
CUSTOMER SPOTLIGHT

VOCAL – Voice of 
Carers Across Lothian 

VOCAL has been empowering unpaid carers in Edinburgh and 
Midlothian through individual support, training, and access 
to services since 1994. We spoke to Julie Forster, partnership 
development officer at VOCAL, about their decision to 
implement Blackbaud eTapestry® at the beginning of 2020 
and how the software has played an essential role in their 
response to COVID-19.

Q: Why did you choose Blackbaud eTapestry as 
your cloud CRM solution?
A: When I came into this post just over a year ago, I reviewed the previous 
solution and consulted with team members to see what our needs were. At 
the time we had a bespoke system that helped us manage our service user 
relationships and held a lot of referring professional health and social care 
contacts, however, the system did not fully meet our emerging needs. The 
team also didn’t have a say in how the CRM was going to work for them and 
we couldn’t expand its use without great expense. This was different with 
Blackbaud as it was clear that your system was able to meet our needs, 
we knew what would be within the team’s power to change and how the 
system could evolve. Based on my own experiences, I was able to back this 
up and agree that eTapestry could be more easily tailored to our needs, 
such as managing donor and professional relationships, than other CRMs 
as we would have more control behind the scenes on the backend of the 
system. 
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“We have so 
much control 
within the system, 
helping us to make 
sure that we are 
keeping processes as 
lean as possible.”

—  Julie Forster, Partnership 
Development Officer

Q: How have you found working with the team 
at Blackbaud?
A: I have worked with Blackbaud before throughout my career, so it was no 
surprise to me that our contact person was extremely helpful. Even though 
her role was sales, it was sales with integrity. I could ask her questions and I 
always knew I would get an honest answer. We have a strong procurement 
process and asked suppliers to answer some questions about how they 
would meet our supplier standards. Only Blackbaud took the time to 
answer these questions.

Q: How has using eTapestry impacted your 
organisation?
A: It has given people confidence that there is now one place they can go 
to find out information. It’s also a more intuitive system that’s allowed us 
to quickly add and categorise data. For example, we’re always receiving 
referrals of health and social care workers and now, unlike before, we can 
add the list of practitioners to our database along with additional details 
such as the nature of the person’s profession, their email, and expertise – 
all in a professional and GDPR compliant way. 

Finally, with people working remotely due to COVID-19 and not having 
access to our server, being able to log on to eTapestry from home, continue 
working and see progress has been a real success for us.

eTapestry is so intuitive that people have taken to it very swiftly. This was 
helped by making sure the team was involved in discussions from the start 
about what fields, values, and categories we were going to set up. I always 
remind my colleagues when they ask me questions or make suggestions 
that the answer is usually YES, because eTapestry works for us and not the 
other way round.

Q: Are there any features of eTapestry you have 
been most impressed with? 
The team has been impressed with the flexibility it provides. We have 
so much control within the system, helping us to make sure that we are 
keeping processes as lean as possible. For me, as a fundraiser, the ability to 
run a report quickly and say, “where are we with our trusts and foundations 
at the minute” is great. I can very quickly see all the pending applications 
and the dates – who we are still waiting on for feedback, who has said yes, 
who has said no and why they have said no – in one very clear report. That 
has been very important with everybody working remotely. I can just run a 
quick report in eTapestry and quite happily send it off to my manager. 

Find out what 
eTapestry can do for 
your organisation.
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Q: Are there any major achievements that your 
charity is particularly proud of during COVID-19?
A: During COVID-19 we’ve been able to be proactive with the carers that 
we support, which is something that we’re very proud of. Through using 
the data that we’ve captured in eTapestry, we’ve been in the great position 
of sharing what we’ve learned from carers during lockdown with our 
constituencies; the issues carers face; the occasional stories of heartbreak 
and sadness that comes with being a carer; the good news stories that 
have come out of the current situations as well. Sharing these stories to our 
network, our partners and donors has doubled our impact.

The team was also able to use eTapestry to pull together a database of 
our professional stakeholders, such as healthcare professionals, sending 
out our first e-newsletter to a group of about 900 people – astonishingly 
we only got 11 that bounced back! This email let them know that we are 
still taking referrals, we still have capacity and unlike some other services, 
we have not had to shut down during COVID-19. After this email, we saw 
a direct correlation between the e-newsletter being sent and the rise in 
referrals. We were delighted and surprised, but now we’re always confident 
that it’s going to work – we know exactly who we are contacting and with 
what information.

Q: Looking ahead, what plans does 
VOCAL have? 
A: We’re only in year one of our new fundraising strategy, it started in March 
this year and I am pleased to say that regardless of COVID-19 we are ahead 
of target. Going forward we’re determined to have a cèilidh – even if it’s 
a virtual one! When planning last year’s cèilidh we discovered that event 
participation is something else that eTapestry is great at as we were able to 
comprehensively record who booked, attended and subsequently donated 
all in one accessible place. We’ve taken our learnings from last year and 
applied them to our 2020 events, plus this year we’ve also used eTapestry’s 
integration with JustGiving® to easily create and track our campaigns, like 
the Super Six Skydive Challenge. This has helped us to track campaign and 
event ROI, something which is extremely valuable for us. 

Blackbaud eTapestry helps 
you overcome fundraising 
obstacles and lets your 
mission grow.

Learn more

      3+44 (0) 203 932 1600   |   solutions@blackbaud.co.uk   |   www.blackbaud.co.uk

https://www.blackbaud.co.uk/products/blackbaud-etapestry



