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This article is part 6 of a series that focuses on connecting meaningful relationships through Constituent 
Relationship Management (CRM). A good place to start reading is this introductory article packed with five 
different use cases for technology. We have also pulled out an excerpt relating to this article below.

Facilitating Collaboration Across Departments and Staff

Meet Lena, a counselor who coordinates care and services for clients in her caseload at a refugee resettlement agency. Some of her 

clients are also enrolled in classes through other departments in the organization, so she needs to maintain a single CRM record 

for each individual that includes all their case notes, class enrollments, and scanned paperwork. It also needs to link to family 

and household members’ records, so she can communicate about their whole family’s needs where appropriate. While she often 

needs to share status updates with colleagues or confirm enrollment and contact information with external agencies, she also 

needs to respect her client’s privacy and keep some of the data secure. The CRM system must let her choose what data to share.

Lena loves when her clients feel comfortable coming to her with their needs, because they trust that she 
knows them and their history and is there to help.

 M Automate common processes and 
workflows (such as notifying the 
appropriate staff member when it’s time 
to follow up with a constituent) so no 
constituents ever slip through the cracks. 

 M Centralize information about the 
organization’s constituents and 
clients— if multiple staff are contacting 
a constituent, they can work from the 
most up-to-date information, as well as 
coordinating and sharing outcomes. 

 M Manage relationships between 
constituents (for example, family 
members or people living in the  
same household).

 M Provide some information about a client 
to staff or external partners while keeping 
sensitive information private. 

 M Manage client cases and use streamlined 
workflows to provide consistent service 
to clients. 

 M Act as a knowledge repository in the 
event of staff turnover, smoothing over 
the transition process.

Lena wants her CRM system to…



Facilitating Collaboration Across 
Departments and Staff

Have you ever needed a piece of critical information but 

couldn’t get it because the staff member responsible for it was 

unavailable? You may have spent valuable time running it down—

time better spent doing something else. Once upon a time, this 

was how most organizations worked. Different people in different 

departments were responsible for data about their own programs 

or services, and if you needed to know about it you had to ask 

them.

You may have heard that CRM “democratizes” data. All this 

means is that it makes it easy to centralize and share information 

among staff. When everyone has access to the same data about 

your constituents, they can have better conversations with those 

constituents—and they can better deliver programs and services 

to them. 

In short, CRM gives you access to the information you need 

to build stronger relationships. And nonprofits are built upon 

relationships. 

For example, before reaching out to a major donor, a 

development officer might check in with her teammates to 

make sure no one else had contacted that donor recently. She 

might also ask her colleagues in field organizing and events 

whether the donor had attended a lobby day or gala—and even 

the administrative assistant to confirm whether the contact 

information was up-to-date. Not having this information might 

lead to an awkward conversation with the donor. With CRM, 

getting it is as simple as pulling up the donor’s profile—and 

sharing it with colleagues in other departments is as easy as 

updating a field or adding a note.

We’ve talked about the value of Constituent Relationship Management (CRM) for helping build relationships 
with an organization’s constituents—everyone from top donors and online activists to program participants and 
volunteers—but there’s another group that can benefit even more directly: your own staff.

No matter what your organization’s mission is or what kind of work it does, staff is probably your most valuable asset. That’s because 

nonprofit staff members tend to be smart, hard-working, talented, committed people—and when they’re free to do their best work, 

they can accomplish amazing things. 
 

But too often, staff time is taken up by tedious, repetitive tasks, or solving problems that should never have been issues to begin with. 

Good CRM practices can make everyone’s lives easier by simplifying, organizing, and automating the information and tasks staff need 

to focus on the important work at hand.

CRM Helps Staff Do More—And Do It Better



But CRM software can do much more than organizing 

constituent information. Taking full advantage can make staff’s 

lives easier, making it possible to get more done in less time. Here 

are just a few of the things it can help staff do:

 M Generate and share data with the appropriate colleagues.

 M Automate simple, repetitive, time-consuming tasks like 

thank-you letters to donors.

 M Create workflows to automatically apply updates or kick off 

follow-up tasks when an important event happens, like the 

approval of a grant proposal.

 M Set reminders to follow up on tasks or respond before a 

deadline.

 M Use “ticketing systems” to manage incoming requests for 

support that need to be responded to in an organized 

manner.

 M Simplify such everyday processes as timekeeping and 

booking meeting rooms.

 M Create checklists and procedures for staff to follow, like 

taking a major donor through moves management.

 M Use built-in or add-on collaboration tools to facilitate 

conversations and sharing of documents between staff.

 M Use project management features to coordinate between 

staff involved in specific projects.

 M Store information consistently to help new staff find the 

information they need during onboarding.

 M Keep important data in the cloud, so staff can access and 

use it whenever and wherever they need it.

Collaboration is crucial within any organization larger than a few 

people, but it is often one of the most frustrating parts of our 

work. Taking full advantage of your CRM’s features can lighten 

your staff’s workload and reduce frustrations by letting them 

focus on using their skills to do their best work.

CRM can also help you automate certain tasks and functions. 

Not everything can or should be automated—tasks such as 

communicating with major donors or addressing helpdesk 

requests are best left to humans who can understand when 

context and nuance are needed—but such tasks as handing off 

new cases to teammates or notifying the right people about 

incoming grants can be easily automated to save time and effort.

Not all of these examples will apply to every organization, 

and different CRMs may offer different features. But there’s a 

common theme: your staff’s time is both limited and valuable—it’s 

worth taking full advantage of your CRM’s capability to help them 

do more, and to do it better.



At the Association of Schools and Programs of Public Health, 

staff often need information or support from colleagues in 

other departments—and all those requests can be hard to 

manage. The solution? A ticketing system integrated with the 

Association’s CRM. 

“We used to use helpdesk-style ticketing only for our technology 

requests,” said Eduardo Ruiz, Senior Director of Technology. “But 

now we use it for all kinds of internal ‘customer service’ needs, 

everything from problems that need fixing to simple requests 

for information. If someone in communications needs the latest 

data on student matriculation rates, they can put in a ticket to our 

analytics team.” 

That means fewer emails, less time juggling incoming requests, 

and more efficiency in getting work done.

Open Door Legal is pioneering a movement for universal access 

to legal representation, which helps reduce poverty. It matches 

constituents with pro-bono legal support on everything from 

housing to immigration—and it couldn’t serve nearly as many 

people without its CRM. An easy-to-use intake system puts new 

cases right into the system, where all the next steps are generated 

automatically, from tasks to review new cases to project 

assignment to follow-up tasks.

“If not for our CRM, we’d need a whole team of staff to 

manage case processing,” said Executive Director Adrian 

Tirtanadi. “Instead, everything is automated. There’s almost no 

administrative time, and it’s easy for staff to collaborate with each 

other and our external attorneys.”

The organization has made CRM work for it, integrating 

everything from staff time-tracking to meeting scheduling. When 

staff need to collaborate on a case, all the data is right there 

in the CRM. And because it’s in the Cloud, it’s accessible from 

anywhere. The old days of law firms using piles of paper for 

everything are gone.

“Nonprofits always think about the cost of customizing a CRM to 

work for their needs, but no one looks at the cost of using paper 

or spreadsheets instead,” Adrian said. “A well-designed CRM 

saves all that time and effort.”

Let’s look at some examples of how real-world organizations are using CRM to help their staff work better and 
more efficiently together, and how your organization can do the same.

Managing Workloads

Multiplying Staff’s Impact

CRM in the Real World

“If not for our CRM, we’d 
need a whole team of staff 
to manage case processing.”



At Global Fund for Women, an international organization 

that does advocacy and grantmaking around women’s rights, 

communication between teams is essential—especially between 

the development team and the grantmaking team, which  

needs to know what funds will be available for grantees and 

when. With complex, multi-stage processes like major donor 

fundraising, The Fund has found automation to be the key to 

making sure everyone has the information they need.

“We’ve set up notifications that get triggered automatically  

when each gift reaches certain stages, so our colleagues on  

other teams can plan ahead,” said Donor Stewardship Officer 

Renee Saedi. 

The Fund has also used automation to streamline work within 

the development team—for instance, if they flag a donor’s profile 

with a certain interest or need, the CRM will automatically set a 

task or reminder to follow up on it.

“Our work moves forward most efficiently when everyone knows 

what they need to know, when they need to know it,” Renee said. 

“Identifying those needs is the first step to making your CRM 

work for your staff.”

Staff at the Lawrence Arts Center, a local arts organization  

that offers everything from performances to classes, has found 

its CRM invaluable for streamlining staff’s work—and they’ve 

learned that often, less is more. With such a wealth of options 

available for managing their processes, the Center has benefited 

from focusing on a few key areas that can make a big difference 

for staff.

“We try to give staff access to only what they need—everything 

that’s relevant, and no more—so they won’t get distracted,” said 

Salesforce Administrator Brent Lind. He’s found task assignment 

to be a good, straightforward way of coordinating work. He’s 

also used flows to simplify complex processes, like registering a 

student for a class. 

“We used to write long how-to documents about how to use the 

system, and people didn’t follow them,” Brent said. “Now, all the 

steps and instructions are in the flow, right on the screen, so it’s 

easy for staff to follow.”

His key takeaway? Look at all the options available to you, then 

pick a few and simplify, he said. Think about where the tools can 

have the biggest impact for your staff with the least effort on 

staff’s part.

The Power of Automation

Giving Staff the Right Tools for Their Jobs



Conclusion

Your organization does a lot of important work. Your 
staff makes it possible. And for most nonprofits, 
there aren’t enough hours in a day to accomplish all 
that needs to be accomplished. When simple tasks 
become time-consuming, or when the challenges 
of coordinating between individuals and across 
departments overwhelm the good work you’re trying 
to do, CRM can be the answer. 

When implementing a CRM solution, it’s important 
to think about how the software can support all the 
different kinds of relationships your nonprofit has. 
But don’t forget about some of the most important 
relationships: the staff who make your work possible.

Visit Salesforce.org for more information.


