CUSTOMER SPOTLIGHT

CBM Australia

“The Blackbaud CRM™ is really enabling a
game-changing moment for the organisation.”
—Dave Jones, Chief of Operations, CBMA

Since establishing a presence in Australia, CBM Australia (CBMA) has grown and nurtured a large donor base
of generous supporters, and about four years ago the organisation acknowledged their system for managing
fundraising programs had finally outlived its useful life.
And that meant the painstaking search for a new solution began in earnest.
In the words of Chief Operating Officer Dave Jones, “We needed to invest
in a solution that would enable us to build upon the fundraising we already
fundraising programs, and future-proof us.”
Of course, choosing and implementing a CRM is a major undertaking
for any nonprofit. As Dave explains, “This is a huge investment for our
organisation – it’s the single biggest investment, apart from the building,
the organisation has ever made. It was really a big decision and whatever
we chose had to underpin the organisation’s success for a decade.”
The organisation recognised their incumbent system had gone beyond its
useful life and that CBMA needed to invest in a solution that would enable
their fundraising, manage their programs and take them into the 21st
century.
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After a period of research and consultation across departments, as well
as with other leading nonprofits, CBMA settled on Blackbaud CRM as their
solution.
“What excited us about Blackbaud CRM was that it was really tailored
towards the kind of fundraising that we do”, shares Dave.
“We’re a big direct mail focused organisation and we need to be able to
slice and dice our data with the right audience and get the right message
out at the right time. Through Blackbaud CRM, we can create tailored
donor journeys that we can take people on.”

The True Test: Miracles Day
One of CBMA’s main requirements for a new CRM was that it could keep
up with their biggest annual fundraiser, Miracles Day. Once a year, CBMA
partners with major Christian radio stations around Australia to run this
exciting interactive fundraising event.
Listeners to local Christian radio stations hear familiar presenters on
location with CBMA teams across the world, who witness and report
back on the sight -saving procedures taking place. Listeners are then
encouraged to ring up and give a ‘miracle’ – a donation to restore the sight
of people in need.
“This year [2018] we were in Northern Vietnam – anything as amazing
as restoration of sight is nothing short of a miracle. The people in these
communities don’t have money to get treatment and we are able to bring
in a team and witness people get their sight restored,” Dave explains.
In August 2018, CBMA received $1.28 million for the Miracles Day campaign,
including a massive $1 million given on the day itself. Having implemented
the Blackbaud CRM in January 2018, Miracles Day was a major test for the
new system – and the CBMA team were thrilled with how it lived up to the
challenge.

“We need to be
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“The system was bulletproof,” Dave explains. “We could be taking and
processing 45 donations concurrently, over and over. We could see in real
time how much money was coming in, and the radio stations were spurring
on their audiences to help Miracles Day get to its target.”
As well as running Miracles Day through the radio stations, CBMA also used
the CRM solution to connect with previously engaged donors through SMS
and email. “That generated around 10% of the income for the campaign,”
Dave shares.
“Other feedback we received internally from staff and volunteers on the
phone was that it was easier to engage with the system this year than the
system used in prior years to underpin Miracles Day, and how bringing on
board Blackbaud CRM made it so much easier this year.”
Overall, CBMA was delighted with the part the Blackbaud CRM solution
played in Miracles Day. “We were genuinely blown away,” Dave says.
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An Organisation-Wide CRM with All-Year-Round Effectiveness
As well as enabling a highly successful Miracles Day, Blackbaud CRM has made a significant ongoing difference for
CBMA in all their fundraising efforts.
Dave notes a few standouts:
•

“It’s been a huge win for the Contact Centre team. It’s a lot more intuitive for them when they’re on the phones
–from simple things such as call pop through to being able to whiz around the screens in a timely manner.”

•

“The Gifts in Wills team have got a lot of value out of it, in how they build reports and track conversations over
time. The approach has become much more personalised.”

•

“For our Christmas Card gift campaign, we were able to integrate the Blackbaud CRM with Shopify. It looks just
like the rest of our site and through the API our developers could build a link.”

•

“And of course, the fundraising and comms team which is the most significant part of the organisation with
almost 20 full time employees, most of whom have some form of engagement with the system from creating
direct mail campaigns, engaging and sending SMS or eDM marketing.”

“One of the unexpected benefits has been how it has brought the contact centre, fundraising and ICT teams
together, and they are now working more closely to help identify opportunities.”
Dave continues to emphasise how the solution has created genuine business opportunities across other areas of
the organisation.
“What’s also been great for the ICT team is that they have gone from being back office support for the database
system to really engaging with it and driving solutions from it.
“For instance, we have an insights analyst in our business who I have started working closely with on a significant
project to start building out a better understanding of our lifetime income and how we can turn this into lifetime
value, seeking trying to understand the ROI of each campaign that will lead to better decision making into the
future,” noted Dave.
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Planning for the Future with Sophisticated
Campaign Analysis
Having a well-integrated CRM is particularly useful for nonprofits looking to
understand their donors, track the effectiveness of campaigns and plan for
the future. CBMA have found that to be an especially valued benefit of the
solution, as Dave explains:
“When we first switched on Blackbaud CRM the first few campaigns didn’t
go as well as the campaigns from the same time the previous year. But
what we were able to do straight away was bring on board a team to really
analyse what was under the campaigns to a level that we couldn’t do prior
to bringing on board the CRM. As a result of this analysis, the planning we
have been able to do has been much closer to the reality.”

Lessons Learned and a Solid Partnership
Established
Implementations are never without challenges, and Dave shares that this
one had a few bumps in the initial stages with some key lessons learned
along the way.
“The project didn’t get off to a good start as both organisations were not
engaging in the way they should have been – there were differences in
methodologies and approaches that just got the project entirely off track
and to make things even more challenging the project was happening
separately to our ICT department which is a fascinating place to be to say
the least,” says Dave.

“One of the
highlights
was definitely
establishing a strong
partnership with
Blackbaud, key members
on the project team
as well as external
consultants.”

Dave reinforces that it was the combination of honest discussions and
intervention at the senior leadership level, a realignment of approaches
on both sides that steered the project back on track and both CBMA and
Blackbaud worked closely and successfully together towards the revised
go live date.
“One of the highlights was definitely establishing a strong partnership with
Blackbaud leadership, key members on the project team as well as external
consultants,” comments Dave.
“The important factor here was that honesty prevailed and intervention
had given the project the opportunity to reset and get back on track.”

—Dave Jones, Chief of Operations,
CBMA
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A game-changing moment for everyone
It has now been over a year since CBMA made one of their most important investment decisions– and Dave Jones
says they’re confident they have made the right decision in selecting Blackbaud CRM.
“The Blackbaud CRM is really enabling a game-changing moment for the organisation,” Dave says, reflecting on the
significant improvements to donation processing, analysis and planning that CBMA has been able to achieve in the
past year.
Now, CBMA is looking to the future as they continue to embrace working with Blackbaud CRM to enable their lifechanging work.
“What’s exciting is that as we learn more about the solution, more possibilities open up for us as an organisation.
We have a lot of things going right but it still feels like we are only scratching the surface and that’s just
tremendous!
“What we know right now is that the fundamentals the solution has been supporting across the business are more
efficient and providing significantly more value than the system we had previously, and that’s a win straight-off.”

Learn more

“What’s exciting is that as we learn more about Blackbaud CRM, more
possibilities open up for us as an organisation. We have a lot of things going
right but it still feels like we are only scratching the surface and that’s just
tremendous!”
—Dave Jones, Chief of Operations, CBMA

About Blackbaud
Leading uniquely at the intersection point of technology and social good, Blackbaud connects and empowers organisations to increase their
impact through software, services, expertise, and data intelligence. We serve the entire social good community, which includes nonprofits,
foundations, corporations, education institutions, healthcare institutions, and the individual change agents who support them.
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