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Introducing For Purpose Commercial Solutions

For Purpose Commercial Solutions (FPCS) provides a unique range of
shared services and technology capabilities ideally suited to supporting
for-purpose organisations.

Our services are based on the expertfise and experience developed within Diabetes Victoria, the
leading charity and peak consumer body working to reduce the impact of diabetes within our

community since 1953,

Beginning in 2011, Diabetes Victoria transformed its fechnology from disparate and legacy business
systems and databases to current day, best-of-breed and integrated cloud technology solutions.

Since then, we have worked with other organisations to deliver similar solutions and grown to be
one of the largest Salesforce adopters in the for-purpose organisations sector within Australia.

As our operations expanded, so too did our capabilities with integration to other critical business
applications such as CMS, eCommerce, digital marketing automation, service centre based on
Saas telephony platform and Bl reporting.

Whilst building our capabilities in these areas, we identified many other for-purpose organisations
dealing with similar issues. For Purpose Commercial Solutions was established to deliver significant
business improvements for other organisations.

Our Solutions for Your Organisation

For Purpose Commercial Solutions offers a range of commercial
solutions for small to medium for-purpose organisations, delivering
customised Salesforce solutions outlined below.

Our feam are Salesforce.com certified and will partner with you to ensure you get more
from your investment in Salesforce.

Common challenges
faced by for-purpose
organisations

Disparate business
systems and no single
(CRM) view of Members,
Donors and Supporters

Business activities and
KPIs are difficult to
measure or not available
in a timely and accurate
manner

Ineffective and costly
email and sms blasts
to customers with no

segmentation and/or

engagement tracking

Lack of customer facing
support capabilities with
infegration to critical
business systems

Back office Salesforce
administration and
support not available
post/during the
implementation

Meeting the challenges
with FPCS

Central view of the
contact from Salesforce
NPSP Implementation
and Migration

—
0 SharePoint

Migration &
Consultation

Central dashboards/
reporting through
Custom Reporting and
Data Analytics

Targeted and tracked
Digital Marketing

0>

and Communication Certified
Campaign Delivery Training &
Support

Multichannel and
infegrated Managed
Service Centre (Inbound
& Outbound)

Certified Salesforce
Admin delivering Training
and Support

Cloud Technology
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Key Services include the following

1 Salesforce NPSP Implementation and Migration

Membership Management
e Single view of Members and households

* Membership sign-up and renewal/reminder
automation

* Relationships and organization dffiliations

Donation and Grant Management

* Integrated donation forms to process
fransactions via welbsite
and Salesforce

* Track donations & manage grants, bequests,

appeals
* Recurring donations and pledges
* Household giving history

* Giving campaigns, soft credits and
martching gifts

Engagement Management

e Define & track engagement levels of
constituents

* Engagement with major donors

salesforce

Engagement with program participants
* Digital Marketing and Communications

* Email and SMS campaigns with historical
fracking, analytics

e Journey automation

Other

* Case Management

* Campaign Management
* Event Management

Database Migration

e Transfer of data from legacy system(s) to
Salesforce

* Define proper mapping requirements

e Clean, optimize, de-dupe and validate
source data prior to migration

e Creatfe custom reports to validate record
counts and migration summary

* Review exception report to identify data not
migrated

Our Approach is Integrated and Proven

. nonprofit
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Implementation phases
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Discovery and Solution proposal  Development of Training and Operate
scoping and design product/service support P
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2 Custom Reporting and Data Analytics III

* Prepare and create reports to assist with ongoing (i.e., weekly, quarterly and annual)
performance and quality management;

* Produce reports that provide insights and campaign success metrics at all stages of any
given campaign;

¢ Design and run data extraction/segmentation to support targeted campaign strategies using a
range of data tools and sources

¢ Develop and implement variation of standard report templates, drill-down reporting templates,
summary dashboards and other data visualisations templates (i.e., charts, geospatial);

e Produce analysis that will inform the organisation of cohorts to communicate with (i.e., leads) and
via which preferred channel (i.e., outbound call, direct mail, email or SMS); and

* Produce applicable technical documentations to support data management processes.

3 Digital Marketing and Communication Campaign Delivery }@{

Consultation to determine requirements and the critical success factor of campaigns;
Source and develop filtered data extensions based on segmentation criteria/exclusions;
Development and integration of assets, including email and SMS content;

Scheduling and monitoring of campaign progress; and

Post campaign reporting and review.

=
4 Managed Service Centre (Inbound & Outbound) «‘t@)

Fully managed Service Centre delivering inbound (inquiries, support, bookings)
and outbound (sales, campaigns) activities.

Location
* Metropolitan and modern facilities with capacity to easily scale up as required
* Large catchment area to attract and keep high calibre staff for future growth

* Metropolitan and modern facilities in Melbourne Victoria, with capacity to easily scale
up as required.

People

¢ Highly skilled and experienced call agents

¢ Learning and development-oriented culture

* Flexibility and scalability through multiple employment models

Technology

e Sophisticated cloud telephony (Genesys PureCloud) and CRM systems, infegrated
for screen pops, caller id, automated voice recording and CRM activity logging

Call blending and routing options based on channel, skills, feams and queues
Outbound automated dialler capability based on Power, Predictive, Preview and Progressive
Multi-channel communication options

5 Training and Support W

* Basic Salesforce NPSP and third-party integration training sessions

Monthly administration and support by a certified Salesforce team, managed
via online service desk

6 Microsoft SharePoint Migration and Consultation

* Migration of on-premise file share system to SharePoint online with Office 365 integration;
* Records management, governance and document libraries; and
e SharePoint infranet and sites implementation.
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What we deliver for you

* Reduced ICT maintenance risks, attributed to existing legacy and unsupported technologies
¢ Alleviate infernal tfechnical systems support for critical business applications

* Achieve higher systems availability for critical business applications

* Improved operational efficiencies by leveraging fechnology and automation

* Increased opportunities and more targeted approach for future campaigns, using historical
frends (i.e., data -> information -> insights)

* Multiple communication channels (i.e., email and SMS) could be utilised to tailor and maximise
campaigns based on the ‘best tool for the job” approach

* Single source of fruth for both Clients and Non-Client tfransactional data
* Enhanced reporting and dashboard capabilities, with both push/pull delivery options

* Cost of implementation recovered through reduced operational and administrative functions
from more efficient processing and (where applicable) workflow automation

* Derived effectiveness in better targeted campaigns for greater conversion achieved through
centralised contact and engagement history data
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Our rates are very competitive, and if you would like to know more about our services, or to discuss
your CRM systems, Salesforce needs or integration issues contact on contact us on 1300 437 386
or fpcs@diabetesvic.org.au
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Our Customers

% KeepSight diabetes diabetes

Protecting vision from diabetes tO S m O n I O G U st rO | i O
SOUTHERN
METROPOLITAN O0XFAM
CEMETERIES TRUST i Australian Multicultural
Honouring and celebrating life Australia Community Services
More About Us

Salesforce is Diabetes Victoria’s primary customer relationship management (CRM) platform, which
manages our engagement with various stakeholders, providing a 360-degree view of our Members,
Donors, and Supporters.

Our Mission

To help meet the business needs of our customers by combining best practices with contemporary
tfechnology and our unique for-purpose organisation industry knowledge, in delivering
commercially viable solutions.
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Meet Our Team

Our committed feam brings together significant experience within the
for-purpose organisation sector, combined with expertise in Business
Transformation, Business Solutions, Finance & Commerce, ICT, Business
Systems/Analytics and Customer Service. Our focus is your priorities and
business needs.

Prior to taking up his role as Diabetes Victoria’s CEO in
2022, Glen was a Senior Partner with PwC where he worked
for 33 years, including 24 years as a Partner.

Glen held a range of leadership roles with PwC, including
leadership of the Transformation practice, leading market facing
industry practices and leadership of major client accounts
across multiple sectors.

Glen advised clients across Health, Government and Corporate
Sectors, including in the areas of tfransformation, growth,

Glen Noonan operations and finance.

Chief Executive Officer
Mobile Number: 0418 635 187  ©len joined Diabetes Victoria as a Director in 2011, before being

elected President in 2019 and appointed CEO in 2022,

Lalith Abeysena is a Fellow member of the Institute of
Chartered Management Accountants of UK and Member of
the Management Information Systems of UK.

Lalith migrated to Australia in 1996 and worked in the capacity
of an Executive Director in various medium sized private
companies involved in manufacturing, wholesale & retail for
twelve years.

Prior to migrating to Australia, Lalith worked for a subsidiary of
an ASX 200 Company, in one of their operations based in Fiji, in
Lalith Abeysena the capacity of CFO/COOQ for nearly 10 years. His initial senior
Chief Operating Officer executive role was in Guyana, South America, working for
Mobile Number 0431 630 857  Bauxite mining company for 5 years in the capacity of a Senior
Executive in Finance. He also worked in Saudi Arabia for a
leading construction company as a Senior Executive in Finance.

Lalith joined Diabetes Victoria in the capacity of CFO/COO
in 2008 and is responsible for Strategy, Governance, Business
Transformation, Commercial Operations and Finance.
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Long Nguyen
Senior Business Analyst
Mobile Number: 0428 924 242

George Company
Service Centre Manager
Mobile Number 0410 424 535

Carol Soo
Senior Finance Manager
Mobile 0434 199 167

Diabetes Victoria

Long Nguyen is a Bachelor of Computer Science
(BSc) graduate and holds a Graduate Certificate in
Management from the Australian Institute of Management.

With a total of 19 years” experience in the ICT industry, Long
began his professional career as a software engineer and
database developer, before seizing the opportunity to establish
his skills in areas of project management and data/systems
analysist.

While working under a global marketing agency, Long has
lead multiple project delivery tfeams both on & off shore to
successfully deliver business applications, fransformation,
reporfing and Bl initiatives.

Long joined Diabetes Victoria in 2014, and has continued o
support the organisation to develop improved business systems
and process capabilities across the Collection Business, NDSS
and National Helpline.

George Company is an experienced people manager
with sound leadership and strategic business skills in Sales,
Customer Service and Business Operations, supported by
significant experience in the contact centre industry.

George joined Diabetes Victoria in 2016 as the leader of the
Diabetes Victoria Help Centre, and was an integral member of
the project team that was successful in obtaining the contract to
establish a NDSS National Helpline.

George successfully led the implementation of the NDSS
National Helpline which was completed within six months, with
all Diabetes state and territory organisations on-board. The
NDSS National Helpline is now managing over 300,000 customer
inferactions per annum.

Carol Soo is a Bachelor of Commerce (Accounting &
Finance) graduate from Monash University and is a
qualified Chartered Accountant.

Carol began her career in consulting, providing personalised
expert advice in accounting, finance, business services,
auditing, taxation and superannuation. Carol has worked with a
range of high net worth clients in resolving complex tax inquiries
& audits, business planning involving complex structures,
organisational reviews, business valuations, accounting system
design & implementation.

Carol joined Diabetes Victoria in 2010 and oversees the
organisation’s finance department. Carol plays a key role

in the financial systems and processes of Diabetes Victoria,
providing support in strategic financial management, reporting
& budgeting; day-to-day business matters for procurement,
suppliers & customers; and organisation wide governance &
compliance obligations.



Patrick has a Masters in Business Systems from
Monash University.

Patrick’s experience includes managing information systems,
ERP, CRM, records management, and information management
systems through transformation projects in a wide range of
organisations, specialising in Government and for-purpose
organisations.

Patrick joined Diabetes Victoria in 2014. He is a business-focused
Information Systems professional with extensive experience
Patrick O’Brien in implementing ICT strategy and governance, tfransforming
Head: IT&C information and technology systems, successfully delivering
Mobile Number: 0417 116 377 infegrated systems and efficiencies in business systems and
management. Patrick has extensive experience in implementing
risk management and information security frameworks, policies,
and procedures to ensure compliance with Infernational
Standards.

Brad has been working with the Salesforce platform
since 2015.

He has 7 Salesforce and Marketing Cloud Certifications and
previous experience working as a Salesforce Consultant.

Brad joined Diabetes Victoria in 2017, and currently oversees a
user base of over 100 users in the Diabetes Victoria Salesforce
platform, as well as the other Shared Services Salesforce
platforms that Diabetes Victoria supports.

Brad has worked with several different organisations at different
Brad Ford . .
stages of their Salesforce journey to ensure they get the most
value out of the product by leveraging the most appropriate
features and best practices in Salesforce implementation. He
is mindful of how end users will use Salesforce to ensure that
solutions are built with a focus on user-friendless and an infuitive
workflow experience.

Senior Salesforce

& Marketing Cloud
Administrator
Mobile 0438 530 466

Registered as a certified Principle Auditor with
Exemplar Global, has completed a Diploma of Quality
Auditing and Lead Auditor training in ISO9001 Quality
Management Systems.

Demonstrated results driven auditor with proven problem-solving
skills, develops innovative solufions and the ability to manage
quality strategies to provide positive outcomes. Kimberley
joined Diabetes Victoria in 2016. Her major experience lies in
promoting a culture of quality, by working with feam members

Kimberley Ogden fo establish quality standards, determining areas of non-
Quality & Privacy Manager compliance and identifying processes that can be improved by
Mobile 0427 344 336 the implementation of automation and business software.

Providing best practice education to employees, on policies,
procedures and systems, with an aim to ensure employees are
responsible for managing their own quality standards and their
awareness of quality requirements.

For Purpose Commercial Solutions
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2014 Melbourne Design
https://awards.design/mell4/project.asp?ID=13494&Category_ID=6012

2014 Sydney Design
https://awards.design/sydl14/project.asp?ID=13053&Category_ID=6060

2017 Genesys Giveback
https://twitter.com/Genesys/status/867056597826228226

2018 PMAA - Organisation\Change Management (under
Diabetes Australia, for National Helpline)

https://www.qipm.com.au/awards/past-pmaa-winners/2018/awards-

itfems/act-winner-2
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