
Case Study: 
Make-A-Wish®

Contact Us Today

TeamHeller.com   info@teamheller.com

Founded in 1980, Make-A-Wish works 
tirelessly to grant the wish of every child 
diagnosed with a critical illness. This one belief 
guides the organization and with the support 
of tens of thousands of volunteers, donors 
and supporters, a wish is granted every 34 
minutes. 

The Challenge
One of the challenges Make-A-Wish faced was 
a basic part of their organization structure. 
Make-A-Wish America is a separate 501c(3) 
from the over 60 chapters around the nation. 
Each chapter is its own 501c(3) with its own 
fundraising and financial systems. To become 
more efficient they wanted to consolidate the 
disconnected systems into one automated 
system that would provide individual chapters 
a standardized and more effective wish 
granting process. This wouldn’t be simple, and 
faced immediate obstacles.

Chapter Independence – Individual chapters 
treasured their independence and were 
hesitant to adapt to an initiative led by the 
national office. They were concerned about 
losing independence, as well as losing 
the practices that they had worked hard to 

establish. The national team needed to earn 
the chapters’ buy-in.

Chapter Differences – There was great 
diversity in the size of individual chapters, 
their priorities, and needs. Chapters ranged 
from small teams of 3-5 people to an office 
of 100 people or more. A centralized solution 
would need to consider a wide variety of 
perspectives.To be able to grant more wishes 
to more children, Make-A-Wish needed to 
take advantage of the similarities between 
chapters to create a standardized solution that 
would save time and money while ensuring the 
unique delivery of each child’s one true wish. 
At the same time, they needed to account for 
the differences inherent in the independent 
nature of individual chapters.

The success of this initiative would rest on 
Make-A-Wish America earning the trust and 
support of the individual chapters.

The Solution
In basic terms, Make-A-Wish was facing a 
situation common to all organizations - they 
needed to implement changes to help the 
organization achieve its goals. By utilizing 
a proactive approach with proven change 
management tools and methods, they 
transformed an initiative that could have 
been met with anxiety and resistance into a 
transformative experience that helped build 
better communication and relationships across 
the organization.

We conducted a series a workshops that 
established a basic process outline, met with 
the chapters to introduce the new vision, roles, 



responsibilities, and the path to get there. It 
was important for each chapter to understand 
that no decisions had been made yet, but 
that changes were coming and we wanted 
their input. The day was full of conversation, 
redesigning pages of print outs and mark ups, 
white boarding of new ideas, and furiously 
capturing notes. 

The Results 
Chapter staff got to exchange stories, share 
ideas, and got to know each other better. 
Together, they became fully invested in 
the success of the project and built strong 
cooperative relationships with other chapter 
members. By including individual chapters 
in the preliminary solution development 
process, Make-A-Wish America established a 
relationship of trust and mutual respect from 
the beginning of the project. This bond was 
essential throughout the project, and helped 
all stakeholders take ownership of their 
shared success.
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Heller Consulting

We’re committed to helping nonprofits 
make the most of their technology.

Since 1996, Heller Consulting has been 
focused on helping nonprofits help others 
by developing and implementing technology 
strategies. We provide the streamlined 
solutions that enable nonprofits to spend more 
of their time working with people, not their IT 
platforms.

After working with over 1,000 nonprofits 
around the country, one thing hasn’t changed 
— our passion for helping clients utilize the 
right technology strategies and systems to 
significantly expand the impact of their vital 
missions. Our team of experienced nonprofit 
solutions experts love to help organizations 
find a better way of using technology to 
manage fundraising activities, donations, 
volunteer activities, program services, and 
outreach. 

We take the time and make the effort to fully 
engage all stakeholders in the development 
and implementation of CRM planning 
strategies and we believe it’s just as important 
to carefully consider the system users as well 
as the constituents benefiting from it.
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