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What is NeighborWorks Compass™?
• A 4th generation CUSTOMER RELATIONSHIP MANAGEMENT tool for the 

housing counseling and education industry (one line of business, 
multiple service types).

• Enhances the customer experience and allows access to self-serve 
products and services to achieve goals.
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The Future Vision

• Individuals and families have a chance to build wealth, find stability 
and security, and participate in decisions that impact their future.

• All communities, and the nonprofits and leaders that serve them, 
are resilient and empowered to create positive change.

• The systems and industries that are fundamental to this work 
operate efficiently and effectively to remove barriers and obstacles 
to individual and community success. 
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Built During an Innovative Initiative
• Sustainable Business Initiative (SBI) builds social entrepreneurs 

who strive to achieve a double bottom line: purpose (mission) and
profitability. 

• SBI provides targeted resources to empower NeighborWorks 
organizations to:

• Increase EFFICIENCY
• Achieve SCALE in production
• Attain SUSTAINABILITY
• Create exponential IMPACT
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Focused on Results
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Increase efficiency

Attain 
sustainability

Achieve scale

Accelerate 
impact

95% 
Increase in 
customers 

served

64%
Increase in 

new homebuyers

Leverage 
technology 
for change

43% 
Reduction in cost to 
serve each customer

101%
Increase in costs covered 

by earned revenue



Initial Technology Design

• Why Salesforce? 
• Designed and shaped by network participants’ feedback; 70 NWOs 

(750 current users)
• Designed to aid organizations in becoming more nimble and 

entrepreneurial as they shift to a social enterprise business model
• Leverages relationships exponentially to create a gold mine of 

accessible data that increases outreach and fuels impact 
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The Big Infrastructure Build: It’s Not Just the Product

• Product

• NeighborWorks Store

• Set-up Wizard

• Automated Data Migration

• Multi-modality Training Components

• Comprehensive Support System
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NW Compass Features – Under Development
1. HUD 9902 bridge
2. ORS bridge
3. Customizable milestones for 

counseling and education services
4. Standard reporting for homebuyer 

education and counseling services
5. Dynamic budget tool
6. Interactive action plan tool visible 

in customer account
7. Tri-merge soft credit pull

8. Multi-person course registration
9. Multi-session course attendance 

tracking
10.Automated workshop roster and easy 

sign-in
11.Auto-generated course certificates
12.Online scheduling and payment for 

counseling appointments
13.Setup wizard
14.Automated triage and mortgage 

readiness
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Amended Release Schedule

In developing a world-class CRM (Customer Relationship 
Management) system, it is vitally important that we take the time to 
ensure the product is right, the first time

Initial target was spring 2020. We have made a corporate decision to 
revise our implementation timeline to allow for infrastructure 
development, and a phased implementation beginning in early 2021 
and continuing through December 2021 and beyond
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Timeline for NeighborWorks CompassTM Releases
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2Q 20 
(Jan-Mar) 

3Q 20 
(Apr-Jun) 

4Q 20 
(Jul-Sep) 

1Q 21 
(Oct-Dec) 

2Q 21 
(Jan-Mar) 

3Q 21 
(Apr-Jun) 

4Q 21 
(Jul-Sep) 

1Q 22 
(Oct-Dec) 

2Q 22 
(Jan-Mar) 

3Q 22 
(Apr-Jun) 

4Q 22 
(Jul-Sep) 

 NWOs + LaunchPad LaunchPad CounselorMax  
(NWOs + Industry) 

HUD Intermediaries + Other  
Industry Partners 

NW Compass 
Infrastructure 
Development 

Pilot   Onboard       

4 10 20 120 240 590 940 1000 1100 1270 

 

 NW Compass Feature Development 
       

       

 



CounselorMax® Status
• CounselorMax users who choose to move to NeighborWorks 

Compass will begin transitioning in mid-2021

• When a decision has been made regarding the discontinuation of 
CounselorMax, users will be given significant advanced notice so 
you have plenty of time to transition to NeighborWorks Compass or 
explore alternatives

• Recognizing the importance of a seamless move to the future,  
NeighborWorks America is committed to keeping CounselorMax
HUD-compliant, fully functional and fully supported
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NeighborWorks Compass™ 
Demo
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Customer Free Account



Customer Interested Services



Customer Account Basics



Leads Management: Auto-Email To Customer

[Org link]



Leads Management



Customer Dashboard > Update Profile



Customer Profile > My Account



Customer Profile > My Services Summary



Customer Dashboard > Profile Complete



Customer Dashboard > Next Steps



Customer Training Center



Customer Training Center > My Appointments



Customer Training Center > 
Available Courses & Workshops



NW Compass > Tasks



NW Compass > Dispatched Services Milestones



NW Compass > Customer Financials



NW Compass > Financial Impacts Dashboard



NW Compass > Mortgage Readiness Status



NW Compass > Homebuyer Roadmap



NW Compass > Homebuyer Roadmap



Customer > My Documents



Reporting Sustainability: Earned Revenue
The percentage of the that are covered by earned revenue only. 

organization’s costs  



Reporting Campaigns: #SheMatters Race



From April to September: What to Expect
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• Continued infrastructure and feature development 
• Pilots testing and providing feedback
• Creation of a pricing structure
• Additional groups added to the pilots



Our Redoubled Focus: The Future Vision

• Individuals and families have a chance to build wealth, find stability 
and security, and participate in decisions that impact their future.

• All communities, and the nonprofits and leaders that serve them, 
are resilient and empowered to create positive change.

• The systems and industries that are fundamental to this work 
operate efficiently and effectively to remove barriers and obstacles 
to individual and community success. 
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Online Resources Available 
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• E mail questions to NWCompass@nw.org
• NeighborWorks.org/NWCompass for 

updates
• Members’ Site, Tools/Resources, 

Software Tools 

mailto:NWCompass@nw.org
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