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The firm - RSM oM

Global reach, national strength, local touch
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RSM — a leader in the Salesforce Consulting o
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Forward-Looking Statement




Adapting to Today’s Reality T

The need for services doesn't stop

Integration and compliance requirements are
ever changing

Staff turnover is at an all time high

Your Clients




How can the funding team collaborate with the
programs team to achieve desired outcomes, at scale?

Adhere to Compliance and

Integration Requirements




Linked slide

Nonprofit Cloud

One integrated platform to transform digitally for the new normal

Fundralsmg c “o\ Program Management

or-Centric Experlence / v Amplify Program

Marketing & Engagement o o Grants Management

i
Find and Engag ong Supporters . r Simplify and Accelerate Grantmaking




Where do we help?

Before Care During Care Post Care

Potential Clients " Active Client

Graduated or Post Care
Referrals

Case Management - - Cross Enrollments
Outreach - Goals & Tasks into new programs

Reporting - Benefit Delivery - Reporting for
Intakes - Assignments | payments
Documents - Disbursements - Audits by funder
Assessments - Outcomes Leverage data for
Engagem‘ent - Sessions new funding and
Remmders Notes grants
Appointments - Assessments

Engagement (aka Marketing)
Collaboration & Efficiencies (Slack, Experience Cloud, Einstein)

Integration & Analytics (MuleSoft, Tableau, DataCloud)
A »
£ 3 Integration Options:
1. File Import/Exports
2. APIs (prebuilt or custom)
3 No API Access - RPA




Integration

Mandated
System

Integration
Options:

Import
APIs
RPA

*Connected
Platform

Data Cloud

Salesforce
Platform

Assesaments

Goals and Tatks

Benefis

Support
Tableau

Portals

Self Service Support
Appiications

Goal Management
Ramily Management

Engagement (Email,
SMS, Bots)

Workflows

AppExchange
IoT Management /
Data




We Launched Salesforce Data Cloud

Hyperscale data platform powering the
World’s 1st Real-Time CRM

-

- Real-Time Flow
Automation

' aeaI-Time Einstein Al

n L 4
Real-Time o Transactional
Hyperscale Data Platform Database -I OOB

records

Hyperforce processed daily
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Assessments c Benefit Assignments

Contact Name:  Alex Bailey
Age 63

Time in Area 3 months
sategoren of Assgtance

Aopted

Harmonizing Data | [ro—

Aopicator

Extract and harmonize data in a way that helps your staff see
a clear picture of the client using data that may not live within [
Salesforce. | 2063 | racanrg eners
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Scale Your Client Engagement

Create automated Journeys to help engage new referrals
through an outreach strategy or walk clients through their
care journey through a welcome series. This allows your
clients to determine preferred communication channels and
receive information relative to their current needs.




Before Care

Contracts & Program Training & Partner
Funding Management Credentialing ~ Management




MEET LUKE

Luke is a Program Manager at a fictitious
organization named STEPS. Luke’s job is to
manage and analyze the funding,
performance, and outcomes of a program.

Luke can easily toggle from program to
program to better understand associated
funding contracts, benefits within each
program, total referrals and enrollments,
along with measuring outcomes towards
their impact strategy goals.




Nonprofit Service E

Related

) contracts (2)
Contracts and 2 items - Updated 2 mintes ago
Funding Contract Number Account Name

| Referral (3)

3 items - Updated 2 minuies oo

Status Contract Start Date Contract End Date

eitract 4

Name v Client Name Referrer Org

n Program Enroliments - Applied (4)

Oukiand F e gancy Degasrtment

tiren Arp

Managing the Program

Organizations can create records to track funding sources

amounts, and allocations. Salesforce's flexible architecture
allows for customization to fit specific needs, such as tracking
grant cycles, budgets, or donations.
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**»  Q Branch Q Home Demo Wizard Demo Tools Demo Component

—

Actionable Lists

All Actionable Lists v ||

Referrals

2 items - Sorted by Name - Filtered by All actionable lists - Updated an hour ago

| | Name T v | Object Name

High Risk Referrals Account

|

My Referrals Assigned to Me Account

Filtered Lists

To prepare for her day, Sandra can leverage dynamic lists that are built based on sorting logic.
This helps to ensure those who are the most at risk have immediate outreach.




During Care

Intake Assessments Enroliment




Nonprofit Cloud Case Management
Purpose-built for Service Providers

e




Reporting @, sdesforceorg
@
8

Assessments g @ Case Record

Case Benefit
quqgement Management

® Referrals

fAr A/~ - DA re -~ N~
for Whole Person Care

Build Trusted Relationships

CasePlans @ w ® Intakes

@
Enroliment




Reporting
°

Assessments g //_,.—_\\
' Interactions

/

Benefit
Deliveries

Housing

N\

® Referrals

Case Plans \'”‘\,_,____,,,4—/ Intakes

L ]
Enroliment

One Platform

Reporting
H
Assessments ¢ —

Benefit _ |
Deliveries =~ |

7
Case Plans

Enrollment

L]
salesforceorg

Reporting
@
Assessments ¢

Interactions

Benefit *® ® Referrals
Deliveries

Employment

Case Plans Intakes
Py ©
Enroliment

Interactions

® Referrals
/

Intakes




Stakeholder 360

for Household Care

Employment |34

Permanent | g
Housing i

Build Trusted Relationships

@

L 4
salesforceorg

Early
Education

..  Behavioral

'&\{* Care




Benefit & Case Management

Inbound
Referrals

AT

il O

Outcomes
Management
Establish als and metric

Dynamis
Assessments

hing a b

Program
Management

Benefit
Eligibility

they are eligible for

o

Williams Family

Enroliment
gibllity a doff

Benefit Deliveries

Interaction

Summaries

Care Plans

Sandra
Case Manager

Client 360

Reporting




MEET Avila Family

Rose has been referred to STEPS . The goal is
to make sure the referral is managed in a
timely manner and Rose gets access to
services quickly.

Rose is a minor and is currently under the
primary care of her grandfather. While he
will be responsible for her enroliment, her
mother will be participating in some of the
services she will receive.




MEET SANDRA

Sandra is a Case Manager at a fictitious
organization named STEPS. Sandra’s job is to
work every day with a variety of clients, track
their progress towards achieving their goals,
and make sure none of them slip through
the cracks.

Sandra has just been assigned a new client
named Rose. Let’s follow along as Sandra
prepares for her first meeting with Rose.




&
Q Branch QHome Demo Wizard Demo Tools Demo Component

Referrals

Actionable Lists

All Actionable Lists v |

2 items - Sorted by Name - Filtered by All actionable lists - Updated an hour ago

| Name * v | Object Name
| High Risk Referrals Account

| My Referrals Assigned to Me Account

Filtered Lists

To prepare for her day, Sandra can leverage dynamic lists that are built based on sorting logic.
This helps to ensure those who are the most at risk have immediate outreach.




i1 Nonprofit Service E

'L Bove Avils

L' Rose Avila

Client 360 a

G Interaction Summaries

ot Hupane or Lyt

Addresa irformaton

Knowing the Client

To prepare for her meeting, Sandra reviews Rose’s Client 360 to understand her entire
journey with STEPS. At a glance, Sandra sees high level and detailed information about Rose.
This can include interest tags to help with personalized engagement, timelines to visualize
and track the events that affect her outcomes, and quick snapshots of all her interactions
with STEPS staff.




Case Manager
Client
Relationships

iii  Nonprofit Service E

L Rose Avits

/;:Iationships

[ rose avila

Benefit Assignme... 4

. BA-000004801
Benefit Na.. Nutritional Support
Available 20

Maximum 20

\eron BA-000004798

Clisnt Source

Benefit Na Children 11 Therapy

Interest Tags
Available 340

Maximum

Play Therapy

Cliont Timeline . : s

ANEwnts

Full Name

Roles

Full Name

Roles

Full Name

Roles

v BRelallcnshlps 3

Jane Rice

Teacher

Theresa Petersen

Physician

Jasmine Avila

Guardian

£ X 3

D Interaction Summaries

Most Bucant Fuer

Leveraging Relationships

Sandra can then visualize the relationships Rose has to other resources. Such as extended
families, primary physician, schools, benefits already assigned to her, and more.

Sandra can not only easily visualize these relationships, but we can take action on them right

from this screen




Recently Viewed v Mr. Michael McKinney

0 items « Updated 8 minutes ag

Recently Viewed I Sequel Industries

k- Connected les

Mr. Michael McKinney
Sequel Industries « VP Sales

Spoke with Michael and he informed me that her biological father
was recently incarcerated. He took custody of her, but he physically
knows that he won't be able to support her long term. He is very
concerned about her future and is very interested in proceeding with

our services. We found no potential
duplicates of this Lead.

e ‘ mrrul Specialist

Submitted Rejected

Activity Chatter Details

Email New Task New Event

Filters: All time - All activities « A

v Upcoming & Overdue

No next steps
To get things moving, add a task or set up a meeting.

Nn nact activity Dact maatinac and tacke markad as dona chow 1in har




i @

Welcome to STEPS

Example Items

Contact Information
Demographic Information
Insurance Information
PHQ-9

SDoH

Signatures to proceed

v




Email | Meet and Greet with his Case Worker

@ tormstack

Welcome, Michael -

Appointment Reminder

o zems
Congratulations, Michael, you've successfully d
enrolled and we want to Introduce you to Patty,
your Patlent Navigator. Your appointment Is N———
oy A8 s B, W et 2t
Monday, October 11th at 9am. She wlll call you . = o+ Seitty
at 505-123-4444 ‘ -

RELEASE FORM

Signature
Please feel free to logln to your account now to

slgn the required paperwork. Michael McKinney
Complete Paperwork

Thank you,

Irene Intake Speclallst




3 M
E Help Center
m Learning Reso

Heart Healthy Meal Delivery

“

Chat started at 8:11 PM

Hello Michael! | am the
Uplift Chat Bot. | can help
you navigate your
questions. How can | help?

About Support Frequently asked questions about How do I post to the Ll,:l‘!]ll‘u,".\l"‘)
billing
How do | update my profile? Is my personal information secure? What is your privacy policy? Schedule
Review Case Plan

Portal Help




Before Salesforce Scheduler...

Re-schedules appointment and e
wonders if they should just give up... The customer... Next step: Client to

Schedule Intake

Arrives for appointment and
resource realizes they need a
translator or Spanish speaking
resource

Calls to schedule an
appointment, but after
hours.

Client needs to move their
schedule around to
accommodate

Staff returns message, but
client is now away from phone.

Staff doesn’t realize that resource is on
vacation during their normal schedule
and they need to reschedule.

Client calls during lunch break and
appointment in made.




~
E Help Center

Schedule Aopointment
-] Learning Resources

Select Appointment Location
Select the locat on for your sppeintment
Enter an addres, oty, or 2IP code
San Frarceca, CA, USA

Chat started at 8:11 PM

187 mi Harrs

1 Market St Branch, San Francisco Mordsy :
’ s Appointment booked!
wetaay

Weenzzcay Anything else we can
Tharsciy * help you with?

Fridsy

Seturciay

S o No. Thanks. @

8 Captain Or Branch, Emeryville Mordiay
5 Drve Tueseay
CA SWICR

Weerescay -3 o We will see you Monday,

Thursday the 22nd at 10am.

Fridey

Senurciay




New Client Acquisition Journey

Welcome Survey
Emall Inltlatea

In-Home Care In-Home Care In-Home Care
Emali 2 SMS 1 Emali 3

In-Home Care Home Care
Emall 1 Facebook Ad

Learn More CTA

Agent Marketing
Inltlatea Can Suppression







Case Manager
Life Events

&

i1t Nonprofit Service E

1 Bove Avila

[V Rose avita L) Aorts (9)

o= oo

[ ntecaction Summaries

T Uite Events

Interest Tags

Life Events as Milestones for OQutcomes

Sandra reviews the life events for Rose, which are major milestones that are important for her
organization to track. As each of these milestones happen, they will light up. Any grey life

events are milestones Rose has not achieved yet, and could be a signal to Sandra’s team that
the client might benefit from a referral to another program.



/Qo ationships Life Events

) cases (2)

i1 Nonprofit Service E

1 Boue Sade

LY rose Avila
Subject

Case Manager a ——— R oo | st | e
- . [ et Cantact Cornc |
Care Coordination

D Interaction Summaries
ird care Plan (3)
-

Interest Tagy

+ Updated 6 minutes ago

Name Care Plan Template

Mental Haalth

Collaboration Across Programs

On the Care Plans tab, Sandra sees that Rose is already getting support from different
programs at STEPS. This cross-program visibility allows Sandra to collaborate with other Case
Managers in order to improve Rose’s outcomes.




Collect Personal Information ™

Sandra Garcia has an upcoming task

Collect Documents |~ May 15

Sandra Garcia has an upcoming task

Case Manager :
Intake = Coordinate with Referring Agency
—— o -y You have an upcoming task

Coordinate with Referring Agency

You have an upcoming task

Action Pians () = Collect Documents ™

You have an upcoming task

Collect Personal information W

You have ao uocoming tach

Client Intake

Within the Care Plan, Sandra can see tabs for all the steps she must take to support Rose. On
the Intake Tab. Sandra can work on the tasks that are required to complete before Rose can
officially enroll. For example, she needs to gather additional information and collect
documents, such as consent forms.




Case Manager
Assessments

Intake Assessments Services Care Tean?\

Completed Saved All

Sorted By Last Modified Date- All Assessments

General Assessment

Mental Health General Assessment

Fies (0)

Assessments

On the Assessments tab, Sandra can check what evaluations are still open and review
previous evaluations. She can see that based on the responses of the first assessment, the
system auto generated a secondary assessment for her to complete. In addition, referrals
can be made, enroliments can be completed, and triggers to complete secondary
assessments can be executed through background automation based on her responses.




Case Manager
Assessments

Assessments

When completing the Assessment, a guided workflow shows Sandra exactly what step she is
at and allows her to save her responses for later. Sandra appreciates that she can pick up
exactly where she left off in her next meeting with Rose.




\ Enroll Ph

Program

Case Manager ral -~
Care Programs Mental Health

JrS——

O case Programs Food Access

nar

Enhanced Care Management (ECM)

L Care Plan (3) \\
nerma [T

Services

After completing her intake and assessments, Sandra can start coordinating the care and
services that STEPS will be providing Rose by enrolling her into various programs. Sandra can
see that Rose is eligible for 3 different programs, and has enrolled her into ECM, Food, and
Mental Health.




Case Manager Booe Ml Combhatlios- Buudand B0 _ i
Care Plans E3t 3 Meals per Day

Care Planning

Since there is some overlap between the ECM and Food Access programs, Sanda creates a
combined care plan for Rose. Sandra leverages a pre-built care plan template to help
streamline data entry of common benefits and goals the STEPS program offers. Sandra
appreciates that she doesn’t need to type out the same goals for every client, she just selects
the ones she needs.




- 2rocTIan

Case Manager
Case Teams

(2, [ ——

Case Team (2) Add Mambe Adkd Tean

Team Member Member Role Case Access Vhible In Customer Portal
Crisis & Traum: Support Toam  Team

Food Access Team Tew

Case Team (2}

Support From Other Teams

If Sandra ever needs help or Rose requires more care, Sandra can pull in additional resources
by adding them as Case Team members. She can select from pre-identified teams for a given

issue, automatically loop them all in, and assign them the appropriate level of access to the
care plan.




Recantly Viewed (1)

Case Manager
Analytics

III |I|I II - Inbcund Retorrats (o Revew

II lllll s 3¢ l P veound Reterras 10 Revees
2>
. v 150 o

Comprehensive Analytics and Reporting

As Sandra provides services for Rose and her other clients, she is able to see her impact on
her Case Manager Dashboard. This dashboard rolls up data in a way that helps case managers
at STEPS visually understand what is happening across their programs and clients.




Post Care

Alumni Donors

Advocacy = New Funding or Volunteers




KnowWAo

Rep. Gerry Connolly #

Advocacy Dotells

Advocacy within Salesforce

Once you have true access to data and results, that data can be used to provide evidence,
credibility, and accountability for your cause. Many customers will then leverage Salesforce to
support their advocacy efforts.




4 Alissa Parrish

This looks at clients served by Basic Homelessness Assistance Program (BHAP) or Special Needs Housing Grant (SNMG) funding during the 2019 calendar year

Services Provided Geographic Area

Use the parameter to collapse mto all services counts Use a parameter to collapse 1

or click on a service type to filter
results

20 statewide counts, or click ¢n 3 community to fiter results
Service Providec Geographic Area

Local Community 2,026

By Service

Advocacy

Service Provided: Emergency Shelter / Emergency Lodging
# of Clients: 1,631

77 ror

OV Victim / Survivor Disabling Condition

12 Unavailable

u Yes
navatlable  9¢ 2o %

Tableau

Alissa Parrish, Institute for Community Alliances, has created
this example Tableau Dashboard to better visualize the Basic
Homelessness Assistance Program (BHAP) or Special Needs

Housing Grant (SNHG) funding during the 2019 calendar
year.
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Enroll Part

Program

Cross Program , —~—
Enroliments Mental Health

) case programs (1 Food Access

nara

Enhanced Care Management (ECM)

P Care Plan (3) \\

Services

After completing her intake and assessments, Sandra can start coordinating the care and
services that STEPS will be providing Rose by enrolling her into various programs. Sandra can
see that Rose is eligible for 3 different programs, and has enrolled her into ECM, Food, and
Mental Health.




Thank you

> nﬁ'/ b



