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Introduction

What is clear from the Technology Roadmap
 is that community foundations have developed a clear understanding about the importance of extending their core systems to reach out to their  primary constituencies.  This document provides an overview of the Donor/ Grantee Emphasis, which represents several projects of the TSC that seek to deliver plug-and-play interactive systems that deliver solutions directly to these constituencies.  Another document is devoted to the RFI process that will be followed in the pursuit of its solutions.
.  

Section 2 seeks to provide some background to the Technology Steering Committee’s (TSC) Technology Initiative.  This initiative has spanned several years and represents a collaborative effort to define and address business needs. 

Section 3 provides a high level summary of the business needs as defined by three of the TSC’s committees: CRM, Accountability and Web Presence.

Section 4 presents the statement of scope for the Donor/ Grantee Emphasis.  This is a framework under which solutions are to be considered and evaluated across the work of the committees.  It explores functionality to be incorporated into a Donor/ Grantee Portal, and Client Services suite, and the Tools and Infrastructure needed to make these possible. 

1. Technology Initiative Background

A. The Technology Steering Committee 

A field-wide Technology Steering Committee (TSC) was formed in November 2002 to define a clear vision for the technology and infrastructure requirements community foundations need to meet over the next few years.  The TSC is co-sponsored by Community Foundations of America and the Community Foundation Leadership Team of the Council on Foundations.

The committee contains more than 20 members spanning the key representative organizations and users groups in the field as well as technology-savvy partners.
  The mission of the TSC is to: 

· Build and promote consensus around a vision for future technology development in the field; prioritize areas for investment to reach that vision and oversee selected development projects 

· Establish shared minimum development specifications/protocols 

· Serve as a strong, single voice to create leverage with providers 

· Promote information sharing, education and training within the field 

· Monitor the technology environment for issues and trends that are important to the field.  

An important milestone in their work to build consensus for the field occurred when the TSC formally approved the “Comprehensive Functional Requirements for Community Foundations,” better known as the Technology Roadmap.  This document, four years in the making, expressed agreement on the technology requirements that each community foundation will need to have in place to succeed.  Its goal is to build community foundation readiness, capacity and infrastructure over the subsequent three years. 

The Technology Roadmap plan proposes carefully selected improvements to current systems and, at the same time, provides the catalyst needed to drive development of “next generation” core system software. The priorities of the Technology Initiative reflect an important finding of the TSC: improvements to each of the three main components of the Technology Roadmap (core systems, Web presence, and accountability) must be moved forward simultaneously and with equal energy.  The TSC requires that any improvements to current (or legacy) systems will be made using open architecture guidelines and Internet-based development techniques that connect to the legacy systems as well as bridge to the next generation core system software. 
To raise funds needed to carry out the projects of the Technology Initiative, a Funding Syndicate was been assembled.  Proposals went out to the largest 50 community foundations in the spring of 2003.  Procedures for other foundations to join were also developed.  As of 4-16-04, just over $4 million had been committed by 45 community foundations  Details on how these funds are to be deployed are included in the website.
B. TSC Sub Committee Conclusions

Three sub committees relate to work covered under the Donor/ Grantee Emphasis: Web Presence, CRM, and Accountability.  All three committees have engaged in processes to survey and prioritize business needs in their respective areas of interest, and their conclusions are best understood through these documents.  Additional background can be found at http://www.cfamerica.org/page7403.cfm.

Attachments:

1. “Strategy, Business Needs and Benefits”, Community Foundation Technology Initiative, Technology Steering Committee,  September, 2003

a. This white paper provides an updated profile of the work of the TSC and its committees, and how the work of these committees fits together.

2. “Customer Relationship Management (CRM):Business Needs”, CRM Subcommittee of the Technology Steering Committee, May, 2003

a. This business needs document was the result of a survey of CF staff and subsequent extended discussion. 

2. Priority Business Needs Summary

The following bullets are excerpted from the business requirements documents.

A. CRM:

CRM is the alignment of business processes with customer service strategies to build customer loyalty and to increase business over time. CRM involves acquiring the right customer, crafting the right value proposition, instituting the best processes to reach them and then motivating employees to maintain the system and work to retain customers. 

For community foundations, CRM is the information we collect and store about our customers and prospects and the applications we have to help us use this to serve them and attract additional business from them. Community foundations rely on their core systems to store the CRM information they need and provide workflow applications to make it easy to use the information. 

The following business needs were identified as priorities by the committee:

(i) Online Grants Management

Includes end to end online grant capabilities, from application, to review, to approval and administration.  

(ii) Opportunity Management

Includes classic “pipeline” management, where traditional CRM contact management is extended by activity scheduling and workflow configuration, and by prospect development resources

(iii) Centralized View of Customer Account Records

Includes power user oriented tools to facilitate management of profiles, contact information, call reporting and relationships, and linking these related financial data such as gift histories and fund balances.

(iv) Automated Processing and Reporting

Includes the provision of a tools infrastructure that would support workflow requirements, data query needs, integration to MS Office and facilities for distribution & dissemination of content.

(v) Donor/ Program Matching Tools  

To develop applications that combine programmatic coding data about nonprofits with the interest profiles of donors. 

B. Web Presence

The Funding Syndicate states that the charter of the Web Presence Subcommittee is to play a key role in discovering solutions that deliver on Funding Syndicate commitments to improve community foundations' capacity to use Web sites to attract, inform and serve their constituents in the following ways:

· Help community foundations maximize use of existing technology (and outline minimum standards for Web-based communications); and

· Promote development and offering of shared Web content and shared Web functionality for the field.

The following have been identified by the committee as priorities:

(i) Personalized Home Pages for donors/grantees/ advisors

Personalized Home Pages are the homerun that surveyed community foundations want long-term. This capability will change the way the entire field communicates with their audiences.  It will work with content management, e-marketing and CRM tools to tailor communications to the client in a secure environment.

(ii) Single Log-In Point of Entry 

One of the primary enabling technologies behind the Personalized Home Page is the ability of all of the services that are displayed within that home page to share user authentication – a “Single Log-In”.  Thus, the same login that allows a user secured access to edit their  home profiles will provide entry to any other information (e.g. from FIMS/Foundation Power, CRM, Impact Manager, specialized content delivery, etc). 

(iii) e-Marketing Suite 

This concept is a suite of tools that will provide e-Newsletter and email marketing/communications services to community foundations.  This includes template and tagged content from websites and all of the subscription maintenance and list maintenance tools that are typically associated with these services 

C. Accountability:

Most community foundations have a wealth of information about what is going on in their community. The information fills staff’s heads, is stuffed in file drawers and, maybe, even recorded in databases (with limited ability to retrieve it in useful ways). Foundations can usually tell those who ask how many grants you have awarded to how many agencies, and what the total grant making for the foundation amounts to. In other words, foundations have a lot of documentation about their giving program and some of the inputs, activities and outputs that result from it. However, most community foundations are frustrated with their ability to truly demonstrate effectiveness.

The Accountability committee seeks tools to help community foundations collect and generate reliable, consistent data about charitable grants, and to help develop (and test) theories of change for future investments. 

The following have been identified by the committee as formative in advancing accountability in the field:

(i) Accountability is Driven by its Appeal to Donors/Funding Partners 

The appeal to donors is the driving rationale for the accountability work currently being done.  This means that information needs to be presented in an accessible way to donor relations staff, program officers, board members, and donors.  Accessible so they can readily understand it, that they can analyze it with their own evaluative lenses and against their own philanthropic objectives.   

(ii) Accountability is Feasible When Integrated with Business Process 

Accountability is only feasible when it is integrated into normal processing.  The streamlining and automation of foundations’ philanthropic business practices enhance the production of usable data on accountability, generate significant time savings and efficiency gains in the awarding and management of grants, and provide enhanced opportunities for foundations to learn from and improve their own grant making. 

(iii) Accountability is Credible When it Engages and Enables Grantees 

To determine if grants made a difference in the lives of people, reliable and consistent data on grantees and grants is critical.  Measuring this difference lies at the heart of accountability and of the  foundations’ marketing message.  The credibility of this effort, and much of the responsibility for generating this data, rests with grantees.

A pattern emerges from these statements made by TSC committees, a pattern that reaches out to foundation constituencies, explores mechanisms to accomplish it, and examines the motivation and heart of why this is important.  This pattern has been given the label “Donor/ Grantee Emphasis”, and it is explored in the pages that follow. 

Donor/ Grantee Emphasis Scope

D. Overview

A hybrid landscape emerges from the business needs as stated by the CRM, Web Presence and Accountability subcommittees.  This landscape divides the work of a community foundation between features delivered directly to donors and grantees through a portal, and features supporting advanced CRM capabilities for internal client service staff.  These are supported by services from financial operations and by a series of tools leveraged throughout to effectively deliver solutions.

The scope of this landscape is breath taking, as it effectively encompasses all aspects of a foundations activities.  It moves along the entire spectrum of foundation business process (as in donor prospect to grant accountability) and along the full spectrum of user interface (as in client accessible web interfaces to power applications used by staff). By implication it extends to the accounting systems supporting financial operations, and the infrastructure glue that holds it all together.    

The unique perspective of the Donor/ Grantee Emphasis is portrayed graphically in Figure 1.  What counts within the emphasis is the set of services delivered directly to the principal clients of a foundation – its donors and grantees.  All systems to be considered within its scope are to be driven out of this concept of direct client delivery.  Also included are derivative systems necessary to insure the effectiveness of the layer presented to the client.

This perspective is a radical departure from a traditional organization-centric view of systems.  As technology plans have been developed, the people around the table have been people inside the organization, and so the systems growing out if these plans supported the direct needs of these stake holders.  At best the clients were objects the systems treated as external: a source of input or a destination for output.  

In Figure 1, the direct inclusion of donors and grantees is suggested graphically through a web-portal “front end”.  Derived services from Client Services and Financial Operations are shown flowing through this portal.  Obviously, direct contact with a client services staff, or the receipt of an actual check from the finance staff, constitutes direct provision of services within the spirit of the Donor/ Grantee Emphasis.  In particular, activities within Client Services are highly complimentary to the Emphasis.  Financial Operations are excluded from scope.

Finally, a set of Tools and Infrastructure are shown in Figure 1 as supporting the processing needs of Client Services and Financial Operations, and so are included in the scope of the Donor/Grantee Emphasis.  These tools include workflow engines and services that allow a single sign-on to be used to access multiple systems.  Such tools by themselves don’t provide a “service” to the client, but make it possible for other applications to do so.

In the pages that follow, the business requirements of the committees will be organized under these headings.
	Figure 1 – Donor/ Grantee Emphasis: A Unique Perspective
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E. Donor & Grantee Portal

A. Donor Services

1. Online giving/ pledging

2. Event participation & registration

3. Donor advised fund grant disbursements

4. Gift, grant, and fund information (fund levels, balance, histories)  

B. Personalized Home Pages for donors/grantees/ advisors: 

1. Profile: Contact info, relationships & roles, interests 

C. Online grant application, document management, notifications. 

D. Impact Assessment, criteria, survey & reporting, donor access 

E. Donor/ Program Matching Tools:  Nonprofit Programmatic coding / Donor interests  

	Figure 2:  Donor/ Grantee Portal
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F. Client Services 

1. Centralized View of Customer 

a) Contact Mgmt. Profile management, locations, email, Demographics, Call reporting

b) Relationship Mgmt Links between contacts, Roles 

(1) Volunteer & Activities Management, interests (programmatic & family)

(2) Membership Mgmt. status: expired, grace, current

(3) Professional Advisors

c) Query

2. Opportunity Management/ Pipeline Management – Action scheduling and assignment , Lead Tracking, Sales management workflow, Prospect Material Dissemination: 

3. Donation Mgmt. Process, ackn, link to campaigns, special events, online processing

4. Campaign management: Target & track activities under campaign

5. Pledge Management: payment scheduling, outstanding balances, payments history 

6. Event Management: invitations, registration, payment, track providers, attendee follow up

7. Grant Management:  application, review, notifications, workflow, doc mgmt  

8. Impact Assessment, criteria, survey & reporting, 

	Figure 3:  Client Services Menu
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G. Tools & Infrastructure: 

1. Workflow Engine: configurable assignment & tracking

2. Single Sign-on/ authentication

3. e-Marketing Suite : a suite of tools that provide e-Newsletter and email marketing/communications services with template and tagged content from Websites. Includes subscription maintenance and list maintenance tools.

4. Content Management: allows a staff to manage, maintain and change the content of a Web site.  Provides for the sharing and repurposing content.

5. Seamless MS Interface with Office and Outlook.

a) Mail merges, templates, single letter 

b) Email merges, single email generation

c) Calendar & task synchronization

d) Document Management

6. Reporting Engine: 

a) Flexible data sets views (e.g. interests, gifts, funds, program),w/ filters, sorts)

b) Distribution: alternative channels: (hardcopy vs email)

c) Data Export capacity 

	Figure 4:  Tools & Infrastructure
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H. Financial Operations

1. Finance operations (finance, accounting and investments) are not included in the scope of the Donor/ Grantee Emphasis.  Interface to these applications are covered under the API project.

A new perspective








� See Technology Roadmap:  � HYPERLINK "http://www.cfamerica.org/page7403.cfm" ��http://www.cfamerica.org/page7403.cfm� 


� See “RFI for CRM  and Web-Presence solutions”, TSC 5/19/2004


� For a complete list of members, see � HYPERLINK "http://www.cfamerica.org/page8942.cfm" ��http://www.cfamerica.org/page8942.cfm� 


� The “Donor/Grantee” perspective serves as a proxy for all “external” relationships to the organization.  The same platform will be configurable to meet the needs of professional advisors, volunteers and board members.  For instance, interactions with board members would include meeting preparation, grant review and effectiveness measurement.
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