Donor Stewardship During a Pandemic

TEFN Connect Webinar and Interactive Learning Series
August 12, 2021

Rachel Muir
Founder, Girlstart
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Founder: Girlstart

Featured on: Oprah,

CNN, the Today Show
What Rachel does:

online workshops &

classes

, custom

training, board retreats

queso

/

Weaknesses: chips

,@rachelmuir

rachel@rachelmuir.com
www.rachelmuir.com
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Rackel

MUIR S P 4 SPEAKING  CUSTOMTRAINING  BOARDRETREATS  RESOURCES Wi

Speaker, trainer and nationally
recognized non profit founder and
thought leader.

GET TO KNOW RACHEL

Today’s slides -> www.rachelmuir.com/handouts



Today's guide:
www.rachelmuir.com/virtual

How to Steward &

Cultivate Donors in a
Virtual World

= v




Set up Google alert, Twitter
and Google+ follow, add on
Linkedin

Thank-you call from
Deweloprment Director
Handwritten thank-you with
phioto of pet and Develop-
ment Director’s business card
Personal thank-you call from
CED

Thank-you letter fromn ED with
tax info on lettterhead and
business card

Letter “You've only been
supporting us one month and
already your gift has_"

Short online survey with five
questicons to get to know their
interests

Short online/offline donor
satisfaction survey

Personal thank-you call from
Board Chair

Thank-you note from Board
Chair

Internal memia from ED with
insider view

Inwite to donor focus group
Card and call on anniversary of
first gift "You've been support-
ing us X year(s) and youwe_"
Thanksgiving thank-you cal
Invitation to tour shetter,
miobile spay/neuter clinic, etc
Personal note on annual
report

Prowide card

Provide phone
nurmber

Print letter for ED
o sign

Create and send

Creats and send

Create and send

Giwve gift amount,

background., script

Send Board Chair
infio, card

Wirite and send
Plan and ocrganize
'Wite card
Puill list and call
Send invite

Wite

Development Director

Development Director

Developrment Director

CEQ

Development Director

Development Director

Developrment Director

Development Director
Board Chair
Board Chair

CEC

Development Director

Development Director

Development Director

Development Director

CEQ

Immediate

24 hours

%8 hours

%8 hours

Ome week

30 Days

Three months

Bvery s months

Annua
Annua
Quarterty
Annua
Annua
Annua
Annua

Annua

ANY TOWN

Dog and Pet Resource Center

www.rachelmuir.com
/stewardship




Winning
donor
tewardshig

Thank you
checklist
guide

Pep talk:
How to
fundraise In a
Crisis

Virtual
tools to
delight
donors

Donor Stewardship During a Pandemic

,@rachelmuir Slides: www.rachelmuir.com/handouts



Ractel

Jerry Panas

y @rachelmuir

n Facebook.com/RachelMuirFundraising






Donors are 43% more likely to say
they are “very happy” than non-donors




Health impact

Coprraghted Materiai

s Studied 2,000 people over 5 years
PARADOX
OF More generous you are, the happier &

GENEROSITY | heathier

Lower rates of depression

Lower blood pressure

GIVING WE RECEIVE, GRASPING WE LOSE .

- | Increased feelings of self worth
Christian Smith &

Hilary Davidson

Copyrighted Material




The world is full of You're just trying to help
generous people and make the world a

who want to give better place

Fundraising Truths

Giving is a joyous Being asked makes
experience that feels donors feel
good to the donor important



Fundraising Pep Talk

Giving combats feeling helplessness |

\\\
If you don't ask people don’t know you n

Don’t assume donors won't give

People want to help

Helping others is not selfish

It feels good to give



Rachel Muir’s Virtual Tools to
Delight, Stand Out & Know if
Your Message is Getting




RachelMuir.com/virtual

How to Steward &

Cultivate Donors in a
Virtual World




Wish you knew if your donor read your email?

But not like this...

Microsoft Office O

Robert Dodd requested a read receipt be sent
when message 'Proposal’ is read. Do you want to
zend a receipt?

Don't ask me about sending receipts again

. T

Yes or No

Get the slides -> www.rachelmuir.com/handouts



= Show you when your

Track for free (5 a day)

Track.Bananatag.com
J «/ Bananatag

emails are opened

Sends you notifications .
when a contact opens >
your email (or clicks a
link) e
(No one knows you're
doing it) — . -, " §
= Track5ad ay for FREE s ™

Get the list of tools at www.rachelmuir.com/virtual



http://www.rachelmuir.com/

How can | stand out in a busy inbox?




Video email

www.BombBomb.com
Record videos straight

from your inbox or phone
Send from Gmail or Outlook
(Or use branded custom
email stationery)

Tracks opens

Custom email header

bit.ly/SampleVideoThanks

Get the Guide to Virtual Cultivation
(and a sample video eamil from me!)
www.rachelmuir.com/virtual

HUMANE SOCIETY
OF NORTHEAST GEORGIA

EST. 1013

CONNECT ADOPT VOLUNTEER

- , . Julie Edwards o o Q

Executive Director
Humane Society of Northeast Georgia

770.532.6617 x233
JEdwards@HSNEGA.org
http://www.HSNEGA.org



http://www.rachelmuir.com/tools

Bomb Bomb Video Email

go.bombbomb.com/udCxy

Nonprofits get FREE < C
lifetime accounts! T

Rachel Muir <iachel goacneln
bate

Value? $470/year

’ @rachelmuir

Dear Julie,

I want you to know how especially thankful | am that you chose to make your gift
NOW.

Julie, the fact that in a time that is so worrying and stressful for EVERYONE you chose
to think about others speaks VOLUMES about who you are,

| also want to just reach out to you and make sure you're staying safe right now.

I'm here if we want to have a quick chat. Here's my calendar ->
www.calendly/rachelmuir




Get notified when video is watched
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BombBomb 3
Rachel, Heather 4
BombBomb 5
BombBomb
BombBomb 3

Alicia Berruti

Ethan at BombBomb
Ethan at BombBomb
BombBomb 12
Womenspace .. Rachel 8
BombBomb 31
Alicia Berruti
BombBomb 5

Inbox
Inbox
Inbox
Inbox
Inbox
Inbox
Inbox
Inbox
Inbox
Inbox
Inbox
Inbox
Inbox

Julie Collins opened Loved spending time with you last week! - your email Cascade Raptor Center TRACK IT Email sent Novem...
Welcome back!!! - finalizing with Cascades and am happy to follow up with PeaceHealth after that gets wrapped up. I'm happy t..
Julie Collins opened Loved spending time with you last week! - your email Cascade Raptor Center TRACK IT Email sent Novem...
Julie Collins opened Loved spending time with you last week! - your email Cascade Raptor Center TRACK IT Email sent Novem...
Julie Collins opened Loved spending time with you last week! - your email Cascade Raptor Center TRACK IT Email sent Novem...
Your Webinar Recording - S. Cascade Ave #700, Colorado Springs, CO 80903 This email was sent to rachel@rachelmuir.com. If...
5 different gratitude messages you can send today. - S. Cascade Ave #700, Colorado Springs, CO 80903 This email was sent to ...
Your definitive guide [] to simple videos - plus limited-time bonuses - Rehumanize Your Business How Personal Videos Acce...
Julie Collins opened Loved spending time with you last week! - your email Cascade Raptor Center TRACK IT Email sent Novem...
I'm grateful for you - training for Cascades Raptor > Center. Heather is out of town until late next week but I'm going to see > if I...
Julie Collins opened Loved spending time with you last week! - your email Cascade Raptor Center TRACK IT Email sent Novem...
5 Gratitude Videos to Send for More Meaningful Business - S. Cascade Ave #700, Colorado Springs, CO 80903 This email was ..

Julie Collins opened Loved spending time with you last week! - your email Cascade Raptor Center TRACK IT Email sent Novem...

Download free guide: www.rachelmuir.com/virtual

, @rachelmuir

www.rachelmuir.com

(G

Jan 10
Jan 10
Jan 8
12/20/19
12/19/19
12/18/19
12/16/19
12/14/19
12/13/19
12/12/19
12/11/19
12/9/19
12/8/19



Post gala behind the scenes thanks

Kellie Trenkle ktrenkle@genevaroseburg.com via genevaacademyroseburg.onmicrosoft.com May 1 (1 day ago) L

to |~

Good evening, Geneva Hero!

A quick note to say THANK YOU SO MUCH for your invaluable generosity at our 2018 Growing Tomorrow's Leaders Gala! Pretty INCREDIBLE (and | don't mean Hulk ~ although there were plenty of those Sat night!)
what a room full of folks like you can do on one super-powered night for these kids! Thank you so much for your part in their Journey! It's Worth It!

Have to tell you this, too...

Did a little math over the weekend and tallied the total $$$ that your gifts generated, sooooo | went to campus first thing this morning to capture YOUR direct impact on these sweet kiddos! You've got to see their
faces when Mr. Turner announces it! Check ‘em out in this video (and hear that number yourself)!

Play 2 minute video




Ever texted a donor?

Yes or No

, @rachelmuir www.rachelmuir.com



215t century phone calls -> texting

Text Message

Hi Rachel, Your gift is giving Charlie
dignity, hope and the chance to live
independently. Thank you.

Excellent tool for

stewardshi

Hi Rachel, Happy Anniversary! One
year ago you made your first gift and
helped save Sunny's litter of 8
puppies.

4 . " '_‘, .-:
' &‘ . 2
_ L —
John, thanks to you Sunny is living

out her best life chasing balls at the
dog park with her foster mom.




Why Text Donors? (for stewardship!

o Open rates average 98% Today 8:16 AM
= #1 most popular feature on smart phone
= New iOS feature “Silence Unknown
Callers”
= 95% of texts from businesses read within 3
minutes

) .
= 8x’s more likely to get response than

. 1 1 Hi Mark, it's Lindsay from Audubon
voicemall or €mal sending a little bird therapy your

m 0 way! I'm thinking of you in this
86% of peo.ple over 50 connect through text ot i T os ol Sk
= 94% of seniors (70 & up) send text messages

weekly

, @rachelmuir www.rachelmuir.com



Textology.co
> Textolagy

* Replies go to your inbox and

Respond to texts from
you can answcer them ther casa any computer, phone or tablet... and

even your email.

text reply

* Upload a list, it identifies mobile
vs landline

* Copy and paste

* Perfect for stewardship, invites,
& reminders!

* Getafree 30-day trial

y @rachelmuir www.rachelmuir.com



What makes donors KEEP giving?

'@rachelmuir n Facebook.com/RachelMuirFundraising



Communications Content that Influences Future Giving

1

Results achieved by donors' gifts

Stories about people who have been helped 64%
Information on how charity will use donors' gifts 62%

History / General information 43%

Strategic plan for the future

Upcoming fundraising events

Message from CEO or Director

Latest financial statement

Recent fundraising events

Stories about donors

Message from Chair of the Board
Special ways in which donors can give
List of donors

40% 60%

Figure 30: How Communications Content Influences Gift Renewal

80%



“4\1ore than 80% of donors say they

were never told the outcome of their
gift.”

Source: Lynne Wester, The 4 Pillars of the Donor Experience




It's not the frequency of the ask that's the issue;

Casey Keller, GiveGab

W @rachelmuir www.rachelmuir.com



Do not do this.

Stewardship for Grantors

$1,000-

$500-999 |4,999 9,999

$5,000-

$10,000-
19,999

$20,000-
49,999

$50,000-
99,999

$100,000+

Acknowledgement Letter

Listed in Newsletter

Receive Newsletter

Added to eblasts if email address is available

Listed in Annual Report

E ERES
A ERERES

Receive Annual Report

= | = | = [= | =

Press Release

Logo displayed on website and program materials

Personal thank you note from grants manager

ERE R ERENERENES

Personal thank you note from VP RD

Receive Outcomes Report

o B o e [ o B - I

Event Invite

R A R A O A A A R -

Phone call from President or Board Member

o B B I B I A -

Board Visit

Special Stewardship as appropriate

E A A T o o R I = O -







Do you water a tree by the leaves or root?
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Set up Google alert, Twitter
and Google+ follow, add on
Linkedin

Thank-you call from
Deweloprment Director
Handwritten thank-you with
phioto of pet and Develop-
ment Director’s business card
Personal thank-you call from
CED

Thank-you letter fromn ED with
tax info on lettterhead and
business card

Letter “You've only been
supporting us one month and
already your gift has_"

Short online survey with five
questicons to get to know their
interests

Short online/offline donor
satisfaction survey

Personal thank-you call from
Board Chair

Thank-you note from Board
Chair

Internal memia from ED with
insider view

Inwite to donor focus group
Card and call on anniversary of
first gift "You've been support-
ing us X year(s) and youwe_"
Thanksgiving thank-you cal
Invitation to tour shetter,
miobile spay/neuter clinic, etc
Personal note on annual
report

Prowide card

Provide phone
nurmber

Print letter for ED
o sign

Create and send

Creats and send

Create and send

Giwve gift amount,

background., script

Send Board Chair
infio, card

Wirite and send
Plan and ocrganize
'Wite card
Puill list and call
Send invite

Wite

Development Director

Development Director

Developrment Director

CEQ

Development Director

Development Director

Developrment Director

Development Director
Board Chair
Board Chair

CEC

Development Director

Development Director

Development Director

Development Director

CEQ

Immediate

24 hours

%8 hours

%8 hours

Ome week

30 Days

Three months

Bvery s months

Annua
Annua
Quarterty
Annua
Annua
Annua
Annua

Annua

ANY TOWN

Dog and Pet Resource Center

www.rachelmuir.com
/stewardship




-
What kind of post-gift communication do you give donors?

Give yourself 1 point for each you regularly send.

@)

O O O O O O

O O

Email thank you autoresponder
Thank you letter

Handwritten thank you card
Phone call Type your # into the chat
Text message thanking them

Video emall thanking them

A letter (after the thank you) reporting back on the outcome
of their gift

If new, a new donor welcome letter (or Kkit)

Invite for a get-to-know-you donor survey

Behind the scenes invite: virtual tour/meet up, telephone
town hall, virtual coffee with CEO, etc



Roger Craver, Retention Fundraising

, @rachelmuir

n Facebook.com/RachelMuirFundraising



Will this REALLY raise me more $?

Take these stats
to your boss or
board!




Stewardship test 50,000 donors

Test A: 25,000 donors Test B: 25,000 donors

 Received extra thank * Did NOT get extra thanks.

you at beginning of the
year.

« Simple expression of
gratitude for past
generosity (no ask or

reply device included).



12 months later...

Both groups gave the same NUMBER
of gifts.

Group that got extra thank you?

Gave total of $450,000 MORE that year.

Source: Tom Ahern & Food for the Poor ED Angel Aloma



Ractel

v
1sttime donors More likely
getting personal to give
thank you call in again
48 hours
Thanking in 48
Improvemnet

, @ raChE| muir Source: Tom Ahern What Your Donors Want and Why




The goal: 1st gift -> 2nd/31 -> monthly

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

LR ETW

Ruactiel
V Source: Bloomerang




You ask. You thank. You report back.

The parts your

donors care about
The part you care

about







;

“You made your gift just one (week, month)
ago and already you've... (insert
amazing accomplishment here)




Steal this!

“I thought you'd like to see what your support made possible”
sendagirltocamp.org

i

C@I’r LA /a?J’ﬂrw.Olm
#WeAreGlrlstort




The Do's and Don'ts P ——
of Thanking Donors W “comithankyou
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Questions?



End of Year

Build a Major Fundraising

Gifts Program

Copywriting
Clinic

=

September

August

www.leagueofextraordinaryfundraisers.com



Follow me

Y @rachelmuir
n Facebook.com/RachelMuirFundraising

Today’s goodies:
www.rachelmuir.com/handouts

rachel@rachelmuir.com
www.rachelmuir.com

Stewardship guide: www.rachelmuir.com/stewardship
Virtual donor cultivation: www.rachelmuir.com/virtual



http://www.rachelmuir.com/handouts
http://www.rachelmuir.com/stewardship

