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£P About Us

Our Principles

Enlist Empower Embolden Embrace
We identify and We partner to build We encourage talent We transform lives through
connect leadership. sustainability. and leadership. relational philanthropy.

Since 1984, CapDev has been making nonprofits better
through inclusive philanthropy consulting and search services.

Our Mission
CapDev partners with nonprofit communities to enlist, empower, and embolden its leaders
to embrace the transformational power of inclusive philanthropy.

capdev.com



What do you hope to learn today?

Download slides at: www.capdev.com/conferences
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£P Agenda

1. The Problem: Retention Rates
" The impact of ignoring vs. tackling this problem
= What should you be measuring
» Gathering & using data for decision-making

2. The Solution: Stewardship
= Why stewardship matters
" Donor relations using a Stewardship Plan
= Reframing your messaging to better appeal to repeat donors
" Creative forms of stewardship
= Real examples and exchange of real-time ideas

AFP NC Triad | 9.26.23 capdev.com



1. The Problem: Retention
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£P 2022 AFP Confidence Survey

Measured
fundraisers’
confidence
levels

Scale of 1-10
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Fundraisers are more optimistic now
since the pandemic began
Prioritized 11 areas (for Q1):

1. Donor retention (62%)

2. Major giving (54.5%)

Both require good cultivation &
stewardship

capdev.com



-,}2. Declining Donor Retention Rates

O N Data from AFP’s Fundraising
O Effectiveness Project:
- g = s d on n 2020
DONORS DOLLARS RETENTION €ss OnorSt an in
7.4% 4.7% 3.4% " 25% of gifts from MG (2% of
i ot i) donors)
[ — 0
EEP 2022 Q3 Report: Repea.t donors =42%
= One-time donors = 58%
= I humber of donors ,
_ = | ess orgs reporting data
= {7 total amount given
" ~ retention rates Do you know your donor retention
= = |ess donors, larger gifts rate?
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https://capdev.com/5-takeaways-from-the-latest-fundraising-effectiveness-project-report/

%}. Paying Attention to Donor Retention Matters

Why we focus on donor retention & stewardship:

AVERAGE FIRST-TIME REPEAT MONTHLY
46% 23% 60% 90%
—

T Ew

Build Donor Retention for the Tough Times Ahead, 10/2022
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https://bloomerang.co/blog/the-state-of-donor-retention-in-one-image/
https://capdev.com/build-resilience-for-the-tough-times-ahead/

o

7

D Calculate the Value of Improved Donor Retention
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Original Ret Rate: 41% Improved Retentation Rate: 51%
YEAR | DONORS | AVG.GIFT*  TOTAL YEAR | DONORS AVG.GIFT*| TOTAL
Start 5,000 $ 200.00 Start 5,000 $ 200.00
2 2050| $22000 $451.000 2 2,550 $22000| $561.,000
3 841 $ 242.00 $ 203,400 3 1301 $ 242.00 $ 314,721
4 345 $ 266.20 $ 91,734 “ 663 $ 266.20 $176,558
S W $292.82 $ 41,372 5 338 $ 292.82 $ 99,049
6 58 $ 3220 $18,659 6 173 $ 32210 $ 55,567
7 24 $ 354.31 $8.415 7 88 $ 354.31 $ 3173
8 10 $ 389.74 $ 3,795 8 45 S 389.74 $17.488
9 i $428.72 $1.7N2 9 23 $428.72 $9.8N
10 $471.59 | $772 10 12 S 47.59 $ 5,504
n | n 6 $ 518,75 $ 3,088
12 | 12 3 $570.62 $1,732
13 | 13 2 $ 627.69 $972
14 | % 1 $ 690.45 S 545

Grand Total from Original Donors:

A

Grand Total from Original Donors: $ 1,277,208

Total Difference: $ 456,349

Just a small change in your donor retention rate can cost your organization
thousands of dollars!

Note: Some numbers rounded

FUNDRAISING (™
REPORT CARD .-

capdev.com



-:;*ZD Indicators for Identifying Best Potential Donors

1. Those who are already giving (big):
=" RFM = Recency, Frequency, Money — formulas on next slide

2. People who are philanthropic

3. Current & past leaders
4. They make S1k+ federal political contributions

5. Own S2M+ in real estate

Sl
1 axn
Recency Frequency Money
Most recent gift received How often they give to you Lifetime dollars donated

AFP NC Triad | 9.26.23
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https://bloomerang.co/blog/5-indicators-for-identifying-the-best-potential-donors/?utm_source=email&utm_medium=email_send&utm_campaign=2022_03_18_bloomerang_newsletter&mkt_tok=NjE4LVdHSS00NTkAAAGDPSpAGK4g__unUq5apmx_TFzQQLgx-bWeM-KLnlKD_qQ8vnF-voSvka_NMPnvry4koRcg1BP2Cwa6Ka59n4RaN9Rq2g424ep0Ft86LQ

o

'@.D Data is Your Friend for Improved Retention Rates

Know what to measure with some useful data analytics formulas:
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Annual overall rate of growth in donations (%) = (x-y/y) x 100
o x = total donation revenue this year
o vy =total donation revenue last year

Annual average gift (S) = x-y/y
o X = total donation revenue

o y=#ofgifts
Change = (a-b/a) x 100

o a = this year’s average gift amount

o b =last year’s average gift amount
Donor lifetime value (S) = lifespan x average donation amount x
(total # of donations/total # of donors)

capdev.com



2. The Solution: Stewardship
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Why Stewardship Matters

PN

.&
\

Good
stewardship
creates good
supporters.

= more giving

AFP NC Triad | 9.26.23 capdev.com



£P The Real Purpose of Stewardship

Goal: Retain the relationship with a donor and show appreciation

=" More than just a “thank you”
* Timely, personal acknowledgements are a critical part of stewarding donors
" The thank you letter is not the only part
= More than a receipt
" Think of it as the first step in donor engagement

= Ongoing process
= Keep donors apprised of the value that their gift adds to the organization
= Offer donors opportunities to be involved in the organization

AFP NC Triad | 9.26.23 capdev.com



gP Stewardship Context: Donor Relations Cycle
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£P Consider the Donor’s Perspective

Time
Allocation in
the Donor
Relation’s Cycle

Where is
Stewardship?

AFP NC Triad | 9.26.23

20%
N

Renew Romance
10% 60%

Reward Request
5% o 5%



£P How Do You Acknowledge Gifts?

" Acknowledge gift immediately
=" Not 3 months later
" |Include organizational thank you (letter/receipt) AND personal notes
from solicitor, executive director and/or board chair
" Transparency

= Clearly describe to the donor the value of the gift
» Where did my money go? What did it do?

" Describe impact on programs, services...
" Provide interesting annual reports

" |Include photos, newsletters, testimonials in follow-up emails

AFP NC Triad | 9.26.23



£P Good Stewardship Takes the Next Step...

Going past the usual Thank You, Stewardship does these things:

= Shows the donor the impact of their gift (made a difference)

= Connects the donor’s values and the org’s values

= Demonstrates respect for the partnership between org and donor

= Underpins long-term relationships that lead to increased support
and personal advocacy

= Engages the donor in the life of the org in a first-hand, ongoing way

Result: Shared aspirations and long-term commitments

AFP NC Triad | 9.26.23
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Example: WCU’s “How We Thank”

MAP OF INITIAL ACKNOWLEDGEMENT OF GIFTS AT WCU | RECOMMENDED MINIMUM EXPECTATIONS

GIFT RECEIVED

All gifts acknowledged by Advancement Office

Advancement
Office provides
weekly gift reports
to units.

Acknowledgements
should be mailed
within 2 weeks of
receiving gift.

Tax Receipt

Under $5,000 Leadership Members $5,000-%$24,999

Scholarship Gifts Specific Designation Faculty/Staff Gifts Giving Societies Tribute/In-Kind Gifts

Do!'lor R.elations Letter Any gift amount Faculty/Stai.‘f.Donor Receives custom Receives custom
with Gift Agreement Recognition Thank You specific to Thank You
Giving Society specific to Gift

Student Recipient Dean/Department Head Invitation to Faculty/
Thank You Note Card or Letter Staff Donor Event

AFP NC Triad | 9.26.23
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%:D Make Stewardship Efforts = Solicitation Efforts

" Pay more attention to nurturing
relationship than asking for the gift
= Create a journey map for your major Pam On e et e
: y P y J investment (ROI) Cost of Investment
donors
" Engage board members and others in
donor relationships
» Measure stewardship results & tweak Better Stewardship Yields
your stewardship plan accordingly Better ROI

from a CapDev post by CEO, Allan Burrows

AFP NC Triad | 9.26.23 capdev.com


https://capdev.com/for-2022-better-stewardship-yields-better-roi/
https://capdev.com/for-2022-better-stewardship-yields-better-roi/

£P Where Are We Missing Opportunities

Tapping into
the potential
of your
LYBUNT list

Habltat |
for H
of Forsyth Comty

@ i Falk2021 Newsletter

of
Futufe";‘::;ep ity
—a IO
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* LYBUNTS (last year but not this year)
* SYBUNTS (some years but not this yr.)

e Targeted segmenting
* [nvite to non-FR events
* Follow-up:

o Phone calls

o Offer tours
o Meet for coffee; home visits



£P Thereisan Art & Science to Effective Stewardship

Art:
=" Donor relations
=" Board AND staff engagement

Science:

The Art & Science » Clean data; access to reports

of Creating Campaigns = Tools of technology (digital
communications)

AFP NC Triad | 9.26.23
capdev.com



£P Communications: Framing Your Stewardship Message

Stewardship: Underused Strateqy to Keep Donors Close

Steward the Donor * Steward the Gift
" Consistent communications on impact: “Gratitude Report”
= Concise messages without an ask

= Share stories:
" Email a photo and quick story
= Text a video

= Mail a postcard with hand-written note
= Welcome personal visits

" Tailor multi-channel communications according to donor
preferences

AFP NC Triad | 9.26.23
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https://www.nonprofitpro.com/post/top-secret-underused-strategy-to-keep-donors-close/

o

D Example: AReally Good Thank-You Letter

7

It is more about the DONOR
than the DOLLARS

3 Reasons to like this letter:
" Prompt

" Personal

= Powerful

AFP NC Triad | 9.26.23 capdev.com



What Do Supporters Want to See From You?

T\

Show donors the impact of their giving!

A recent study of people who donate regularly found:

e 75% seek information about your impact
e 63% try to find information on issues you address
e 56% want a list of specific projects you support

Lesson: Consistently and strategically send information donors want!

AFP NC Triad | 9.26.23 capdev.com


https://www.campaignnow.com/blog/what-nonprofit-donors-want-to-see-from-their-contributions

Example: Impact Statement

Share a Personal Impact Report with
Major Donors

Example from UNCSA includes:
= Photos
= Personal letter

= Scholarship recipients; profile

POWERING
CREATIVITY

» Endowment/funds; testimonials

An Impact = Narrative descriptions of impacts
Report f - _
The xxipp(:micf; = Total of AF giving + other gifts

AFP NC Triad | 9.26.23 capdev.com



£P Create a Board Stewardship Committee or Appointee

" Good stewardship is the anecdote to poor retention rates

" Create a board-level Stewardship Committee charged with
thanking donors

" Research shows that increasing the donor retention rate by 10%
increases the value of the donor base by at least 50% (and up to
200%)

" Having a board member call a first-time donor within 48 hours
of them making a gift:

" Increases donation amounts by 40%
* Increases likelihood of a 2" gift by 33%

® Thankers become Ambassadors

AFP NC Triad | 9.26.23 capdev.co m


https://capdev.com/development-campaign-consulting-news-detail.php?ArticleId=517835072

:3:}. Good Stewardship Inspires Annual Giving

Use good stewardship to inspire (and retain!) annual donors & build
sustainability:

= Segment and organize donors by giving tiers to focus stewarding on high-
value prospects

" Create, utilize and regularly update a stewardship matrix

= Leverage multi-channel outreach, including: email, direct mail, social
media, phone calls and visits

=" Go beyond monetary appeals to build relationships with: engaging event
opportunities, impact reports, stories, volunteer program opportunities,
donor appreciation, etc.

AFP NC Triad | 9.26.23 capdev.co m


https://www.nonprofitpro.com/post/4stewardship-essentials-to-inspire-your-anual-givers/

R\

:;,D Stewardship Done Well: 3 Touches

DCO\F Donor, '/

Thaﬂyl You for Your

d‘mahOr\.My favorite ad:’w}"y
G‘f Comp 15 +he water Zipline, .
This is my ficst yemc of

Camp. Thank you for believing

e ——

Dincerely,

AFP NC Triad | 9.26.23

* Acknowledge — 3 touches
* Thank-you letter
* Personal notes from solicitor
e Call from board member
* Ask the donor how they would like to be thanked

* Appreciate — Clearly describe the value of the gift
Where did the money go? What did it do? What impact
did it have?
* Again...Again...Again...
 Thank repeatedly and creatively
 Engage donors throughout the year

Stewardship is done through timely actions that invoke
feelings and encourage donor involvement.

capdev.com



£P Example: Stewardship Chart

Upto Upto Upto Up to Upto Up to Upto Upto Upto Upto $1Mand
S1k S5k $10k $25k $50k $75k  S100k $150k S300k  $500k up

Organizational thank you with personal note
Thank you call from DOD or Executvie Director
Thank you note/cal | from Board Chair
Personalized memento or areative thank you

Recognition on Social Media venues
|Ilemilionomhu' lists

| Naming Opportunity

|Donor wall

Feature article of donor in organization's publications

Donor Invite to celebratory event
Donor recognitionfvisibility at event

News|etter distribution list
Invitation to organization's events
Personalized note with update
Invitation to visit and tour facility

Personal visit from DOD and/or Board Member

AFP NC Triad | 9.26.23 capdev.com



More Creative Ways to Say...

= Write a personal note; not a form thank you
= Share recent progress, however small or big

" |nvite to a stewardship event that does not
require a donation or make an overt ask

= \isit a donor just to say thank you
" Flowers, plant, book, chocolate...
= Board member thank you calls

= Send photos from events

S A 3 Ry M T ST IR " Give something made by the organization

AFP NC Triad | 9.26.23
capdev.com



S

D 10 Ways to Tell Donors They Made a Difference

. Children’s Art

. Photo Book

. Site Visit Video

. Timely Mailed Gift

. Video Testimonial

. Handwritten Card

. Call and/or Email

. Face-to-Face Meeting
. Personalized Gift

10.Memorialize the Gift

O 00 NO U B WN B

AFP NC Triad | 9.26.23 capdev.com


https://capdev.com/development-campaign-consulting-news-detail.php?ArticleId=806963706

e 3 Penclope Burk

Donor-Centercd
Thank You Letlers

AFP NC Triad | 9.26.23

“What could unleash your
philanthropy at a whole new level?”

Penelope Burk survey:

Almost 50% said they were not giving
at full potential because they hadn’t
received enough information about
how their philanthropy had been
spent.

capdev.com
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£P Takeaways

What is most helpful for you from this
time:

=" Examples of ways to steward donors

" [mproved communications techniques

" Board engagement in stewardship
= Data on donor retention
= .. what else?

"What did you take away from the meeting ? "

AFP NC Triad | 9.26.23
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. CapDev

Q&A and Discussion

AFP NC Triad | 9.26.23
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