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The firm - RSM



RSM – a leader in the Salesforce Consulting 
Partner Ecosystem



The problem

• Impact reporting is cumbersome

• Outcomes management is crucial for 
both individuals and programs at large

• Multiple disparate systems



The case study

• Multi-year digital transformation

• Individual outcomes management

• Program and agency outcomes 
management

• Internal decision making

• Grants reporting

• Impact reporting

Catholic Social Services in
Edmonton, Alberta, Canada (CSS)



Products



Tips for planning the project

• Planning and design

• Implementation

o Phased approach

o Team structure

• Hypercare



Program logic model

• Building
• Furniture
• Equipment
• Staff
• Volunteers

• Volunteer 
Matches

• Assessments
• Group Activities
• Monthly Trainings
• Activity Fund

• Clients 
Served (#/year)

• Matches Made 
(#/year)

• Group Sessions 
(#/year)

• Training Sessions 
(#year)

• % of clients 
maintaining their 
housing

• % of clients 
showing positive 
outcomes on 
assessments

• % volunteer 
retention

• Matching clients 
with volunteers to 
empower successf
ul housing 
retention, serving 
the City's Plan 
to End 
Homelessness

Manage Grants
e.g. funder requirements, grant deliverables

Evaluate Strategy



Salesforce impact management

• Outcome 
Activities

• Benefits
• Programs

• Indicator 
Assignments

• Indicator Perform
ance Periods

• Indicator Results

• Outcomes • Impact Strategies

Manage Grants
e.g. funder requirements, grant deliverables

Evaluate Strategy



Impact strategies

• Impact strategies gather outcomes and represent them in a logic model.

o An outcome can be a part of one or more impact strategies.

• On an impact strategy record, we can see a visual representation of impact 
strategy.



Agency impact strategy
BL0



Impact strategy hierarchy



Outcomes
CSS tracks outcomes at two levels:

• Overall agency outcome

• Program outcome

o Each program outcome is nested under an 
agency outcome in a hierarchical 
relationship

o Based on our solution, individual client 
progress will roll up to program-level 
results, which in turn will roll into agency-
level results

Agency outcome:
Increase the ability of 

families and individuals 
to make their own 

decisions

Program outcome:
Clients have sustainable 

supports

Program outcome:
Clients have safe and 

affordable housing



Outcome hierarchy



Program impact strategy



Program indicators
Indicators can be created to track agency and program metrics, such as:

• Number of women admitted into an agency shelter each month
• Number of constituents referred to other agencies
• Percentage of clients served fitting a target demographic

Funder required reports and statistics can be created as indicators, and flows 
can be set up to automatically calculate these metrics on a regular 
basis based on system data.



Program outcome monitoring



Individual progress indicators
Nonprofits exist not just to report to funders, but to provide and 
demonstrate impact with the individuals and communities they serve.

Individual indicators may look like:

• Whether a client was discharged from care with successful outcomes

• Whether a client showed improved scores on assessments

• Whether a client made successful connections with other agencies

• Whether a client needed to return for additional services

• How many and how often critical incidents occurred for a client



Tips and tricks: 
individual progress indicators

By carefully defining indicators that measure the mission and work an 
organization does, you can set up Salesforce to measure these outcomes 
for them!

For this client, we:

• Linked assigned client goals to program outcomes

• Linked assessments questions to program outcomes

• Linked assessment question responses to outcomes and goals to track individual 
progress towards their self-defined goals



Individual outcome monitoring
Quarterly, progress ratings are captured by case workers for all a client's 
goals. These are made visible on the client's plan for care to identify risks.



Individual outcome monitoring

Assessments are also completed by case workers regularly. Scores roll up to 
a client's care plan to easily identify areas for change in support tactics.



Program outcome monitoring



Progress and aggregate reporting



Managing program outcomes


