
CRM solution that provides 
increased visibility and ROI for 
charity stakeholders

Youth Business Scotland, part of The Prince’s Trust, is a charity with a clear and simple focus 

on helping young people to take the first steps in starting and growing their own business.

 Each year the charity helps between 600-700 enterprising young people by providing 

them with access to finance and to a wide range of business support and development 

tools, as well as coaching and mentoring services and networking opportunities.

 A recently merger with its larger sister charity, The Prince’s Trust, means that it now 

covers a wider remit, addressing employability of young people and skills development.

Challenges
Five years ago Youth Business Scotland implemented a CRM solution using a Microsoft partner 

organisation. Unfortunately three months into the project the organisation was taken over and 

many of the key staff that Youth Business Scotland were working with left. Although efforts were 

made to ensure continuity and subsequent implementation with another partner organisation, 

Youth Business Scotland felt they had been left a little exposed.

 Youth Business Scotland was now looking for a new support partner to adopt a practical 

approach in delivering the continual changes and development necessary to support and grow their 

CRM system. The partner needed to possess the appropriate empathy of dealing with a charity 

organisation and the many challenges that brings, including scarce IT resources, without necessarily 

having the highbrow consultant approach. Equally, Youth Business Scotland needed the reassurance 

that a new relationship would be stable and secure enough to deliver the service they required.

The Prince’s Trust Youth Business Scotland’s partnership 

with Gap Consulting delivers a flexible solution that 

streamlines CRM

“As a direct result of the 

relationship with Gap Consulting, 

our fundraising activities are 

more productive because we can 

create new opportunities and 

maintain existing fundraising 

better than we were before. 

We now have the ability to 

demonstrate what funding is 

allowing us to achieve.”

Key Benefits:

• Improved visibility of activities 

 and results

• CRM available to all users

• Streamlined fundraising efforts

• Efficiency gains
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Support partner relationship 
across the organisation
Gap Consulting was engaged to provide second 

line support to the Microsoft CRM system. With 

50 users across 18 regional offices in Scotland, 

the in-house IT manager would handle most of 

the day-to-day support and some customisation 

work, while Gap Consulting would provide 

support for the bigger issues and review and 

develop the CRM system on a proactive basis to 

help move it forward to meet the needs of the 

growing organisation.

 Martin Ferry, Head of Development at 

Youth Business Scotland, explains “I knew that 

it would be far easier to work with a partner 

who understood the kind of deployment that 

Youth Business Scotland already had and I 

had worked with the consultant from Gap 

Consulting in the past. It was a natural choice 

when we were making the decision about who 

we should partner with.”

Ability to manage all  
stakeholder relationships 

Martin explains “Early in the relationship 

with Gap we asked them to help us develop 

some additional functionality on our CRM, 

specifically to bring our fundraising activities in 

line with the rest of the operation.”  

 Until now, the CRM system had been 

supporting the part of the business that manages 

public sector but not private sector fundraising 

activities. The fundraising team for the private 

sector were using a separate fundraising 

database, a specialist database product, 

to manage their relationships with existing 

and potential funders, for tracking gifts and 

donations, and for managing gift aid claims.   

 As Martin explains, “It didn’t make sense to 

manage our relationship with funders separate to 

our relationships with young people, volunteers, 

and other stakeholders. There was often overlap, 

with over 800 volunteers who help to deliver 

support to our young people, some of those 

volunteers may also be donors. So it made sense 

to invest some time and effort in how we could 

get all those on one database.” 

 Gap Consulting worked closely with 

Youth Business Scotland to do the additional 

customisation to allow the CRM system 

to manage relationships across all the 

stakeholders, including the migration of the 

fundraising element across from the separate 

database. Gap developed particularly complex 

functionality to meet the needs of the private 

sector fundraising team.

 This enabled Youth Business Scotland to 

have an all-round view of the relationships 

with all their stakeholders, as well as bring 

efficiency gains for other administrative areas 

like managing events and marketing activities. 

The Benefits
With Gap Consulting as their support partner, 

Youth Business Scotland has peace of mind 

that their CRM system runs smoothly and 

efficiently at all times.

 In addition, the move to having all staff 

and functions across HQ and the regions 

on one system has provided Youth Business 

Scotland with a wide range of benefits. 

Efficiency gains: Managing all the 

relationships with young people, volunteers, 

fundraisers, donors within one system has 

given Youth Business Scotland the ability 

to map all of the inter relationships and 

communications. The CRM solution is much 

more user-friendly and the integration with 

Outlook features and tools are much more 

efficient compared to what the fundraising 

team was previously using. 

Identifying revenue opportunities:  

The CRM solution has been instrumental in 

identifying other business opportunities; it’s 

delivered better business benefits by staff 

having greater understanding of the inter 

relationships and bringing further opportunities 

for securing income for the organisation. 

Visibility in demonstrating the value of 

the work of charity: the new powerful 

reporting functionality in the CRM system 

allows the charity to be able to demonstrate 

activities and the impact and value of those 

activities in supporting young entrepreneurs.

Direct Access: the additional functionality has 

given the fundraising team direct access to the 

system, either through integration of search 

queries or via direct access to the solution. 

This enables specific activities to be started 

automatically and speeds up the workflow.

Summary
The CRM solution has dramatically improved 

the way in which Youth Business Scotland can 

visibly illustrate its economic impact through 

helping young people to be included and 

have opportunities.

 Martin says “We are very dependent on 

public and private funding and anything that 

we can do to maintain existing funders and 

to develop new funders is absolutely critical. 

A key component to that is being able to 

demonstrate our impact, particularly in a 

climate where the public sector is looking 

for more bang for their buck. In the private 

sector, there’s a huge competition for funds, 

with fewer funds available in the impact 

of economic downturn and we need to be 

working harder to compete for that.”

 He continues, “Being able to show 

results in a more quantifiable way is really 

important and CRM is central to the way  

we are able to do that.”

The relationship with  
Gap Consulting
“The relationship with Gap is very practical 

and flexible; they have been able to adapt and 

develop to meet our particular needs. There’s a 

lot of understanding and a real willingness to 

go the extra mile for us. They work with us in 

a quite a personal way, as an extension to our 

team, and we feel they value our custom. They 

understand that we have to manage scarce 

resources, both financial and human.”

 “In terms of the development work they’ve 

done for us, it’s always been done on time, 

to budget and the quality of the work they’ve 

done has been excellent all along.”

For further information contact
Gap Consulting Ltd, 1 Royal Court

Gadbrook Way, Gadbrook Park,  

Northwich, Cheshire, CW9 7UT

Tel: 0800 019 2406

www.gapconsulting.co.uk
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“Gap Consulting’s CRM 

knowledge and capability 

is A1. We’ve always been 

able to get the support and 

answers that we’ve sought.”

MARTIN FERRY, HEAD OF DEVELOPMENT 

AT YOUTH BUSINESS SCOTLAND


