
Giving Those Who 
Do Good the Power 
to Do More
Upland RO Innovation Helps Blackbaud 
Drive Nonprofit Success

Acts of Advocacy
Doing social good requires more than just heart. It also takes a lot of 
hard work. Blackbaud provides the software, services, expertise, and 
data intelligence to empower and connect people and advance the social 
good movement. In a world where what you do is more important than 
what you say you do, customer references are vital to Blackbaud’s sales 
and marketing efforts.

By their nature, most of Blackbaud’s customers are naturally generous 
people. They want to help others make wise choices. For Blackbaud, the 
first step to tapping into this giving nature is to ensure that its customers 
are successful.

“After the customer buys a solution, such as fundraising or financial 
management, we don’t leave them alone to figure it out,” said Michael 
Beahm, Senior Marketing Manager for Blackbaud. “Our customer success 
managers work hard to help them achieve their goals. Then, we bring 
that full circle by inviting them to be a reference or an advocate in our 
Blackbaud Champions program.”

“In our market, most buyers require a reference  
and it’s the last hurdle to overcome before a  
sale can be made.” 
 
— Shawn Dukes, Reference Manager, Blackbaud

RO Innovation

Blackbaud Inc. is a supplier
of software and services
specifically designed for nonprofit
organizations. Its products
focus on fundraising, website
management, CRM, analytics,
financial management, ticketing,
and education administration.
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Website: blackbaud.com 

Challenge
 + Legacy solution cumbersome 
for salespeople to use

 + Lack of trust in data
 + Custom reports had to be  
created by the developer

Solution
Blackbaud replaced its legacy 
solution with Upland RO Innovation 
to streamline processes and better 
support its growing Customer 
Success Initiative.

Benefit
 + 40-50% increase in reference 
requests

 + 30% increase in revenue 
influenced by references

 + Reduced reference request 
forms from six pages to one

 + Streamlined nomination process



Removing the Obstacles to Advocacy
Tapping into Blackbaud’s successful customers to 
connect with their peers wasn’t always easy. When 
Shawn Dukes joined Blackbaud as a reference 
manager, she inherited a program that needed a 
refresh of applications and processes.

“My biggest frustration was that the program wasn’t 
scalable. Our organization’s Customer Success 
program was really taking off, and we had lots of 
great ideas for how we could contribute through 
our reference management program,” said Dukes. 
“Unfortunately, we couldn’t implement any of them 
with our current technology.”

Reporting was one of the biggest challenges. Dukes 
creates a standard set of monthly reports on references 
for management, but with the organization’s focus on 
customer success, she’s also asked to create custom 
reports for various managers several times a week.

For example, it’s very important for sales and marketing 
managers to have visibility into success statuses for 
each of these accounts. Not only does it help them refill 
the pool of available references, but early successes 
also drive renewals. If the requested report did not exist 
in the system already, Dukes would need to contact the 
developer to have a custom report created. Although 
the developer was generally responsive, even a minor 
delay of only a day or two could mean the data was 
obsolete and not timely enough.

For many of Blackbaud’s customers, they will provide 
more than one reference. One of the ways the 
company handles that level of volume with just one 
reference manager is to give the salespeople access to 
search for their own references. Salespeople need to 
be able to trust the data.

Once the team decided to replace their current 
system with RO Innovation, Dukes worked closely 
with her RO project manager. “Like any new program 
implementation, things didn’t always go smoothly 
right away. The key to making this work was having 
strong, open communication between RO Innovation 
and Blackbaud. At first, we talked several times a 
week with our project manager to work through our 
requirements, especially when it came to reporting. 
Now, we only need to talk a couple of times a month 
as we refine the program.”

Customer Success = Customer Advocacy
After implementing RO Innovation, Blackbaud saw an 
immediate volume increase of 40-50% in reference 
requests, indicating that the sales reps were more 
comfortable using the system.

RO Innovation has helped Dukes become something 
of a hero in her own organization. “Shawn is a saint,” 
said Michael Beahm, Senior Marketing Manager 
at Blackbaud. “The amount of work she is able to 
accomplish with RO Innovation is incredible.”

This increase is also due to how much easier it is 
for sales teams to interact with the program. Not 
only can they perform reliable searches based on 
additional parameters, the process of requesting a 
reference went from five or six pages down to one. 
The nomination process is similarly streamlined, and 
everything is accessible from one record.

Of course, for Blackbaud, the real test of any reference 
program is results. Revenue influenced by sales is the 
key metric used, and Beahm says that they are looking 
at a 30% increase year over year. These results have 
put the program squarely in the view of the executive 
management team, and Dukes provides regular 
monthly reports to the VP of marketing and others.

For more information please visit: 
uplandsoftware.com/roinnovation
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About Upland Software                 
Upland Software (Nasdaq: UPLD) is a leader in cloud-based enterprise work management software. Upland provides eight enterprise cloud 
solution suites that enable more than one million users at over 9,000 accounts to win and engage customers, automate business operations, 
manage projects and IT costs, and share knowledge throughout the enterprise. All of Upland’s solutions are backed by a 100 percent customer 
success commitment and the UplandOne platform, which puts customers at the center of everything we do. 


