
REMOTE PROGRAM 

DELIVERY
Providing Self-Serve Information



GOTOWEBINAR INTERFACE

Type all comments/questions into the 

"Questions" panel. 

If you cannot hear us speaking, go to:

File->Preference->Audio and check 
your audio settings.

Your interface may display slightly differently.



OUR MISSION IS TO EMPOWER 
COMMUNITIES AND 
NONPROFITS TO USE 
TECHNOLOGY TO BETTER 
SERVE OUR WORLD.



NONPROFIT TECH 

SERVICES:

• Managed IT Support

• Cloud Services

• Strategic Consulting

• Security & Compliance 

• Data Support 

• Machine Learning & AI

• Community Integrated Design

NONPROFIT EDUCATION & 

TRAINING:

• Reports

• Consumer Guides

• Assessments

• Workbooks & Articles

• Online Training

• Free Webinars

WORKFORCE 

DEVELOPMENT:

ITWorks & CXWorks: Free IT and 

Customer Experience training 

programs

PunchCode:

12-week immersive 

programming bootcamp

We do this by delivering tech services, 

education, and training that help nonprofits 

and communities thrive.



TECH IMPACT’S TECHNOLOGY LEARNING CENTER

www.techlearningcenter.org

https://www.techlearningcenter.org/


COURSE PAGE: 

https://offers.techimpact.org/course-page-
remote-program-delivery

https://offers.techimpact.org/course-page-remote-program-delivery


KIMBERLY SANBERG

Owner, Cairn Strategies

Pronouns: She/Her

I help nonprofits fundraise, 

engage supporters, build 

awareness, and achieve their 

goals with strategic digital 

marketing and communications, 

including social media, website 

strategy, advertising, and email.



REMOTE PROGRAM 

DELIVERY
Providing Self-Serve Information



AGENDA

1. What is Remote Program Delivery?

2. Defining Your Goals & Audience

3. Benefits of Self-Serve Information

4. Your Website & E-Learning

5. Simple Expert Systems (AI)

6. Pros & Cons To Self-Serve

7. Homework



WHAT IS REMOTE 
PROGRAM DELIVERY?



DEFINITION

A remote program is a service provided that 

does not require in-person participation.

• Webinars

• Knowledge Bases

• Chatbots

• Guides on Your Website

• Instagram Live



WEB-BASED SELF-
SERVICE

"Web-based self-service is online 

customer service and support...

This allows customers to find the 

answers and resources they need 

without ever having to speak with 

another person."

Source: HubSpot



YOUR FAQ PAGE 
ISN'T ENOUGH

• A searchable 

knowledgebase

• A blog or other section of 

your website that's regularly 

updated

• Video tutorials or tips

• An email series that includes 

“how to” messaging 

following registration

• A well-organized, easy to 

navigate website



INNOVATION IN 
REMOTE PROGRAM 
DELIVERY



NONPROFITS HAVE 

ALWAYS BEEN 
INNOVATIVE

New technology resources, 
as well as COVID-19, have 
changed the way nonprofits 
are able to offer programs.

The inability to have in-
person programs calls for 
another moment of 
innovation for the nonprofit 
sector.



EXAMPLE: INVISIBLE PEOPLE (1/2)

They use social media and chatbots to connect 

people to services and collect basic information. 

Source: Invisible People Facebook

https://www.facebook.com/groups/homelesssupportgroup/


EXAMPLE: INVISIBLE PEOPLE (2/2)

Remote case management reduces workload for case 

managers and makes data entry more efficient. It also 

reduces the need for people experiencing homelessness to 

wait long hours to receive services.
Source: PBS, Stanford Social Innovation Review Wikimedia

https://www.pbs.org/newshour/arts/invisiblepeopletv-aims-to-empower-homeless-through-social-media-tech
https://ssir.org/articles/entry/leveraging_the_power_of_bots_for_civil_society
https://commons.wikimedia.org/wiki/File:Mark_Horvath_2009_(cropped).jpg


EXAMPLE: 
MINNESOTA ZOO

Live video streaming (vs. a 

recorded video) is a way for 

audiences to interact with 

the zoo in real time.

The Bear Training is a day-

to-day activity that was 

shared virtually through 

Facebook Live and 

Instagram Live.



Share an example of a time your organization was 

innovative with program delivery.

INTO THE CHAT



DEFINING YOUR 
GOALS & 
AUDIENCE



HAVE S.M.A.R.T. GOALS

: Specific

: Measurable

: Attainable

: Relevant

: Timely



WHAT ARE YOUR 

GOALS?

• What kind of program 

(one-on-one services, 

community events, 

learning opportunities) are 

you offering remotely?

• What do you hope to 

achieve?



WHO ARE YOU 

TRYING TO REACH?

• What do you know about 
your clients/supporters?

• What type of information 
are they looking for?

• Where do they get their 
information?

• What platforms do they 
use?



MEET PEOPLE 
WHERE THEY ARE.

You can have the most 
amazing new program, but if 
no one can find it, it won't 
help people.

Where are your clients?

If you don't know, ask them.



What goals do you have for delivering remote 

programs generally? For providing self-serve 

information specifically?

INTO THE CHAT



BENEFITS OF SELF-
SERVE INFORMATION



EXPANDS YOUR 
CAPACITY

How many clients and 

constituents are you not

reaching because you don’t 

have time, or they don’t know 

about your resources?



INFORMATION IS 

AVAILABLE WHEN 

CLIENTS NEED IT

Clients often need immediate 

answers and timely support.



LOWERS BARRIERS

For many, it’s less intimidating to look up information 
than to speak to someone about it.



IT'S EFFICIENT

Sometimes it’s the most 

efficient way to connect 

people to the resources they 

need.

Self-serve information can be 

a standalone resource or a 

gateway to your 

organization's broader 

services.



IT EXPANDS YOUR REACH

Fundamentally, you can help more clients through self-
serve resources.



HOW TO USE 

YOUR WEBSITE



ANSWER 

QUESTIONS ASKED 

FREQUENTLY 

Documenting frequently 

asked questions (FAQ) or 

key issues and posting them 

online is a smart place to 

start.



MAKE THE INFORMATION CLIENT-
CENTRIC

Focus your content and page design on what your clients 

need most.

Image: Community Legal Services



THINK ABOUT BOTH BROWSE AND 
SEARCH

Can clients navigate the site intuitively? Are the search 

terms in the language they would typically use?



BODY COPY: KEEP 

IT SHORT.

It’s often worse than leaving 

out details. Website visitors 

are likely to click away from 

this without learning 

anything.



FORMAT TEXT FOR EASE OF SCANNING

• Use header text

• Use bullet points 

and numbered lists

• Keep paragraphs 

short

• Embed images and 

video

• Use buttons

• Hyperlink text



YOUR WEBSITE MUST BE 

RESPONSIVE

Responsive websites change based on the screen size 

and orientation of the device being used to view it.



CONSIDER WHEN IT’S 

BEST TO USE PDF’S

A page on your website is 

usually easier to navigate –

especially on a phone – and 

is more likely to turn up in a 

search.

The exception is if your 

clients will want to print the 

information or read through it 

like they would a publication. 

Then, having a PDF can be 

useful.



MAKE IT INTUITIVE

• Don't bury the content so 

that people can't easily 
find it.

• Use categories and 

organization that make 

sense to people outside of 

your nonprofit.

• Think about how real 

people navigate from one 

page to another.



EXAMPLE: THE TREVOR PROJECT



EXAMPLE: AMERICAN FOUNDATION 
FOR SUICIDE PREVENTION



Is your website optimized so that your self-

service resources are easy for clients to find 
and use?

A. Yes, it's great.

B. Sort of, but it could be better.

C. No, we have a lot of work to do.

POLL



E-LEARNING



CURATE E-LEARNING CONTENT

Gathering content from elsewhere can give your site a 

boost. Graphics and images help get the message 

across. 



RECORD LIVE 

WEBINARS

Recording webinars hands 

you a viable self-serve 

resource. Most offer this 

feature.

• GoToWebinar

• Demio

• WebEx

• Zoom



CREATE SCRIPTED 

VIDEOS

A 60-minute live session can 

be turned into a 10-minute 

video.



CREATE CUSTOM 
E-LEARNING

• Camtasia

• Articulate

• Adobe Captivate 

These tools allow you to 

bring together PowerPoint, 

screencasts, audio, video, 

and interactive elements 

such as polls and quizzes.



STRAIGHTFORWARD E-LEARNING 
MODULES



HOW TO USE 
VIDEO



CREATING VIDEOS

A reasonable investment 

in a microphone, lighting, 

and using your phone 

camera, it’s easy to film 

short clips of staff offering

tips or walking viewers

through a process.



THE TOOLS YOU’LL 

NEED

• Camera

• Audio/Microphone

• Tripod

• Lighting

• Editing software



BEFORE YOU RECORD, ASK 

YOURSELF:

• Where will we share our video (social media, 
YouTube, website)?

• Who is our audience?

• Would long-form (10+ min) or short-form (0-10 min) 
video work best for our goal?



VIDEO CAPTURE

The Minnesota Zoo features 

a daily animal video on 

Facebook and Instagram to 

continue animal education.

This is an example of a 

short-form video created 

without professional 

equipment.

Source: Minnesota Zoo



BEST PRACTICES

Keep it simple. Don’t worry about 

the cool and overwhelming video 

and filters, etc.

Hook the viewer in the first 3-7 

seconds.

Add subtitles. YouTube can add 

them automatically, but Facebook 

and Instagram do not.

Consider allocating budget to 

YouTube, Facebook, and 

LinkedIn to help you target an 

audience.



How does your organization use video? Do you find it's 

effective?

INTO THE CHAT



SIMPLE EXPERT 
SYSTEMS (AI)



SIMPLE EXPERT 

SYSTEMS

A Simple Expert System is a 

(not complex) program that 

uses a set of rules to give 

answers to questions. 

San Francisco Museum of Modern Art



CHATBOTS

Ex. The World Heath 

Organization (WHO)

WHO built a bot on 

WhatsApp to share 

information on the COVID-19 

Pandemic.

Image Credit: ManyChat

https://manychat.com/blog/chatbot-examples/


CHATBOTS 

BENEFITS

• Engage new 

demographics

• Attract new donors

• Answer specific questions



USES FOR 

CHATBOTS

• Interactive FAQs System

• Fundraising

• Online Storytelling

• Encourage Audience 

Action

• Human Resources



CHATBOT TOOLS

• ManyChat

• Chatfuel

• Bots for Charity

https://manychat.com/
https://chatfuel.com/
https://botsforcharity.com/


BROADCAST 

TEXTING

Distribute alerts, educational 

messages, contact information, 

words of encouragement, 

anything that may provide help or 

instruction.



ADDITIONAL EXPERT SYSTEMS

It’s not as expensive as you might think to provide 

calculators, decision trees, or document assembly online.

Source: Hotdocs



EXAMPLE: DOCUMENT ASSEMBLY

Immigrants fill out basic information and create a legal, 
ready-to-file form.

Source: Immigration Advocates Network: Citizenshipworks.org



DOCUMENT 
ASSEMBLY TOOLS

• Hotdocs

• Smokeball (mainly for 
lawyers)

• TheFormTool

• Documate

Source: Documate



EXAMPLE: VIRTUAL ASSISTANT 
TECHNOLOGY

The Audubon Society created an Alexa skill to teach bird 

calls. You can request a bird call by saying: "Alexa, ask 

Audubon to play an American Robin" or "Alexa, ask 
Audubon what a Northern Cardinal sounds like."



INTERACTIVE 

ASSESSMENTS

Advanced form builders or 

survey tools can help you 

create branching 

assessments.

• TypeForm

• FormSite

• FormStack



SELF-HELP LEGAL 

SERVICES

Initial screening to identify 

options. Plus a learning 

center, and legal referral 

search feature.

Source: Immigration Advocates Network: IMMI.org



Has your organization tried any of these types of 

automated tools, like chatbots or online screening? If 
yes, what was your experience like?

INTO THE CHAT



IN CONCLUSION



CONNECTING REMOTELY WILL BE 

DIFFERENT THAN CONNECTING IN 

PERSON

Program delivery may be more challenging remotely.



THE ADVANTAGE IS 

REACH AND 

SAFETY

• You can provide 
information to a lot of 
people.

• During the pandemic, it's 
not always safe to meet in 
person.

• Align your staff’s 
innovation and creativity 
skills with available 
technology tools. 



THE TRADEOFF 

CAN BE TRICKY 

FOR STAFF

Acknowledge that managing 

a self-serve system is 

different from one-on-one 
help.

Seek the staff members who 

are interested in transitioning 

how you provide services.



HOMEWORK



HOMEWORK ASSIGNMENT

Think about which of your programs you can 

make "self-serve" for your clients, then send the 

following information to training@techimpact.org 

by 10:00 AM Eastern on Tuesday.

• Brief description of the program.

• Who is the audience?

• Which tools will you use?

• How will you measure success?



QUESTIONS?

Next Session

Helping Clients Remotely

Wednesday, September 23

1-2:30 PM EST



TECHIMPACT.ORG

THANK YOU
Colin Murphy: colin@techimpact.org

Liora Lebowitz: Liora@techimpact.org

mailto:colin@techimpact.org
mailto:Liora@techimpact.org

