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Chief Engagement Officer, bloomerang

Steven Shattuck

Author: Robots Make Bad Fundraisers (forthcoming)

Contributor: Fundraising Principles and Practice: Second Edition

Member: Fundraising Effectiveness Project (FEP) Project Work 
Group, AFP Center for Fundraising Innovation (CFI), Study 
Fundraising Steering Group at the Hartsook Centre for 
Sustainable Philanthropy at Plymouth University

Fun facts:

- 1st job: producing fundraising videos

- Prefer tea to coffee

- Allergic to rhubarb

- Won the David Letterman scholarship
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Great Things From Small 
Beginnings:

A Guide to Retaining First-time Donors



1. First line item
2. Second line item
3. Third line item
4. Bonus Section
5. Closing

Agenda



Why focus on first-time 
donors?



“According to the ancient Chinese 
proverb, a journey of a thousand 

miles must begin with a single step.” 
- John F. Kennedy



The current state of donor retention: 

http://afpfep.org

http://afpfep.org


Donor Retention

45.1%                    20.3%                  61.3%                 90.0%+
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New Donor Retention Over the Years

Source: Fundraising Effectiveness Project http://afpfep.org
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• Cost to acquire: $29

• Donation: $25

• Net: -$4

• Ongoing marketing spend: 
more $s?

Lost ROI



Impact of Improving First-time Retention

https://bloomerang.co/blog/whats-the-impact-of-improving-1st-time-donor-retention/
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Impact of Improving Overall Retention

https://bloomerang.co/resources/guides/donor-retention-math-made-simple/
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Recapturing Lapsed Donors is Even 
Harder

Source: Fundraising Effectiveness Project http://afpfep.org

http://afpfep.org


Speed of Acquiring Second Gift

http://www.analyticalones.com/the-exponential-importance-of-second-gift-timing/
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• Cost per acquisition = 5x 
cost per renewal

• Cost per acquisition = 2-
3x initial donation 
amount

• Renewal response rates 
= 20x30 higher than 
acquisition response 
rates

Acquiring Donors 
is harder

Source: Adrian Sargeant - Lilly School of 
Philanthropy



• Length of giving to your organization 
(5+ years of regular giving)

• Giving to you over a long period of time 
(Giving may not be year after year - but 
gifts have been made over a long, 
extended period of time)

• Frequency of Giving (monthly credit card 
donors, multiple gifts within a year)

• Is an active volunteer (at one time or 
now a board member, or a volunteer in 
some manner)

• The Family has been involved in some 
way in the organization (best if there is a 
long-time association)

Best Bequest 
Prospects



How do we keep donors?



Key Drivers of Donor Commitment

• 2011 study
• Survey of 1,200 recent (last 12 months), 

frequent (more than 2 gifts to cause based 
charities) donors from over 250 nonprofit 
organizations

• Donors were given a list of 32 reasons why 
they might continue giving

• Asked to rank them by order of importance

http://www.thedonorvoice.com/national-donor-commitment-study/

http://www.thedonorvoice.com/national-donor-commitment-study-and-proof-of-link-between-donor-attitudes-and-behavior/


Key Drivers of Donor Commitment
1. Donor perceives organization produces outcomes
2. Donor knows what to expect with each interaction
3. Donor receives a timely thank you
4. Donor receives opportunities to make views known
5. Donor feels like they’re part of an important cause
6. Donor feels his or her involvement is appreciated
7. Donor receives info showing who is being helped

http://www.thedonorvoice.com/national-donor-commitment-study/

http://www.thedonorvoice.com/national-donor-commitment-study-and-proof-of-link-between-donor-attitudes-and-behavior/


How can we give 
first-time donors…
• A fast thank you
• Impact stories
• Preview of future communications
• A feedback mechanism
• A second opportunity to give –

quickly 
• …all in a donor-centric way?



Unique Communications for 
New Donors



Communications Segmenting
Above average gift 
amount

At or below average gift 
amount







• First-time donors who get a personal 
thank you within 48 hours are 4x 
more likely to give a second gift.
(McConkey-Johnston International UK)

• A thank-you call from a board 
member to a newly acquired donor 
within 24 hours of receiving the gifts 
will increase their next gift by 39%. 
(Penelope Burk)

The Personal Touch



Bloomerang Research

https://bloomerang.co/blog/actually-calling-donors-to-thank-them-does-make-them-more-likely-to-give-again-and-give-more/
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Bloomerang Research

https://bloomerang.co/blog/data-shows-the-effectiveness-of-personal-outreach-to-donors-during-covid-19/
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Donor Retention by Age/Channel













Key Drivers of Donor Commitment
1. Donor perceives organization produces outcomes
2. Donor knows what to expect with each interaction
3. Donor receives a timely thank you
4. Donor receives opportunities to make views known
5. Donor feels like they’re part of an important cause
6. Donor feels his or her involvement is appreciated
7. Donor receives info showing who is being helped

http://www.thedonorvoice.com/national-donor-commitment-study/
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Survey Question Ideas
• “Why did you first give?”
• “What’s your connection to the cause?”
• “What would you like to hear from us?”
• “How would you rate your experience?”
• “Was it easy to donate?”
• “Did we thank you appropriately?”

Let them tell their story!

http://www.thedonorvoice.com/national-donor-commitment-study/

http://www.thedonorvoice.com/national-donor-commitment-study-and-proof-of-link-between-donor-attitudes-and-behavior/






2 Common “One and done’s”
1)  Memorial donors

● Thank (if you can), then isolate

2)  Peer-to-peer donors

● Have first gift acknowledgement come from 

fundraiser, not benefiting org

● (Re)introduce the charity

● Explain why fundraiser supports it

● Ask for donor to continue support





Why a Phone Call
• Research shows that it’s effective

• No technology/equipment barrier

• Will stand out in our impersonal, digital world

• Voicemails are just as good

• Opportunity to get to know the donor

• Scalable with help of board members/volunteers



Why to Call
Above average gift 
amount

At or below average gift 
amount



Why to Call
Above average gift 
amount

At or below average gift 
amount

Penelope Burk: 70% of 

survey respondents who 

gave $10k to one 

organization also made a 

$100 gift to another 

organization.

New donors rarely give at 

capacity!



Final Thoughts
• Prioritize new donors

• Get to know them

• Pick up the phone

• Ask early, after stewarding

• Involve board members
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Interactive Activity
ONE VOLUNTEER NEEDED
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QUESTIONS?
steven.shattuck@bloomerang.co

@StevenShattuck

robotsmakebadfundraisers.com

mailto:steven.shattuck@bloomerang.co
http://robotsmakebadfundraisers.com


WELCOME FOLLOW US ON SOCIAL

fb.com/onecause

@onecauseteam

@onecauseteam

#2020RAISE
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