CRM Skype Chat Summary
1/15/15 – Prospect Opportunities

Attendees: 
Kelly Dvorak – The Salvation Army Eastern Territory
Mary Ann Wrana – Simon Fraser University
Kami Ward – The Nature Conservancy
Ivana Plesnivy – Simon Fraser University
Bryan Mullin – UC San Diego
Becky Fullmer – The Ohio State University
Ellen Morrissey – Davidson College
Leon Harrell – University of Illinois Foundation
Cindy Bond – University of Georgia
Kristen Tuttle – Davidson College
Nancy Green – Junior Achievement USA
Barb Laane – Feeding America
David Castillo - Weill Cornell Medical College
Susan Arrington – Junior Achievement USA
Shellie Jeske – University of Illinois Foundation
Lindsay Thompson – University of Illinois Foundation
Vicki Goodwin – Heifer International

1.  Kelly: Does anyone have best practices for opportunities that they want to share?
2. Kami: Who uses opportunities in OOB form?  Who has modified them?
a. Kelly: Salvation Army Eastern Territory has no modifications
b. Mary Ann: They don’t have any customizations either
i. They want to change the order of opportunities statuses
c. Becky: They use them OOB
i. They’d like to be able to change opportunity statuses – see IdeaBank suggestion: http://bbecfeedback.uservoice.com/forums/23106-crm-feedback/suggestions/6968777-allow-opportunity-status-field-to-be-customizable 
ii. Mary Ann: They’d like to change them too – they use unqualified to mean that they’re unsure about the ask amount, and qualified to mean that they know what the ask amount is going to be.  
iii. Kelly: Unqualified = they need to do more work to ensure that they’re going to ask.  Qualified = they’re going to ask.  They generally don’t add the opportunity until it’s qualified.  
d. Kelly: They have custom reports that report goals/revenue received.  
e. Kelly: They also have queries to report on opportunity activity – expected/ask/accepted/received.  This encourages fundraisers to enter the correct status, because they don’t count “unqualified” ones.
3. Kami: They would like to have an “Expected Amount” field (not a percentage) – this is different from Expected Ask Amount 
a. IdeaBank Suggestion: http://bbecfeedback.uservoice.com/forums/23106-crm-feedback/suggestions/6968673-add-an-expected-amount-field-to-opportunities 
4. Kami: Do others change the status each time?  How do other define statuses?
a. Becky: They enter a status of “Response Pending” when they think the donor may take some time before responding, or if they expect a negotiation.  Part of their metrics are the asks that have been made – a status of “Response Pending” gives them credit for the ask.
b. Kami: They haven’t found a good use for prospect status, so they only have one entry in it – “No interest”
5. [bookmark: _GoBack]Leon: Can Caroline send an example copy of a CRM email alert so he can preview it.  They are still setting up CRM but he wants to see how they work.
a. Becky is interested in this too.
b. Just a simple visual example – Caroline will follow up on this.
c. David: Database mail will have to be configured in SQL before using email alerts.
6. Ivana: Do others link revenue records back to the opportunity?
a. Becky: They don’t currently, but may start.  Who handles it at other organizations?  Gift processing?
b. Kelly: Linkage is done by the fundraising admin staff – the revenue entry staff will link if they know the gift is associated with an opportunity, otherwise it falls to the fundraising staff to keep the links up to date.
c. Kami: During gift entry, they require them to associate the opportunity to award the solicitor credit.
d. Kelly: One limitation is that there can only be one qualified opportunity per plan.
i. This has changed in 4.0 – more than one is allowed.  
e. Mary Ann: Their donation processes link the opportunity to a designation once a donation is received.  
7. Kelly: How do others use opportunity type?
a. Kami: They use it for fundraising: Annual, Major, Planned Gift, Principal
8. David: How do others track this scenario:
i. Plan to ask donor for ($10 million) – “Expected ask amount”
ii. They actually ask the donor for ($10 million) – “Ask amount”
iii. The donor says “I’m not going to give you $10 million – I will give you something less”
iv. The donor decides to give $2 million – “Accepted amount”
v. The pledge is signed.  
b. Kelly: They track expected date/amount, actual ask amount/date, response date/amount
c. David: Do others track “Expected amount”?
d. Nancy: Once the pledge agreement is signed, a pledge goes into CRM and is attached to the opportunity by the revenue data entry person.
e. Kami: They added opportunity attributes and displayed them on the form to get the “Expected Amount” and “Expected Date”
f. Kami – then they attach the opportunity to the revenue transaction – during revenue entry, you can search for the opportunity and add it – it becomes the source for the revenue and will add the solicitor credit based on the primary manager of the plan that the opportunity is on.  
9. Kelly: It would be helpful to have another tab on the plan for outright gifts that were not expected.  They don’t fit as an opportunity (no ask), they aren’t planned, but are received as part of the plan.  They currently have fundraisers constantly retro-entering opportunity records to associate a gift with the plan.  
a. Kelly: How do others associated gifts to a plan that don’t come through an opportunity or planned giving record?
i. Kami: They are going to have a global change that will award solicitor credit to gifts outside the plan/opportunity (ex: major donors who give on the web).  They have a script to feed the revenue solicitor credit field for gifts that don’t get associated with an opportunity.  She can share the script.  
1. Becky (fullmer.11@osu.edu ) and Kami (kami_ward@tnc.org ) would be interested in seeing this.
2. Kami: The CRM team runs the script once a month for all fundraisers – the day before they pull production credit reports.
b. IdeaBank suggestion: http://bbecfeedback.uservoice.com/forums/23106-crm-feedback/suggestions/6968649-associate-gifts-to-a-plan-when-an-opportunity-or 
10. Kelly: What version are others on?
a. David: 3.0 SP9
b. Kami: Testing on 4.0 to go live in August or September
c. Kelly: 2.94, testing 4.0 now
d. Caroline: There is a Skype session on February 4th for people working on the 4.0 upgrade to connect – feel free to join!
11. Kami: They allow one solicitor credit from the opportunity for their main credit assignment.  They credit other things via recognition credits.  Do others use multiple solicitor credits?
i. Becky: They use secondary solicitors to get secondary credit for the gifts.  Activity reports show dollars raised as primary, and as secondary.  
ii. Kelly: On the plan, they use the primary manager field to give “hard credit” and the secondary manager to give “soft credit”
12. Nancy: Do others have trouble getting Development Officers to use prospects/plans/opportunities?
a. Caroline: I’ve heard other people mention that it’s tough because DOs are always on the go.
b. Nancy: They also feel like fundraisers aren’t used to structured processes like this.
13. Vicki: How do others handle this: Opportunity entered for $10,000.  Payment comes in from 3rd party for $25,000, which includes other payments.  How do you pay off the opportunity?
a. Nancy: You can show an additional donation in the commitment window.
b. Barb: Split the gift - $1000 to the opportunity, and remainder to unrestricted funds.  
c. Vicki: That works, as long as the remainder isn’t for another opportunity.  Then they’d have to enter 2 transactions.
d. Kami: You should be able to pay two separate opportunities with one transaction when you split the transaction.
14. Additional IdeaBank suggestion: Add an “expected close date” field to the opportunity tab: http://bbecfeedback.uservoice.com/forums/23106-crm-feedback/suggestions/6968762-add-an-expected-close-date-field-to-the-opportun 
