How many active

How many donor

A . How many How many ) )
X Existing IG database db users at the + prospect How many active ) . Approximate size
Region Country / Market . transaction communications
supplier / name moment records at the |donors currently? of Database (GB)
. records (approx) | records (approx)
(licenses) moment?

INT International Salesforce 26 >150K 0 - 50K 100K - 500K >1M 9
Africa Africa Regional Salesforce 2 0 - 50K 0 - 50K <100K 250K - 1M 0
Americas Argentina Salesforce 1 50K - 150K 0 - 50K 4500 200000 1
Americas Brazil Salesforce 3 >150K 0 - 50K 16500 >1M 4
Americas Canada Blackbaud / RE
Americas Mexico Excel
Asia Hong Kong FR Pro --> Salesforce 27 50K - 150K 50K - 100K 100K - 500K <250K 8
Asia Korea Human Software/MRM 29 >150K >100K 100K - 500K 250K - 1M 20
Asia Malaysia, SG
Asia Phillipines SG
Asia Thailand SG (cost in USD) 0 0-50K 0 - 50K 100K - 500K <250K
Europe France Salesforce 3 50K - 150K 0 - 50K <100K 250K - 1M 2
Europe Italy Direct Channel 42 >150K >100K >500K >1M 87
Europe Netherlands Salesforce 5 0 - 50K 0 - 50K <100K <250K 0
Europe United Kingdom Salesforce 6 >150K 0 - 50K 100K - 500K >1M 9
Europe Greece MS Access 1
MENA MENA Salesforce 12 50K - 150K 0 - 50K 100K - 500K >1M 5
Asia Japan Microsoft/SQL Server 60 >150K >100K >500K >1M 23




Salesforce for Quarterly Reporting

UNHCR has recently been developing reports for Quarterly reporting of online donations from
Salesforce. The benefit of using Salesforce for reporting is the length of time to create these
reports will be significantly reduced. User can run tier own reports at any time and simply copy
the appropriate numbers into the Quarterly reports template provided — A typical reporting
procedure will take as little as 30 minutes to complete.

The income and Donor numbers reports which are how operational for Quarterly reporting of
online figures are currently for donations being made via Worldpay.

Reports:

The following reports are included for quarterly reports:

Report Name

Report Description

Acquisition
Committed Giving
Income

Total committed giving income from donors who were recruited on-line
whose first FuturePay gift was settled in the current year.

Acquisition One off
Giving Income

Total one-off giving income from one-off donors who made a payment in
the current year and who did not make any one-off payments in previous
calendar year.

Existing Donors CG
Income

Total committed giving income from donors who were acquired through 1.5
Online or 1.9 Multi-channel AND whose first FuturePay gift was settled
before the current year.

Existing Donors One
off Giving Income

Total one-off giving income from donors who were acquired through 1.5
Online or 1.9 Multi-channel AND made a one-off payment in the previous
calendar year.

Committed donors at
start of period

The total number of committed giving donors whose FuturePay agreement
was active in the first month of the current period and whose last regular
payment was settled less than 3 months before the first month of the
current period.

New committed
giving donors

The total number of regular donors whose first FuturePay payment was
settled in the current year.

Lost committed
giving donors

The total number of committed giving donors whose last regular payment
was less than 3 months before the first month of the current period but
more than three months before the end of the current period.

Newly converted CG
donors

Donors who made their last one-off gift in the previous calendar year
whose first regular payment was settled in the current year AND donors
who made their last OO gift and their first regular payment in the current
year if the OO gift was settled first.

One off donors at
start of period

The total number of donors who made a one-off payment in the 12 months
prior to the start of current year and who are not considered committed
giving donors at start of period.

New one off donors

The total number of one-off donors who made a payment in the current
calendar year who are not new committed giving donors and who did not
make any one-off payments in previous calendar year.

Lapsed one off
donors

The total number of donors whose last one-off gift was settled in the same
period last year.




These reports are summarized by Hub, so that totals can be copied into the Quarterly reporting
excel templates

Finding Reports:

Once logged into Salesforce, click on the reports tab and find the folder ‘Q reports template
(Q2)y

)

The UN

-
Hc Search. Search Micolas Ford +  Setup |

ee Agency|

Home Donors/Organisations Donation Opportunities  Campai ppeals  F y D Groups Chatter Files Import Transaction %

Reports & Dashboards |MewReport. |New Dashboard...

Folders Q report templates (Q2)
Find a folder... v
S ——————— Find reports and dashboards. 2=] Al ltems
MENA - ET Reports - FP Weicome - Arab
Action Name + v & Folder Created By

MENA Danar Care
MENA Donor Email Survey 2016 _ Q2 One off donors at start of period
MENA Donor Survey 2016

MENA Donor Survey 2016

MENA Ingame Reports

MENA Mailing EoY 2015 L]]
MENA Mailing Lists

MENA Midele Danor Reports

MENA Newsletler Malling

Middle te Major Donors-MENA Denor Care
PSFR HQ - Deashboards reporls

s prior to the start of @ report templates (Q2) Malikova, Barbora
of period

§ raguier penyme Q report tsmplates (Q2) Malikova, Barbora
st regular

off donors who made a payment in the curm
ing donors and who did not make any one-off

lendar year who are Q report templates (Q2) Malikova, Barbora
yments in previous

PSFRHQ - Old Q2 New committed giving donors.
PSFR HQ Dashboards LATAM = 1 The total number of regular donors whose first FuturePay payment was settled in the cumrent @ report templates (Q2) Malikova, Barbora
Q repor templates (G1) year.
Q report templates (Q2) Q2 Lost committed giving donors
Reports Training Folda &3] =l Q report tsmplates (Q2) Mallkova, Barbora
4 Salesforce for Social Media (Installed Pach
Salesforce for Twitler (Installed Package: ! . . Q2 Lapsed one off donors @ reporttomplates (62) \alicows. Barbom
Sample Reports ! The total number of donors whose last one-off gift was settled in the same pe ear o P
4 Shared Dashboards Q2 Existing D One off Giving |
Subscriber Reports {Installed Package: M - Xisting Donors One ving Income

. ; |= 1 Total one-off giving income from donors who were acquired through 1.5 Online or 1.8 Mult @ report templates (Q2) Malikova, Barbora
Syria Winlerization email - UK channel AND made a one-off payment in the previous calendar year
Thank you Emails- MENA Doner Care
Thank you- MENA Daner Care =
Tracking Reperts (Installed Package: Mark
UK - Malling_Reparts
UNHCR LG Dashboard Reports
UNHCR UK Donors reports
USA - Leadership Giving
Velcome Emails- MENA Dencr Care
Winler Appeal AR - Feb2015 111 0f 11 =

Q2 Existing Donors CG |

cquired through 1.5 Online or 1.9 Multi Q report templates (Q2) Malikova, Barbora
efore the current year.

Q report templates (Q2) Malikova, Barbora

Click on the report required and view the results:

# Q2 Acquisition Committed Giving Income

Report Generation Status: Complete

Role (Show Hierarchy): PSFR HQ

Report Options:
Time
Summarize information by Date Fiekd Range
Donation Opportunity Owner 3 Expected/Actual Close Date %) [ Custom )

Please note that all amounts are
in USD and income refers to

Show Donation Opportunity Status  Probability .

All donation opportunities 3 [ Any 3 Al gross Income before the

Run Report ~ | | Show Datails| | Customize | | Save | | Save As| | Delete| | Printabie View| | Export Details | | subscribe.

e — WorldPay fee of approximately
Fig:ir:fnaeyq:uaE\si;EmED‘SETTLED,BY,MERCHANT Clear X% Is deducted-

AND First Transaction Date - Regular greater or equal 1/1/2016 Clear
AND First Transaction Date - Regular iess or equal 6/30/2016 Clear
AND Donation Opportunity Name contains FuturePay Clear

Lead Source equals Web Clear

e Convert USD amount to
i or | Denston sty Gmrr + [ your local currency and
insert results into
o Quarterly report

35,765.34

Donation Opportunity Owner: Charlotte Pinet (548 records) te m p I ate .

13,394.95

Donation Opportunity Owner: Danieia Martin (4 racords) e ° On income tab, Calculate
oo Srperunly Sunr HsSBESRE e msecn 3.15% of income in each
sario row and add the amount

879.10

Donation Opportunity Owner: Natasha Alexander (41 records) tO COStS .

632.81

Donation Opportunity Owner: Andrea De La pena (3 records)

Donation Opportunity Owner: Barbora Malikova (1,122 records)

Donation Opportunity Owner: lvan Mora Fajardo (270 records)

Donation Opportunity Owner: Mark Voat (41 records)




Based on your office, find either the total USD amount (for income reports) or the total number
of donors (for donor number reports) for your office data owner (see below) and copy the
number into your excel Q report template.

Each Donation (or opportunity) on Salesforce is marked with a Data owner corresponding to the
hub or office of ownership — this is shown in the table below.

Hub / Office Donation Page Data Owner
Language
Code/s
International 00 XX
UK GB XX
Gulf / MENA GU XX
France FR XX
Mexico LAES XX
Brazil BRPT / LAPT XX
Belgium BE XX
Netherlands NL XX




Below are examples of quarterly reports on SalesForce with
filters and criteria explained in detail.

Please note that quarterly reports are cumulative —i.e. Q2 reports cover period
from January to June etc.

Criteria/ fields that need adjusting each quarter are highlighted.

DONOR #
(Donor/ organization reports)

One off donors at start of period (Q1)

Description:

The total number of donors who made a one-off payment in the 12 months prior to the start of
current year and who are not considered committed giving donors at start of period.

Time Frame
Date Field Range
Last Transaction Date - Single v Custom r

From To
11142015

Filtered By:(1 AND 2 AND (3 or 4)) AND 5 Edit
1. Total Amount Given greater than 0.00
2. First Transaction Date - Single less than 1/1/2016
3. Last Transaction Date - Regular less than 10/1/2015
4. Last Transaction Date - Regular equals
5. Donor: Lead Source equals Web


javascript:void(null);

New one off donors (Q1)

Description:

The total number of one-off donors who made a payment in the current calendar year who are
not new committed giving donors and who did not make any one-off payments in previous
calendar year.

Time Frame
Date Field Range
Last Transaction Date - Single v Custom v
From To
11120186

Filtered By:(1 AND 3 AND (2 or 4)) AND 5 Edit

1. Total Amount Given greater than 0.00

2. Last Transaction Date - Regular less than 10/1/2015

3. Last Transaction Date -Single-PreviousYr equals

4. Last Transaction Date - Regular equals

5. Donor: Lead Source equals Web

AND Donors/Organisations with Donation Opportunities
Created Date less than 4/1/2016
Stage equals SETTLED,SETTLED_BY_MERCHANT
Donation Opportunity Name does not contain futurepay
Expected/Actual Close Date less than 4/1/2016
Lead Source equals Web

Lapsed one off donors (Q1)

Description:

The total number of donors whose last one-off gift was settled in the same period last year
(quarter/ year).

Time Frame
Date Field Range
Last Tranzaction Date - Single T Custom T
From Tn
1112015 BRI |

Filtered By:(1 AND (2 or 3)) AND 4 Edit
1. Total Amount Given greater than 0.00
2. Last Transaction Date - Regular less than 10/1/2015
3. Last Transaction Date - Regular equals
4. Donor: Lead Source equals Web


javascript:void(null);
javascript:void(null);

Committed donors at start of period (Q1)

Description:

The total number of committed giving donors whose FuturePay agreement was active in the first
month of the current period and whose last regular payment was settled less than 3 months
before the first month of the current period.

Time Frame

Date Field Range

Last Transaction Date - Regular v Custom Y
Fram Ta
10M/2015

Filtered By: Edit
Total Amount Given greater than 0.00 Clear
AND FuturePay Agreement: Created Date less than 1/1/2016 Clear
AND Donor: Lead Source equals Web Clear

New committed giving donors (Q1)

Description:

The total number of regular donors whose first FuturePay payment was settled in the current
year.

Time Frame
Date Field Range
First Transaction Date - Regular A Custom A

From )

112018 33112018

Filtered By: Edit
Total Amount Given greater than 0.00 Clear
AND Donor: Lead Source equals Web Clear


javascript:void(null);
https://unhcr.my.salesforce.com/00O57000006lWaC
https://unhcr.my.salesforce.com/00O57000006lWaC
https://unhcr.my.salesforce.com/00O57000006lWaC
javascript:void(null);
https://unhcr.my.salesforce.com/00O570000079PPx
https://unhcr.my.salesforce.com/00O570000079PPx

Lost committed giving donors (Q1)

Description:

The total number of committed giving donors whose last regular payment was less than 3
months before the first month of the current period but more than three months before the end
of the current period.

Time Frame

Date Field Range

Last Transaction Date - Regular v Custom A
From Tn
100142015 [T23T2015 |

Filtered By: Edit
Total Amount Given greater than 0.00 Clear
AND Donor: Lead Source equals Web Clear

Newly converted CG donors (Q1)

Description:

Donors who made their last one-off gift in the previous calendar year whose first regular
payment was settled in the current year AND donors who made their last OO gift and their first
regular payment in the current year if the OO gift was settled first.

Time Frame

Date Field Range

First Transaction Date - Regular v Custom v
Fram Tn
1102016 [3/31/2018

Filtered By:(1 AND 2) AND ((3 AND 4) OR 5 Edit

1. Total Amount Given greater than 0.00

2. Donor: Lead Source equals Web

3. Last Transaction Date - Single greater or equal 1/1/2015
4. Last Transaction Date - Single less than 1/1/2016

5. Date of Conversion This year greater or equal 1/1/2016


javascript:void(null);
https://unhcr.my.salesforce.com/00O57000006lPlw
https://unhcr.my.salesforce.com/00O57000006lPlw
javascript:void(null);

INCOME
(Donation opportunity reports)

Acquisition One off Giving Income (Q1)

Description:

Total one-off giving income from one-off donors who made a payment in the current year/
guarter and who did not make any one-off payments in previous calendar year.

Time Frame
Date Field Range
Expectedisctual Close Date v Custom v
Fram Tn
112018 [3IATIZ0T6

Filtered By:(1 AND 2 AND 3) AND 4 Edit
1. Stage equals SETTLED,SETTLED_BY_MERCHANT
2. Last Transaction Date -Single-PreviousYr equals
3. Donation Opportunity Name does not contain FuturePay
4. Lead Source equals Web

Acquisition Committed Giving Income (Q1)

Description:

Total committed giving income from donors who were recruited on-line whose first FuturePay
gift was settled in the current year.

Time Frame
Date Field Range
Expectedisctual Close Date v Custom v
Fram ™
—_——

11020186 2312018

Filtered By: Edit
Stage equals SETTLED,SETTLED_BY_MERCHANT Clear
AND First Transaction Date - Regular greater or equal 1/1/2016 Clear
AND First Transaction Date - Regular less or equal 3/31/2016 Clear
AND Donation Opportunity Name contains FuturePay Clear
AND Lead Source equals Web Clear


javascript:void(null);
javascript:void(null);
https://unhcr.my.salesforce.com/00O570000079PP9
https://unhcr.my.salesforce.com/00O570000079PP9
https://unhcr.my.salesforce.com/00O570000079PP9
https://unhcr.my.salesforce.com/00O570000079PP9
https://unhcr.my.salesforce.com/00O570000079PP9

Existing Donors One off Giving Income (Q1)

Description:

Total one-off giving income from donors who were acquired through 1.5 Online or 1.9 Multi-
channel AND made a one-off payment in the previous calendar year.

Time Frame
Date Field Range
Expected/sctual Close Date b Custom v

Fram ™
| T |
112018 3312016

Filtered By:(1 AND 2 AND 3) AND 4 Edit
1. Stage equals SETTLED,SETTLED_BY_MERCHANT
2. Last Transaction Date -Single-PreviousYr not equal to
3. Donation Opportunity Name does not contain FuturePay
4. Lead Source equals Web

Existing Donors Committed Giving Income (Q1)

Description:

Total committed giving income from donors who were acquired through 1.5 Online or 1.9 Multi-
channel AND whose first FuturePay gift was settled before the current year.

Time Frame

Date Figeld Range

Expected/Actual Close Date v Custom v
Fram Tn
1Mi2ne [3ETZ0TE |

Filtered By: Edit
Stage equals SETTLED,SETTLED_BY_MERCHANT Clear
AND First Transaction Date - Regular less than 1/1/2016 Clear
AND Donation Opportunity Name contains FuturePay Clear
AND Lead Source equals Web Clear


javascript:void(null);
javascript:void(null);
https://unhcr.my.salesforce.com/00O570000079PPi
https://unhcr.my.salesforce.com/00O570000079PPi
https://unhcr.my.salesforce.com/00O570000079PPi
https://unhcr.my.salesforce.com/00O570000079PPi
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1. Background

This is a documentation of the current fundraising processes in <country> together with a
recommendation of how to improve operational efficiency and donor engagement in future.

2. Current Situation

This section explains the as-is state of <country> PSP operations by primary functions

2.1. Acquisition

2.1.1. Face to Face

<country’s> primary means of individual giving acquisition is Face-to-Face fundraising for
regular gifts. This practice first started in 2011 although this was halted in 2013 due to
disappointing results from the agency. In November 2015, a new procurement process began
for a Face to Face agency which was subsequently won by <agency>. F2F Fundraising began
again in July 2016, which is now currently acquiring approximately 1000 new donors per month
and on target for 3,000 new donors between September and December 2016.

<agency> are responsible for hiring fundraisers, collecting sign up forms, entering the sign up
form information onto Excel (and handing over to UNHCR along with the physical forms). The
new signups forms are checked against the excel entries and then copied and pasted into the
“master” excel file by xxx or yyy (<agency> employee but based at UNHCR). At the same time
the initial donation is attempted on the TBV machine (Point-Of-Sale machine located in the
UNHCR office).

After the first donation, the new donor falls into the regular banking cycle from the master
excel file. This is where UNHCR attempts to make a donation claim for donors (mostly on a
monthly giving frequency) by sending claim files to 2 different banks. The master excel file is
filtered on the bank product column and the next transaction date and the resulting donor list
is copied into the bank upload template where it is then uploaded and submitted to each Bank.
Banks usually respond to these claim files within 1 or 2 hours whereby the successful
transactions are updated in the master excel file, by setting the Last transaction date (todays
date), the next transaction date (next month), the Bank product and the Successful month (e.g.
OCT). On highly successful debit days (i.e. when <country> donors tend to get paid) the list of
successful transactions can be around 2,000 — this takes a huge amount of manual updating
work every day on excel.
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There are a large amount of transaction failures in this donation claim process as the culture in
<country> is to take money out of your account as soon as you are paid. Therefore there is only
a small amount of time in <country> when the donor has available funds to claim the donation.
This is why the <country> office attempts donor claims every working day for one monthly
donation, until the donation is successful. Once a donation is successful, the next transaction
date is moved on one month from todays date, and it is not until then that the next months
donation is attempted again.

2.1.2. Online Fundraising

<country> currently has no specific online fundraising operations. Last year an online campaign
was launched which acquired approximately 100 regular donors and 20 single givers. However
the web site has now been switched off after the campaign has expired and due to the cost of

hosting. There is a new strategy forming around digital for <country> which includes the hiring
of a digital fundraiser.

There are also 770 donors on the Global database who live in <country> and have given
through our webites (via worldpay).

2.2. Retention

<country’s> donor retention programs are: welcome packs, letters, calls and emails, and
Telemarketing services which include Donor Care / save initiatives and upgrade calls.

The Face to Face Agency are also responsible for sending the welcome packs and letters (these
are sent independently to all regular donors) and also making welcome calls to higher level
donors (those donors who have pledged a larger monthly donations, or pay by credit card, or
are aged between 40 — 50 years old). Welcome emails to these higher level donors are
currently written by xxx.

<agency> are also currently responsible for Telemarketing retention schemes such as Donor
Care Calls (inbound) and Upgrade calls. When a F2F acquired donor phones in to <agency> to
cancel or upgrade a regular gift, <agency> send the details to xxx, who then subsequently
updates the master excel sheet.

<country> also has 770 online donors (145 of these are regular givers) who have given through
UNHCR International donation pages and pay via worldpay. When one of these regular donors
wishes to cancel or upgrade then xxx asks donor care to log in to Worldpay and perform the
changes on his behalf.
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3. Reccomendations & Next Steps

In the longer term, it is recommended to move to Salesforce for Banking, but only when a PCI-
DSS compliant solution is established. | recommend using a vendor that has experience in
implementing a similar solution in <country> with Salesforce and with the same bank for this,
rather than using a local vendor as there does not seem to be awareness of PCI-DSS
compliancy, or in payment processing from Salesforce with existing organisations.



Contact categories (Agreed model)
Salesforce Managed Package — Embed segmentation model

: Lapsin
Active 0 -12 mths Loyal Lapsegd/ Lost
New (first gift in . 3+ 5+
last 12 mths) B e

Lead Donor Donor Donor
Middle donor D

. onor
(manual) Middle donor

Major donor .
. Major donor

(manual)
Recurring _ : .
Recurring Recurring Recurring
donors
- 1
One-off One-off donor Responder One-off donor
One-off donor

donors One-off donor Repeater?

(1) Responder: One-off donor have donated 1 and only 1 one-off gift (initial gift)
(2) Repeater: One-off Donor having donated at least 2 one-off gifts (initial gift + at least one 2" one-off gift)



Contact categories — Definitions
Salesforce Managed Package — Embed segmentation model

Contact categories are multi picklist values (or checkboxes) that are either automatically or manually added or
removed from an account / contact record depending on the donation history of that record:

Lead — Automatically added or removed. contact exists in Salesforce with a method of contact (email, phone or address) but no money
has been received to date.

Middle Donor Prospect - applied / removed manually by user or added automatically when a donor becomes an active middle donor
(never automatically removed). This ensures that former middle donors can be identified.

Major Donor Prospect - applied / removed manually by user

Active / New — Automatically added or removed. Donor has given first gift in last 12 months

Active / Existing — Automatically added or removed. Donor is active but has not given first gift in last 12 months

Active Donor - Automatically added or removed. We have received a donation (won opportunity) from this donor (IG or LG) in the last
12 months.

Active Middle Donor - Automatically added or removed. We have received at least 1 donation (won opportunity) from this donor (IG or
LG) in the last 12 months and the total of all donations in the last 12 months is between 1,000 an 9,999 USD

Active Major Donor - Automatically added or removed. We have received at least 1 donation (won opportunity) from this donor (IG or
LG) in the last 12 months and the total of all donations in the last 12 months is over 10,000 USD

Active Recurring Donor -Automatically added or removed. Contact has at least 1 active Regular Gift record and at least 1 donation
received from it in the last 12 months

Active One Off Donor / Responder - Automatically added or removed. Has given only 1 one-off gift in the last 12 months

Active One Off Donor / Repeater - Automatically added or removed. Has given more than 1 one-off gift in the last 12 months

Loyal Donor 3+- Automatically added or removed. Has given a gift every year over the last 3 years.

Loyal Donor 5+- Automatically added or removed. Has given a gift every year over the last 5 years.

Lapsing Donor - Automatically added or removed. Last received any donation between 12 — 24 months ago

Lapsed Donor - Automatically added or removed. Last received any donation (won opportunity) between 24 — 36 months ago

Lost Donor Automatically added or removed. Last received any donation over 36 months ago

Lapsing Recurring Donor — Automatically added or removed. Last received a recurring donation between 12 — 24 months ago

Lapsed Recurring Donor — Automatically added or removed. Last received a recurring donation between 24 — 36 months ago

Lost Recurring Donor — Automatically added or removed. Last received a recurring donation over 36 months ago

Lapsing One Off Donor — Automatically added or removed. Last received a one-off donation between 12 — 24 months ago

Lapsed One Off Donor — Automatically added or removed. Last received a one-off donation between 24 — 36 months ago

Lost One Off Donor — Automatically added or removed. Last received a one-off donation over 36 months ago



	Copy of Appendix B - Database Analysis by PSP operation.pdf
	Appendix D - Quarterly reports on SalesForce
	Appendix E - UNHCR Country PSP Operations Report
	Appendix F - Salesforce Contact Categories

