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Program Delivery



Introduction
Program Delivery and Technology: The Unicorn Opportunity

Your programs are the mechanism to which 
you deliver on your mission. Whether you’re 
mobilizing constituents to advocate for 
a change in policy or providing shelter to 
homeless populations or delivering critical 
support to a city affected by a natural disaster. 
The work you do is critical, so shouldn’t 
delivering on it be easier? 

That’s where technology comes in. Every 
nonprofit is unique -- your innovative model, 
your highly specialized programs, the particular 
way your executive director and your board like 
things to be done — these things make you a 
unicorn. And you may be thinking how could 
any piece of software possibly capture that 
uniqueness?

Well guess what? Technology exists that’s as 
unique as your programs that can make doing 
this work easier. Imagine the impact you 
could make if you got rid of spreadsheets, 
paper forms, calculators, and wasted staff 
time. You can literally track anything, and we 
mean anything. And there’s more. You can 
report on it too. 

So if you’re going to be a unicorn, go be a 
unicorn! 

In this book, we will focus on facing and 
overcoming the biggest roadblocks to 
delivering your programs. We’ll start with 
some of the challenges we see all the time in 
the nonprofit community when it comes to 

delivering your programs, from operations and 
reporting, to scaling and aligning programs 
across chapters and partners, to managing 
funding. We’ll give you some tips for using 
Salesforce technology to tackle each issue, and 
then you’ll meet the nonprofit trailblazers who 
are really doing it.

Let’s go! 
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Operations
CHAPTER ONE

“The Salesforce Nonprofit Success 
Pack is our foundation to manage 
our family care. We’ve seen 
an increase in productivity by 
25% due to the ability to access 
information across the country 
and saved an average of 25-50% 
of staff time since moving to 
Salesforce.”

Martin Biernat  Project Director, MDA
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A Place For Your Data to Live
Getting to a complete, real-time view

Nonprofits come in all shapes and sizes, but 
no matter what your NTEE code is, you most 
likely have to manage a bunch of information, 
keep track of outcomes, and make sure your 
programs and services reach constituents. 
If you don’t have the right tools in place, the 
simplest of operations are going to be more 
difficult and lead to inefficiencies. A lack of 
investment in the right tools tools has led 
to frequent headaches across the sector, 
including duplicate work, siloed data, and 
occasionally mass confusion.

CHALLENGE SOLUTION

Salesforce provides both a database for 
tracking program information and also tools 
for managing and automating programs. The 
database is easy to customize, so you can 
track everything you need in one place. No 
more filing cabinets or spreadsheets: one 
system, one source of the truth, one answer to 
“what’s the latest with this?” The tools include 
built-in, customizable reporting, an out-of-the-
box mobile app for accessing and collecting 
data from anywhere, and features like Process 
Builder for automating and streamlining 
processes to cut down on data entry.
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of their program information was stored in 
Access databases, emails, and spreadsheets. It 
would take sta multiple days to create reports, 
or get the proper approval for new programs. 
PATH brought all of their program information 
into Salesforce, giving them a 360-degree 
view of all their work, from new initiatives in 
the approval process to results from their field 
staff. Processes that used to take days, now 
take seconds.

Watch PATH’s presentation: “Transparency for 
the Win”

PATH, a leader in global health innovation, 
brings lifesaving medical treatments to over 
150 million people every year across 70 
countries, primarily in Africa and Asia. Through 
a wide range of programs, they provide 
vaccines, drugs, diagnostics, devices, and 
services. Prior to implementing Salesforce, all 

TRAILBLAZER
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https://www.youtube.com/watch?v=xDZitMq0VhI&list=PLU8xqF8ZASbULIhDJdT9W70ve_z1GwZ0K&index=54
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Scaling Up Programs
Expanding your impact

Growth is exciting. You’ve tested your theory 
of change, proven your operating model, and 
now you’re ready to reach new populations 
and take your impact to the next level. But are 
your IT systems ready to handle new users, 
new locations, and new processes? Scaling 
up inevitably puts a strain on your staff and 
resources that are already stretched thin. Add 
antiquated software to the mix, and you could 
find yourself facing some serious roadblocks 
on your path to growth.

CHALLENGE SOLUTION

Salesforce can be a strategic asset as you 
take your programs to scale, allowing you to 
keep IT costs low and move faster. Unlike 
on-premise databases, Salesforce is cloud- 
based. That means there’s no database to set 
up at your new office, no server to manage. 
Plus, adding more users or data storage is 
simple. One critical feature to leverage when 
you’re scaling up is Chatter, similar to a social 
network feed that enables you to collaborate 
with colleagues, partners, or clients in the 
same system as your data and reports. 
Everything in one place, in a secure portal. 
With access to data from anywhere and real-
time collaboration, you can make scaling up a 
reality.
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ten years! LKR captures all programs-related 
data in Salesforce, from instruments donated 
to teacher support cases to the millions of 
dollars it has invested into public schools. 
Salesforce.org has supported LKR as it’s grown 
from 10 teachers with 100 students in one 
city to more than 1,600 teachers with nearly 
250,000 students across more than 30 cities.

Read the full Little Kids Rock success story.

Little Kids Rock (LKR) is a nonprofit that brings 
instruments, curriculum, and music education 
programs to public schools. When it was 
founded in 2002, LKR launched programs in 
schools around the country with a small and 
talented group of sta and volunteers. However, 
LKR sta quickly realized that its system of 
capturing information was slowing them down 
and they needed a platform that would enable 
them to scale. LKR turned to Salesforce to 
manage its donors and programs, but it quickly 
grew into the organization’s nerve center. And 
they’ve been growing on the platform for over 

TRAILBLAZER
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http://www.salesforce.org/stories/little-kids-rock/


Going Paperless & Going Mobile

We all had to start somewhere, and for many 
nonprofits that means starting on paper. 
Sometimes that’s “how it’s always done,” or 
you need to maintain HIPAA compliance, or 
you just have an old-school executive director. 
Either way, organizations that run on paper 
create inaccuracies, inefficiencies, and waste. 
Paper just isn’t sustainable — in more ways 
than one. The rest of the world is thinking 
digital and mobile rst. So how do you kick the 
paper habit?

CHALLENGE SOLUTION

Salesforce is a mobile, HIPAA-compliant 
platform that can help you bring your programs 
into the digital era. For staff who work with 
paper forms, there are a number of simple 
form-building solutions that allow your staff 
and constituents to fill out forms on any device 
and submit the data directly into Salesforce. 
Even in the field, staff can collect information 
offline from anywhere and have it sync when 
they come online again. For case managers 
and others who need to keep personal records, 

customizable security rules let your admins 
control who sees what. Of course, the process 
of digitizing can be labor-intensive, but with a 
variety of data import tools and our own data 
import guide for nonprofits, you can move 
from paper to cloud faster.

Sustainability & efficiency go hand in hand
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for the client. With the Salesforce1 Mobile 
App, Furniture Bank is replacing clipboards 
with iPads. Volunteers can now record clients’ 
furniture selections right on their iPads, from 
anywhere on the showroom floor. As a result, 
the checkout process has been reduced to just 
5 minutes, allowing the organization to serve 
50% more clients per day.

Read the full Furniture Bank Success story

Furniture Bank collects lightly used 
furniture to distribute to those in need, 
from underserved families setting up their 
first home to refugees starting a new life. 
Prior to implementing Salesforce, the entire 
organization was run on paper forms. To make 
a request for furniture on behalf of a client, 
Furniture Bank’s member agencies used to 
have to fill out paperwork or make a phone 
call. Thanks to Service Cloud, agencies can 
now go online to log cases, which
are automatically routed to Furniture Bank to 
review and schedule a showroom appointment 

TRAILBLAZER
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Collaboration 
& Engagement

CHAPTER TWO

“Salesforce has a whole litany 
of tools that we can add on 
to our Platform to meet our 
needs. It has become our central 
hub where everyone can see 
everything that’s going on with 
every individual.”

Michael Grandel   Director of Business 
Intelligence, The National Aquarium, Inc.

11 / Collaboration & Engagement



Aligning Across Chapters & Affiliates

Affiliation models differ from organization 
to organization, but alignment tends to be 
a persistent challenge. Federated nonprofits 
often have a national or international 
headquarters and regional affiliates that don’t 
do a good job of communicating, swapping 
best practices, or reporting data in same way.
This creates duplicate efforts across the 
network and makes it extremely difficult to 
report total impact.

CHALLENGE SOLUTION

Driving alignment among chapters and 
affiliates takes strong adherence to process 
and open channels of communication. 
Salesforce can help you facilitate both. By 
establishing a common data model and 
making it available to your various chapters, 
you can enforce data standards, so that 
everyone is reporting data back to the 
central office in the same way. With that data 
aggregated, you can use Salesforce tools like 

Einstein Analytics to analyze trends, pinpoint 
best practices, and measure collective 
impact. Meanwhile, Community Cloud 
provides a “virtual water cooler” for affiliates 
to share files and collaborate with their 
counterparts, while maintaining whatever 
level of data privacy your model requires.

Helping your network work
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converted into a case to be resolved. HQ 
can track how many inquiries they receive 
by topic and create new resources for their 
affiliates when needed. HFHI has also 
standardized programmatic reporting for 
their Neighborhood Revitalization project. 
All participating affiliates have access to a 
standard set of progress indicators that they 
can use to track their own momentum. Those 
indicators are pushed up to headquarters 
where reports are run to track progress across 
all sites. 

Watch Habitat for Humanity’s presentation 
“Streamlining Programs and Processes Across 
Chapters -- or Nations”

Habitat for Humanity International (HFHI) 
has over 1,400 affiliates around the world 
and operates 870 second hand stores that 
sell furniture and building materials in the 
United States. With Salesforce, they’ve created 
a process for staff across all of their affiliates 
to request assistance and report on their daily 
operations. When any affiliate has a question 
about general operations, they can send an 
email to headquarters that is automatically 

TRAILBLAZER
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https://www.youtube.com/watch?v=ejTVCy-rK-Y&index=26&list=PLU8xqF8ZASbULIhDJdT9W70ve_z1GwZ0K
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Collaborating With Partners

As nonprofits, we love to work together. 
Partners extend your organization and your 
programs to deliver change on a local and 
global scale. But partner-based models come 
with unique operational challenges. You need 
to provide resources to help them deliver 
programs and services and a forum for them 
to communicate and report back to you. One 
organization is hard enough to manage. How 
can you keep your partners working happily 
and effectively?

CHALLENGE SOLUTION

Just as your staff can log into Salesforce 
from any device and get work done, your 
partners can too. The only difference is 
that when partners login, you can create a 
completely different experience for them, 
thanks to Community Cloud. Partners sign 
into a branded digital portal, where they 
can collaborate directly with your staff, log 
cases and requests, and access resources. You 
control what information partners outside 
of your organization can view, and you can 

give them login access even if they don’t 
have a Salesforce subscription. Salesforce 
Communities are highly customizable, so 
organizations have used them for managing all 
kinds of partner relationships, from grantee 
portals to volunteer communities.

Working smarter together
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Salesforce Community Cloud, Gavi deployed 
a Country Portal. Gavi now provides countries 
with real-time access to their grant status data-
driven decisions. When before it could take 
the organizations up to 13 months process 
a grant application, with the Country Portal 
the nonprofit expects to improve this time 
by 25%. This means Gavi can get life-saving 
vaccines to children faster.

Watch GAVI’s presentation “Taking 
Community Engagement to the Next Level”

Since 2000, Gavi has helped vaccinate 500 
million vulnerable children in lower-income 
countries. To protect the next 300 million 
children, Gavi not only needs to understand 
which vaccines are needed where, but also 
the challenges and issues that may arise in 
delivering them. Gavi works with partners in 
over 73 countries to deliver immunization 
programs, and they needed a way to simplify 
interactions and processes with stakeholders 
and a way to provide real-time insight into 
grant applications and renewals. Using the

TRAILBLAZER
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https://www.youtube.com/watch?v=SgXGhfC1LIE
https://www.youtube.com/watch?v=SgXGhfC1LIE


Recruiting & Engaging Program Participants

Your programs are powered by people. But 
potential clients and stakeholders need to 
learn about your programs before they can 
take part in them. Gone are the days where 
nonprofits ts can simply rely on a constituent 
finding their services from a Google search. 
With all the noise on social media and the 
web, it’s hard to get the word out about your 
programs. How can you do a better job of 
shouting from the proverbial rooftops? And 
once you attract a constituent, how do you 
keep them engaged?

CHALLENGE SOLUTION

Marketing automation is often seen as a tool 
to find and retain donors. But many nonprofits 
are leveraging it to attract and engage program 
participants. With Salesforce marketing 
tools, you can send tailored opportunities 
to get involved to each constituent based 
on their interests and past activity. From 
email campaigns and web forms to social 
media listening and publishing, you can 
finally bring all of your engagement onto one 
communications platform. Engagement 
Plans is a unique feature that allows you to 

design communications journeys for program 
participants, so that every staff member 
always knows where constituents are and what 
the next step is. They’re especially useful for 
managing intake, onboarding, and ongoing 
engagement. Marketing and development 
teams can use the same tool, so messages and 
branding are streamlined.

Connecting with the right constituents
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solution for tracking contacts and prospects, 
managing campaigns, sending consistent 
communications, and generating more 
leads by tracking web activity and brochure 
downloads. With Pardot, Project Lead The Way 
increased open rates, time-to-close for new 
opportunities, and enabled their remote sta to 
work better from anywhere.

Watch Project Lead the Way’s presentation 
“The Path to Marketing Communications 
Excellence”

Project Lead the Way (PLTW) is the nation’s 
largest provider of K-12 STEM programs that 
help students develop the critical 21st-century 
skills they need to succeed, with programs in 
over 10,000 schools across the United States. 
PLTW’s engagement team, which is focused 
on bringing new schools into the program, 
uses Pardot to manage their pipeline of new 
sites and engage with schools interested in 
joining the program. PLTW was able to set 
up Pardot with minimal IT resources, and 
now their engagement team has a complete 

TRAILBLAZER
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Funding
CHAPTER THREE

“Grantmakers are having to get 
smarter in the ways they select 
and manage their grantees, 
and evaluate the impact of 
their support. To do this, they 
are turning to digital, using 
solutions like Salesforce and 
other third-party apps to reduce 
administration, streamline 
processes, and increase 
intelligence.”

Heather Black   Managing Director, 
Economic Change CIC
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Managing Program Funding

Grants can account for a significant amount 
of your funding, so you don’t have to rely on 
individual supporters to keep your programs 
running. But that means your staff has to 
handle all of the necessary evils that come 
with grants management: writing LOIs, 
meeting application deadlines, and reporting 
outcomes. If you manage this process on 
paper or in a separate system from the 
one used for your other development and 
program management, it can be a major 
burden for your staff.

CHALLENGE SOLUTION

There are a variety of grants management 
tools available on the Salesforce platform to 
help you streamline the grants management 
process, from application and reporting to 
tracking incoming and expected funds. Staff 
members can collaboratively review grant 
applications before submitting. Once a grant 
is awarded, set up automated reminders to 
notify staff when data milestones are due to 
funders. Development staff can track that 
status of grants as they move through the 
application funnel and manage relationships 

with granting organizations. By tracking grants 
alongside other funding sources in a single 
system, you can get a complete projection 
of incoming funds. Programs teams can 
tie grant allocations to the specific projects 
to automatically roll up outcomes and 
impact data, shortening the time it takes to 
reporting back to grantmakers from weeks or 
months to minutes.

Reducing friction in grants management
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of the goals it’s accomplishing with each 
donation. With 700 projects, hundreds of 
donors, and thousands of contracts in the 
system at any one time, Salesforce helps 
the organisation demonstrate financial 
accountability as well as improving efficiency. 
With the grant team now free from paperwork, 
staff can spend more time analysing data to 
determine best practices, identify lessons 
learned, and hone the organisation’s strategy. 
Communication and information sharing 
has also improved. As all grant-related 
information is now accessible via Salesforce, 
the organization has eliminated the need for 
hundreds of internal calls and emails.

Solidaridad is paving the way to make 
business better for the planet, better for 
people, and better for posterity. Solidaridad 
must comply with strict data publication 
requirements as part of the International 
Aid Transparency Initiative (IATI) and as a 
condition of receiving funding from the Dutch 
government. With Salesforce, Solaridariad’s 
funding team tracks grants from receipt to 
allocation, and gives the organization visibility 

TRAILBLAZER
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Streamlining Grantmaking Programs

Grantmakers all have one thing in common: 
the desire to make sure their funds are being 
used to create change in an efficient and 
meaningful way. One way to ensure this is 
to get regular reports and updates from the 
grantees about their progress. However, this 
can be time consuming for the organization
receiving the funds and the last thing a 
foundation wants to do is stand in the way of 
their grantee working toward their mission.

CHALLENGE SOLUTION

A grantee portal built on Salesforce 
manages the entire grantmaking process 
from application to follow-up. With reporting 
functionality that lets you bring in data from 
any source, whether it’s an Excel spreadsheet 
or an external database, grantmaking 
organizations can understand the impact they 
are having with their funding, facilitated by 
the nonprofits they support. With automation 
rules and marketing communications 

tools, reminders to send in data milestones 
are automatically pushed to fundees. 
Grantmakers can more easily facilitate 
strong relationships with the important 
organizations that are doing great work to 
create change.

Steamlining your foundation’s efforts
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sources and makes it easy to visualize and 
share. This is all done with minimal impact 
on the grantees, enabling them to stay 
focused on their mission while maintaining 
accountability for the funds they receive.

Watch Open Society’s presentation “Moving 
Beyond Reports and Dashboards: Analytics for 
Nonprofits”

In 2015, Open Society Foundations 
made 3,000 grants to organizations in 167 
countries ranging from $300 to $11.5 million. 
Foundation connect enables them to keep 
accurate and real-time data on all of their 
grants and track progress across regions, 
countries and programs. For deeper insight, 
Open Society Foundations uses Einstein 
Analytics to give all of their program officers 
access to data to compare programs, or drill 
down on details when needed. Wave analytics 
allows them to bring in data from multiple 

TRAILBLAZER
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Data & 
Analytics

CHAPTER FOUR

“We focus primarily on 
maximizing our social impact. 
It’s no easy task to distribute 
lifechanging appliances in India’s 
slum towns. But with Salesforce, 
we can see exactly how big a 
difference we’re making.”

Ben Merven   Co-founder, Pollinate Energy

23 / Data & Analytics



Trailblazer

Measuring & Reporting Impact

It all comes down to impact. Your ability 
to track it, measure it, and prove it to your 
funders is mission-critical. But with data 
spread across different silos, reporting can 
become unmanageable. The process of 
creating your annual report turns into a 
scavenger hunt through spreadsheets and 
filing cabinets. And due to limitations in older 
reporting systems, nonprofits often have to 
settle for measuring programmatic outputs 
instead of outcomes, which fails to show the 
real change you’re making.

CHALLENGE SOLUTION

The good news is that reporting comes 
standard with Salesforce. Not only are the 
Reports and Dashboards robust and flexible 
enough to track any type of program data, 
but they’re also surprisingly easy to use. With 
minimal training, non-technical sta members 
can learn to use the drag-and-drop tools to 
build beautiful reports and dashboards based 
on all of the data you have in Salesforce. 
No IT assistance or data science degree 
required. You can also schedule snapshots 
to be emailed on a regular basis to board 

members or other stakeholders, so they don’t 
even have to log into Salesforce to get a real-
time impact update. But what about data that 
isn’t in Salesforce, like third-party and public 
data sources? In that case, you can use a more 
advanced tool like Einstein Analytics, which can 
analyze data from virtually any source.
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which stands for retention, admissions, 
development, internships, and outcomes. In 
each of those categories they figured out what 
was important to measure and which data 
points would support those measurements. 
From there, they were able to decide what 
data was important to collect and bring into 
Einstein Analytics. Anyone on staff can access 
the data and use it to make decisions.

Watch Year Up’s presentation “Year Up Levels 
Up its Impact with Analytics”

Year Up is a national nonprofit organization 
working to close the “opportunity divide” — the 
divide between the 6 million young adults 
who are disconnected from employment and 
education due to systemic socioeconomic 
inequities and the 12 million jobs that 
American employers are struggling to fill with 
quality talent. Since 2000, Year Up has served 
over 16,000 young adults through their year-
long training and job placement program. To 
meet this ambitious goal, Year Up knew they 
had to be a data driven organization. Year 
Up created a set of metrics called RADIO, 

TRAILBLAZER
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Thank you!
Your Journey’s Just Getting Started

Delivering on your mission with your programs 
is the reason your organization exists. But 
when the wrong tools stand in your way of 
operational effectiveness, doing what you’ve 
set out to do can be near to impossible. With 
Salesforce you have the right tools to attract 
and retain constituents, deliver your services, 
engage more effectively, manage funding, and 
elevate the true value you’re providing in the 
community.

GET STARTED

http://www.salesforce.org/nonprofit/serve/
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