CRM Skype Chat – Summary
Your Blackbaud Experience – 6/12/14

Attendees:
Barb Laane – Feeding America
Murel Warren - LCMS
Christine Griffin – The Nature Conservancy
Mike Cicerone – Boston University
Jeff Garmon – University of Georgia
Clare Cooley – University of Georgia
Evan Menkhus – Junior Achievement
Jennifer Paquette – Blackbaud
Tracy Parizek – University of Iowa
Becky Fullmer – Ohio State University
Cassidy Eaton – University of Michigan
Tanya Crowe – University of Georgia
Derek Clark – University of Georgia
Allen Roth – Jewish Federation of Cleveland
Jan Shorter – City of Hope

1.  Barb, Mike, and Tracy appreciate the value of a good TAM (shoutout to Katie Campbell, Lindsey Lazarevski and Heather Cooper Johnson!)
2. Struggle with analysts ignoring case details and attachments and asking for the same things
a. Barb, Jeff, Clare, Tracy
b. Jeff: This is more of a problem with SDK/Services and less with the core CRM support team
c. ACTION: Caroline to follow up with the support team/managers
3. Allen, Jeff: Problems with quality and forward compatibility with Professional Services
a. It’s more of a problem in FE Services but is also an issue with CRM
b. A lot of their customizations were created for SmartClient only and don’t work in Web Shell.  
i. Barb has this issue as well.  
c. They spent 3 years trying to customize their data warehouse with Services and it never worked.
d. Barb: had a development environment brought down due to publishing efforts by Services – it’s a big deal to them
4. When cases go to Products, it feels like it’s a black hole, and the only update is “We’re looking in to it”
a. Barb, Mike
b. Barb, Tracy, Clare: It would be helpful to get a good workaround for anything that goes to products.  The workarounds aren’t timely and often are not effective.
c. ACTION: Caroline to speak with support/TAMs/Products to see what else we can do
5. Murel, Jeff: Overall the TAMs and support are experienced and knowledgeable.
6. Jeff: QA with patches is his biggest issue.  Patches usually break more things, and then he has to spend time trying to determine if it’s a product issue, happened prior to the patch, etc.
a. Tracy, Murel, Barb, Allen
b. ACTION: Caroline to follow up with this group and coordinate with QA to see if we can make improvements here.
7. Allen: OLAP/Customizing the data warehouse. OLAP Excel reports don't work when you are hosted. In order to use them, you need to connect via Citrix. This is a huge disappointment. One of the largest advantages of a warehouse and OLAP is to be able to use pivot tables in Excel to analyze your data. I have an open case with support to see if there is anything we can do about this. 
a. Jeff agrees
b. ACTION: Caroline to look in to the OLAP history to share with the group.
8. Clare: It would be nice to have a way to indicate when a case is closed if it’s been closed to their satisfaction or not.
a. ACTION: Caroline to follow up with Clare to come up with some examples
9. Jan, Jeff: They download the patch readme files and review Knowledgebase before applying a patch, but there’s very little information on testing those changes.  
a. ACTION: Caroline to see if we can share our “Steps to Duplicate” with everyone in Knowledgebase solutions
10. Jeff: There are so many places where information is tracked.  It would be helpful to have one main location, even if it’s just a portal.
11. Clare: She would like some more documentation on the Visual Basic code side to be shared publicly.  Trip said there was some documentation that’s equivalent to Javadoc.  Heather Johnson is aware.
a. Trip’s documentation for specs is great
b. ACTION: Caroline – not sure what’s available, but will look in to it – follow up with Heather and Trip
12. Clare, Murel, Jeff: It’s frustrating to feel that they know more about the system than the Blackbaud people they’re working with
a. It’s great when Blackbaud people loop in other team members or colleagues to help get something done
b. [bookmark: _GoBack]ACTION: Caroline to follow up with support to share this feedback
