
A
Accessibility, and website, 227
Acronyms, use of, 226
Adaptive organization, 35–37
Administration, expenses of, 148
Alignment. See IT alignment
American Civil Liberties Union (ACLU),

207–209
American Institute of Certified Public

Accountants, 274
Analytics, source for, 237
Anti-spyware software, 178
Antivirus program, 177
Anxiety, 38–39, 46–48
Applicant flow, 119–120
“ART” of Technology, 31
Assessment tools, and hiring process, 125–127
Assistance, for technology issues, 185–186
Association of Certified Fraud Examiners, 9
Atkinson, R. D., 33
Audience. See Internet program; Website
Automated content search, 206

B
Baby boom generation retirement, 273–274,

280–281
Back-office equipment, 178–180
Backup process, 179–180
Bailouts, 198
Balanced Scorecard Institute, 100

283

INDEX

Balanced scorecards, 82–83, 96
Bandwidth, 272
Baselines, and Internet program, 190–192
Benchmarking, 115–116, 134–137, 209–210,

234–242
Benefits, of return on investment (ROI),

62–74
Blogs, 194–195, 207, 208
BoardSource, 5
BoardTracker, 207
Bona fide occupational qualification

(BFOQ), 121
BostonWorks, 118
Bottom-up portion, of budget, 139–141
Budget. See IT budget
Built to Last (Collins), 282
Bulk email systems, 233
Business analysis, and IT staff, 105
Business plan, 81–82
Business process management (BPM), 87
Business process mapping, 88, 89
Buy-in process, 28–30, 40, 56

C
Cable Internet service, 174
Cables, types of, 169
Calendar, uses of, 142–143, 194, 249–250
Campaigns, for fundraising online, 259–260
Capital expenditures, differentiating of,

147–148
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CARE, 256–257
Care2, 118, 189
Career ladders, development of, 130
Catastropic failures, 182–183
Cell phones, 273
Cellular networks, and Internet service, 174
Central processing units (CPUs), 160–161
Centralized intake system, 72
Champions, for change, 44–45
Change: anxiety about, 38–39; conditions

for, 36–37; success factors for, 40–48
Change.org, 118, 189
Chaotic organizations, 11–17
Charity Navigator, 85
Christensen, C., 282
Chronicle of Philanthropy (periodical), 219
Clarke, A. C., 157
Click path patterns, 198
Click-through rate, and email, 236, 266–268
Click-throughs, 194
Clickability, and website, 222–223
CNET, 185
Collaboration, 272
Collect, analyze, adjust process, for online

communications, 237–242
Collins, J., 282
Comment/update rate, 201
Commenters, on blogs, 194–195
Commoditization, of technology, 274
Common Craft, 186
Communication: pitfalls in, 39–40; of return

on investment results, 75–76; and success-
ful change initiative, 41–43

Community tech centers, technology help
for, 186

Compensation, and IT staff, 112–116
Competency-based approach, and hiring IT

staff, 104–106
Computer options, 160–164, 182–183
Computing habits, 184
Computing power, explosion in, 272
Constituent strategies, 83
Content analysis, and blogs, 195
Content feed service, 206

Content management, and online communi-
cations, 216, 223–226

Content management system (CMS), 43–44,
224

Content search and aggregation tools, 197,
206

Content themes, and user profiles, 196
Convergence vs. divergence, 277
Conversion rates, 266–268
Conversion test, 69
Copeland, H., 208
Core competency model, and hiring IT staff,

104–106
Core processors, 160–161
Corn, D., 260, 262
Corporate sector, and funding technology,

154–155
Cost/time savings, and return on investment,

66–67
CPU speed, 272
Creativity, and fundraising online, 260–265
Credibility, and website, 219
Cross-channel analysis, 202–206
Cross-channel campaigns, 259–260
Cultivation, and website, 219–221

D
Dashboard analytics, 236
Data management, and online communica-

tions, 217
Data products, evaluation of, 92
Data security, 176–178
Data trail, 197
Database, 105, 166–168, 204–205
DC Central Kitchen, 239–242
Dedicated leased lines, and Internet service,

174
Definitions, of technology terms, 185
Del.icio.us, 195
Delong, D., 281
Design, and online communications, 253
Desktop computers, 160–164
Desktop software, 164–168
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Destination, definition of, as IT alignment
step, 26–28

Development Executives Roundtable (DER),
49–51

Development staff, and technology pro-
grams, 152

DICE, 116, 118
Digg, 195
Digital Prosperity: Understanding the Economic

Benefits of the Information Technology Revo-
lution (Atkinson and McKay), 33

Digital subscriber line (DSL), 173
Digrius, B., 69
Discrete graphics, 161
Discrimination, and federal legislation,

120–121
Discussion list mining, 207
Discussion topics, and user profiles, 196–197
Disk storage, 272
“Disruptive Innovation for Social Change”

(Christensen), 282
Disruptive innovations, 275–276, 280
Distributed fundraising, 258–259
Divergence vs. convergence, 277
Doctors Without Borders, 225
Domain name, 175
Donation page, 254–257
Donors, 149, 152–154, 204–205
DonorsChoose, 275–276
Double data entry, as operations problem, 10
Drivers, 164
Dual-core processors, 161

E
Earthjustice, 228
Ecademy, 118
Eco-Grinch, 228
eCRM data, 193, 204–205
Edwards, J., 262, 263
Effectiveness, 10–11, 66–70
Efficiency, 9–10, 66–70
Email communications, 197–198, 230–234,

233, 236

Employee development, 83, 127–131
Employer brand, 113
Employment, and IT professionals, 120–121,

273–274, 280–281
Employment discrimination, and federal

legislation, 120–121
Encryption protocol, 170–171
Enewsletters, 229, 230
Engagement, 199–201, 201, 217–218
Entry pages, monitoring of, 193
Evaluation: and IT staff, 128–130; of online

communications, 234–242
Evangelists, 194
Exit pages, monitoring of, 197–198
Expenses, types of, 148

F
Facebook, 118, 188–190
Failures, catastrophic, 182–183
Fax machines, 179
Features use, and user profiles, 196
Federal legislation, and employment dis-

crimination, 120–121
Fiber-optic networks, and Internet service,

174
File servers, 179–180
Financial classification, of technology invest-

ments, 146–148
Financial formulas, and return on investment,

71–74
Financial strategies, 83
Firewall appliance, 177
Fraud, and IT alignment, 9
Frequent referrers, 193
Friendster, 118
Functional roles, and technology needs,

103–106
Functionality, and online communications,

254
Funding technology: and corporate sector,

154–155; and cost-effectiveness, 181–182;
and donors, 149, 152–154; and online
communications, 217; and partnership
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efforts, 150; and proposals, 150; as team-
building exercise, 151–152; and technol-
ogy road map, 150–151

Fundraising online: campaigns for, 259–260;
creativity and, 260–265; and distributed
fundraising, 258–259; and governmental
oversight, 268; and metrics, 266–268;
planning for, 248–250; and timing,
251–252; and website, 253–257

G
General information technology, and IT staff,

105
General operational expenditures, 142
Gigabytes (GB), 161
Gigahertz (GHz), 161
“Gilbert Email Manifesto” (Gilbert), 229
Gilbert, M., 229
Global communication, 273
GlobalGiving, 275–276
Goodwill Industries of San Francisco, San

Mateo, and Marin counties, 95–98
Google Apps, 165, 166
Google search engine, and definitions, 185
Governmental oversight, 268, 274–275
Grameen Bank, 276
Graphics card, 161
Graphics processing unit (GPU), 161
Greenfield, J., 218
Gretzky, W., 278
Growth calendar, 194
Guantanamo Bay, 207–209
GuideStar, 85, 116

H
Hackers, 171, 176–178
Hard-disk storage, 161–162
Headline acts, identification of, 90
Heifer International, 203
Hemhauser, C., 26, 28, 30, 32
Highest previous contribution (HPC), 205
Hiring approach. See IT staff

Hoarding, of information, 39
Homegrown applications, 93
Hosted services, 92
Hostility, about change, 39
Hosting provider, for website, 175–176
How-to videos, 186
Hub, 169
Human resources, and online communica-

tions, 217
Humane Society of the United States, 251,

252

I
ICT Hub, 185
Idealist, 118
Idealware, 92, 185, 233
In-person interviewing, and hiring process,

123–125
Influencers, 194
Information hoarding, 39
Infrastructure, and balance with innovation,

277–278
Inkjet printers, 178–179
Innovation, and balance with infrastructure,

277–278
Innovator’s Dilemma (Christensen), 282
Input, acknowledgement of, 45–46
Intangible benefits, and return on investment

(ROI), 63–70, 71–74
Integrated Services Digital Network (ISDN),

173
Internal business process strategies, 83
International Rescue Committee, 254–255
Internet access, 173–175
Internet Explorer, 178
Internet program: and baselines, 190–192;

and benchmarking studies, 209–210; and
cross-channel analysis, 202–206; and met-
rics, 192–201, 210–211; and objectives,
188–190, 211–212; and survey of con-
stituents, 201–202; and tracking activity,
192–201, 206–208. See also Website

Internet service providers (ISPs), 171
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Interviewing candidates, for IT staff,
120–127

Intranet, 73–74
IT alignment: benefits of, 9–11; and buy-in

process, 28–30; and current stage of tech-
nology, 18–26; definition of, 7–8; and
destination definition, 26–28; and repeti-
tion, 31–32; and resource identification,
30–31; stages in, 11–17; steps in, 17–32

IT budget: and benchmark data, 134–135,
136–137; bottom-up portion of, 139–141;
format for, 143–145; and general opera-
tional expenditures, 142; key activities for,
141–146; and profit and loss statement,
141, 142; reductions in, 145–146; and
research organizations, 137–138; and
review of calendars, 142–143; and tech-
nology curve, 135–136; and top-down
portion, 135, 138–141; and unified strate-
gic plan, 81–82

IT service delivery, 15
IT staff: and buy-in process, 28–30; and com-

pensation, 112–116; and employee devel-
opment, 127–131; hiring approach for,
102–108; and interviewing candidates,
120–127; and job descriptions/postings,
107–112; and legal issues, 120–121; and
recruiting, 116–120; and successful
change initiative, 43–46; and types of
roles, 105

Iteration, as IT alignment step, 31–32
iWork, 165

J
Job boards, 119
Job descriptions, and IT staff, 107–112
Job postings, and IT staff, 107–112
Job-specific recruiting, 117–118

K
Kanter, B., 185
Keen, J., 69

Key influencers, 45
Keywords, 193
Kiva, 275–276

L
Ladder of engagement, 218
Laser printers, 178–179
Leadership, and buy-in process, 28–30
Legal issues, and hiring IT staff, 120–121
Legal services agencies, 10–11, 72, 73–74
Leveraging tools, 14
Libraries, technology help for, 186
Limited-purpose analysis, 205–206
Linked sites, 193
LinkedIn, 117, 118, 189
Links, social, 195
Listservs, 119
Local area network (LAN), 168–169

M
Mac OS X, 165
Mac vs. PC, 164
Macworld, 185
MaintainIT project, 186
Maintenance plan, 184
Making Technology Investments Profitable (Keen

and Digrius), 69
Management of IT, as business, 16–17
MarketingProfs, 209
Matchback analysis, 204
McKay, A. S., 33
Media access control (MAC) filtering,

170–171
Media Post, 209
Media tools, social, 195
Megabytes (MB), 161
Megahertz (MHz), 161
Memory, 161
Mercy Corps, 5, 219, 220
Merritt, J., 31
Metrics, 70–74, 192–201, 210–211, 234–242,

266–268
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Microsoft Office, 165, 166
Microsoft Windows, 165
Mission, 5, 6–7, 8, 41
Mission statements, 5
Mobile phone networks, 174
Motivation, loss of and change, 39
Mozilla Firefox, 178
Multi-action takers, 201
Multitasking, 161
Multivariate testing, 198
MySpace, 118

N
The Nation (periodical), 260, 262
Nature Conservancy, 223
Needs assessment, 102–103
Negative ROI, 76
NeoOffice, 165
NetHope, 271
Network address translation (NAT), 177
Network attached storage (NAS) device,

179–180
Network interface cards (NICs), 168–169
Network intrusions, 177
Networking sites, 118
Networks, of computers, 168–173
Networks, social, 188–190, 193–194
Neuheisel, W., 239–242
New contact conversion rate, 201
New join source, 193
Nielsen BuzzMetrics, 209
Nonprofit Handbook (Greenfield), 218
Nonprofit IT Staffing: Staffing Levels, Recruiting,

Retention, and Outsourcing (NTEN), 134
The Nonprofit Times (annual survey), 116
Notebook computers, 160–164
NPower, 138
NTEN (Nonprofit Technology Network): and

benchmark data, 134, 137, 209; and data
product evaluation, 92; and salary bench-
marks, 116; and technology advice, 185

O
Objectives, and Internet program, 188–190,

211–212
On-board graphics, 161
On-boarding, 127–128
One-time action takers, 201
Online audience. See Internet program
Online communications: benchmarks for,

234–242; collect, analyze, adjust process
for, 237–242; and content management,
216; and data management, 217; and de-
sign, 253; and engagement, 217–218; evalu-
ation of, 234–242; and funding, 217; and
human resources, 217; and listening, 216;
and metrics, 234–242; planning for, 214–
215; and time management, 217; and track-
ing activity, 235–237. See also Email com-
munications; Internet program; Website

Online fundraising. See Fundraising online
Online office application suites, 165, 166
Online user behavior. See Internet program
Open rate, and email, 236, 266–268
Open source software, 92–93
OpenOffice, 165
Operating expenses, 148
Operating systems (OS), 164–165
Operational process engineering, 14–15
Opt-out rates of email, monitoring of, 197–198
Ordinary expenses, 148
Organizational mission, elements of, 8
Organizational planning, 81–82
Outdated equipment, 182–183
Outside-in language, and website, 226
Overhead, 85–86, 148
Oxfam America, 263–265

P
Partnership efforts, for funding technology,

150, 154
Passwords, 183
Payment Card Industry Data Security Stan-

dards (PCI DSS), 274
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PC vs. Mac, 164
PC-World, 185
Performance management, and IT staff,

128–130
Personal networking sites, 118
Pew Internet & American Life Project, 192,

196, 209
Phishing, 178, 184
Phone screening, and hiring process, 123, 126
Planned Parenthood, 261–263, 264
Planning: and balanced scorecards, 82–83,

96; and business process mapping, 88,
89; for fundraising online, 248–250; and
headline acts identification, 90; and man-
agement, 180–181; for online communi-
cations, 214–215; and organizational
planning, 81–82; and overhead, 85–86;
and software evaluation process, 93–96;
and strategic planning, 80–81; and SWOT
analyses, 90–96; and technology plan-
ning, 84–87; worksheet for, 98–99

Policies, and website, 227
Pop-up windows, 177, 184
Prices, for technology, 270–271
Printers, 178–179
Privacy policy, and website, 227
Proactive organizations, 12–17
Process abandonment, 198
Processing power, 161
Processors, number of, 160–161
Product help, 186
Product reviews, 185
Productivity software, 165–166
Professional development, 131
Professional networking sites, 118
Professionals for Nonprofits (annual survey),

116
Profit and loss statement (P&L), 141, 142
Program delivery, and IT staff, 105
Project management, and IT staff, 105
Promotional click-through, 194
Promotions, and blogs, 195
Proposals, for funding technology, 150

R
Reactive organizations, 12–17
Reading, recommendations for, 51–52
Recruiting, of IT staff, 116–120
Reductions, in IT budget, 145–146
Referring sites, 193
Refurbished computers, 162–164
Reliability, of systems, 183–184
Remote-access virtual private network, 172
Remote workers, and virtual private network,

172
Repeat action takers, 201
Repetition, as IT alignment step, 31–32
Research organizations, and budgeting,

137–138
Resource identification, as IT alignment step,

30–31
Response rate, 236, 266
Résumé screening, 122–123
Retention rate, 201
Rethos, 118
Return on investment (ROI): benefits of,

62–74; definition of, 54; importance of,
54–56; and metrics, 70–74; process of,
56–59; and storytelling techniques, 75–76;
tips for analysis, 76–77; uses of, 59–62;
and value, 70–74

Rosso, H., 49
Router, 169
Router-to-router virtual private network, 172
RSS feeds, 207, 209
Ryze, 118

S
Salary benchmarks, 115–116
Sales force reporting example, 237
Sample technology budget format, 143–145
Sarbanes-Oxley (SOX), 274–275
Save the Bay, 6
Save the Children, 275, 276
Scalability, 161, 172
Schoenborn, E., 207–209

Ross.bindex.qxd:Rigby.bindex  1/30/09  4:10 PM  Page 289

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



290 INDEX

Screening process, for IT staff, 122
Security controls, and virtual private network,

172
Security issues, 176–178, 183, 184, 274
Service management, 16
Service organizations, 12–17
Service set identifier (SSID), 170–171
Sherpa-Marketing, 209
Single-action takers, 201
Single-core processors, 161
Sisters of Notre Dame de Namur, 218
Site logs, 192–193
Site-to-site virtual private network, 172
Six Sigma, 100
Skills assessment, and hiring process, 125–127
Sloan, A., 54
SMART objectives, 188
Social entrepreneurship, 276
Social networking sites, 118, 188–190, 193–195
Software as a service (SaaS), 181, 273
Software evaluation process, 93–95, 96
Spam, 184
Spybot-Search and Destroy, 178
Spyware, 177–178, 184
Staff. See IT staff
Statement on Auditing Standards 70

(SAS70), 274
“Stickiness,” 225
Storytelling techniques, and return on invest-

ment, 75–76
Strategic planning, 80–81
Stumble-Upon, 195
Submit trends, and user profiles, 197
Survey: of online constituents, 201–202; of

organization, 143
Switch, 169
SWOT analyses, and planning, 90–95, 96

T
Talent pipelines, 117
Tangible benefits, and return on investment

(ROI), 63–70, 71–74
Target Analysis Group, 282

Tech Encyclopedia, 185
Technology: current stage of, 18–26; curve in

and IT budget, 135–136; help in, 185–186;
and needs assessment, 102–103; plan
worksheet for, 98–99; planning for, 84–87;
road map for and funding, 150–151;
stages in management of, 11–17. See also
Funding technology

Technology Plan builder, 90
Technorati, 207
TechSoup, 103, 185, 186
Telecommunications device for the deaf

(TDD), 71
Terms of use policy, and website, 227
Theft, and IT alignment, 9
Time/cost savings, and return on investment,

66–67
Time management, and online communica-

tions, 217
Timing, and fundraising online, 251–252
Top-down portion, of budget, 135, 138–141
Tracking, of Internet activity, 192–201,

206–208, 235–237
Traffic analysis tools, 192–193, 235–237
Traffic, increasing of to website, 229
Trailing charts, 197
Trends: metrics for monitoring, 201; studies

of, 209–210; in technology, 270–281
Troubleshooting, 184
Twain, M., 269

U
Unified strategic plan, 81–82
Uniform Resource Locator (URL), 175
United Way, 6
Universal Serial Bus (USB), 163
U.S. Equal Employment Opportunity Com-

mission, 121
Used computers, 162–164

V
Value, and return on investment, 70–74
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Value chain, 275–276
Value organizations, 12–17
Video, social, 194
Videos, how-to, 186
Virtual private network (VPN), 171–173
Viruses, 177, 183
Vision, definition of, 5
Vision statements, 5

W
Waibel, G., 25–26, 27–28, 29–30, 31–32
Walk-through, of facility, 142, 143
Watchlist, 207
We Campaign, 221
Web 2.0 technology, 118
Web design and development, and IT staff,

105
WebJunction, 186
Website: and accessibility, 227; analytics

source for, 237; and audience, 226; and
clickability, 222–223; and content, 223–
226; and credibility, 219; and cultivation,
219–221; design of, 105; and domain
name, 175; and fundraising, 253–257;
and hosting provider, 175–176; and out-
side-in language, 226; policies for, 227;
and traffic analysis, 192–193, 235–237;

and traffic increase, 229; and visitor ac-
tion, 227. See also Internet program

Weiner, R., 49
Wi-Fi protected access (WPA), 170
Wide area network (WAN), 171
Widgets, 258
Wikipedia, 185
Wired networks, 169
Wireless encryption protocol (WEP), 170
Wireless networks, 169–171
Wireless remote access, 11
Wireless standard setting, 170–171
WonderHowTo.com, 186

Y
Yahoo! Pipes, 197, 206
Year-round recruiting, 117
YMCA, Ocean County, New Jersey, 26, 28,

30, 32
YMCA, San Diego County, 31
YMCAs of Metropolitan Minneapolis and

Greater St. Paul, 25–32
YouTube, 194, 196

Z
ZDNet, 185
Zimbra, 166
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