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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. 



Programme 
 14.00  Arrival and welcome 

Iain Pritchard – Adapta Consulting 

Welcome to the event, introductions and overview of the 

agenda for the afternoon. 

14:15 

  

The CRM landscape 

Iain Pritchard – Adapta Consulting 

An overview of the CRM landscape in 2016 and update on the 

current sector trends 

15:00 Case studies – Implementation stories 

Short stories from speakers 

16:00 Discussion and feedback 

All 

A round table discussion and feedback. 

16.45-

17.00 

Review and close 

Iain Pritchard – Adapta Consulting 



State of the Market 

… 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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Six ways to look at the choices 

1. Back-end or Front-end? 
 

2. Product or Platform? 
 

3. Large or small? 
 

4. Global or local? 
 

5. Fundraising or membership? 
 

6. Salesforce or Microsoft? 
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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 
 

4. Global or local 
 

5. Fundraising or membership? 
 

6. Salesforce or Microsoft? 
 

 



Product or Platform? 

Product Platform 



Product? 

Redundant material? Tailored solution? 



Platform? 

Commodity software?  DIY? 



Examples 

Product 

• Access Group 
 

• Advanced Computer Software 
 

• APT 
 

• ASI 
 
• Blackbaud 

 
• Centrepoint 

 
• Donorflex 

 
• Millertech (MTL) 

 
• Redbourn 

 
• Westwood Forster 

 
 

 
 
 

 
 

Platform 

• Microsoft 
– Silver Bear 
– Alpha People 
– Excitation 
– M-Hance 
– Pythagoras 
– Ciber 

 

 
 

• Salesforce 
– Fonteva 

– Purple Vision 

– Brightgen 

– Cloud Symphony 

– Give Clarity 
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Six ways to look at the choices 

1. Back-end or Front-end? 
 

2. Product or Platform? 
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Product suppliers 

“Larger” 
• Access Group: 

– ThankQ 
– …. 

 

• Advanced Computer Software 
– Care 
– (Integra) 
– Donor Strategy 
– … 
 

• Blackbaud 
– The Raisers Edge 
– CRM 
– Luminate 
– eTapestry 
– …. 

 

“Smaller” 
• APT 

– Stratum Black 

• ASI 

– iMIS 

– (Progress) 

• Donorfy 

• MTL 

– Sodalitas 

– Ariadne 

– CiviCRM 

• Protech 

– Pro 8 

• Redbourn 

– Advantage NfP 
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Global or Local 

US/Global 

• ASI 

 

• Blackbaud 

 

• Microsoft 

 

• Salesforce 

 

UK 

• Access 
 

• Advanced 
 

• Centrepoint 
 

• Donorflex 
 

• Donorfy 
 

• Harlequin 
 

• Protech 
 

• Redbourn 
 

• Westwood Forster 
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Fundraising or Membership..? 

 
 
 

Contacts 
Relationships 
Income 
processing 
Gift Aid 
Communications 
Analysis 

Conferences 
Sales order 
processing 

Invoicing 

Events 
Volunteers 
Communitie
s 
Raffles 
Legacies 
 



Fundraising or Membership 

Fundraising 

Donorfy 

 

DonorFlex 

 

Donor Strategy 

 

Raisers Edge 

 

    

   ThankQ 

 

 

 

 

Membership 

iMIS 

 

Integra 

 

Member Strategy 

 

Pro 8 

 

Stratum 

 

Tribe 

 

 
 

 

 

 

 

 
 

Advantage 
 
Alms 
 
Care 
                                                       
 Civi 
 
Harlequin 
 
Oomi 
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Microsoft 



Salesforce or Microsoft 

Salesforce 

• Fonteva 

 

• Give Clarity 

 

• Purple Vision 

 

• Cloud Symphony 

 

• Brightgen 

 

 

Microsoft 

• Silver Bear 

 

• Excitation 

 

• Pythagoras 

 

• Alpha People 

 

• M-Hance 

 

• Ciber 



Experiences of implementing 
Salesforce at Barnardo’s 

Bob Darby 

Director of Information Services 

Barnardo’s 



We help 240,000 children and young people last  year 

 

960 services  nation wide 

 



 
 

A computer lets you make 
more mistakes faster than 
any invention in human 
history, with the possible 
exceptions of handguns 
and tequila 
 

- Mitch Ratcliff 



Agenda 



Context / Background 

Single view of donors 



Scale 

2 million 
customer 
records 

3 million 
individual 
contacts 
per year 

100,000 
direct 
debits 

15 
Agencie

s 

150 
CRM 
users 



Our Journey 

• Implementation took 32 
months  

 

• Operational for almost 2 
years 

 

• More change and 
fundraising scrutiny 

 



What we learnt 

• “No Pain, No Gain” for 
early adopters 

 

• Fundraising ain’t easy 

 

• Business  trumps Data 
trumps Technology 



Recommendations 



Recommendations – The TOP TWO 

• Tick all the “standard” 
project success factors 
first 

 

• Have a Business 
Process Guru 



Recommendations – AND Then … 

• Find a implementation partner 
that “gets it” and “gets you” 

 

• Do your ground work  

 

• Be realistic over resourcing  

 

• Watch Agile approach 

 





Implementing Dynamics 
CRM 
at WaterAid 

LESSONS LEARNED 

IVAN WAINEWRIGHT 



Agenda 
The WaterAid Implementation 
Quick History of CRM at WaterAid 

Project Approach 

People 

Data Migration 

Costs 

Dynamics CRM 
Technology for NFPs 

Cloud or On-premise 

The Good and the Less Good 



A Quick History of CRM at 
WaterAid 
Mid 1990’s: Raiser’s Edge (DOS) – a few thousand records 

2013: Raiser’s Edge v7: 1.7m constituents, 30m+ donations, 
30m+ comms records,  350k regular givers 

Late 2013: Business Analysis -> Business Case -> Procurement 

December 2014: Procurement of Dynamics CRM 2013 using 
Ciber UK’s NFP Framework 

June 2016: We go live with CRM 2015 (On-premise) 

Additionally: We also implemented a new Data Warehouse (SQL 
Server) and ‘Integration Hub’ (SSIS) 



Intended Project Approach… 

Discovery 
(3-4m) 

Design 
(3-4m) 

Build 
(6-7m) 

Waterfall Iterative 

Actually took 17 ¼ months (but on budget!) 



Project Approach – Key 
Lessons 
 Configuration not Customisation where possible 

 “We’re not trying to create Raiser’s Edge 2.0”  

 Yes, ask users what they want, but start with 
base and go from there 
 Post-Live: Roadmap, not Phases… 

 Don’t under-estimate challenge of data 
integration 

 Treat reporting as its own workstream 

 Work hard at supplier relationships 

 Product Owner/Solution Owner 



People 

Ivan Wainewright -
Solution Manager

(Programme 
Manager)

Trainer

Adrian Smith – Data 
Migration (& 

System Admin)

Test Manager

Graham Marsh – 
Data Warehouse 

Lead

Business Analyst
(p/t)

Report Writer

Steering Committee Attended by Simon Capper & 
Ivan Wainewright

Project Effra Team Structure 
v1.2

Simon Capper – 
“Senior User Rep”

In-house Developer
(NB: These roles 
will be brought on 
during the project)

Charlotte Winter
(CRM Operations – 
Financial Process 

Lead)



Data Migration 



Costs 



Dynamics CRM – The 
Technology/ Software: Key 
Lessons 

Core NFP functionality: It’s Not Raiser’s 
Edge/ thankQ/ Care… 

Regular Giving/Direct Debits 

Development and Team Foundation Server 
(TFS) 



Dynamics CRM:  
Cloud or On-Premise 



Dynamics CRM: The Good… 
and the Less Good 

Good 

• B2C 

• Flexibility 

• Development platform 

• Integration 

• Upgrade path  

• Many apps & third-party 
consultants, community 

• It’s not Raiser’s Edge… 

Less Good 

• Awkward Limitations 

• What should be simple isn’t 
always 

• Limits on importing through 
front-end (use SSIS) 

• Basic Mail Merge rather 
simple 

• It’s not Raiser’s Edge… 

 



Thank You 

ivan@itforcharities.co.uk 



Discussion and feedback 



 
 
 

Review and close 

Presentations will be available to 
download from the Adapta website 

tomorrow 

www.adaptaconsulting.co.uk 


