
Engage, educate, empower

“We engage.” Those are the first 
words you see on the website 
of The Prince’s Foundation 
for Building Community. What 
started in 1987 as HRH Prince 
Charles’ ‘Vision for Britain’, first 
presented in a TV documentary on 
modern architecture in Britain has 
evolved into a charity that aims to 
engage, educate and empower 
communities globally.

Today, the Foundation is involved 
in more than 25 projects 
worldwide, from Swansea to 
the Galapagos Islands, focusing 
on issues such as sustainable 
development, heritage skills and 
reconstruction following natural 
disasters.

Member engagement and support

Of course, the Foundation’s work 
would not be possible without 
engagement with members 
and the people who support 
its vision. Educational projects 
have become a core part of the 
Foundation’s work and it equips 
professionals, graduates and the 
public with the skills they need 
to design, build and preserve 
sustainable communities. 

Members also have the 
opportunity to visit, support and 
get involved with the Foundation’s 
campaigns and projects, with 
access to dedicated web pages, 
e-newsletters, tours and a 
specialist research library.

Engagement with the Foundation 
comes via a number of options, 
including becoming a member 
and making regular or one-off 
donations. Catherine Woodhead, 
Director of Development at the 
Foundation, explained some 
of the challenges: “We were 
dealing with around 100 donors 
per year which, to be honest, 
was not enough to sustain 
our development goals. We 
have a customer relationship 
management (CRM) system, The 
Raiser’s Edge, in place to manage 
our donors and stakeholders, 
but we recognised that we 
needed to use the system to its 
full potential in order to increase 
engagement with members, 
donors and stakeholders. We 
have ambitious plans to grow to 
100,000 members over the next 
few years.”

Maximising the CRM

Having previously struggled to 
get the support and expertise 
the Foundation needed to 
develop its use of the CRM 
system, a meeting with Hart 
Square at an event seemed to 
provide a solution.

Hart Square is an independent 
specialist in providing CRM 
services for not-for-profit (NFP) 
and membership organisations, 
and has worked exclusively 
in these sectors for over 12 
years. “We were impressed by 
Hart Square’s experience of 
The Raiser’s Edge software, 

and its track record in helping 
organisations like ours in the 
charities sector,” said Catherine 
Woodhead. “It was obvious from 
our initial conversations that they 
could help us maximise the use of 
our existing CRM system.”

While the Foundation’s immediate 
requirement seemed to be staff 
training on the CRM system, Hart 
Square reviewed the organisation’s 
systems and business processes 
and pointed out that actually it 
needed more than that. 

“Hart Square looked closely at 
what were we doing, met with 
key stakeholders and gained a 
full understanding of what we are 
all about,” explained Catherine 
Woodhead. “The review indicated 
that we needed to standardise the 
use of the system and the data 
across our various departments.” 
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How Hart Square’s experts enabled the Foundation to make better use of its 
CRM system to benefit members and stakeholder relationships

Key benefits

 With Hart Square’s CRM solution 
knowledge and expertise, the 
Foundation now has a CRM solution 
that will better manage its members. 
Key benefits include:

•�� Institute-wide�access�to�centrally-
stored knowledge on members, 
their interactions and relationships 
with the Foundation

•� Enhanced�website�and�content�
management integration

•� Streamlined�business�processes,�
including contact and financial 
management.



“It was really refreshing to get an 
‘outsider looking in’ point of view 
on our processes and systems. 
It’s one thing training people on 
how to use the system but, as 
Hart Square pointed out, if the 
processes were not right then we 
would not be able to benefit from 
our investment in the system.””

Website integration

It was during the initial review 
process, in October 2011, that 
Hart Square discovered that 
the Foundation’s new web site 
project, effectively a re-branding 
of the organisation, was due to 
go live in January 2012. “Under 
normal circumstances this would 
not have been an issue,” added 
Catherine Woodhead, “except 
for the fact that, as Hart Square 
pointed out, we didn’t really have 
any integration between our web 
content management system 
(CMS) and our CRM system. If 
we were going to move forward in 
terms of using our website to drive 
membership and donor activities, 
it was essential that we had this 
integration in place.”

Hart Square has in-depth 
experience of integrating content 
management and CRM systems 
to enable charities and NFPs to 
develop more personalised online 
relationships with members, 
donors and stakeholders. 

“They were amazing – they 
immediately became part of 
the project team, changing and 
adapting to our immediate needs 
and quickly delivering integration 
between the two systems in time 
for our new website launch.” 

She added: “To be honest, the 
new website launch would never 
have happened within the planned 
timescales if it hadn’t been for Hart 
Square, either technically or from a 
project management point of view.”

Back to square one

Once this ‘unplanned’ project 
was successfully completed, Hart 
Square was able to revert back to 
its original starting point – to help 
the Foundation maximise the value 
from its existing CRM system. 

As a result of initial review 
process, Hart Square 
recommended and undertook a 
reconfiguration of some parts of 
the system, and also migrated 
important pieces of membership 
data from its ACT contact 
management system. Catherine 
Woodhead added: “By this time 
Hart Square was fully conversant 
with our people, processes 
and systems, which made this 
phase relatively straightforward. 
Hart Square’s experts were very 
creative and patient and we were 
confident in both their business 
and technical abilities.” 

Training programme

Engagement, an important part 
of the Foundation’s ethos, also 
extends to its staff. “It was very 
important that we engaged with 
our key staff to ensure that they 
were properly trained in using the 
CRM system,” said Catherine 
Woodhead. “Hart Square’s 

experts outlined and undertook 
a comprehensive staff training 
programme, and also produced 
full documentation to support us. 
They were very thorough.”

She concluded: “Hart Square has 
really enabled us to leverage our 
investment in our CRM system. 
The company obviously has a 
deep understanding of CRM 
and fundraising processes, and 
the CRM technology itself. Their 
experts appreciate how charities 
like us operate, and how we 
work within limited budgets. We 
trusted them and they supported 
us throughout - in fact, they went 
above and beyond what we 
expected. Hart Square is very 
professional, and is all about the 
end result.”
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“We didn’t need to 
explain our requirements 
– their experts had 
already been through 
this process many times 
with various charities and 
knew exactly what to do.”

Key services provided

•� �Business�process�review�and�
documentation

•� �Standardisation�of�CRM�system�
and data

•�Website�integration.

Tel: 0344 567 8790    
Email: info@hartsquare.co.uk


