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Giving is personal
Today’s donors expect a 
personal connection to causes 
they care about.



The Problem

Most nonprofits are handcuffed
to traditional fundraising systems 

that are largely impersonal. 



● Personal and varied 
● Based on donor’s intent

Donor/Prospect Acquisition

Today’s fundraising is largely impersonal

Events

Mail

Digital

Friends

November
E-Appeal

Year-End
Campaign

January
Newsletter

Passion 
for cause

Story that 
Resonates

Found via 
Facebook

Personal 
Connection

● One-to-many (”Spray and Pray”)
● One-way communication. Nonprofit timing.
● Impersonal, disconnected from intent

Retention & Cultivation

76% 
Attrition

February
Appeal



The numbers

Inappropriate asks & impersonal 
messages

Lacking acknowledgement & 
transparency

Why donors opt out

≈50%
Turn over in donors every year

≈25%
Decrease in mid/low donors last decade

Source: Managing Donor Defection by Adrian Sargeant

A Growing Generosity Crisis



“Every system is perfectly designed 
to get the results it gets.”

Paul Batalden
MD, Researcher, Healthcare 





The First 90 Days: How To Design 
Responsive, Multi-Channel Donor 
Journeys To Grow Donor Engagement

Noah Barnett
CMO, Virtuous

noahb@virtuous.org

Courtney Bugler
Chief Development & Marketing Officer

cbugler@piedmontpark.org 



1. Three (3) core factors 
that drive donors to 
give again

2. Why multi-channel 
cultivation is a must in 
2021 and beyond

3. How to use responsive 
fundraising to design 
dynamic donor 
journeys at scale

Agenda



Two important questions.



Two important questions
What drives donor retention?



Two important questions
What drives donor retention?
How do we cultivate this?



The world you fundraise in has changed.

THEN NOW



“Some organizations will thrive from this 
increased chaos, some will be unprepared, and 
some will merely fight it and lose.”

Seth Godin
Marketer, Innovator, Author



What changed?

Shift from mass marketing to 
personal experiences.

Curated content and experiences 
based on your interests. 

Tailored to you

Triggered based on my response to 
content, data signals, etc. 

Two-way, behavior driven



Personalization Everywhere



The numbers

≈50%
Turn over in donors every year
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Decrease in mid/low donors last decade
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What changed?

Shift from mass marketing to 
personal experiences.

Curated content and experiences 
based on your interests. 

Tailored to you

Triggered based on my response to 
content, data signals, etc. 

Two-way, behavior driven

Inappropriate asks & impersonal 
messages

Lacking acknowledgement & 
transparency

Why donors opt out



The Insight

Donors continue to give when they 
feel connected with and confidence in

an organization working on a cause 
they care deeply about.





Two important questions
What drives donor retention? 
How do we cultivate this?
✓





“We have to devise means of making known the 
facts in such a way as to touch the imagination of 
the world. The world is not ungenerous, but 
unimaginative and very busy.”

Eglantyne Jebb
Founder of Save the Children



The First Principles of Fundraising
Connecting supporters with your story through systems

Supporters
Donors, Stakeholders, 

Volunteers, Board, Staff

Systems
Campaigns, Processes, Habits, 

Metrics, Communications, 

Platforms

Story
Mission, Impact, Purpose, 
Outcomes, Beneficiaries 



Acquisition
How you engage new donors with 

your nonprofit’s impact.

Fundraising 
Growth Levers

Retention
How you build lasting relationships 
and earn donor loyalty.

Advocacy
How frequently your donors refer 

others to support your cause.

Cultivation
How you deepen the engagement 
each donor has with our cause.

The Fundraising Growth Model



How are nonprofits accelerating their 
growth model and closing the gap
with modern donor?



Growing nonprofits are using 
responsive technology and 
tactics to connect personally 
with each donor.

A Better Approach: 
Responsive Fundraising

1

4

2

3

Responsive 
Framework

Connect personally. 
Automate touches. 

Connect

Suggest next right step. 
Personalized asks.

Suggest

Learn why donors give. 
Identify key signals. 

Listen

Test. Validate. 
Rinse and repeat. 

Repeat

The Donor-Centric Model



1

4

2

3

Connect personally in real-time. 
Automate emails, tasks, & segmentation. 

Connect

The Responsive Fundraising Framework

Suggest the right next step based on 
engagement, intent and capacity 

Suggest

Ask questions. Find out why donors 
given. Identify key signals. 

Listen

Test. Find out what what works. 
Rinse and repeat. 

Repeat



Involvement
How they engage

What are you listening for?
Three (3) types of donors signals you should listen for:

Interest
What they engage with

Intent
Why they engage

Active donor ~4 years
LTD Giving > $5k
Volunteers often

First-time donor
Attended a virtual event

Gave $500 online

Gives monthly to 
women support programs

Volunteered to be a 
mentor for young girls

Requested more info on 
child advocacy programs

Viewed child adoption 
articles on our website

Said in a survey that she 
gives because of she saw 

first-hand the value of 
mentorship.

Visited the website again 
after being disengaged for 

four (4) months. 

Emma

Luke



AUDIENCE POLL:

Which of these donor signals are 
you listening for today?
0 - None :/
1 - Involvement
2 - Involvement & Interest
3 - All three!!

*Share your take in the GoTo chat panel



Example:
Donor Personas 
& Personalized 
Messaging



Example:
Automated New 
Donor Onboarding 
Workflow



Example:
Donor Giving 
Milestone Campaign



Example:
Contextual Follow-up 
& Suggested Next 
Steps





1

4

2 Connect personally in real-time. 
Automate emails, tasks, & segmentation. 

Connect

The Responsive Fundraising Framework

Suggest the right next step based on 
engagement, intent and capacity 

Suggest

Ask questions. Find out why donors 
given. Identify key signals. 

Listen

Repeat



● Personal and varied 
● Based on donor’s intent

Supporter Acquisition

Events

Mail

P2P

Friends

Year-End
Campaign

January
Newsletter

Attended 
Virtually

Story that 
Resonates

Classy 
Campaign

Personal 
Connection

● One-to-many (”Spray and Pray”)
● One-way communication. Nonprofit timing.
● Impersonal, disconnected from intent76% 

Attrition

February
Appeal

Remember this … 



Automated donor journey. Multi-channel. Hyper personal.

Attended a virtual event 
Meet Lisa

TY email with a 
survey on 
interests

Email w/ donation 
ask based on page 

Lisa visited

Thank you call 
from team

1 hr 1 day 2 days

Postcard closing 
the loop on impact

1 day

Imagine for a moment … 

You track engagement on 
your website pages

Lisa Visits
Signs up as a recurring 
donor on your donation 

page

Lisa Gives!

Lisa receives multi-channel 
engagement



First gift to water 
campaign

Hasn’t given in 13 
months

Lynn

Abandons 
donation page

Ronda

Clicks to email and 
downloads PDF

James

New Donor Journey Online Gift Recovery

Malaria Info Series

What if … 



Personal. Based on Donor Timing
Donor/Prospect Acquisition

Events

Mail

Media

Friends

Invited by 
friend

Story that 
Resonate

s

Fun with 
Friends

Urgent & 
Newsworthy

Personal 
Connection

Retention & Cultivation

Retention

Avg Gift

Engagement

Responsive, dynamic campaigns



Growing nonprofits are using 
multi-channel communications 
to stay connected and deepen
engagement with supporters. 

Multi-channel. 
One conversation.





The Insights The Data

Multi-channel donors = 3x more

Digitally acquired donors are 3x 
more likely to become multi-
channel donors

Don’t forget the phone

12% or more donor retention

39% giving due to thank you calls

300% increase in DLTV

Why multi-channel matters

Sources: Penelope Burk’s ‘Donor Centered Fundraising’, Aggregate Virtuous Customer Data, The State of Multi-Channel Communications



Events

Mail

P2P

Media

Friends

Invited by 
friend

Urgent & 
Newsworthy

Personal 
Connection

Connected to Intent. Driven by Donor Behavior.

Retention & Cultivation

Retention

Avg Gift



Case: Doctors Without Borders



Case: Doctors Without Borders

2 HOURSEM
A

IL
 1

TEXT 1



Case: Doctors Without Borders

EM
A

IL
 2



Case: Doctors Without Borders

5 HOURS

EM
A

IL
 2

EM
A

IL
 3



Case: Buckner International
3 – IMPACT 
POSTCARD

5 – APPEAL 
LETTER

4 – IMPACT 
POSTCARD

2 WEEKS 0 WEEKS 1 WEEK

17 DAYS

52 DAYS

DAY 33





Multi-Channel Fundraising

1) Email your offline donors and mail your online 
donors

2) Create an online and offline welcome series 
3) Call all donors within 48 hours of a donation
4) Say “thank you” if/when you do
5) Ask for emails on direct mail reply devices



Multi-Channel Fundraising

1) Send text messages within your 90-day cultivation
2) Send a postcard 2-3 weeks before an online 

campaign
3) Automate thank you voicemails
4) Show Facebook ads to direct mail recipients 2-3 

weeks before and after they get an appeal
5) Send emails 2 weeks before and after an appeal



✓
✓



Your Nonprofit Has A Choice
Will you carry on or adapt your approach for growth? 

Traditional
Disjointed, Static, Siloed

Responsive
Dynamic, Personal, Multi-Channel



The Recap ...



Offer: The Responsive 
Fundraising Pack
Send an email to responsive@virtuous.org with 

subject line “Raise” and I’ll send you:

- A 30-minute video showcasing the why and 

how of responsive fundraising

- The 100+ Page Responsive Fundraising 

Blueprint & Playbook

- A self-paced Responsive Assessment to 

benchmark your nonprofit’s fundraising

mailto:noahb@virtuouscrm.com


Questions?
*Share yours in the chat panel



#2020RAISE



A growth partner 
for nonprofit teams
Virtuous is a software company committed 
to helping nonprofits grow generosity.

From responsive fundraising platforms and playbooks 
to hands-on support from real people who care about 
your success. 




