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After the Confetti 🎉 
Stabilization Strategies 
for CRM Success



Welcome
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VP, Advancement
Kindsight

Shalonda Martin
Executive Director, Advancement 
Services
Pomona College
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Lead Project Manager, Project 
Management and User 
Services
Northwestern University

Jeff Baynham
Associate Vice Chancellor, 
Advancement Services
NC State University
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● R1 research institution located in Raleigh, NC

● 39,600+ Students / 10,200+ faculty & staff

● 312,000+ Alumni / 895K+ records

● $2.54B Endowment / $366.8M fundraising FY25

● Previously on Ellucian Advance Web for 30 years

● 22-month implementation, went live on 2/10/25

● Implemented Salesforce Sales Cloud with 

Kindsight ascend

○ Blackthorn, GiveCampus, CRM Analytics, 

Tableau, Initium, OnBase, Double the 
Donation, OwnBackup, Gearset, Cdata

● Branded our ascend instance Lobo 

● 350 licensed users



● Private, R1 research institution located in 

Evanston, IL

● 22,000 students / 8,800 Faculty/Staff (360 ARD)

● 260,000 contactable alums

● $14.3B Endowment / $1.01B NGC FY25

● 22-month implementation, went live on 5/5/2025

● CATracks Ellucian Advance→CatConnect

○ Salesforce Service Cloud with Kindsight 

ascend

○ GiveCampus, Blackthorn, Marketing 

Cloud, Portal/Connect, Formstack, BI, 

Tableau, CRM Analytics, SF Maps, OnBase, 

SmartyStreets

● 548 users



● Small, private, liberal arts college, Claremont, CA

● 1,732 enrolled students/903 faculty & staff 

● 27,000+ living alumni/169k+ records 

● $3.01B endowment/FY25 Fundraising: $82.8M

● Previously on Blackbaud’s RE 7 for 15yrs 

● Implemented Salesforce Sales Cloud with Kindsight 

ascend

○ Blackthorn, GiveCampus, CRM Analytics, 

Tableau, Onbase, Double the Donation, 

OwnData, SmartyStreets, SF Maps, 

Marketing Cloud, CVENT, VanillaSoft, 

Workday Integration, Inbox

● 92 licensed users
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Prepare
Setting the stage with expectations, 
readiness, and transparency

“Continuous improvement is better than delayed 
perfection.” – Mark Twain
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Prepare
● Change management 

● Operational readiness

● Training
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● Timeline /remaining activities
○ UAT, Data Migration, Blackout

● Reporting

● Training

● How you can help
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Survive
Triage, trust, tiny wins, and finding your 
rhythm after launch

“Rome wasn’t built in a day, but they were laying bricks 
every hour.” – John Heywood
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Survive
● Change management

● Triage and response framework

● Ongoing support & training

● Fatigue
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114 Days Live @ NC State
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First 90 days: NU Production Support

440 Cases submitted/managed

Support Case Queue

1,960 emails received/responded to

Shared Support Inbox

570 items

Backlog List

345 tickets submitted

IT Production Tickets
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Pomona College - Post Go-Live Triage

117 items

Resolved Bugs

164 items

Total Bugs

84 items

Resolved Enhancements

186 items

Total Enhancements
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Weekly status emails
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Sustain
Turning urgency into a sustainable 
operating model
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Sustain
● Change management

● Governance

● Continued training

● Transitioning to enhancement
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Total Completed Open

Total Cases 1,011 657 354

Defect/Issue 795 585 210

Enhancement 
(Backlog) 

216 72 144

Production Items # # #

NC State Cases Overall



32 

Reflect
What hindsight teaches about thriving 
post-go-live
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Download Resources

https://go.ncsu.edu/crmstabilize



www.kindsight.io

Thank
you.


