CUSTOMER SPOTLIGHT

Royal Brisbane and Women’s
Hospital Foundation
“Blackbaud Raiser’s Edge NXT was out of the box
for pretty much everything we needed. It also had
the ability to add extra features down the track if we
wanted to, like the financial management system to
integrate accounting features”
—Kaelah Bosanquet, CFO, RBWH Foundation

The Royal Brisbane and Women’s Hospital (RBWH) Foundation transforming the way it operates
with Blackbaud Raiser’s Edge NXT®.
For many years, the RBWH Foundation has worked in the community
to raise funds for the hospital while also managing a number of other
operations: clinical trials; patient entertainment systems, and other
auxiliary needs within the hospital.
The partnership saw a long period of success; the hospital is Queensland’s
largest, the third largest hospital in Australia, and independently ranked
within the top 100 in the world.
In the last few years, the RBWH Foundation began looking for new ways to
maximise its philanthropy, both at home and internationally.

RBWH Foundation is
powered by:

Blackbaud
Raiser’s Edge NXT®

In handing back a number of other operations, the Foundation doubled
down on fundraising – and they haven’t looked back.
In September 2019, the RBWH Foundation adopted Blackbaud Raiser’s
Edge NXT, a cloud-based CRM which provides Fundraising Teams powerful
analytics, data storage and presentation, smart recommendations, and
more – all within one centralised interface.
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Data With a Purpose and a New Chapter Begins
Simone Garske, the RBWH Foundation’s CEO, recognised they needed a
new system to set them up for success especially as their donations had
grown over the years and also to support their long-term vision for growth
was important.
“Having a system that underpins the work that we are doing day to day
and can help us grow and fulfil our aspiration of being the leading hospital
in the country was absolutely fundamental,” declared Simone.
Convincing the Board of making the investment, she says, was an easy
task.
“I just knew we couldn’t be successful if we didn’t get the right system on
board to support us into the future,” she said.
“It didn’t take much for the board to agree to the budget, and things
moved pretty quickly from there. A lot of credit deserves to go the Board
for that decision.”

End Goal: Bringing on Board the Right System
Kaelah Bosanquet is the CFO at the RBHW Foundation and having been
part of the team for over eight years, understands just how frustrating an
underperforming CRM can be.
“It was actually hard just getting any sort of insights from the prior system.
It didn’t do any real reporting for us,” she says.

“Having a system
that underpins
the work that
we are doing day to
day and can help us
grow and fulfil our
aspiration of being the
leading hospital in the
country was absolutely
fundamental.”
—Simone Garske, CEO,
RBWH Foundation
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“The data just wasn’t consistent; different fields were used for different
purposes on different transactions. We were never going to get the
insights we needed to improve our fundraising.”
Because every donor is unique, it’s vital for fundraisers to be able to pull
up key data, notes from points of contact, and any other information to
each specific person. Under the incumbent system, that meant endless
spreadsheets… and hours of wasted time.
“Blackbaud Raiser’s Edge NXT offers a much more interactive platform,
easier to use, and you can just go in and log a call against a constituent,”
said Kaelah.
“It became the heart of everything we do and everyone uses it – for
instance, our fundraisers import all their meetings, all their data is in the
system, it’s easy to track in-kind donations which we haven’t been able to
do that before.”
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“We recognised that we needed a system that allowed for much better
analytics and had greater capability,” says Kaelah.
Simone and Kaelah set Raiser’s Edge NXT to work – and several of the
platform’s features have quickly become essential tools for each of their
teams.
Being a large organisation, donors come into contact with many people
within the RBWH Foundation. Under the old, decentralised system, data
was difficult both to log and to track.
With Blackbaud Raiser’s Edge NXT, each donor journey is readily available
– with lifetime giving data, notes from each interaction, and when their last
action was taken.
Kaelah says that training her staff and Volunteer Teams was quick
and efficient – and that there are thousands of data points guiding
conversations and actions that simply were not available in the prior
system.

The Benefit of Real-Time Insights
The Foundation consistently receives donations from around the globe, and especially so in recent times. The
‘heatmap’ view – providing real-time insights about donor actions based on location – has proved invaluable for
the Fundraising Team.
And with a keen, supportive Board, Simone says that the ability to find and present the most important data has
tightened the fundraising operations of the entire organisation, too.
“Our goal is to eventually give our Board members their own access to the platform, so when they’re meeting
with contacts, they can quickly see their connections with the Foundation, their donor profile, and when their last
connection with one of the Team was,” she notes.

Straight Out of the Box
Kaelah and her Team needed the new platform to hit the ground running; one of the Foundation’s key calendar
dates, Giving Day, was just around the corner when they adopted Blackbaud Raiser’s Edge NXT.
It was the very first campaign that the Team had run entirely online – and they had no problems adapting, easily
reaching their ambitious fundraising goals for the day.
“The new system was out of the box for pretty much everything we needed. It also had the ability to add extra
features down the track if we wanted to, like the financial management system to integrate accounting features
with Blackbaud Raiser’s Edge NXT,” Kaelah says.
Changing the workflow of an entire Team never seems like an easy task. At the RBWH Foundation, however, Kaelah
says that her staff and volunteers found adapting easy and intuitive.
“It’s really become the living and breathing heart of what we do.
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Changing the Paradigm: A New Donor Focus
The Team at the RBWH Foundation were satisfied with the new platform’s
ability to adapt to their current operations, but in the months since, have
seen the new capabilities begin to transform their own ways of thinking
about fundraising.
“It really signaled change within the organisation,” Simone says.
“It helped us transform to become donor-centric and donor-focused;
the systems and processes are now structured around good donor
management and relationships. It’s fair to say that sort of strategy had not
been in place as we needed it before.
“It was a critical cultural shift.”
With data so readily available, Fundraising Teams like Simone’s now base
their interactions and communications around each specific donor, rather
than their own agenda.
“Blackbaud Raiser’s Edge NXT provides a much more holistic view of the
donor. We were not getting the full picture before… but now, we have a
360-degree view of each constituent,” says Kaelah.

Working ‘on the ground’ with the Fundraising Team, she has a better view
than anyone else on the way that fundraising has changed since adopting
the new technology.
“There’s definitely a return on investment from this perspective,” she said.
“We have hundreds of causes, from cancer to neurology. Some donors
respond to certain campaigns, while some are more general donors. We’re
using all the new data to better engage with each donor profile, and we
couldn’t have done this with our prior system.”

“Blackbaud
Raiser’s Edge NXT
provides a much more
holistic view of the donor.
We were not getting
the full picture before…
but now, we have a
360-degree view of each
constituent.”
—Kaelah Bosanquet, CFO,
RBWH Foundation
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Moving Forward With Blackbaud Raiser’s Edge
NXT
The team at the RBWH Foundation are excited about the future with
Blackbaud Raiser’s Edge NXT.
Some of the key priorities of the team for the future was further
integration of the system with a financial management solution such as
Blackbaud Financial Edge NXT ™, and the organisation is also looking at
Blackbaud’s Payments solution.
“My ultimate goal for the next two to three years is to integrate as much as
we can into Blackbaud Raiser’s Edge NXT solution,” outlines Kaelah.
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For the RBWH Foundation this also includes getting all their volunteer data into the system and being able to
manage grants in and out of Blackbaud Raiser’s Edge NXT.
Simone on the other hand has a different perspective for the future.
“I hope to have our key hospital partners and clinicians working together to partner with us on the donor
relationship journey,” she said.
Blackbaud Raiser’s Edge NXT is backed by industry-leading data analysis, all communications can be streamlined
based on key data points, like age and location, cutting costs and driving better donor engagement.
“Intuitive, insightful, and easy to use”: Simone, Kaelah and the team attest to the improvement they have seen
under Blackbaud Raiser’s Edge NXT.
Bringing transformation to their fundraising operations and providing a world of data analysis and smarter
recommendations, the Royal Brisbane Women’s Hospital Foundation are only looking forward to the infinite
possibilities ahead.
“Blackbaud Raiser’s Edge NXT is at the core and heart of everything we do,” declares Kaelah.

To find out more about how Blackbaud Raiser’s Edge NXT can help drive deeper levels of donor
engagement for your organisation, contact us on +61 2 8918 1200 or info@blackbaud.com.au
Learn more

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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