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Our Focus Today

1. CRM Defined

2. Why CRM?
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4. How to Choose
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CRM Defined

CRM:

• Constituent / Customer / Contact

• Relationship Management

A STRATEGY for organizing information 

about people.

CRM
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CRM Software

Helps to organize:

• Contact information

• Relationships between People

• Participation in Activities

One UNIFIED VIEW of most people 

information across your organization

CRM
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Do I Already Have A CRM?

Maybe. Is it one, unified system used..

• …by all staff consumers and producers 

of people information?

• …to track all roles and activities people 

have with your organization?

• …to message groups of people by role 

and activities?

CRM
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Plans before tools

Planning – explain yourself!

• clearly articulate mission and goals

• explain strategies for achieving goals

• define success and its measurements

Preparing for a CRM
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Plan for Sustainability

How much technology can you afford?

• Budget for technology

• Technology staffing and support

• One time and ongoing costs

• Obsolescence

Preparing for a CRM
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What Data Do You Need?

Define Information to Collect and Report

• Track only what you will use

• Track only what you can collect

• Describe how you need to see the data

• Talk to all future users of the system

Preparing for a CRM
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Exploring CRM tools

CRMs come with many facets

• Install: local/hosted/service

• License: proprietary vs open source

• Build: finished, framework, custom

• Specialty: donor, events, payments, etc

• Costing: free, contract, license

• Support: none, community, paid

A Look at CRM Systems
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A Generic CRM Example

Integrated CRM Tools
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A Generic CRM Example

Generic CRM
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A Generic CRM Example

CRM Terminology
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A Generic CRM Example

Segmentation
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Integrated CRM

Integrated CRM Tools
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Integrated CRM

Integrated CRM Tools
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Frameworks

Frameworks
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More CRM Tools

Additional tools used by nonprofits

• Metrix

• SageCRM

• FreeCRM

• Salesforce.com

• GiftWorks

• Organizers Database

A Look at CRM Systems
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Explore Your Surroundings

Did someone else solve your problem? 

• Learn from other similar organizations

• Ask staff if they have been through this

• Discuss your situation on techsoup.org

• Rediscover your existing system

• Tap your board for resources

How to Choose a CRM
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Evaluate Several Options

Get clarity on what packages fit best 

• Explore solutions clearly out of range

• Explore solutions too limiting

• Get a custom quotation

• Consider a consultant to narrow options

How to Choose a CRM
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Can You Use It?

Making sure it works for your team 

• Practice using demos

• Test the help resources

• Navigate the screens

• Time common activities

• Involve many future users

How to Choose a CRM
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Strategies for success

• Plan

• Share what you learn with your peers

• Try before you buy

• Involve your users

• Avoid reinventing the wheel

• Start small, achieve success, then scale

Success with CRM
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Resources

• Idealware.org

• TechSoup.org

• NTEN.org

Success with CRM
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Questions?

Success with CRM


