CASE STUDY

Humane Society of Silicon Valley (HSSV)
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Established in 1929, Humane Society Silicon Valley (HSSV) offers quality
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adoptions, affordable spaying/neutering, vaccinations and microchipping
services, pet care services, and education programs to enhance the
human-animal bond. HSSV operates 24 hours a day, 365 days a year.
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The Heller Consulting Team helped us plan, find, and implement
the right combination of technology to support our strategic
goals. They’ve also provided expert guidance along the way that
has been critically important to us being able to use our new
technology ecosystem as efficiently and effectively as possible.

Joanne Jacobs, Chief of Operations, HSSV
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In 2018, HSSV Chief of Operations Joanne Jacobs
was tasked with upgrading the organization’s oper-
ations and technology. She quickly recognized that
HSSV'’s existing customer relationship management
(CRM) and online marketing solutions could not keep
pace with the organization’s long-term goals for con-
stituent engagement and growth. Some of the chal-
lenges the HSSV faced with their existing solutions
included:

e Lack of acomplete view of constituent data due to
poor integration among solutions, making it difficult
to implement personalized and targeted constituent
engagement and fundraising campaigns

e Need to scale marketing and fundraising activities
and lack of technology support to reach those goals

e Tools that were difficult for staff to use, which
created inefficiencies across the organization

Salesforce Nonprofit Success Pack as
the core CRM platform for the
technology ecosystem

Springboard digital engagement
software for online fundraising, event
management, and other online

revenue-generation activities

Pardot marketing automation software
for streamlining marketing and
fundraising communications and
processes

Integration with other tools in HSSV’s
technology ecosystem, including
WordPress for the organization’s
website and tools for volunteer and
shelter management
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ECOSYSTEM THAT SUPPORTS GOALS

Having worked with Heller Consulting since 2012,
HSSV turned to the Heller team again for a compre-
hensive technology strategy and implementation
solution. The solution included:

A technology roadmap that aligned HSSV'’s
technology strategy with their organizational goals

Solution selection and fit assessment that evaluated
and recommended a connected ecosystem of
technology to support HSSV’s unique marketing, fund-
raising, and operational efforts

Implementation of new solutions in the technology
ecosystem, including coordination of efforts across
vendors to ensure a successful launch of all solutions
as well as strategic guidance to help ensure HSSV'’s
business processes optimize use of the new solutions

ABOUT
HELLER CONSULTING

Since 1996, Heller Consulting
has focused on helping
nonprofits help others by
developing and implementing

technology strategies. we provide
solutions that enable nonprofits to spend
more of their time working with people,
not their IT platforms.

After working with more than 1,000
nonprofits, one thing hasn’t changed: our
passion for helping clients use the right
technology strategies and systems to
significantly expand the impact of their
missions. Our team of experts love to help
organizations find a better way of using
technology to manage fundraising,
donations, volunteer activities, program
services, and outreach.

RESULTS EFFICIENT AND EFFECTIVE
ENGAGEMENT AND FUNDRAISING

HSSV has successfully moved to a new technology
ecosystem aligned with the organization’s long-term
goals. The combination of a core Salesforce CRM
platform with new digital solutions allows HSSV to
streamline processes and improve the effectiveness
of their marketing and fundraising efforts. For exam-
ple, HSSV now:

Uses a 360-degree view of data in Salesforce CRM to

create personalized constituent and donor communi-

cations based on their engagement with the organiza-
tion.

Delivers highly personalized engagement journeys
with pet adopters that mention pets by name and pro-
vide specific tips and encourage deeper engagement
with HSSV.

Uses Pardot to streamline processes and communica-
tions. For example, during the COVID-19 crisis, HSSV
was able to:

e rapidly move from in-person fostering and
adoption processes to virtual processes when
an immediate “shelter in place” order was
issued in California

e keep up with a surge in calls from people who
were considering pet adoption by automating
the initial steps of the process that identify the
best leads for new adopters

e rapidly recruit volunteers and future volun-
teers through an automated email nurturing
campaign
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