[image: image1.emf]
Health System 
Development Department

Development Information Services

Strategic Plan of Operation

FY 2010
Debby C. Charron

Director, Development Information Services

Table of Contents

1. Mission Statement
2. Strategy

3. Development Information Services

a. Department Administration

b. Gift Processing

c. Database Maintenance

d. Policies & Procedures

4. Program Areas

a. Major Gifts/CDO Office

i. Goals

ii. Objectives

iii. Action Steps

b. Annual Giving

i. Goals

ii. Objectives

iii. Action Steps

c. Stewardship

i. Goals

ii. Objectives

iii. Action Steps

d. Planned Giving

i. Goals

ii. Objectives

iii. Action Steps

e. Corporate & Foundation

i. Goals

ii. Objectives

iii. Action Steps

f. Prospect Research

i. Goals

ii. Objectives

iii. Action Steps
g. Children’s Miracle Network
i. Goals

ii. Objectives

iii. Action Steps

5. Benchmarking

Mission Statement
Development Information Services is dedicated to providing outstanding quality and customer service support to the office of development. Our primary focus relates to building and maintaining exceptional information systems and database management. In doing so, we assist our development colleagues in achieving the overall goals of the Geisinger Health System Foundation.

Strategy
We fulfill our mission in the following ways:

· Continually evaluate/assess current operations within each program area of the foundation

· Maintain current practices in the area of development services through resources, networking, research, peer groups—become the “resident experts” in our field
· Effectively communicate all processes, issues, changes, etc. to staff as they occur
· Proactively seek ways to provide data in a manner that will enhance program analyses 
·  Remove potential barriers to understanding the work we provide
· Exhibit exceptional stewardship practices and customer service-oriented atmosphere
Development Information Services
3.a. Department Administration
GOAL

To provide overall support and added value by serving as a broad-based liaison to specific functions as well as develop and maintain a strong, expert, knowledgebase across the development information services team
	Objective
	Action Steps
	Staff
	Timeline

	Finance Liaison
	· Meet w/finance staff to discuss current procedures/identify challenges
· Identify areas of change

· Reconcile Monthly with finance

· Meet as needed for continued improvement
	DCC/DT
DCC/DT

DCC
DCC/DT
	Ongoing

In Process

In Process
Ongoing

	IT Liaison
	· Perform Data Manager function
· Review DR Plan and provide feedback

· Evaluate technical/budget needs fiscally

· Ensure timely SR’s as needed

· Meet w/IT liaison as needed & to discuss future projects
	DCC
DCC
DCC/DT

DCC/DT

DCC/DT
	Ongoing
Complete

Ongoing

Ongoing

Ongoing

	Auxiliary Liaison
	· Provide various levels of admin & operational support
· Provide expertise knowledge re: auctions per IRS; develop P&P for all areas related to events, fundraising, receipting, etc.
· Introduce gift forms (GIK receipt)

· Acquire auction software/assist with implementation & training
	DCC
	Ongoing
Ongoing
2-4 mos.

On Hold

	CDIS Superuser
	· Attend monthly superuser meetings

· Determine functionality as it relates to foundation information requests

· Become conversant with CDIS programming/systems
	DCC/DT

DCC/DT

DCC/DT
	Ongoing
In Process

September 30

	Budget Manager
	· Develop annual departmental budget

· Manage/track expenses
	DCC

DCC
	Complete

Ongoing

	Become experts in our field; communicate current and upcoming trends and standards
	· Attend workshops & conferences as appropriate to job function
· Subscribe to appropriate professional memberships, listservs, and forums (AASP, CASE, Fundsvcs, Blackbaud)

· Acquire resources, written or electronic, that will enhance expertise in field
· Take advantage of appropriate networking opportunities that lend themselves to enhancing one’s job function
	All 
	Ongoing


3.b. Gift Processing

GOAL

Develop and maintain a streamlined process for gift processing that allows for continuous improvement of accuracy and efficiency
	Objective
	Action Steps
	Staff
	Timeline

	Streamline gift entry and validation process
	· Implement batch system with all gift entry
· Create separate batch templates for defined gift types (i.e. telethon, daily incoming, GIK, etc.)

· Use batch validation reports to validate gifts before they are committed
	KK/JA
	Complete - Ongoing

	Enhance Daily Gift Reports
	· Review current reports

· Solicit info. needs from CDO, et.al.
	DCC/DT

DCC/DT
	Immediate

Immediate

	Improve Pledge Records Processes
	· Review current process for all pledge reminders (i.e. Ruffalo Cody vs. non-RC pledges); determine next steps for pledge reminder process
· Develop pledge write-off P&P

· Draft policy, submit for approval, implement
	DT/TY/DCC
DCC/DT/RJK
DT/DCC/RJK
	Immediate
Immediate

Immediate

	Soft Credit Process
	· Develop business rules for when/how to apply soft credit gifts
· Document, Submit, & Implement written process
	DCC/DT/DMC
DCC
	Draft Form Complete
In Process

	Review/Enhance Acknowledgment/Receipt Process
	· Ensure continued 24-48 hour turnaround on acknowledgments

· Review current TY letters/signers

· Review current ack/receipt process
	KK/JA

DT/DCC/DR

DT/KK/JA
	Ongoing

July 31
Complete

	Document P&P for all functions of gift & pledge entry (Development Info. Svcs. Manual)
	· Identify areas to be included in manual; assign responsibility as related to function

· Spend 2-4 hours per week on documentation of initial processes until completion

· Maintain updates/edits as necessary
	All
	Immediate

Ongoing

	Barcoding to increase accuracy and efficiency of gift & bio recording/entry
	· Begin to compile best practice scenarios for barcoding from peer organizations
· Develop an assessment for cost of project (scanners, software, staff training, etc.)

· Develop internal processes for project
· Maintain barcoding processes for gifts and/or donor files
	DT/DCC
DT/DCC
DT/DCC
KK/JA
	FY 2010
TBD

TBD

TBD

	Capture all updated info via gift/appeal reply
	
	KK/JA/TY
	Ongoing

	Review/Enhance Matching Gift Program
	· Review current effort
· Run MG report for past 5 FY to determine future efforts

· Determine cost-effective approach to enhance current program (i.e. additional literature inserts, adding language to current solicitations, etc.)
	DT/KK/JA
DCC/DT

DCC/DT/Program Staff
	TBD


3.c. Database Maintenance
GOAL
To continuously enhance all aspects of biographical, demographical and other data as pertains to database systems within the foundation; ability to measure improved data integrity
	Objective
	Action Steps
	Staff
	Timeline

	Information Request Form
	· Develop/implement new request form & processes
· Solicit feedback from internal staff

· Review form periodically for edits as needed

· Create Info Request Form log to track all requests & keep originals in binder in Data Manager’s office

· Measure Productivity (monthly) by tracking date received, date completed and end  result
	DCC/DT/DMC
DCC/DT

DT

DT

DT/DCC
	Complete
Complete

Ongoing

Complete

FY 2010

	Document P&P for all areas of data entry/processes related to record creation & updates 
	· Identify areas to be included in manual; assign responsibility as related to function

· Spend 2 hours per week on documentation of initial processes until completion

· Maintain updates/edits as necessary
	All Dev Info Svcs. Staff
	Immediate

May - August
Ongoing

	Improve % of RE Lost/Bad Addresses
	· Review current process for researching/updating

· Consider additional lookup resources

· Document/maintain process
	DT/TY

TY

TY
	TBD

TBD

TBD

	Email Addresses
	· Consider email address lookup service

· Discuss logistics with AG manager
	TY


	TBD

	NCOA/USPS 
	· Discuss with AG manager
	DT/TY/DCC
	TBD

	Data Projects & Cleanup in Raiser’s Edge
	Identify priority projects/cleanup in RE:

· Soft Credit Policy

· Addressee/Salutation

· Constituency Code cleanup (primary & secondary)

· Fund, Appeal, & Attribute Code cleanup

· Deceasing Constituents

· Phone/Email Types cleanup

· Head of Household Links

· Solicit Codes cleanup

· Reduce Duplicate records
	DCC/DT/DMC


	In Process

[TBD


	Data Integrity Audits
	· Determine areas for auditing
· Determine frequency of audits
· Write queries for audit areas
· Maintain and edit as necessary
	DCC/DT/DMC
DCC/DT/DMC

DCC/DT/DMC

TBD
	Immediate
Immediate

Immediate

TBD

	Database Management & Security
	· Enhance database security via periodic review of user rights
· Schedule/test all database upgrades, new applications, etc. (Liaise with IT administrator)

· Communicate status of testing, upgrades to end users

· Troubleshoot database issues; liaise with IT to resolve associated issues
	DT/DCC
DT/DCC

DT/DCC

DT/DCC
	Immediate - Ongoing
Ongoing

Ongoing

Ongoing

	RE Queue
	· Review for potential use with enhancing efficiency of reports & recurring queries
	DCC/DMC
	FY 2010


3.d. Policies & Procedures

GOAL
To provide structure and apply consistent standards to our daily work function, in turn, increasing a shared knowledge base and dramatically reducing the potential for error across all facets of development programs 
	Objective
	Action Steps
	Staff
	Timeline

	Soft Credits
	· Determine how soft credits are to be applied in RE

· Draft policy for approval by CDO
	DCC/DevDep
DCC
	Immediate

	Auctions/Raffles
	· Review current process/form(s)
· Draft policy for approval by CDO

· Include appropriate form(s) and IRS verbiage
	DCC
DCC

DCC
	Complete

	Data Entry Standards
	· See section 3.c. above
	All Dev Svcs
	Immediate

	IRS/FASB Binder
	· Compile all IRS/FASB/NACUBO regulations that pertain to charitable giving
· Create binder of all regulations followed by development; include full IRS/FASB version of each regulation, with “snapshot” cover page of highlights preceding each regulation

· Refer development staff to binder when necessary
	DCC
	FY 2010

	Forms
	· Review existing forms (Stock, GIK, RE updates, etc.)
· Determine need for edits to existing forms and/or creation of new forms that will enhance processes
	DCC/DT
DCC/DT
	In Process
TBD

	Cross-Training
	· Discuss logistics of this for all DIS staff
	All
	TBD

	VIP List Updates
	· Draft process for collection and maintenance of VIP constituent groups in RE (i.e. board members, advisory boards, etc.)
	DT/TY
	Immediate

	Document Processes related to all events supported by development
	· Identify all events (galas, golf tournaments, etc.) associated with administrative and other support from the development department
· Begin documentation of associated events

· Submit for review and approval
	DT/DMC/DCC/Development staff
	TBD

	
	
	
	


4.a.  Major Gifts/CDO

GOAL
To support and enhance MG program overall via efficient and effective database systems and analyses

	Objective
	Action Steps
	Staff
	Timeline

	Build & Support a robust Moves Management System
	· Standardization of what Action Type is used for a given contact or activity
· Standardization of what constitutes a proposal

· Enforcement of SDO’s populating crucial fields (i.e. ask date & amount in proposal record) as soon as that information becomes available. This step will be crucial when we begin to consider measuring pipeline activity

· Enforcement of requiring a next action for anyone in active cultivation

· Enforcement of time limit on activity towards newly assigned prospects

· Need to determine what constitutes an “interest”
· Need to determine extent of detail in table (i.e. Peds, Peds NICU, GWV Peds NICU, etc.)

· Determine if different codes are needed for Confirmed and Assumed Interests

· Collaborate with CDO/SDO’s in setting strategy for next “move”
	TBD
	Immediate

	BI Reports
	· Fiscal YTD of gift receipts by source, fund category, etc.
· FY Comparison by source, fund category, etc.

· Monthly – New commitments
· New Donor Report

· Top Ten Donors

· Lapsed Donors

· Multi-year commitments that are coming up for completion

· Development expenses vs. total expenses

· Increased online giving percentage
	DCC
	Immediate

	
	
	
	

	
	
	
	

	
	
	
	


4.b.  Annual Giving

GOAL
Through efficient and effective data systems and analyses, assist in growing the current AG area into a mature program that will aid in building a pipeline of donors/prospects for the MG program 
	Objective
	Action Steps
	Staff
	Timeline

	Collaborate with AG Manager on all mail efforts
	· Meet w/ AG Manager to discuss annual calendar of mailings
· Begin timeline of preparation for data extracts associated with each mailing

· Plan well in advance, especially when an outside (EPIC) list is required


	DCC/VF
	TBD

	Ruffalo Cody
	· Act as data project manager on all RC projects
· Ensure timely and effective data pulls for delivery to RC

· Communicate promptly and regularly with RC pertaining to problems/issues/challenges

· Review current reports
	DT/DCC
	

	BI Reports (Frequency of each report is TBD)
	· Total # of donors via direct mail
· Total # of donors via RC

· Total # of 1st time donors broken out by phone and mail

· Lapsed Donors who then renewed

· Total amt. of AG pledge write-offs (phone and mail)

· LYBUNTS

· Total # of new donors acquired via phone program

· Total # of those new donors who then renewed the following year

· RC Pledges written off, then made a gift via another solicitation

· # of constituents in database

· # of solicitable constituents

· Average age of AG donor

· Average AG gift size (no pledges) phone vs. mail

· Fulfillment rate of phone pledges by year and segment

· Appeals analysis

· 12x12 donations analysis (see Val’s AG Benchmarking Request)

· Lifetime value of donors

· Cost per dollar raised for AG overall

· Determine ROI for AG program
	DIS
	Immediate - Ongoing

	RC Zero Dollar Pledges
	· Need to review & discuss alternative method for tracking 
	DCC/DT/VF
	Immediate

	Enhance Online Communications & Giving Component
	· Discuss logistics with AG Manager
	DCC/VF
	TBD

	Implement RFM rating system for AG
	· Discuss recency, frequency, and monetary return ranking system with AG Manager
· Determine gameplan and effectiveness

· Identify where data would be stored in RE

· Implement timeline
	DCC/VF
DCC/DT/DMC
	FY 2010


4.c. Stewardship

GOAL

To continually enhance donor relations, stewardship and communication through effective and timely data entry and interpretation, and proactively identifying efforts to benefit the overall program
	Objective
	Action Steps
	Staff
	Timeline

	List & Report Needs
	· Improve quality of all data extracts (i.e. lists reports, etc.)

· Discuss future reporting needs that will enhance program
	DCC/DT/DMC

DCC/DR
	In Process – Ongoing

TBD

	Addressee/Salutation Enhancements
	· See 3.c. above
	DCC
	In Process

	Streamline Holiday & Birthday card lists process
	· Set meeting w/ DR to discuss logistics

· Outline new process
	DCC/DT/DR


	TBD

	Media Tab update
	· Correct issues with media tab not opening (liaise with IT)

· Need to review consistent file format use (i.e. JPEG, Word)
	DCC/DT/DMC/IT

DCC/DMC
	Complete

TBD

	Cleanup Temp/Perm Stewardship
	· Set meeting to discuss logistics
	DCC/DR/DMC
	TBD

	Enhance donor recognition/communications via gift tickler system
	· Determine “levels” of recognition that initiate action
· Setup action tickler system on RE dashboard

· Notify SDO’s of necessary action to be taken
	DCC/DT/DMC/DR
DMC

DR
	Complete
Complete

Ongoing

	Endowment Report process
	· Set meeting to discuss logistics
	DCC/DR
	TBD

	Endowment File Enhancements
	· Discuss & review donor endowment funds on file with development department
· Determine next steps
	DCC/DR
	TBD

	Donor Report List Style Guide
	· Introduce/review current draft of guide
· Draft new version 

· Review and implement new standard/process
	DCC/DT/DMC/DR
DCC

DCC/DT/DMC/DR
	July 2009
TBD

TBD

	RE Event Module
	· Need to begin utilizing RE Event module to as full capacity as possible

· Set meeting to prioritize areas of use

· Create special event form to be used to capture all pertinent information about event

· Implement form use and begin recording event info into RE

· Attend basic through intermediate training in order to master events module
	All
DCC/DT/DR

DT

All

DT
	Immediate
In Process

In Process

Immediate

TBD

	Creation of system link to EPIC, et.al. for enhanced patient donor/prospect notification process
	· Set meeting to discuss logistics
	DCC/DT/DMC/DR
	TBD

	Participate in enhanced donor stewardship program discussions
	
	All
	Ongoing


4.d. Planned Giving
GOAL

Work closely with Planned Giving SDO to build and maintain a mature Planned Giving program at Geisinger, through education and improved application of PG processes and system enhancements

	Objective
	Action Steps
	Staff
	Timeline

	Integrate PG Tracker with existing RE database
	· Acquire new module
· Assess capabilities of module as pertains to our needs
· Convert already existing gifts to new module

· Outline plan for identifying and converting older gifts that do currently exist in hard files only
	DCC
DCC/BF

DCC

DCC/BF
	Complete
In Process

September 30

Mid-October



	Create standard set of BI Reports to assist in benchmarking strategy for program 
	· Determine type and extent of data analysis that will provide value added in assessing the PG program.
· Meet/discuss with  peers who are already doing this successfully

· Utilize professional resources to peruse industry best practices
	DCC/BF
DCC/BF

DCC/BF
	In Process
TBD
TBD

	Enhance PG Gift Entry Process
	· Create draft of PG gift entry form to include mandatory and other gift fields
· Educate and familiarize gift processing staff with new form as well as standard types of PG


	BF/DCC
DCC/BF
	In Process
Mid-October

	Create & implement campaign counting standards regarding planned gifts to Geisinger
	· Review industry standards; refer to both CASE and NCPG (Nat’l. Committee on Planned Giving)

· Create standard set of questions to discuss with peer organizations

· Draft PG campaign counting policy/procedure; submit for approval

· Implement policy/procedure
	DCC/BF
BF

DCC/BF

DCC
	TBD
TBD

TBD

TBD

	Revise current pledge form to include planned gifts
	· Review current form
· Draft changes

· Submit for approval
	DCC/BF
DCC

DCC
	TBD
TBD

TBD

	Improve processes for current PG annual appeals and mailing
	· Review existing appeals to ensure they are up-to-date

· Upon receipt of request for mailing, etc., communicate any and all concerns regarding request immediately
· Provide timely information to vendor

· After mailing, follow-up with BF to request recipient(s) list from vendor to ensure timely import of PG appeal
	DT
DT

DT

DT
	Immediate
Immediate-Ongoing

Immediate-Ongoing

Immediate-Ongoing

	
	
	
	

	
	
	
	

	
	
	
	


4.e. Corporate & Foundation

GOAL

	Objective
	Action Steps
	Staff
	Timeline

	
	· 
	
	

	
	· 
	
	

	
	· 
	
	

	
	· 
	
	

	
	· 
	
	

	
	· 
	
	

	
	
	
	

	
	
	
	

	
	
	
	


4.f. Prospect Research
GOAL

Continue to work with prospect research area to identify areas of support
	Objective
	Action Steps
	Staff
	Timeline

	Periodically assess tools & resources used within research function
	· Meet periodically with C. Campbell to discuss ongoing subscriptions and effectiveness of each related to research function
	DCC/CC
	Ongoing

	Create systematic method to quantify/qualify ROI from resources used/information provided to development team
	· Meet to determine outline for measurements
· Meet/discuss with peers to cultivate existing measurement strategies

· Investigate other resources (i.e. APRA listserv, et. al.)

· Draft business measurement plan

· Submit for review and approval

· Include in benchmarking initiative—potential for “best in practice”
	DCC/CC
CC

CC/DCC
	ASAP

	Improve systems for High Capacity Patient Pilot Program
	· Determine desired codes to track throughout system/patient databases
· Liaise with systems staff to communicate current/ongoing code (field) needs

· Expand plan to include staff involved in data entry, as well as desired outcome for use of information (i.e. creating automated mini-profiles) 

· Draft P&P for ongoing compilation/upkeep of codes amongst systems, as well as detailed tasks to accomplish the above
· Submit for review and approval
	CC/DCC
DCC

DCC/CC

DCC/CC

DCC/CC
	In Process
In Process

In Process

TBD

TBD

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


4.g. Children’s Miracle Network

GOAL

In conjunction with CMN staff,  work to effectively improve processes related to programs, mailings/appeals, and gift recording, in turn, increasing annual revenue to the CMN program overall.
	Objective
	Action Steps
	Staff
	Timeline

	Document process related to annual telethon
	· Consider all aspects of program, including involvement/participation of DIS staff
· Draft related process

· Submit for review and approval
	DT/VK/CT, others
	TBD
TBD
TBD

	Provide/receive feedback related to annual program to enhance future efforts
	· DIS staff to meet with CMN staff after telethon weekend to discuss challenges, concerns, issues, and provide potential solutions for improvement 
	DT/CT/VK, others
	Upon close of annual program

	Document process related to CMN National quarterly gifts, etc.
	· Draft process

· Submit for review and approval
	DT/JA/KK
	TBD

	Create standard BI reports that will assist CMN staff in determining benchmarks for successful analysis of program
	· Meet w/staff to discuss potential needs
· Consider 5 yr. analysis for the following:
1. Identify vehicle of giving (i.e. TV, Radio, Direct Mail, etc.)

2. Donor Type (i.e. volunteers, participants, employees, patients, etc.)

3. Demographics by vehicle (county, age, gender, etc.)

4. Repeat donors/how long?

5. Upgraded donors

6. Analyze CMN donors who are also GHS donors

7. Honor/Memorial

· Further analysis of the above was discussed; see CMN Benchmarking Request for clarification
	DCC/DT/CT/VK
DT/DCC
	Complete
In Process

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


5. Benchmarking – a systematic process for measuring and improving performance
GOAL

Via enhanced data analysis, translate information into standard business intelligence via the use of internal/external tools and resources. The intended outcome is to streamline overall operating functions by increasing impact, decreasing costs, and providing useful, value-added strategies to each program area.

	Objective
	Action Steps
	Staff
	Timeline

	Outline overall benchmarking plan to determine desired result
	· Address/answer the three basic benchmarking questions: Why, What & How? (Internal vs. external; profit vs. performance)
· Form benchmarking team

· Determine/assemble benchmarking resources to include staff as well as other tools

· Draft plan to include purpose, scope, logistics and outcome

· Reassess plan as needed (balance flexibility and “scope creep”)
	DCC/RJK/Development Staff
	TBD

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


