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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
lain Pritchard — Adapta Consulting
Welcome to the event, introductions and overview of the
agenda for the afternoon.
14:15 The CRM landscape
lain 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- Review and close
17.00 Ilain Pritchard — Adapta Consulting



State of the Market i

... 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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Guide to GRM systems for not-for-p © Adapta Gonsuiting
Package name | Wade by T Resoid by I Notes on company Notes on system [ Wiustrative clients T il | Tel | Website
Key: Green = Membership focus. Blue = Chardy focus. Whie = Commercial origns.
Afate Redsky IT A RedSky 1T was formed Tollowing 3 series of mergers Afilate 1= RedSty T's fagship product | NCC _Educabion, _ Charkered | sales® 1785 | wooow redskysbs com
and_aoauisitons.  Fonmerly known as Ramesys. for the notforproft sector. t s an | Instiute of Public Fnance and | redskytcom | 822133
RedSky IT has also been proviing solufions 1o nfeqrated set of management solutions | Accountancy (CIPFAI, Instiute
professional hodies, awarding bodies, unversites and for membership organisatins, awarding | of Chariersd Accountants in
public librares for comy e Iretand (ICAI), Insiite of Sales
now primarly provides software to the construction ions. It comprises a range of | and Markeing  Management
industry. supolying both construction companies and w\mw mdu\es supported by a suie | (ISMM)
the professonals that senvice the industry. with of web services and sef-service solutions
oustomers logated in the UK and worldwide that help organisatons improve member
e et Westwood Forster A Westwood Forster have worked wilh e notfor-proAt Amanet = 3 fundisns, memieeh | CBW UK Tomery Crrstan | nfaluesluacc: | CZETTEG | eestuzac
and grns  soibon. R 3lows | Bind Mssen) the forstercouk | 4100 Sorster co.uk

sector since 1880 and have a wellestab
base ranications. fo adoet Hest Prasies | dxabily chanb. UNIGEF UK.
methods quickly and sfiectively for sach | Mencap
business process it has
= ety Rpty Ine Pangesa Consuing | Pangaea = a UK reseller of Agify, and has supporied Aoty provides a wice varety of business | Unwersies & Collenes | fodipanaass- | 01460 e pangEa-
omanisations n the notfororoft and commensial nclonsity n 3 sng package. 3nd & | Inomaton Systems | consulingcom | 332780 |  consuitng com
guide to systems e § | || SRR e | S

their use of Information Systems modules muumng workflow management | Foundation, Elim Pentecostal

and business intelinencs tools ofering | Church
| 200 reports ©
“Ascent GRM Ciber UK NA CIBER i an intematonal systems INf=Qrabon nency Asoent CR for Chartes & Assosiatons | Oam GE. Fielp the Hosgioes, | soinl — | D70 000
0204

for not-for-profit organisations SIS | |G e | S | st =

of their supparters more eficienty and
fiect

Tlackoasd Enterprice | Blackeaud A e e Blackbaud CRM s 3 Nexble, scalabie | Breast Cancer Care, Brifsh 645 658 E
CRM senices despned specal o nofo e and  sacureCustomer  Relationsnp | Heat  Foundaton,  Oford | baud couk 8520
ugamsaums Founded in 1081 Management (CRM) sohution Universty, Greenpeace
customers, i neary every seqment of e mumm Intemnational, BirdL e
market, 1000+ employees n v oounes, Ofces i Intemational. Jewish  ChiTs.
na Sydney. In Jamuary 2012, Day, Chiren's Hospice: South
ekt arvonond ha am acyiing Comio o, ‘West, Highiand Hospice
a lesding provider of cloud-ba: e,
which has over 1,500 customers. m the US, Canada
and the UK, including 29 of the top 50 US charities,
and 430 staff across the US and UK
Corio Common Ground CRM provdes | Cafcic _Chartes o e 5=
Comman Ground Tlackbaud __ (having | WA Convio was founded in November 1900 using venture ‘small and mic-s72d Rotfor-profits with 3 of Miami The | underm comitalk- | 528 8501 erm com
(discontinued) acquired  Comio  in capital funding led by Ausin Ventures. and was simple, easy to wse. complete and s.een-m Foundation: Al | toushiml
earty 2012) acquired by Blackbaud in eary 2012. The company ffordable  system  that  combines Voluniers; _Humane
hag headgquarters in Austin, TX and now has an ofice. e | e e e
i Longon. Gonwio has over 1,500 customers: i the omaton. CommonGround CRM
US, Ganata and the UK, including 28 of the top 50 US B e
charties, and 430 staff across the US and UK. Convio Soluton. Ry Moty your sopaone
provides intemet marketing and business management database. peer-to-peer fundraising efforts
applications tailored _ specdically for not-for-proft and_proviang exposure that wa socal
omanisations, and vitually all of its customers are media. All of Convia's st
charties, educational establishments, and_poitical the cloud, which the company ciams is
aroups. In 2007, Comvio acauired Gethetive the most cost effectue and efficient way
Sofware, then the second largest eCRM and CMS for not-fororofts to leverage technolony
povider fo notorproft oot amnsations n the fo transform processes and generate
USA. revenue.
s ol e L e Following Blackbaud's acauisition of
(Baient], 2 provder of digital st Ganvio, tuas amounced in Auust 2012
techoiogy mpiementston ana onine  Kinarasing that the Common Groun
solutions to charites in the UK. Bagent had been ‘so0n be discontnued.
e e
it ok UMICEE O, sty 2072, Bk
announced that it was acquiring Convia. Inc, valuing
the company 3t $275m
CriCrn iR WL Sofware Soiubons | CwCRM is creaied by an Communty TWCAW = 3 web-based, open soure | Amnesty Infemabional, Amercan | Torm cvierm.org | 020 7843 Er=m
g courtnzted by CHiCAM LLC. Miler Tecnnoiogy Lt% sofware tivent relatonshio | Friends Service Commit 4400
(MTL) s a commercial organisation which has supplied B e e e
membership and contact management (CRM) systems CiwGRM is web-based., intemationalised_ | Demoerats Abroad. ~ Frontine
to e not f r approxmately 30 years an and designed specifially to meet the | Defenders. Wikipeda
which now contributes 1o the CIViCRM open source aduocacy, non-profit and non-
community and acts as implementation
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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
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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

. IKEp




‘ Product?

Tailored solution? Redundant material?

¢




. Platform?

Commodity software? DIY?




Examples

'Product . Platform

Access Group e  Microsoft
Advanced Computer Software —  Silver Bear
— Alpha People
APT — Excitation
— M-Hance
ASI — Pythagoras
—  Ciber
Blackbaud
Centrepoint
Donorflex * Salesforce
— Fonteva

Millertech (MTL) —  Purple Vision

Redbourn —  Brightgen
— Cloud Symphony

Westwood Forster _ Give Clarity



Product or platform?
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Size and type of organisation



Product or platform?
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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
— eTapestry

“Smaller”

APT
— Stratum Black

ASI

— iMIS

— (Progress)
Donorfy
MTL

— Sodalitas

— Ariadne

— CiviCRM
Protech

— Pro8
Redbourn

— Advantage NfP



Six ways to look at the choices @ ae

4. Global or local?



Global or Local

‘@ Us/Global B uk

AS| . Access

. Advanced

Blackbaud Centrepoint

. Donorflex
Microsoft
Donorfy
* Harlequin
Salesforce
. Protech

. Redbourn

. Westwood Forster



Six ways to look at the choices

5. Fundraising or membership?



Fundraising or Membership..?
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Fundraising or Membership
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Fundraising

|

Donorfy

DonorFlex

Donor Strategy

Raisers Edge

Advantage
Alms
Care

Civi
Harlequin
Oomi

ThankQ

A
Membership

iMIS

Integra

Member Strategy
Pro 8

Stratum

Tribe



Six ways to look at the choices -~ 2L,

6. Salesforce or Microsoft?
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Microsoft
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Salesforce or Microsoft

i Salesforce

Fonteva

Give Clarity
Purple Vision
Cloud Symphony

Brightgen

A

BVﬁémics CRM

Silver Bear
Excitation
Pythagoras
Alpha People
M-Hance

Ciber

Microsoft



Experiences of implementing
Salesforce at Barnardo’s

Bob Darby
Director of Information Services
Barnardo’s

Barnardo's



We help 240 g OOO children and young people last year
9 60 services nation wide

Believe in
children

Barnardo's




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

and

- Mitch Ratcliff

Barnardo's



Agenda

Believe in
children

Il Barnardo's




Context / Background

Believe in
children

iliBarnardo's Single view of donors



Scale

2 million
customer
records

Believe in
children

Il Barnardo's

-

3 million
individual
contacts
per year

~

\
100,000

direct
debits




Our Journey

« Implementation took 32
months

« Operational for almost 2
years

« More change and
fundraising scrutiny

Barnardo's



What we learnt

« "No Pain, No Gain” for
early adopters

- Fundraising ain’t easy

« Business trumps Data
trumps Technology

Barnardo's



Recommendations\
\\}

Barnardo's



Recommendations — The TOP TWO

 Tick all the “standard”

project success factors
first

« Have a Business
Process Guru

Barnardo's



Recommendations — AND Then ...

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

Do your ground work

Be realistic over resourcing

Watch Agile approach

Barnardo's



Believe in
children

Barnardo's



JdWaterAid

Microsoft
4. Dynamics'cRm

Implementing Dynamics
CRM
at WaterAid

LESSONS LEARNED

IVAN WAINEWRIGHT
e




Agenda

» The WaterAid Implementatic
»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 g /Waterhid

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 Design Build
(3-4m) (3-4m) (6-7m)
Waterfall Iterative

T i

Actually took 17 Y2 months (but on budge




Project Approach — Key
| essoNns

» 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



dWaterAid

People

Project Effra Team Structure

vi2
Steering Committee Attended by S.imon Capper &
Ivan Wainewright
Simon Capper -
“Senior User Rep” 2
Ivan Wainewright -
I Solution Manager
- (Programme
Manager)
Adrian Smith - Data Graham Marsh -
- Data Warehouse
Migration (& Lead
System Admin)
Y A4 \ 4 Y 4 17
Charlotte Winter
NB: Th I
(CRM Operations - ) Business Analyst ) ( VB: These roles
inanci Trainer Test Manager In-house Developer Report Writer will be brought on
Financial Process (p/t) | t
Lead) during the project)
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Costs

Ciber Professional

People
41% Services (CRM)
42%
Software
licenses
1% Hardware Integration Hub

8% 8%



Dynamics CRM —The Vicoso

Technology/ Software: Key
Lessons

. Dynamics'crv

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

Regular Giving/Direct Debits

Development and Team Foundation Server
(TFS)




Microsoft

Dynamics CRM: Dyneics
Cloud or On-Premise




Dynamics CRM: The GoodM( b
and the Less Good

e B2C e Awkward Limitations

e Flexibility e What should be simple isn’t
e Development platform always

e Integration e Limits on importing through

front-end (use SSIS)

e Basic Mail Merge rather
simple

e |It’s not Raiser’s Edge...

e Upgrade path

e Many apps & third-party
consultants, community

* |t’s not Raiser’s Edge...



Thank You

1 ASKED THE OTHER NOUW IT 15 BLOATED
ENGINEERS TO HELP ME || WITH USELESS FEATURES
DEVELOP MY DOUBLE - AND NOT DISHWASHER
HANDLED COFFEE MUG SHSS&E"DM&YN%EJOT%;
BN PROJECT,

Dilbert com DilbertCartoonist@@gmail.com

142345 © 2015 Scott Acams InC. /Dt Sy Univesssl Uciick

Ivan@itforcharities.co.uk



Discussion and feedback
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Review and close

Presentations will be available to
download from the Adapta website
tomorrow

www.adaptaconsulting.co.uk
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