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» Member/Donor Relations

» Member/Donor Loyalty

» The Member/Donor Experience

» Member/Donor TouchPoint Management
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» Member = One who supports organization
» Donor = One who supports organization

» Member = Donor

» “Membership Contribution” = Annual Gift
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» Acknowledgment:

- Thank you: organization and donor.

- Letter, phone call, personal note.
» Recognition:

> Telling others.

- Donor lists, annual report, and wall displays.
» Stewardship:

- Reporting back.
> Accountability.
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» Donor relations > stewardship.

» Three components:
- Acknowledgment.
- Recognition.
> Stewardship.

» “Everything that happens between asks.”

» Communication and interaction.
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» Increased competition for philanthropic dollar
» Focus on major and planned gifts

» Expectations of members/donors

» Cost of acquiring a member/donor

» Cost of losing a member/donor

» Lifetime value of member/donor
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» What is your retention rate?
> For first-time members/donors?
- For memorial/tribute gift donors?
- For donors of $1,000 or more?
» Is increasing your retention rate a stated goal?
- How will you accomplish that goal?
- Strategies?
- Evaluation?
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» Roughly one third of a nonprofit’s donors are
lost each year.

» Usually half or less of those who make one
gift ever make another gift.

» Loss of members/donors requires that new
members/donors be acquired.

» Acquisition is costly!
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» 10% improvement in Donor Retention
Compound effect each year

Less investment in acquisition

Increased giving

More involvement

» 200% improvement in lifetime value of
database

(@)

(@)

(@)

(@)

Source: Adrian Sargeant, 7iny Essentials of Donor Loyalty
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» What do members/donors expect?

» People generally only know what they want
when they don’t get it.*

» Member/Donor Satisfaction
- Very satisfied or just satisfied.

- Shaped by relative importance.
> Influence of expectations.

» When members/donors leave, find out why.

*Source: Theodore Levitt as paraphrased by Adrian Sargeant.

AMMC: Thank You Is Not Enough

14



» Put on your member/donor’s hat:
- What would the member/donor think?
- What does the member/donor want?
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» Understand me. -

» Value me. =) ‘
» Remember me. f()ﬁ(ﬁgr-
» Listen to me. Hear me.

» How was my support used?

» How did my support make a difference?

» What was the impact of my support?
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» Donor Relations Plan
> Buy-in of development staff
- Establish principles for plan
» Steps
- Review current practices
- ldentify gaps
- Develop list of opportunities
> Create the program

» Evaluation
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» Comprehensive
» Consistent
» Sustainable

» Appropriate for
organization

» Systematic
» Recorded in database
» Integrated
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» Recognition as a specific function/field in

development

- Central, not ancillary
- Professional expertise
- Strategic

» Job Titles

» Publications
- Articles
- Books
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http://upload.wikimedia.org/wikipedia/en/1/1c/ADRP_Logo.png

» Donor relations field is more "professionalized.”
- Beyond Special Events managers.
- Beyond premium/tchotchke managers.

- Expected to understand prospecting and donor.
research, the prospect pipeline, campaigns, gift
acknowledgments, donor data, and operational
aspects of development.

» No longer transactional, but more strategic.
- Focused on long-term relationship.
- Provides continuity for donors.
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» Faithful

» Resolute

» Committed
» Devoted

» Steadfast

» Unshakable
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Building d
biggest
today.
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» Satisfaction

» Commitment
- Multiple engagements
- Two-way interaction
> Choice
> Learning: “Journey”
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» Communication
> Planned
- Balance

» Welcome cycle

o Call
- Packet
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» Reporting back to members/donors.
- How dollars were used.
- Evidence of impact.

» Members/Donors confidence that their needs
will be met in the future.
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SATISFACTION
COMMITMENT
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» Passion

» Shared beliefs

» Shared values

» Personal connection
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» Let Ritz-Carlton luxury
hotels and resorts help you
discover a fascinating
world of new experiences,
whether you’re traveling
for vacation...

...dedicated to creating

an unforgettable wedding
experience that is uniquely
yours...

...to ensure an
unforgettable experience.
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http://store.americangirl.com/
http://www.americangirl.com/fun.html
http://www.americangirl.com/stores/
http://www.americangirl.com/movie
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http://www.americangirl.com/fun.html
http://www.americangirl.com/stores/
http://www.americangirl.com/movie

» Come spend a day she’ll never forget.

From exploring the worlds of her favorite
characters to dining with her doll to
celebrating her birthday, your American Girl’s
dreams can come true—plan your visit today.
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» A member/donor’s experience with your
organization will determine the future of the
relationship.

» Every interaction with the organization is part
of the member/donor’s experience.

» Key to satisfaction, commitment, and trust.
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» The experience of giving as marketing tool.

» Share members/donors’ stories.

- Highlight how the member/donor felt about making
the gift

- The joy of giving

- The reward of giving
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Memorable
Unexpected
Emotional
Small details
Personal
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» Simple

» UNEXPECTED
» Concrete

» Credible

» Emotional

» Stories
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» Goal
> Increase philanthropic support.

» Objectives
- Enhance Return on Investment (R.O.I).
> Increase retention of members/donors.

> Increase lifetime value of members/donors.

» Methodology
- Effective “Donor Relations.”
- Communication and engagement.
- Member/Donor TouchPoint Management.
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» Process
- Give members/donors a meaningful experience.

- Make members/donors feel good about their
support.

- Create satisfaction, commitment, and trust.
> Build Member/Donor Loyalty.

» Qutcomes
> lncrease in member/donor retention.

- More effective and efficient program.

- Committed, loyal members/donors who give more
and who are more involved and invested.
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» What is a “TouchPoint”?

All of the communication, human and physical
interactions customers [donors] experience during
their relationship lifecycle with the organization.
Hank Bingham

Experience-driven with the quality of the

experience determining the effectiveness of the
TouchPoint.
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» Publications:
- Magazine, e-newsletters, and reports.

» Events:

- Specific recognition events, lectures, celebrations,
and annual meeting.

» Involvement:

- Seek advice; ask to share donor’s story; invite to
serve on advisory council, committee, or board;
provide tours.
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» Donor TouchPoints/Communications:

- Personal notes, letters, phone calls, email,
personal visits, meetings with key staff, birthday
cards, reports on use of donor’s contribution,
general updates.
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» Segment audience by interests:
- Designation of past gifts.
- Ask donors.

» Example: Buffalo Bill Historical Center
Western Art.

Firearms.

Plains Indians.

Natural History.

Buffalo Bill.

Cowboy Culture.

(0]

(0]

(0]

o

o

(0]
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NOVEMBER DECEMBER JANUARY FEBRUARY MARCH
2011 2011 2012 2012 2012

MEMBERS/DONORS:
Interest A

MEMBERS /DONORS:
Project B

NEW MEMBERS:

DONORS $X or More

MEMBER/DONOR 1

MEMBER/DONOR 2

MEMBER/DONOR 3

Thanksgiving
card

Thanksgiving
card

Thanksgiving
card

Thanksgiving
card

Thanksgiving
card

Thanksgiving
card

Thanksgiving
card

Report A Event A
Report B Letter From Y
Letter w/
Photos
Package 1
Exec. Dir. Report on
to Call Named Fund
Exec. Dir.
to Visit

Board Member

Letter From Z
to call
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BOARDS/ ADV.
BOARDS

DONORS OF $250

- $4,999

DONORS - ALL

MAJOR EXHIBITS &

PROGRAMS

KEY DATES

JAN
2011

Winter Board
meeting- NY

Giving
summary for
tax purposes

Card to
announce
exhibits;
Western Wire

( e-newsletter)

FEB
2011

Buffalo Bill
b-day card;
Western Wire

2/26 Buffalo
Bill’s
Birthday

MAR
2011

Exec.
Committee

Magazine:
Points West;
Western Wire

APR
2011

Personal
update from
Exec. Dir.

Western Wire

Opening of
exhibits

MAY
2011

Exec.
Committee

Buffalo Gals
Luncheon -
Advanced
Notice

Buffalo Gals
Luncheon
Western Wire
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JUN 2011

Board Meeting

Small group
events for new
exhibits

Magazine:
Points West;
Western Wire

6/18 Pow-Wow
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JUL 2011 | AUG SEP OCT NOV DEC
2011 2011 2011 2011 2011

BOARDS/ ADV. Exec. Board BBHC _ Thanksgiving  Exec.
BOARDS Committee Meeting Event/Nashville card Committee
DONORS OF $250 Personal Personal Thanksgiving
- $4,999 update from update from Card

Exec. Dir. Exec. Dir.
DONORS - ALL Western Wire Annie Oakley  Magazine: Western Wire  Thanksgiving  Magazine:

( e-newsletter) b-day card,; Points West;, Card Points West;,

Western Wire

Western Wire

Western Wire

Western Wire

MAJOR EXHIBITS Art Auction Visions of the
& PROGRAMS and Patrons American
Ball West - in
Nashville, TN
KEY DATES 7/23 Nat'l Day of g/13 Annie ~ 9/24 Patrons  10/22
American Cowboy Qakley’s Ball Opening of
Birthday Exhibition in
Nashville, TN
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» How does the number of TouchPoints per
member/donor compare to the prior year’s
number?

» How does retention of members/donors
compare to prior year’s?

» How does average gift of members/donors
compare to prior year’s?

» What feedback has been received
from members/donors?
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» New member/donor packet
> Divide group
- Send packet to 50% of new members/donors

> Track renewal of those receiving vs. those not
receiving packet

» Impact report

» Email blast
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» Number of TouchPoints:
- Average: 4 TouchPoints per Donor.

MEMBERS/DONORS: Project A
MEMBERS/DONORS: Project B
NEW MEMBERS/ DONORS
MEMBERS/DONORS: Group 4

MEMBERS/DONORS: Group 5

# of
# of MEMBERS/
PACKAGES DONORS
4 245
4 368
3 164
5 95
5 114
21 986

5 Groups
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# of
TOUCHPOINTS

980

1,472
492
475
570

3,989
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» Donor Relations
- More than stewardship
- Value to donor retention
- Builds donor loyalty

» Donor Loyalty
- Earned
- Satisfaction
- Commitment
> Trust

AMMC:
Thank
You Is
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» Donor Experience
> Meaningful
> Personal
> Positive

» Donor TouchPoint
Mahagement
> Planned

- Coordinated
> Interest-Specific
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BUFFALO BILL
HisTORICAL CENTER

Coby, WYOMING

www.bbhc.org
g

Buffalo Bill Historical Center

720 Sheridan Avenue
Cody, WY 82414
(307) 578 — 4008

Janet L. Hedrick
janeth@bbhc.org
Alexandria, VA
(571) 213 - 2670




