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Purpose of This Training

What is a constituent

relationship How to develop
management (CRM) system a mobilization strategy using
and how is it used in CRM tools

advocacy mobilization?

What type of CRM system
works for me?




What is a CRM and What Can it Do?

CRM (constituent relationship management)is a technology for
managing all your organization’s relationships and interactions with
supporters and potential supporters.

CRM tools help you to improve relationships to grow your organization
by helping you stay connected to supporters, streamline processes
and measure success.

How do | connect the dots between
i ) o
‘ Who s doing what my list and action?




What is a CRM and What Can it Do?

Database Communications

Manage Email  Send Email Messages

Subscribers  WhatsApp Messages

Manage WhatsApp
List/Group

Track Actions/
Segmentation

Measure Engagement

Action

* Manage email sign up
flow to database

e Create Website Actions
 Drive to Social Actions

 Offline Event
Management

CRM Systems Connect Supporter Databases to Communications

Tools and Action Opportunities




Why are CRMs Important

Managing Data

Capturing and
organizing supporter
contact info

Email list
management

Track advocate
actions

Flow of email sign up
to actions

Mobilizing Action

Action toolset for
petitions, contacting

decision-makers etc.

Easy pathway from
email to web-based
action

Building Sustainable
Supporters

Target segments with
appropriate asks

Manage
unsubscribers
effectively

Build a ladder of
engagement




Which of these ring true to you for your CRM needs?

Managing Data

How do you collect contact
info of supporters?

What is your means of
contacting supporters
regularly?

How do you track what they're
doing?

Mobilizing Action

 What kind of actions do you
ask supporters to take online?

Building Sustainable
Supporters

How do you use data to
understand what supporters
want to do or don't want to do?

How do you ID and build a
group of deeply committed
advocates?




Spotlight on CTFK

How does Campaign for Tobacco Free Kids
Utilize CRM Systems?

* Bryan Buchanan, Director, Digital Engagement
o How doe CTFK use CRM for advocacy inthe U.S.?




What Do You Need to Be Successful Using a CRM?

Building the business case:

* Time and planning

* A campaign strategy that calls for mobilization of public audiences to action
* Buyinfrom leadership

* Website with sign up functionality to email or WhatsApp

* Alist of people that you are already communicating with via either
email or WhatsApp

* Anenvironment where direct communication for advocacy is common practice

* Aclearunderstanding of the privacy policies in your country and the ability to be
compliant with them as they change




How Can Directly Communicating with Advocates
Help Your Mobilization Efforts?

* Owned Relationship (list) versus Borrowed

Relationship (social)

* Direct and Personal Contact Leads to Deeper

Engagement
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* Easier to Build/Maintain a Relationship

* Can be Easier to Activate Quickly

© Afriadi*Hilenal / Greenpeace




How to Build a Team of Advocates

Email
decision maker

Local partners Advocates enter into

identify & engage grassroots Submit public
advocates
through social media

engagement
programs (email,
Whatsapp, text) to

via general take action to Social media
awareness content or influence the

other actions, events decision-making actions
or MMCs process

comment
Advocacy
Actions

Offline oronline
event action




Discussion:
What benefits or challenges have you experienced
while using your CRM tools so far?
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Key Criteria in Choosing the Right CRM for you

 Should be easyto use

* Should work with your desired platform- WhatsApp
and/or email

* Should be secure and allow you to comply with any
privacy requirements in your country

* Should have easy -to- understand reports to help you
figure out what’s happening

* Likely no perfect solution, evaluate a few based on your
priorities




Caveat on our Choices!

I I
Please note we are unable to If your organization has a
provide guidance on fundraising grassroots fundraising program, A
capabilities of CRM tools you will need to include these

CAUTION

needs as a critical component of

your CRM search.




Evaluation Criteria for Choosing CRM Systems

Resources Database Communications Action Tools

Staff Time, Capacity and . Email vs WhatsApp D e
Teelinaleay Comiar Lovel Segmentation Needs Outreach Email Sign Up Tools
: Action Tools:
M ST el el Subscriber Management \éaur;?;;/(f:d FIEEUEmT) e Petition, Form-based

advocacy recording

Target Tools: Email, Call,
Volume of Contact Sends  Text or Tweet to
a Decision-Maker

Measurement and
Engagement Reporting

Event Registration




HubSpot CRM Evaluation

Criteria

Ease of Use

Database Functions

Communication Tools

Tools to Mobilize Action

Cost

Evaluation

High: HubSpot CRM is known for its easy-to-navigate
interface and user-friendly design.

Comprehensive: Offers extensive database functions
including contact management, segmentation, and
data import/export.

Robust: Includes Whatsapp integration, email tracking,
live chat, calling, and email templates, integrated
within the CRM.

Marketing Focused: Provides task automation, sales
pipeline management, workflow automation, and task
assignment. Does not have advocacy toolset.

Variable: Free basic plan available. Paid plans start at
$50/month. HubSpot offers a 40% discount for
non-profits.

Best For:

Organizations wanting to
segment data and automate
processes.




Mailchimp CRM Evaluation

High: Mailchimp is known for its intuitive interface and

Ease of Use user-friendly design.

Moderate: Offers good database functions, but
primarily focused on emaillists.

Database Functions

Communication Tools Strong: Excellent email marketing tqols, includes
templates, automation, and A/B testing. Best For:
Organizations with large email
Moderate: Focused on email marketing, offers basic lists, multiple subscription
automation and segmentation. streams and desire for easy to
use templates.

Tools to Mobilize Action

Variable: Free tier available. Paid plans start at

Cost $10/month. Discounts for non-profits available.




Action Network CRM Evaluation

Moderate: User interface is functional but can be

Ease of Use
complexfor new users.

Action
Network

Good: Strong database functions, especially for

Database Functions .. .
organizing activists and supporters.

Robust: Includes email, text messaging, and social

Communication Tools ]
media tools. Best For:

Organizations looking for

- . Advanced: Excellent for mobilizing actions, event advanced advocacy actions
Tools to Mobilize Action . . .
management, and campaign tracking. online and event
management.

Affordable: Pricing based on email volume. Discounts

Cost available for non-profits.




Salesforce CRM Evaluation

Moderate: Powerful but can have a steep learning
curve.

Ease of Use

salesforce

Excellent: Comprehensive database functions with

Database Functions . :
robust customization options.

Comprehensive: Includes a wide range of
Communication Tools communication tools like email, SMS, Whatsapp and

. .. . Best For:
social media integration.

Organizations with dedicated

. . Advanced: Extensive tools for workflow automation, technology staff comfortable
Tools to Mobilize Action . . . .
sales processes, and detailed reporting. learning complicated
platform.

Expensive: Pricing starts at $25/user/month up to $500

Cost per month for full marketing suite.




Change.org and DoGooder Limitations

Data Ownership & Control: Change.org provides
limited access to petition data, while CRM tools give
full control over customer and supporter data. (Do
Gooder allows you to own youremail lists)

Customization: CRM systems offer advanced features
like segmentation, custom fields, and detailed
reporting. Change.org focuses on petitions, while Do
Gooder provides more advanced tools.

Integration: CRMs integrate seamlessly with other
platforms (email marketing, fundraising, etc.),
whereas Change.org operates mainly within its own
ecosystem.

Targeted Outreach: CRMs enable more personalized,
targeted communications compared to Change.org’s
broader, public approach.

Change.Ol’g Starta petition My petitions Browse ~Membership

Petition details Comments

Q  Llogin

Free Disha Ravi Climate Activist AT ONCE!

HA RAVI

L
)

February 14, 2021
Petition to India and 1 other

Why this petition matters

¢ Started by Ampat Koshy

= Victory
This petition made change with 35,672
supporters!

ZRI Free Disha Ravi Climate Activist AT
E ONCE!
@ Share on Facebook

&4 Send an email to friends

(© Send a message via WhatsApp

W Tweet to your followers

@ Copy link







WhatsApp, Email, and
SMS for Mobilization

* Built for Action: Driving a targeted
audience to act and lead mobilization
activities quickly.

* Coordination: Easy to organize and
share resources coalition-wide

 Movement Building: Build a group of
advocates.

 Community: Expand the relationship
among the advocates who participate.

* Owned Relationship: By managing the
relationship directly vs social media,
easier to manage communication

1200

Contact




Keys to Success for Email/SMS

¢,

+ — u
’ HE

LIST HYGIENE LIST SEGMENTATION TESTING PRIVACY
Take the time and effort to Take some time and : : Don’t forget to learn
kocp yourUSKQUrnt IV10. larm the behaviorof  ciforent componentsof it 0C2LroBUAIOnS
begorge deleting them. Also the peoplg on your list your emails. Lea”’.“”g the data privagz:y! They%/ary
maintain efforts to add and tallqr your ideal types of subject from country to
names. commun!catlon lines, length, and actions country but are an
accordingly. can help you build a group

important part of every

of committed activists program.




WhatsApp for Mobilization

Keys to Success

o o)

STAFFING/TIME PRIVACY
Having a staff member who MODERATION TESTING Don’t forget to learn about
is responsible for Conversations on WhatsApp Don’t be afraid to try local regulations and laws
WhatsApp and has the are two way and it’s important different types of groups or ~ governing data privacy! They
time to dedicate to a two- that someone is managing the different types of vary from country to country
way conversation is critical chat to ensure it stay on track messages( links to but are an important part of

to maintaining the channel and on message. articles/graphics/gifs) every program.




WhatsApp Key Functionality: The Basics

v/ You can send attachments, pics, videos Interviewer: do you have
andfinks any experience in a
v/ Max Photo Video or Audio: 16MB leadership role?
v/ Max File Size: 100MB Me: well | am the admin
for a Whatsapp grou
v/ Max Characters in a Message: 65,536 = ;- gb P -
v/ Max Number of Times a Message Can | l

Be Forwarded: Can be forwarded in bulk
5 times, but after that it has to be
forwarded to one person at a time.




WhatsApp Functionality: What is Your Objective?

Based on the functionality of the program, there are two ways the platform can work for you:

Communicate with a core group of advocates, in the form of a group chat

Broadcast messages with information and action without allowing responses




WhatsApp For Business: The Basics

WhatsApp Business is a free app you can download to your phone.

Benefits of using Whatsapp Business: Limitation of using WhatsApp Business
* Whatsapp Businessis a free app * Limited to 1Tk messages per month for
you can download to your phone. free
* Benefits of using Whatsapp * Mayneedto purchase software if you
Business: analytics, workflows to have many messages
CRM, easier replies that are
automated  Mayhave too many features you won’t

use




WhatsApp: Pro Tips

Adjust Group Settings to Consider Location Ensure You’re Not the
Limit Who Can Send Based Groups Only One
Messages Commenting/Engaging




WhatsApp Functionality: WhatsApp Groups

* Canbe used foragroup of leaders who can
quickly mobilize and potentially mobilize
others.

* This type of group allows for interactions and
conversations.

* Cangenerate a link to join this type of group.

* Because itis an open conversation, important
the people who are invited to join are
trustworthy.

* Max number of people in a group is 256.

* Group must be moderated




Multiple Groups: Structure Considerations

Multiple

Structur

Newly Engaged: This is the group where people start. Focused
on updates and calls to action. Can be a broadcast group if you
prefer but should be a group focused on actions needed and
campaign updates.

Campaign Specific Group : Useful if you are running a specific
event/activity and coordination is needed. Can use to bring people into
more engaged role from the general group. Max 15- 20 people.

Core Group: Most active and engaged activists. Focused on tasks
and projects, strategizing. You probably already have a group like

this but it includes mostly staff — consider creating one with one or
two key volunteers.




Email vs. WhatsApp —
Which platforms are you
focused on and why?

* What’s working well?
* What challenges are you facing?

* What new strategies or ideas would
you like to explore on these
platforms?




Examples of WhatsApp Mobilization

In New Jersey, the group Cosecha successfully advocated for
undocumented residents to be able to apply for a driver’s license.

Whatsapp, which was commonly used in the Hispanic/Latino community
became a key driver in organizing people to attend events and pressure
decision makers to pass

. Cosecha New Jersey

September 5, 2018 - @

z‘Haz reservado tu puesto en el autobls? = . . i .
R s In 2014 the BBC set up an Ebola Crisis broadcast list, sending three health alerts daily.
Have you reserved your seat on the bus? = . . .

Jointhe WhatsApp group using this ink: Bt yLaGranMarcha They publicized the following content, and had 25.000 users sign up to receive updates.

#ManejandoSinMiedo
#DrivingWithoutFear

To subscribe, send 'JOIN' via WhatsApp to +44 7702
348 651 (you need to save this number in your
phone's contacts first)

Hora 10 am

Transportacion . .-
ES GRATIS

" . Llama parareservartu . . . .
lugar en el autobus  * °  ° °




xamples of WhatsApp Mobilization

They used WhatsApp as a key form of
information/communication like FB and IG.

Cosecha New Jersey
December 3, 2019-Q

» 11 Sintonice con Cosecha New Jersey en un Facebook Live @ 8PM Il Desde tu casa, en el
trabajo, con los amigos...iNo te pierdas nuestro video en VIVO!
Vamos a charlar sobre:
B Los de 5 dias de peregrinacién por las licencias

" Los proximos votos en la asamblea y el senado
WA quien necesitamos llamar
iy mucho mas!
No confiamos en los politicos, no detendremos la presién hasta que el proyecto de ley de
licencias de conducir llegue al escritorio del gobernador. Si has estado siguiendo nuestro
trabajo, te han gustado nuestros videos y publicaciones, ahora te pedimos que te unas a
nosotros en las calles para exigir #LicenciasSiF 0 #YaEsHora #Manejar inMied

SINTONIZA HOY A LAS 8PM

Vamos a estar hablado de:

Peregrinaje por las licencias de conducir
Jueues 5 de Diciembre - Lunes 9 de Diciembre

iVOTOS HISTORICOS!

Lunes 9 de Diciembre en la casa
estatal en Trenton
(terminado el peregrinaje)

> Diciemt

f Cosecha New Jersey cosecha_nj @ (571) 835-3137
=

(& T 4 Comments 123 Shares

They used Facebook, where
they had a large following, to
cultivate supporters.

Cosecha New Jersey was live.

4 December 2018 - @
Estamos en el NOVENO dia de la Huelga de Hambre para licencias de conducir.
Hoy dia la huelguista Norma nos va mostrar que pasa cuando los inmigrantes indocumentados tratan de aplicar por una
licencia.
Si quiere apoyar a norma venga este jueves 6 de Diciembre a la Casa Estatal a las 10 am para exigir licencias de conducir para
inmigl indoct Marcha Para Li ias: ahora o nunca!

#Li esasNo #Mar inMiedo #LetOurPeopleDrive

Para recibir actualizaciones sobre lo que estd pasando con las licencias y apoyar las huelga de hambre déjanos un o un
comentario con la palabra “LICENCIAS"

Unete a nuestro whatsapp usando este enlace: www.cosechanewjersey.com
Necesitamos tu apoyo para que pasen la ley de las licencias
Para donar a la huelga de hambre ir a https://secure.actblue.com/donate/cosechajersey




CRM Example: ALS Campaign

@ The ALS Association &

The ALS Disability Insurance Access Act would waive
the 5-month waiting period, and has support
from majorities in the House and Senate. Tell
congressional leaders to schedule a vote to pass the
bill and help people living with

!, ASSOCIATION

ALS ACTION ALERT

Dear Sunny

Momentum is bui

idi five-month waiing period for people with ALS to
receive access 1o Sot

(SSDI). We need your help to keep up the ener

=]

1

[w)

o o

Five months is a iong time for somebody with ALS. This year, 1,500 to 2,000 people living with ALS wiill be
impacted by the delay in receiving SSDI

Leaders in the House and Senate are meeting o discuss strategy on our legisiation, and they need to hear
from their colleagues. Your legisiators need to hear from you. Please send a quick email to your
members of Congress now!

nce Access Act (H
ALS face befor
S diagnosis begin rec

e C it is essential th
isability insurance benefits as soon as pa

We need o take advantage of the momentum and pass The ALS Disability Insurance Access Act before
ihe end of the year! YOU CAN HELP - Contact your members of Congress now!

Thank you for your advocacy on behalf of people with ALS.

Sincerely

The ALS Association




CRM Example: Food Policy Partner in Brazil

Conheca

Seamless website integration allows
potential supporters to easily share their
information with you, making it simple to

stay in touch and build long-term T

connections.

Telefone:

' Desayo recetber informactes via e-mall a/ou telefona

.mmrm-r_n:érﬂa’m‘mmwc&:mrhﬂa;ﬁs
para fins ecishos de comunicacio, de acondo com a Politica
de Privacdade do dec Tomos o COMPIOMISSo com &
privacidade @ seguanca de seus dados Pam saber mas,
conheca nossa Politica de Privacidade.

CLIQUE E AQUE BEM INFORMADO




- | Next Steps

.‘ 5
\ * Assignment
* Questions?
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