The Integration Equation:
CMS + CRM = Data Power!
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What will you learn today?

* Understand why it’s beneficial to integrate data across a CMS and
CRM—and what opportunities you are missing if you don't.

* Know more about the range of options for synchronizing data.
* Beequipped with practical steps to do some of this yourself.

* Bebetter prepared to make informed decisions about how and when to
work with a developer.
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"We have data in too many places.”



How It's
Supposed

to Be







Imagine
How It
Could Be




What's Stopping You? The Great Disconnect

Distinct Data: On One Person, In Many
Places

Data Dead Ends
Dreaded Duplicates

Divorced Experiences

Data-Driven Decisions



What Opportunities are You Missing?

Personalization and Preferences
Audience Segmentation
Engagement Ladders

Data as Content

Division of concerns—and labor



“We need an integration.”



CMS + CRM: The Myths and Reality

Myths Reality

* It's too difficult. It's just easierto move * Manual data transfer can be rife with
data manually. human error.

* Italwaysrequires a developer and custom * There are many tools both within your
code. CRM, within your CMS, and third-party

. . platforms outside of both that can help
* Itwill be really expensive.

you transfer data.
* Itwon't be reliable and will need constant

. . * Ifyour needs are simple, it shouldn't be.
maintenance and data cleaning anyway.

Some of the tools are free.



CMS + CRM: The Benefits

Stable, Supported Platforms
Separation of Concerns

Improved User Experience

Get Around Licensing
Front-End Agility

Time to Market



What's Possible? Depends on your CRM and CMS

Some CMSs have modules or plug-ins that you can use—but not all and not for all CRMs

Some CRMs provide forms, others have plug-ins, others have open APIs—but not all do
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Technical Integration Options

A . A
Custom Code Custom API Integration Bi-Directional
(Data Synchronization)

Web Services

Third-party Integration Tools

One Direction
Out of the Box Form Embed Code (Push Data)




Integration Options

Webforms to CRM

Third-Party Platforms

to CRM gi —
CMS Integration Modules a —

& Plugins /> —



ow which option to choose?
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Webforms to CRM
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What are They?

*  Simple HTML forms generated by your CRM or platform
* Copyand Pasteinto a web page

* Responses are posted to your CRM automatically

When are they useful?

* You need to get basic user data orinquiry information into your CRM.

* You want to take advantage of workflows in your CRM to assign follow-up tasks to staff.
* You have little to no expertise in web development.

* You need something quick and easy.
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Use Cases

* Contact and Inquiry forms
e Service Requests

* Incidents and Cases

* Simple RSVP

* Applications



Webforms to CRM

Pros

Flexible

Customizable, if you can add fields
to CRM objects

Easy to change and add new forms
quickly

Easy to customize by editing HTML

Can tie into workflows in your CRM
to automate processes
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cons

*  Formsusually need some clean
up/styling
« Usually only useful for leads or cases;

not ideal for creating standard objects
like contacts or organizations



Third-Party Platforms to CRM
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What is it?
*  Software-as-a-service (SAAS) platforms or form-building tools.

*  You can embed their forms onto your webpages or send users to forms on
the platform's website.

* They provide integrations to your CRM and post data there automatically.
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What are some examples?

Form Builders: Formstack, Wufoo, iATS Payments

Plug-and-Play Platforms

Workflow Automation Tools

(

“d Formstack IATS”

payments


https://www.formstack.com/
http://www.wufoo.com/
http://home.iatspayments.com/accept-payments/salesforce/
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What are some examples?

*  Form Builders

* Plug-and-Play Platforms:
Give Lively, Click and Pledge, CVent, Classy, Soapbox Engage

*  Workflow Automation Tools T—
s Soapbox Engage

C@amq cvent CUCKElEisE 4 give lively



https://www.givelively.org/
https://clickandpledge.com/
http://www.cvent.com/
http://www.classy.org/
https://www.soapboxengage.com/
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What are some examples?

Form Builders
Plug-and-Play Platforms
Workflow Automation Tools like Zapier and Workato

workato _zapier
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https://zapier.com/
https://www.workato.com/
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When is this useful?

* You need to pass both user and transaction data into your CRM
*  Youdon’t need the information to move in both directions.

*  You may want users to log in to submit a form or return to the form and provide more
information later.

*  When you want sophisticated solutions that don’t really need to customize.
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Use Cases

* Donation forms
*  Eventregistration
*  Peer-to-Peer fundraising

* Volunteer, Scholarship, or Program
Applications



Third-Party Platforms to CRM 6

Pros
*  No development for advanced
functionality

* Someone else maintains your
solution for you

*  Dramatically limits liability

«  Someforms can be embedded within
your site; others will let you theme
the form to look like your site.
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Cons

* Takes users off your site; non-branded forms
raise fewer dollars. When embedded, they
sometimes don’t look good!

*  Off-the-shelf solutions, customizations are
limited.

* Can lead to duplicate contacts in your CRM.

* Somerequire monthly fees + per transaction
cost.

* Ifuserslogintoyoursiteand the platform,
they will likely have two sets of credentials.



CMS Integration Modules and
Plug-ins
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What is it?
*  Plugs-ins and Modules that are created and maintained by open source
developers
* Installed directly into your CMS
* Tend to have mapping tools for object-to-object and field-to-field configuration
* Available for the two open source CMSs most widely used by nonprofits:
*  Drupal

*  WordPress
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When is it useful?

* You wantto fully leverage what both solutions have to offer.

* You want to customize/personalize the website experience using data stored in your CRM.
* You need data / content to move in both directions.

* You wantto map custom objects, not just standard ones.

*  You wantto reduce duplicates in your CRM.

*  Youdon’t want to pay for CRM user licenses for portals or other experience that require
sign-on.

*  You wantyour user to login to update or access information about their transaction history
and don’t want them to have two sets of credentials or build a single sign-on solution.



CMS Modules and Plug-ins

What are some examples?
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CRM Plug-ins

Salesforce Object Synch for Salesforce, Gravity Forms
Salesforce CRM Integration,

Hubspot Hubspot WordPress Plug-in

Neon CRM Neon CRM Sign-in, Neon CRM Events Widget
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What are some examples?

CRM Plug-ins

Salesforce Salesforce Suite
DI"Ule ™ Hubspot Hubspot Module + Hubspot API

MS Dynamics Coming Soon!
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* Data entered in CMS native forms are pushed to CRM.
* Noround trip is needed.

* Good for advanced admins who can map fields and objects but don’t know PHP.

When is this useful?

* You can pass user data, transaction data, and content types/nodes, like events.
* You can keep the user on your website for all transactions and activity.
* You can use one-directional synch to keep the integration simple.

* Youdon’t need updates in Salesforce to impact the user experience in Drupal.
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Use Cases

Event Registration
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* One-Time and Recurring Donations
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One Direction

CMS to CRM

Pros

* Limits complexity and therefore
liability and errors

« Easiertosupportand make
changes overtime

* Drupalisstill aware of activity and
transactions, so you can continue
to target the user and customize
experience.
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Cons

* Advanced development and knowledge of
both Drupal and Salesforce schema
are needed.

* You may need the help of a developer to
set this up properly.

*  Willstill breakif changes to schemain
Salesforce are made by others and the
mapping isn’t updated.
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CMS to CRM to CMS

* Data entered in the CMS by the user and in the CRM by admins moves in both directions.

* Asynchronous updates keep information aligned in both systemes.

* Highly advanced and requires well-formed schema and workflows across CRM and CMS.

When is this useful?

» Data entered directly into the CRM can impact what a user sees, has access to, or experiences
on the website.

* Great for marketing automation and customized web experiences.

*  Works well for sites that require user authentication or greater levels of user interaction.



Plug-in Example: Membership Purchase

salesforce %
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VAN VAR
User purchases Data & Transaction Contact matched Membership
membership stored in website or created, status updated

database Opportunity
created



Plug-in Example: Offline Membership Renewal

AN

User access
member portal

e @ m salesforce e

Opportunity and Membership
membership status and user
status updated role updated

Membership
renewal by check,
entered by admin
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Use Cases

* Portals

« Membership

* Account Management
 Course management, CEUs
 ContentAccess

* Directories
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Use Cases

e Multi-Stage Application Management
* Account Management
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Two Directions

CMS to CRM to CMS

Pros

Ideal for portals and other experiences
that require authentication.

Removes the need for per-seat CRM
licensing.

User experience can reflect business
logic driven by the CRM.

Performance issues due to live queries
ordropped connections are mitigated.

Fewer duplicates and errors.
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Cons

* Usually requires the help of a developer

* Synchronization can be a hard problem to
solve. Beware of race conditions and
editing collisions.

* Almost always requires custom callbacks
and hooks.

*  Schema mismatches between CMS and
CRM are compounded when data moves
in two directions



Important Things to Consider
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Things to Consider

* Berealistic about your capacity. Identify an MVP and iterate.

* Usetheappropriate tool for the job.

* Startsmall, keep it simple, and phase in morerobust integrations over time.
* Consider up-front costs versus long-term costs.

* Maintenance of both systems needs to be coordinated.

* Both systems are easily modified; changes in one system can break the synch if
you aren’t careful.

* Simple things like email addresses can be a big challenge, since email addresses
are unique in most CMSs but not in all CRMs.



Thank You!

marcusi@messageagency.org
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