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v LEARNING OUTCOME

After participating...

cycle to enhance donor retention.

...you will be able to take a fresh approach to your solicitation
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mm AGENDA

* The Donor Attrition Story
* Understanding Donor Behavior
» Strategies for Increased Donor Retention

+ Shifting the Culture from Dollars and
Donors to Retention

What is your first time
donor retention rate?

(answers are anonymous)
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What is your current
overall donor retention
rate?

THE DONOR ATTRITION STORY
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47%

of fundraisers
believe their
metrics are

inappropriate
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OVERALL DONOR RETENTION
m RETENTION
the next year. HAS

DECLINED
8% SINCE

50%
2008

g a8

DONOR FILE MAKEUPO

46%

Retained
For every one ]]
reuct;va\;ad donor, %
4 nav:l :‘?I;nrs ﬁ{. Recaptured
needed to of
attrition 43%
New

All Rights Reserved. www.DonorTrends.com 1.856.948.8363 ext. 108

https://bloomerang.co/blog/infographic-the-
state-of-donor-retention-2017/
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Retention
Commercial Business
Customer %
Retention is
Attrition is §%
H ACADEMIC
@il I MPRESSIONS 11
So what?
Donor Attrition Over Five Years
#of Donors  Attrition Donors Donors Donors Donors Donors
Rate Remaining Remaining Remaining Remaining Remaining
After 1Year  After2 After 3 After 4 After 5
Years Years Years Years
1,000 20% 800 640 512 410 328
1,000 40% 600 360 216 130 78
1,000 60% 400 160 64 26 10
H ACADEMIC
@il I MPRESSIONS 12
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A V0% |NCREASE (N DONOR
RETENTION CAN |NCREASE
THE LIFETIME VALVE OF
YOUR DONOR DATABASE BY
200%.

— DR. ADRIAN SARGEANT *
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h@ RESOURCE

Donor Retention Report

http://datadriven.donortrends.com/retention-infographic-dte/
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mm TREAT BEHAVIOR
NOT TRANSACTIONS!

It’s about the DONOR
not YOU.
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Retention
Science Donor Relations Art
Stewardship Acknowledgement Recognition Engagement
T erentude " Retention information
Impact I Experience
Money Growth
& Influence
H ACADEMIC
@il IMPRESSIONS 19
ROI of Retention
J Y
retaining
ACADEMIC
@il I MPRESSIONS 2
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UNDERSTANDING DONOR BEHAVIOR
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Academic Impressions

Retention
ma LYBUNT AND SYBUNT
DOESN’T CUT IT!

BEHAVIORAL REPORTING

1. Consecutive Donor Report

2. First-Time Donor Report

3. Donor Retention Report

4. Donor Giving Channel Report

5. Lapsed Donor Reacquire Report

6. Donor Increase Report

n ACADEMIC
@il IMPRESSIONS 23
mm  USING
STUDENT INFO
» Activities
* Residences
* Work Sites
+ Affiliations
n ACADEMIC
@il IMPRESSIONS 2
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Retention

m WHAT WE THINK
DONORS WANT

* Gifts

* Plaques

» Certificates

» Donor honor roll
* Fancy events

mm  WHAT DONORS
REALLY WANT

* Access
* Information
» Experiences

Academic Impressions 13
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STRATEGIES FOR INCREASED DONOR
RETENTION

__ THE TWO

(SHAL| I .
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Your gift is helping children like Reese.

St. Jude Childrens
Research Hospital e
To charge your contvibution to a credit card, please see reverse side. 4
010’
Lynne Wester Reese, at age |,
451 brain tumor
808 Hawthorne Ln.

Charlotte, NC 28204-0013
1 T T R R T R

AFEK14010300L00347002403

Dear Friend,
Your genewu”ll help save the lives of St. Jude children like
Reese. Your kindness more than you'll ever know. Thank you for caring

and God bless your good heart.
For the children,

T S

your Kindn

Es RESOURCE
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B8y RESOURCE

Perpetual danors i x Email
Perpatual danars Manthly acknowlsdgmant X x X x x x x x x x x x Email
Facuiny/Seatt Denges Matienal Philantaregy Dny passeard x Campus Mail
Faculty/Staff Donces [End of FY Thask You fram President X Email
125% Incranse Danars 125% Incresued Giving Peateard x Mail
Iy B. Graves Members Welcome packet [ x [ x| x [ x| x| x [ x| x| x| x| x [0
Iay P Gravns Maenbars Rapar x il
lay P. Graves Members Seminars/Podeasts x x Email
Jay P. Graves Members Foundation phanathan Bhone
Day of Giing Donors Tuition Freedom Day Postcards X Mail
Al Demars Impast Ragar x MailfEmad
Endowment Donoes Stewardship Reports x Mail
ACADEMIC
m‘MPRESSIONS 31
Audience Piece Jan | Peb |March| April | ay | hane | July |August| Sest | Oct | Now | Dec MOD
Al Danes Recet Acknowledgment x x x X X x x x X X x x Mail
Al Gnling Donors Receign Acknowledpment x X X S % % X X X *® ® x Email
§100+ Gonors Calendar year end tax better/ack. x Mail
Al constituents [GratiTuesday x x x X x x x x X x x x Sacial Media
First-Time Doners Welceme postcard x x x X x x x x X x x x Mail
Rescguired Lagsed Donany Welcome beck pastcard x X X X X x x X X X x x Mail
Loyalty Donors [2+ Years] 1890 Sotlety Wekome x L x % X % L x X x x X Mail
Alumni Loyaity Gonors (2+ Years] w/S100+ Limited Edition Geonge Magnet x X x x X x X x x X x X Mail
41500+ Danors President’s Club Letter x x x x x x x x x x x x Mail
YD 254 Wee Ky Presidentisl meves x x X X x x x X X x x x Mail
$500+ Dasigrated Gift Danaes Thank yous fram deans, directon x x x X * x x x x * X ® il
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B8y RESOURCE

Analyzing Retention Data

mm WE NEED: MORE
IMAGINATIVE
COMMUNICATIONS

All we need to do is to write
brilliantly, package it superbly,
and to present it in a way that
will captivate, thrill and inspire.

Academic Impressions
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giving provides us with a consistent, reliable
and that's precisely what this work demands

creating conditions that empower local peop
working each day to keep water flowing.

| sincerely want to thank you for your support. Your monthly

reliable efforts. This is not about one-off heroics; it's about

funding stream,
: consistent,

le to continue

THANK YOU LYNNE!

YOU'VE JUST CHANGED LIVES.

an Apio. She used

This is Hele fo walk a mile and a halfto a

neighboring vilage to get wal The wal 5 long, and the wait

was even longer once she got there. Helen's village didn't have a

well

When she brought the water home, she'd say to hersell, "How

husband and 10 gallons, Helen never had enough waler

We saw the shame in her eyes when she described how her two

ofen sent home from school because their uniforms

But a few years ago. people did exaclly what you di

donated. And because of those donations. Helen's village got a
Helen has all the water she needs

Now

Academic Impressions
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This is when | met Helen-Apio. Placing bottrhands.orl my shoulders and smiling
she said, “Now; 1 am beautiful: That really hit me. My job is to focus on sustainable
development, health, hygiéne.and sanitation; to make sure’charity: water’s
projects are working in 20 years. But nowhere on any of my surveys or
evaluations was a place to write, “Today we made someone feel beautiful.”

READ THE.STORY>'

“T am happy now,” Helen beamed. “T have time to eat, my children can go to school. And I can
even work in my garden, take a shower and then come back for more water if I want! I am
bathing so well.”

A few of the men chuckled to hear a woman talk about bathing. But all I noticed was Helen's
glowing face, the fresh flowers in her hair, and the lovely green dress she wore for special

occasions. Touching her forearm, I replied, “Well, you look great.”

“Yes,” she paused. Placing both hands on my shoulders and smiling, she said, “Now, I am
beautiful.”

mm REPORT
IMPACT

AYDER AWLIAT ELEMENTARY SCHOOL

=%

? 7 ?

ETHIOPIA 85 DRILLED WELL

il o

* Region: Tigray [?
 GPS: 12.717489, 30.526386 [?
Download full resolution photos * Project Cost: $7,326.00 »

HACADEMlC
ell IMPRESSTONS 3
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to a US Dunham+Company/

am

Donors 66 and older are now just as likely to make their
contributions to charity online as oun%o;r donors, according
pbell Rinker study.

= _Customer Receipt/Purchase Confirmation
H Business Office © Reply |V
To: Lynne Wester <lynnewester@hotmail.coms; y Wed 12/3/2014 12:55 PM
GlftReceipts
Thank you for your order!
Order Information
verchant AR
Billing Information Shipping Information
Lynne Wester
B08 hawthorne lane
charlotte, NC 28204
us
lynnewester@hotmail.com
Total: US $25.00
MasterCard
Date/Time: 3-Dec-2014 5:55:38 MST
Transaction 1D: 6721413324
I'I’ IMPRESSIONS 40
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O ‘ Dear Dennls,

Whirworth Bund doflars are st work on cumpus, providing scholarshipe
fr the 98 pereent of stiudents wh ceceive Grunciol aid, as well ss
supporting other crucial campus programs and opesations.

This pear, 75 percent of the maney given 1 The Whitworth Fund will
benefic student scholarships, sur greatest res of needs 15 percent will
0 1o academic programs, 5 percent will support our intermational
inisiatives hoth on and off campus), and 3 percent is allarred o suppore
our facllies and grounds.

Yosr gifts to The Whinwoith Fund are vid m Whirsordh's success, By
supporting the universiny's ongoing needs, you make s bting, poaitve
difference for students, Fculey, seaff and alumnl, today and for
generations to come, Thank you!

L the Whitworth spiss,

[Trackes Narmse]
[Trackes Tiek]

ame way | i,
i’

B [Da
T TOTAL: |Gift Amount]

TBE CAUPAIGN FIR a éw

WHITWORTH ¥

[Joint Mail Name]
[Addri]

|Adde2]

[Ciry], Bl {2ip]

Which of these do you think you
could implement?

What other ideas do you have, or
have you tried?

Academic Impressions 21
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SHIFTING THE CULTURE FROM DOLLARS

AND DONORS TO RETENTION

Her first :ﬁahce tobe apart
of ateam

o

b

Her first collége visit as she
prepares to graduate
high school

SN =

His-first safe placetogo  Her first time jumping in the

when school is out

oderpr Bl
h " 3

: . ' a..X
His first reading buddy
and role model

'y

pool without a lifejacket

Her first steptoa
healthier lifestyle

——_

ACADEMIC
ell IMPRESSIONS

44
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v' YMCA OF GREATER CHARLOTTE
500 East Morehead Street, Suite 300
the 4 Charlotte, NC 28202

Throughout our lives we experience many firsts that shape who
we are and will become. Your first gift to the YMCA of Greater
Charlotte is no different. Your generosity is shaping the lives of
kids, families and adults in need across our community.

Together, with your generous support, we are ...

« driving academic achievement and inspiring kids to reach
their greatest potential;

+ tackling our community’s greatest health challenges and
improving quality of life;

« and ensuring access and inclusion so that everyone has
a chance to succeed and belong.

Thank you for your first gift to the Y. We're proud to
welcome you to our family of donors, and we look forward to
strengthening community together for many years to come.

Visit ymcacharlotte.org/somuchmore to see more real
stories of how your gift is making a difference.

The Y. So Much More™

YMCA Miszion: Ta put Christisn hesizhy spirit, farall,

IMPRESSIONS 45
mm FIRST TIME
DONOR
JOURNEY
» <30 Days - Postcard or Email
» <3 Months- Phone call from Volunteer
e <6 Months- Hand Written Note
* <11 Months Impact Report
* THEN and Only Then...
46

Academic Impressions
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FOR YOUTH DEVELOPMENT *
FOR HEALTHY LIVING
FOR SOCIAL RESPONSIBILITY

CELEBRATING

Laww n

GENEROSITY

)

-

@il IMPRES

Next month marks one year since
your first charitable gift to the
YMCA of Greater Charlotte!

Can you believe it's been almost a year since you joined our
family of ¥ donors? Neither can we = time flies when your
agenerosity s making a differencel Thank you so much.

Owver the past year, because of donors like you,
, quality of life for people facing significant
health challenges and providing everyone with
a place to belong at the Y.
Yet there is =0 much more to do. We have an extraordinary
apportunity to sanee even mare people in need across

our community; but only your continued support will
make it possible.

Annual Campaign by giving online today
at ymcacharlotte.org/donate.

Every gift matters, especially yours.
Together, we can achieve so much more.
The Y. S0 Much Mone™

TMEA Mason T h oo
1t huskd halthy apien, munel and hesy for all

wa've been inspiring young potential, improving

Please consider renewing your gift to the YMCA

YMCA OF GREATER CHARLOTTE
500 East Morehead Street, Suite 300
Charlotte, NC 28202

Academic Impressions
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ift 48 hours are 4x
- 111<ely to give a
mm RESULTS
$234,785
Bl e
25
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N % ezt e- 994&/?/

51
g;}gw\&‘uw wvers'wym Non-Prafit Org.
Spokane, WA 59251 A
Spokane, WA
Permit #387
Welevsre JDacth/
We'te so happy you're back! We count on each
member of the Whitworth family to increase our
ability fo provide the best education ond experience
possible for our current sfudents. We understand
there are o lof of great organizations desenving
of your philonthropic support, but your gift o
Whitworth means the world to us. Thank you for
joining us in our mission as we educate tomorow’s
leaders!
To see how your gifts change students” lives, visit
www.whitworth.edu /impact.
CELEBRATE 0}
WHITWORTH %
‘vs
I'I| IMPRESSIONS s2
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19 19

» UCF TICF

Lyt Scemmiteant 1= aclication

Dewr Dan = '{%MW‘“ 23|
Qilms"\' o 1W’Fc/h, wobe A sl ‘G},\,‘ P
WW A il gt Lo

SRS R ?3/% i L .aw 250

Crnstovedivt g SW de Whitwe-Tu

“Tnnrn Goall e

ghm ' ?: V@m Lot t?fymmfmﬂ

Vo This v TSL{(SC:HZ;’ %&0\;&“

54
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The Harold C. Ripley '29 Society

56
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PAID
Spokane, WA

; | Mon-Prafit Org.
& E 115, Pastage
" ‘ermit #387

Yaur gensrous gifts warﬁs past

I|"|||||i|]l|||||-|[|||lr|r|l|l||]||l||||||Imuu'ullqlll"lln

Lynne Wester 81244

808 Hawthorne Ln Unit 451

; Chariotte NC 28204-0013

.-%mm remains & priority for

ou. Thank you | farthe time, talnt,

Uk g
: Whltlﬁrum reatinstitition.

n ACADEMIC
@Il IMPRESSIONS 57

For freedom from
0
Jimitations..

For becoming the
ﬁrs! genem{'ion

gtroac{ua-Jre...

For the ability to embrace
c{iﬁeere,nce,s...

For a chance to pursue

(ive eat & amigsion...
dreams.. L We at Whitworth

for your support.

B[L[BMT[&I

125
p—— WHITWORTH 1% V

www.whitworth_edu/impact
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MY OXPERIENCE ot Whitworth has
been nothing shogrt of

Qverwhelming. demanding. ? SLRENUOUS
It has also been o time of

ble GROWEN fOR M
INCREAEN, Sdemucaty ¢ Sptuall

THINE YU

Kathryn Hendricks | Mercer Island, Wash. | Communications | Freshman
‘www.whitworth.edu,/ kathryn

59

YTY

50.00%

40.00%
35.00%
30.00%
15.00%
20.00%
15.00%
10.00%

5.00%

0.00%

o

45.00% ©

m WHITWORTH

FIRST TIME

Plot Area
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LYBUNT
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REACTIVATION
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Retention
mm HOW MUCH IS IT
WORTH?
Retained Donor Worth 2015
5 850,817 45
ACADEMIC
IMPRESSIONS 63
Not like this....
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‘P TAKEAWAYS

* Know Your Numbers

« Start with One Behavior

+ Get Creative

* Prioritize

* Don’t Let Analysis Paralysis Stop You
* Measure Outcomes

HACADEMlC
ell IMPRESSIONS o

@ QuESTIONS
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ii EVALUATION

Thank you!

Please remember to complete the event evaluation.
Your comments will help us continually improve the
quality of our programs.

© Copyright 2017 Academic Impressions Follow us: m@ u n 67
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