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Paul Batalden | MD, Researcher, Healthcare

“Every system is perfectly designed

to get the results it gets.”



WHERE WE ARE

Traditional, Unresponsive 
Systems for Generosity



The Unresponsive Donor Experience

Personal and varied 

Based on donor’s intent

Donor/Prospect Acquisition

One-to-many, one-way, impersonal

Low retention & average gift

Low advocacy & volunteerism

Retention & Cultivation

76
%

 A
tt

ri
ti

on

Events

Mail

Digital

Friends

November
E-Appeal

Year-End
Campaign

January
Newsletter

February
Appeal



An Unresponsive Team Experience

Fundraising 

Manual data entry
Limited collaboration
Frustrated teams

Marketing

Misaligned KPIs
Multi-system chaos
Limited collaboration

Program

Siloed from Fundraising
Lack of Transparency
Disconnected Data

Finance/IT

Multi-system chaos
Backlogged
Lack of visibility



WHAT’S POSSIBLE?

A More Responsive 
Model for Generosity



Identify key signals and learn 
why donors give 

Listen

Test and validate to become 
even more responsive. 

Learn

Connect personally and 
automate touches as needed

Connect

Suggest next right step with 
personalized asks.

Suggest

the

donor experience



The Responsive Donor Experience
Dynamic, personal journeys based on donor’s timing

Events

Mail

P2P

Friends

Retention

Average Gift

Engagement



Fundraising

Marketing/Comms

Program

Healthy, effective teams
KPI alignment

Impact transparency
Generosity growth

Finance/Ops

the

team experience



Personal connections
High retention/loyalty
Healthy teams

One to many/impersonal 
Low retention/engagement
Frustrated teams

How do we get there?

ResponsiveUnresponsive



WHY USE A MATURITY MODEL?

A Clear Path Toward a 
Better Future

Achievable Action Plan
Provable Results Along the Way
Tech, Tactics & Team Required



The Responsive Maturity Model

ResponsiveUnresponsive



The Responsive Maturity Model



– James Barksdale, former CEO Netscape

“If we have data, let’s look at data.  If all 

we have are opinions, let’s go with mine?”

– W. Edwards Deming

“In God we trust, all other bring data.”



MATURITY STEP 1

Data Health & Reporting

Confidence in your communication 

Coverage on contact info (phone, email, address)

Team wide visibility into (trusted) KPIs & Goals
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TECH, TACTICS & TEAM

Data Health & Reporting

Data health tools, email hygiene, NCOA/appends

Policies for data health

Fundraising + Ops data review process

Shared, real-time reporting 

Weekly KPI reviews
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Start with 3 Core Shared Team KPIs
Everyone knows their number!
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Monika Ambrozowicz on G2Crowd

Top 11 Reasons You Should Integrate Software

1. Higher employee productivity

2. Better data flow

3. Increased data simplification

4. Improved data accessibility

5. Error reduction

6. A 360-degree view of customer information

7. Faster business processes

8. Improved efficiency across teams

9. More flexibility and scalability

10. Improved security

11. Reduced costs

MATURITY STEP 2

Integrated Teams & Tech2



MATURITY STEP 2

Integrated Teams & Tech

Increased team collaboration with cross-team KPIs

Integrated Marketing & Donor data (Email, Mail, SMS, Web Visits, etc)

Integrated Program outcomes and Volunteerism data
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CRM + Marketing + Email + Giving + 

Volunteer + Program Impact

Quarterly cross-team goals

Generosity Ops to drive collaboration 

TECH, TACTICS & TEAM

Integrated Teams & Tech2



The Power of a Generosity Ops Team
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MATURITY STEP 3

Segmentation & Personas

Personalized communication drives generosity!

Create personas by affinity, topic, giving & engagement

Vary mass marketing based on persona (Gift Asks, Copy)
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Segmentation tools + automated tagging

3-5 core personas based on donor behavior

Marketing + Volunteer + Fundraising aligning 

on key personas

TECH, TACTICS & TEAM

Segmentation & Personas3



– NextAfter - The State of Multi-Channel Donor Communication

“Multi-channel donors — those who give both 
online and offline — are worth 3 times more than 
online only or offline only donors and their first 
year donor retention rate is 2 times higher.”



KEYS TO SUCCESS

Bonus : Multi-Channel For the Win!

Tell a single story with integrated campaigns (mail, SMS, social, email)

Integrated with major donor strategy

Campaign Start

Email with Video 
Story

Day 1

Call to answer 
questions on email

Day 5

Core impact stat with 
push to web

Day 15 Day 30

Appeal letter with 
related story
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Email + SMS + CRM integrated

Map out timing of each touch

Create a connected story

Monthly cross-team campaign planning 

with input from Program

TECH, TACTICS & TEAM

Bonus : Multi-Channel For the Win!3



NEXT STEPS

Bonus : 3rd Party Data Signals

Outside data to create a 360 degree view

Wealth, channel, age, gender, marital status, interests, geo
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Wealth & demographic data integrated to 

CRM + Marketing

Automate major gifts assignment & tagging

Marketing, Fundraising & Major Gifts sync 

on key data points

TECH, TACTICS & TEAM

Bonus : 3rd Party Data Signals3
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MATURITY STEP 4

Dynamic Campaigns

Individualized campaigns based on each person’s behavior & timing
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Dynamic Campaigns

Erik Jenna

Courtney Charlie

First gift to water
campaign New Donor Journey

Hasn’t given
in 13 months New Donor Journey

Abandons 
donation page New Donor Journey

Clicks to email & 
downloads PDF New Donor Journey



Marketing Automation + CRM

Map out key constituent journeys (2-4 to 

start). * Start with retention focus 

Program works with Marketing to connect 

key stories to each journey

TECH, TACTICS & TEAM

Dynamic Campaigns4



Opportunities for a small “Yes”  (Downloads & exclusive content)

Focus on SEO, influencers, & related sites

Creating Responsive Relationships Before the First Gift

NEXT STEPS

Bonus : Inbound Campaigns4



The Responsive Maturity Model



EMERGING MATURITY STEP 5

AI Accelerated Personalization

Predict a response with AI 
Who? Channel? Which ask? Message?

Accelerate content with GPT 
Personalized email, SMS, blogs, etc
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Integrated AI modeling & GPT in Marketing, 

CRM and Online Giving

Start with AI to predict retention, major 

gifts, and response rates

Stretch to hire Data Scientist and find AI 

ready partners

TECH, TACTICS & TEAM

AI Accelerated Personalization5
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Ready to Get 
Started?

Get the Maturity Model Cheat Sheet

virtuous.org/model

➔Summary view of the model
➔Full Responsive Maturity Model ebook 








