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Founded in 1957, the National Parkinson Foundation's (NPF) mission is to 
improve the quality of care for people with Parkinson's disease through 
research, education and outreach. NPF has funded more than $164 million in 
care, research and support services. For more information about NPF, visit 
www.parkinson.org. 
 

  

 

 

 

“I’ve put together several in-

sourced and outsourced small call 

centers, and this is a really good 

and cost-effective solution for 

nonprofits. Heller Consulting had 

the experience and expertise 

necessary to deliver the system we 

needed on time and on budget, 

and their knowledge helped us 

through the gaps in ours.” 

Dr. Peter N. Schmidt 
Chief Information Officer; Vice 

President, Programs 
National Parkinson Foundation 

 
 

 

 

 

Using Salesforce.com™ to Capture Requests, 

Spot Trends and Track Metrics on Helpline 
When launching its new helpline, 1-800-4PD-INFO, the National Parkinson 

Foundation turned to Heller Consulting to set up a Salesforce.com-based 

system that efficiently and effectively manages and tracks phone inquiries. 

 

The Challenge 

For years, the National Parkinson Foundation has operated a toll-free phone 

number for general inquiries. These calls ranged from simple information 

requests to specific questions about treatment. With an estimated 600 calls 

per month and no process for tracking call results, NPF realized they were 

missing an opportunity to better understand and support their constituents. 

So, as the organization launched and promoted a separate toll-free line 

dedicated to help requests, staff members recognized the need to implement 

a system to capture call details, respond efficiently and effectively to 

inquiries, and track call data. 

 

“We know that data-rich conversations take place on helplines, and we 

needed to be capturing and analyzing that information in a protected online 

environment to improve our services,” said Adolfo Diaz, Deputy Director of 

Patient Services at NPF.  

 

At the same time, Diaz and other NPF staff members had been test-driving 

free nonprofit licenses of the Salesforce.com CRM platform for tracking and 

managing internal communications across the organization, its 39 affiliated 

chapters and 43 medical institutions. When Diaz came across the call center 

module in Salesforce.com, he discovered that it could support their helpline 

needs while integrating with NPF’s call center hosting solution. 

 

“I toyed with it enough to know that we could use Salesforce.com for our 

needs,” Diaz said. “But, I also realized that it could take me six months to 

customize it by myself. We just didn’t have that kind of time.” 

 

The Solution 

NPF decided to hire a consultant that could implement Salesforce.com more 

quickly than they could implement it themselves. Diaz also recognized the 

benefit of working with a consultant to set up the system properly.  

 

“I knew enough from my work with databases and other systems that the 

way we set up the platform was critical to the results we would see from the 

system,” Diaz said. 

 

After meeting with several consultants, NPF chose to work with Heller 

Consulting. They attribute their decision to the firm’s combination of nonprofit 

and technical experience.  

 

Highlights 
 
• Heller Consulting 
implemented a quick and 
effective Salesforce.com-
based solution to support 
NPF’s helpline. 

 
• During the implementation 
process, Heller Consulting 
helped NPF learn the system 
so they could make changes 
as needed in the future. 

 
• NPF now can track and 
analyze a variety of 
information from its hotline 
— including call duration, 
topic frequency and detailed 
demographics — to evolve 
and continuously improve 

helpline services.  
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The Project 
Heller Consulting implemented a 
Salesforce.com-based solution to 
help NPF meet their hotline needs: 
 
• Tracking — NPF now has the 

ability to track each call that 

comes in, including contact 

information and call history.  

 

• Responding — NPF now houses 

informational packets, steps for 

making referrals, and other 

helpline information in a single 

system.   

 

• Analyzing — NPF can now report 

on and extract meaning from 

their data — from call source and 

duration, to spikes in topic 

frequency and detailed 

demographics by caller type — to 

improve the efficiency and 

effectiveness of their helpline. 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

510-841-4222 
info@teamheller.com 

www.teamheller.com 
 

 

“Heller Consulting had the best grasp of the CRM landscape, Salesforce.com 

and what we were trying to do,” Diaz said. “When we saw the detail in their 

scope of work, we said, ‘OK, they get it.’ They also had expertise and 

background knowledge of Blackbaud Raiser’s Edge™, which is our 

development platform that ties in with the financial products that go with it on 

our accounting side. That was important as we envision moving to an 

integrated system across our organization.”   

 

Heller Consulting implemented NPF’s Salesforce.com-based helpline solution 

quickly and efficiently — on time and on budget, and also helped NPF learn 

their new system along the way. 

 

“I quickly learned enough from working with Heller that I could recognize 

when I might be able to change something in the system myself, and I could 

call them to confirm that I was on the right track,” Diaz said. “It was 

refreshing to have that openness because I felt like Heller helped us use our 

time with them wisely, and we got Salesforce.com training in the process. It 

wasn’t like they just implemented the system and then I was 100% 

dependent on them for everything in the future.” 

 

The Results 

Within 18 months of 

launching the dedicated 

helpline, calls to the line 

grew to more than 500 

per month, and continue 

to grow. NPF still operates 

its general toll-free line, 

which continues to get a 

few hundred calls per 

month, including some 

help requests. Even with 

the increase in call 

volume, NPF has been 

able to better support their clients and more quickly connect them with the 

skilled resources they need without adding staff. The organization can now 

track and analyze helpline call details, including demographic information, call 

topics, and specific notes on each case, as well as monitor the time it takes to 

resolve each call. In addition, when helpline staffers get calls beyond their 

expertise, they can now easily hand the call off to a Parkinson’s specialist 

nurse, who can see the history and notes of the call in the system before 

calling the person back — helping to ensure a more effective response. 

 

“Before Heller implemented our Salesforce.com solution, we had no ability to 

track or share this type of information,” Diaz said. “We now have the ability to 

identify call trends on our general toll-free number and our new helpline, as 

well as provide more informed and prompt responses to helpline requests.” 

  

 

About Heller Consulting 
Heller Consulting helps nonprofits streamline their operations and maximize their use of software for fundraising and mission 

management. The company specializes in software selection, implementation, optimization and training for products from Blackbaud, 
Salesforce.com and Convio. With offices in San Francisco, Chicago and New York, the Heller Consulting team has helped hundreds of 

nonprofits nationwide. 
 
 


