen

— Cloud Symphony
Redbourn —  Give Clarity

— Purple Vision
Westwood Forster urple Visi



Product or platform?

o O
O
.C> Packdages

Size and type of organisation



Six ways to look at the choices

3. Large or small?



Product suppliers

“Larger”

Access Group:
— ThankQ

Advanced Computer Software
— Care
— Integra
— Donor Strategy

Blackbaud
— The Raisers Edge
— CRM
— Luminate
— eTarget

“Smaller”

APT

— Stratum Black
ASI

— iMIS

— (Progress)
MTL

— Sodalitas

— Ariadne

— CiviCRM
Protech

— Pro8
Redbourn

— Advantage NfP



Six ways to look at the choices .@ Ei=

4. Global or local?



Global or Local

‘@ US/Global

ASI
Blackbaud
Microsoft

Salesforce

i

Access
Advanced
Centrepoint
Donorflex
Harlequin
Protech
Redbourn

Westwood Forster

UK



Six ways to look at the choices

5. Fundraising or membership?



Fundraising or Membership..?
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Fundraising or Membership

Fundraising Membership
Advantage
iMIS
Alms
DonorFlex Care Integra
Donor Strategy Civi Member Strategy
, Harlequin Pro 8
Raisers Edge
Oomi Stratum

ThankQ
ThankQ Tribe



Six ways to look at the choices

6. Salesforce or Microsoft?

........



Salesforce
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Salesforce or Microsoft

‘e Salesforce

AppiChar
Atlantic Technologies
Cloud Symphony

Brightgen

I

rrrrrrrr

Excitation
Pythagoras
Silver Bear
Alpha People
M-Hance

Ciber

Microsoft



Stuart McSkimming, Head of IT
Paul McMullan, IT Project Manager

Shelter
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Fundraising breakdown... what are we using Salesforce for?

1. Contact Management

2. Interaction Tracking

3. Donation Processing

4. Financial Processing

5. Campaign Management

6. Events Management

7. Prospect Management

8. Street Fundraising

9. Imports & Exports

10. Data Migration

11. Reporting

eler



Salesforce @ Shelter
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Salesforce and the future opportunities...
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Conclusions

= Consider the Salesforce platform as a wider organisation tool

= Nail down your costs & mix of licences / tools / add ons

= Analyse your data model & storage / migration challenges

= Don’t forget the classics — good analysis / planning / resourcing / process

= Just one more thing...
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Dance UK, ADAD,
YDE, NDTA journey

to implement a
new CRM

W National
dance & i
UK ADA W . Lsso'::iation
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Fern Potter, Director of Development
Maria Falcao, General Manager
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Why we decided to merge

» Save on administration and ‘back office costs’
with the money saved used for our projects
and programmes

» Reduce dependency on public funders and
increase revenue from growth in membership
with expanded membership benefits

» Increase revenue generation and fundraising
potential

» Provide a focus for funders/policy makers to
connect with the dance industry




Why we needed a new CRM

» Disparate databases and contacts - needed a new
system to come together and work as effectively as
possible

» Contact information in a variety of formats; no formal
system for account management and no identified
system for recording and acknowledging relationships
consistently.

» Save on administration, time and costs to develop
relationships with contacts

» Improve tracking of relationships and segmentation of
audiences to personalise communication channels

» Enable data-driven decision-making (DDD) to enhance
organisational and operational efficiency and resilience
and provide evidence for supporting management
decisions




How we selected

Two key documents sent to long-list of suppliers to
unify responses:

» Request for Information (RFI) for the supply of
software and implementation support for a CRM
system

» Requirements Document setting out functional
requirements for a new system based our needs
» M - MUST have this
» S - SHOULD have this if at all possible

» C - COULD have this if it does not affect
anything else

» W - WON'T have this time but WOULD like in the
future




Selecting the preferred supplier

» Whittled down 8 suppliers to 4 suppliers

» Invited 4 suppliers to present to team:
» Thank Q (Access)
» CiviCRM (MTL Group)
» Advantage NFP (Redbourne)
» SalesForce (CloudSymphony)

» Whittled down 4 to 2 suppliers to prepare a fuller
response and presentation (with input from our teams
on areas of work)

2 suppliers came back to present twice

Lead to selection of preferred CRM supplier: Thank Q
(Access)

» Selection process - from July 2014 - February 2015

A\ 2 4




Starting the implementation
process

» To understand what needs to be changed within
the system - important to understand what the
system can do once installed

» Divide and conquer:

» one member of staff to oversee the whole
project

» key members of staff to be key contacts for
specific parts of the project

» Key contacts created flowcharts clarifying current
processes

» One on one meetings between overseer and each
key contact

» All key staff trained on the system




Examples of Flowcharts

Flow Charts - Newsletter

Sign up to YDE newsletter.

Web Manually

Individual profile preferences
selected

Automated response confirming
email address

Monthly E-newsletters sent.




Examples of Flowcharts

HDP CRM workflow - Practitioners Directory

Applications:
» New member/ existing member wants to be listed on practitioners directory
» Tab/ page within database to fill in interactive application form

» form to follow template provided

» Upload feature allows individual to upload scans of documents such as
qualifications, public liability insurance, references, etc.

» Drop down list of approved professional organisations, must select
membership to at least one

» Date of ex(s)iry for insurance and professional organisation membership must
be entered (2 separate boxes)

» Form is submitted
» Application Review:

» Automatic notification sent to HDP managers that a new application has
been submitted for their review

» HDP managers review online application and select ‘approve’, ‘reject’,
or ‘request further information’ (a comment box should also be
available for any necessary annotation - which remains private)




Specification Workshops and
Document

» Workshops
» 2 days

» With Project Manager and Developer from Access
ThankQ

» Purpose - to identify any parts of the system that need
to be customized to serve our needs.

» For each module / section:
» Included key contact for that section
» Went through flowcharts and clarified our needs

» Listened to Developer’s thoughts and ideas to come
up with simplest solution

» Specifications Document




Approving the specs

>

Currently going through this process
For each area of operation:

» Compare Specs Document with the flowchart and
notes taken during workshop

» Go through the suggested changes or modules with
key contact, looking at the system whilst doing so,
trying out suggestions

Be detailed - really go through - point by point

Keep copious notes throughout the process

Anything agreed verbally should be put in writing on an
email so no one forgets what’s agreed

Feedback to ThankQ about changes that need to be
made



The Future

» ThankQ to update Specs document

» Once approved, a minimum of two weeks to
develop the changes

» Test phase
» Data Import
» Integration with Website




Discussion and feedback
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