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ObjectivesOur Journey

The Problem:  Tech Nightmares

Our Solution: Searching for Shiny 

The Answer: Wisdom is Within 



After March 2020January 2020

Digital >

Direct >

On Demand ! 

Our New Normal

Workplace

Allocations

Marketing



A True Story 



ConsPros

Siloed Data 

Manual Uploads

Hidden Time 

Each Point Solution = Potential Problem

Ease of Use

Fit for Purpose

Free or Low Cost



Which Data to Believe? 



Our Solution?  
The Solution?



1. People? 
2. Process? 
3. Platform?  



PPP
People - ”organizational wisdom” is already in the 
room, blending newcomers with seasoned team 
(40%)

Process – creating playbook of our “united way” of 
working,  frees us up when creativity is required 
(40%)

Platform – “automating teamwork” via workflows 
with an unified view of data, equips team 
decision-making (20%)

Criteria for 
Success



1. People? 
2. Process? 
3. Platform?  



Managing 
Change as 

Leaders 

WHY – a compelling WHY provides context, 
unlocking team creativity and helping everyone 
anticipate change 

WHAT – clearly defining WHAT success looks 
like and measuring how far we’ve already come 
builds momentum and buy-in

HOW – trusting the HOW to talented, gifted 
people working in their unique abilities 
unleashes commitment and follow-through 

Criteria for 
Success



PLAYBOOK | Scalable Processes  

A Consistent HOW Delivers Ideal Experiences
  

• Process Mapping of Core Workflows

• Best Practice Reviews & Optimization   

• Accelerates onboarding, improves retention 



Deciding our ‘united way’ of Working

How do we handle…

● ADT chair calls in and says “put Wanda down for $15K this year”

● Designated agency has not cashed a check in over 90 days 

● ECM writes-in a designated charity that is no longer in business 

● Five employees from VA gave $500 last month in Benevity portal

● Donor is member/multiple affinity groups: how many emails/month 



1. People? 
2. Process? 
3. Platform?  

OPTIMIZING 
PROCESSES

Pledge Lifecycle

• Capture

• Collect

• Distribute



1. People? 
2. Process? 
3. Platform?  

Pledge Lifecycle



1. People? 
2. Process? 
3. Platform?  

Donor Lifecycle

• Find

• Enroll

• Engage

OPTIMIZING 
PROCESSES



1. People? 
2. Process? 
3. Platform?  

Donor Lifecycle



1. People? 
2. Process? 
3. Platform?  



Scanning the Market: Success Criteria   

● Supports UW’s transformation/vision

● Minimizes the number of point solutions

● Proven, out of the box, widely adopted by visionary NPOs

● Aggregates giving/volunteering opportunities 

● Optimizes relationships/engagement with key constituents

● Robust training/self-support options to speed adoption

● Self-service portals for donors, volunteers, nonprofits

● Minimizes logins for online experiences

● Overall cost/value during five-year period 



1. People? 
2. Process? 
3. Platform?  



1. People? 
2. Process? 
3. Platform?  



Finding a CRM that Works for You??  

Trust the Wisdom in the Room 
● Cross functional team (experienced & new) 
● Avoid the temptation to shop 
● Define your WHY

Review & Optimize Core Workflows 
● Special focus on cross-functional handoffs 
● Question everything (honor fresh eyes) 
● Ruthlessly simplify (unforced errors) 

Be Informed Buyers
● What Success Looks Like 
● Cast the net widely 
● Understand tradeoffs 



Q&A & Next Steps

Discovery Day 

Playbook/Process Optimization 

Requirements/Success Criteria 

Market Survey & Purchasing

Implementation Support  




