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Relationship Fundraising 1.0

“An approach to the marketing of a cause that centres on the
unigue and special relationship between a nonprofit and
each supporter. Its overriding consideration is to care for and
develop that bond and to do nothing that might damage or
jeopardize it. Every activity Is therefore geared toward
making sure donors know they are important, valued, and
considered, which has the effect of maximizing funds per
donor in the long term.”

Ken Burnett (1992)



What Matters?

» Saying thank you

» Responding within a reasonable time

» Banking the donation immediately

» Treating donors with respect

= Offering appropriate recognition

» Feeding back on where the monies were used or impact
» Respecting donor wishes

» Being open and transparent

» Capturing data accurately

= Communicating appropriately

#l FC2023 Institute for Sustainable



Surveys

At the Barbara Bush Foundation for Family Literacy, we are always thinking about ways to help create a world
where all Americans can read and write.

As we've been working, we redlized that something was missing: YOU! As a
supporter of the Foundation, you are critical to us — we can't do what we do
without you. So we created a brief 5-question survey to find out what you think.

Will you help us?




Personalisation

Which do you prefer to spend time
with?

— | love cats!

— | prefer time with dogs!

— Any furry, friendly animals

— Humans really

— It depends

— Other / comments

I

Dear Adrian...

| remember the survey you returned to
me a little while back. Thank you for
that! In it, you told me that you
preferred spending time with ‘any
furry, friendly animals’. | imagine
you really love dogs but not all are so
lucky...



The Bequest Question

Bequests left to <CHARITY> by people in their wills are of enormous
benefit to our work to help <CAUSE>. Many people like to leave
money in their will or trust to <CHARITY>. These wonderful donors
are members of our “<CLUB NAME>". Have you included a gift to
<CHARITY> in your will?

1 Yes, | already have included <CHARITY> in my will

2 | intend to include <CHARITY> when | make or revise my will

3 1 would consider this type of gift and would like more information
4 | have a will and have mentioned other charities, but | have not
included <CHARITY>

51 do not have a will

6 | have written a will but not included a charity

7 It’s not something I’'m interested in right now, thank you

Institute for Sustainable



[ Building and/or running cancer facilities

3) If you were to tell a friend about the Foundation
and why you support CancerCare's work, what
would you say?

4) On a scale of 0-10, please indicate how much you
agree with each statement.
(0 ="strongly disagree’, 10 ="strongly agree”)

| am a committed CCMF donor

o ywa.

6) Within the next six months or so, do you think you
could be in a position to make a special donation
of $1,000 or more to help fund PROFYLE (an
initiative to treat the rarest childhood and young
adult cancers)? (check one that applies)

[ Yes, Id like to consider a proposal in more
detail

[ Maybe, but Id like some more information
before deciding

3 Not within six months, but maybe
a little later or next year

B Not right now,
thanks

PROFYLE patient Marlow, age 8.
Rhabdomyosarcoma.




Relationship Fundraising 2.0 (early 2000s)

“To the manager, understanding the process of making relationships work is superior to

developing simply a laundry list of antecedents of important outcomes”

(Morgan and Hunt 1994, p31-32)
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Relationship Fundraising 2.0

The Components of a Relationship

sSatisfaction
sCommitment
= [rust

#IFC2023



Satisfaction

Customers are often asked to indicate the degree of their satisfaction on a five-point scale

such as:

= 1 = Very Dissatisfied

= 2 = Dissatisfied

= 3 = No Opinion / Neutral
» 4 = Satisfied

» 5 = Very Satisfied

Institute for Sustainable



Customer Satisfaction

[ Rating




Will Customers Buy From You Again

@ Major
40 O Minor
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20 1
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Resolved Resolved Resolved



Commitment

Commitment has been measured by the level of agreement with statements such as:

= “X is my favourite charity”
= “l am very committed to X”

= “The work is X is very important to me”

Institute for Sustainable
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Drivers of Commitment

=Service Quality

mRisk

»Personal Link

»Shared Beliefs
=|_earning

*Multiple Engagements

gnd Trust



On the Plus Side

= Nonprofits have upped their game

= Delivering on satisfaction with the quality of service provided is the right thing to
do.

= Trust is massively important

Institute for Sustainable
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But the model is flawed ..

»SCT was developed in the business domain where the
dominant paradigm is exchange relationships

=»SCT Is not easy to implement

»SCT Is a better predictor of future giving intentions, not
how people actually behave in the future

* The perspective on donor centricity is weak.

17



And Donor Centricity ..
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Donor communications are
about how great
the donor is. Favorite pronoun:




What we are doing in
Pakiztan




"With your help, all
these amazing things
happened. And without
your help, they won't.”

Source: Tom Ahern



THANKS TO YOU
RABIOU IS EATING

AND SMILING Aﬁi

HOW YOU'RE SAVING THE

WORLD’ S g
CHILDREN

Your exclusive donor newsletter | ISSUE 1 2018 @ Save the Children
Photec Taltha BrouarSave the Childran




Meet a child —a

you have saved ’1 i

AND HER HOME ==

Thanks to you, she’s safe and
getting the care she needs.

Eleven-year-old Mora* made the courageous
decislon to escape the widespread violence In
Myanmar on her own when her mum died in 2015.
She wanted to get to Malaysia where her father and
brothers were already living.

Mora was found by the police In a truck crammed
with other Rohingya trafficking victims. They had
been without food for two days, and one person had
already died In the truck. 5he was sent to a Save the
Children shelter for Rohingya children in Thatland,
whera she has been iving since then.

drows a picusre of trees becowse the
ces relaxes ber. Credit: Sove the Children

www.savethechildren.org.nz | 0800 167 168

“My life is like the moon’s phases as
there are good days and bad days.
Somedays | miss my mom very
much as | am here all alone.When
I left home, | was a child. However,
having no parents around anymore,
I now have to be both @ man and
a woman in one body. | have
cultivated the strength of a man
and the tenderness of @ woman.
But sometimes this really takes
a mental toll on me.”

To read more of Mora's story, go here:
www.savethechildren.org.nzfstories/nora

Save the Children, PO. Bax 6584, Marion Square, Wellington 6141
Charities Commission CC25367

@ Save the Children




But WHO 1s the YOU?



Enter Relationship Fundraising 3.0



Who are your
donors?

Societal Identity

Social (Category)
|dentity

Organizational
ldentit

Relational Identity

Personal
Identity




Talk to thelr sense of

who they are



A US Conservative Thinktank

What are the top
5 words that
come to mind
when you
describe
yourself?

Hel)fl C;ra rlngchmtnn old
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Comn |ftr %

Loyal rainu

What are the top
5 words that
come to mind
when you
describe yourself
as a supporter?
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A US Conservative Think Tank

Control

Condition 1

Self
Adjectives

1) | have reviewed my 2017 MEMBERSHIP CARD.

2) l am renewing my membership in today. I'm enclosing my

tax-deductible contrioution in the amount checked below.

Kay, thank vou for sendina my 20179 MEMBERSHIP CARD. I'm faithfully on board! It is
absolutely vital for to help President Trump counter the endless assault from the

radical Left, the biased media, and the Washington Establishment. | [am passionate about]
s role in helping President Trump drain the swamp and end the

supporting
Washington cronyism and comuptions that have been destroving [my community and] the
America | know and love.

1] Yes, Kay! Use my donation to take and our country from victory to victorny. |
trust
2] Yes Kay, not only will | give my membership support, you also have my
unwavering faith in American values, my undefeatable determination to underpin
Amencan policies with the highest guality research, and my compassion for my hard

working community to get what they deserve.



A US Conservative Think Tank

Control

Condition 2

Supporter
Adjectives

1)1 | have reviewed my 2017 MEMBERSHIP CARD.

2] | am renewing my membership in today. I'm enclosing miy

tax-deductible contrioution in the amount checked below.

Kay, thank yvou for sending my 2019 MEMBERSHIP CARD. I'm proudly on board! It is
absolutely vital fo le help President Trump counter the endless assault from the

radical Left, the biased media, and the Washington Establishment. | [am possionate about]
supporting s role in helping President Trump drain the swamp and end the
Washington cronyism and cormuptions that have been destroying [my community and] the

America | know and love.

And four booster statements:

1] Yes, Kay! Use my donation to take and our country from victory to victorny.

I'm proud of

2] Yes, Kay, not only will | give vou my membership support, you ako have my
vnwavering hope for Amencan values, my undefeatable determination to underpin
Amencan policies with the highest quality research, and my pride for my pafrictic

community to get what they deserve.



7.A0%
7.20%

% response rate to membership 2019
2R3 FIREE

Significantly* more people responded in the experimental
conditions compared to the control condition

1.18%

Expsarime ntal condition 1

Expariimental condition 2

19.67%

13.83%

Cosntrol comcitian



What
changed?
Just four

words!



Relationship Fundraising 3.0:

Wellbeilnc

»Connectedness
sAutonomy
=Competence
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Stage 2: Deepening the relationship
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| At Gillette, Medical Pioneers
Set the Standards for Spine Care
CORPORATE communications

L

How great the ORGANIZATION is = $4,470 in gifts

Zawadi Says, “Thank You!”

You Helped a Tanzanian Girl Stand Tall on Her Own Two Feet

. —— — ot Jovwadd R { { ' oon Y| @ )y
DONOR communications

Source: Tom Ahern 20



At Gillette, Medical Pioneers
Set the Standards for Spmc Care
Ml s S ————;
How great the ORGANIZATION is = $4,470 in gifts

Zawadi Says, “Thank You!”

You Helped a Tanzanian Girl Stand Tall on Her Own Two Feet
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How great the DONOR

Source: Tom Ahern



More Evidence ..
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YES, IWANTTO HELP ............ GIVEHOPE

Your gift will be used to support partners to bring about transformation where the need is greatest around the world.

Please tick any of the statements below that are true for you
[ ] Yes, mending broken relationships connects me to God's heart.

[ ] ves, piecing together fractured lives is a vital part of what being a Christian means.

| want to give: Please check your details and amend if incorrect:
1 EXX 000000 Supporten DV SegmentNos
E_" g ” Mr. A. Sample
|| <EXX> Housename
] <EXX> 1, Any Street
Anytow
or my preferred gift of | £ Azzsﬁ:::

A12B34



Response Rate

Response rate

3.50%

3.00%

2.50%

2.00%

1.50%

1.00%

0.50%

0.00%

51%

2.27%

102

61%

2.41%

1.50%

Christian Identity  Connectedness Christian ldentity Control Condition

Statement

Statement and Connectedness
Statements

Letter condition



Average Donation

Average Donation

£80.00

£70.00

£60.00

£50.00

£40.00

£30.00

£20.00

£10.00

£0.00

£33.75

Christian Identity
Statement

£67.55 £67.43

Eﬁzl?q I I

Connectedness  Christian Identity and Control Condition
Statement Connectedness
Statements

Letter condition



YES, | WANTTO HELP ............

Your gift will be used to support partners to bring about transformation where the need is greatest around the world.

Please tick any of the statements below that are true for you
[ Yes, it is important to me that those suffering in <Area> can feel God's love’
[ Yes, | want <Charity’s> staff and partners in <Area> to know my heart is with them’.

| want to give: Please check your details and amend if incorrect:
cEXXSs XXX
o Mr. A. Samp
<EXX: RS
<EXX> 1, Any Street

or my preferred gift of £ : h”



3.0%

2.5%

2.0%

1.5%

1.0%

Response Rate

0.5%

0.0%

2.4%
2.1% 2.1%
Identity and Identity Statement Connectedness
Connectedness Statement

Statement
Letter Condition

1.0%

Mo statements



Average Donation

£120.00

£100.00

£80.00

£60.00

£40.00

£20.00

£0.00

£94.04

Identity and
Connectedness
Statement

£108.30
£71.88
Identity Statement Connectedness
Statement

Letter Condition

£86.12

Mo statements



And Finally — Are you talking enough about ... LOVE

Your donation can ...
Your gift can ...
Thanks to your gift of
Thanks to your support
Due to your investment

The language of MONEY

Institute for Sustainable



The starting point of
every donor relationship

“Is this
all 1 am
to you?”




Obsession with money/impact

KEEP THE WORLD

WILD

DOUBLE YOUR IMPACT

DONATE

51
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End-of-Year Gifts MATCHED!

Fundraiser by Asheville Humane Society - & o Shate
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Help 2x the Maryland Families This

GIRVINGTUESDAY

On this worldwide day of giving, every $1 you give will be matched, dollar
for dollar, thanks to a $50,000 matching grant from a generous donor. That
means every $1you give will help provide 6 nutritious meals at a time when
Maryland families need help more than ever.

Thank you for remembering your neighbors hit hardest by the effects of the
pandemic.

53



USA for

(M} UNHCR

~
Bl T UN Rrhapes Aguey

Your Love Matched
Imagine...a home without a family; compassion

without actiorg humanity without giving.

Your generous monthiy gift can provide desperately
needed supplies to refugee famihies — and the first
three months will be MATCHED for a limited time to
heldp 2X more families

This World Refugee Day, you can turn your love into
TWICE the lifesaving aid and TWICE the hope for
resiient refugees around the workd. Match ends 6/20.

DOUBLE MY IMPACT



APPEAL EMAIL

A sick child in Yemen needs you Send your love to a sick child in Yemen
You can make a lifesaving You can make a lifesaving difference
difference right now for Walid and right now for Walid and his family. Be
his family. Be the hope they have the hope they have been waiting for.

been waiting for.



Before Phil Psych

After Phil Psych

Dear <Salurarions,
With the holidays Last approaching, your Volunteers of America <Arcas has

been working overtime to help struggling families through the many crises caused
by COVID-19.

‘Volunteers
of Americar

Dear <Salutation>,

IUs hard 10 believe the holidays are just around the corner. A time of year lor so many

filled with joy and blessings. You've been one of our blessings, and we're so thankful,

‘Volunteers
of Americar




But it should be more complex

* What kind of love should we articulate?
* Who is it between?

 How should it feel?

 What can it take on?

* Why is the love meaningful?

« How can we deepen it?

* Transition?

Institute for Sustainable



What Kind of Love Should We Articulate?

« Compassionate Love

%&

|3
y > 7/
- A 74 !'

« Companionate Love




Compassionate love

People are hungry in Yemen

Send urgently needed shelter, protection and hope today.

-~

DONATE NOW

The love we have for those who
are not my tribe (some of them can
be very different from us)

Companionate love

Keep Families Warm

Send lifesaving winter supplies and aid to strong refugee families trying
to make it through this bitter cold winter.

DONATE NOW

The love we have for those who are
in my tribe (some of them can be
very similar to me)



W DONATE

“Walid suffers from fluid in the brain, and | cannot afford to treat him.” -Walid's father

Olivia,

At only six years old, Walid has known so much hardship. He
and his nine family members were forced to flee their home as
violence erupted in Yemen. And recently, Walid was diagnosed
with fluid in his brain. He has difficulty speaking and learning.

Walid’s parents worry about him and want to do everything
they can to help him. They struggle to put food on the table, let
alone afford healthcare. But because of you, there’s hope. Your
caring support provides cash assistance to families in need,
ensuring they can access the aid they need the most. Will you
send a monthly gift now?

Despite the challenges he faces, Walid's smile lights up the
room. His parents love his sweet soul.

Problems viewing this emai? View it onise

@ DONATE

“Walid suffers from fluid in the brain, and | cannot afford to treat him.” -Walid's father in Yemen

Olivia,

Walid's parents have always adored their little boy.

Even as they fled their bombed-out home, his smile brightened
their days. His boundless zest for life gave them the strength to
keep going.

Recently, the family received devastating news. Walid was
diagnosed with fluid in his brain. He has difficulty speaking and

learning.

Walid's family is being tested to their limit. There is no money
for rent, food or water, let alone expensive doctors.

Your loving monthly gift today is needed urgently.

60



Who Should The Love Be Between?



YOU'VE GIVEN
RABIOU YOUR HEART

?O Your generosity
is helping

malnourished

children in Africa

Rabiou’s” mother will
forever be thankful for
your help to save her
little boy.

You don't have to be holding a
spoonful of food to soy that you
helped to feed a hungry child. Rabiou
nearly died. Your donations helped
save his life.

Rabiou arrived at the health centre
with horrible diarrhoea and severe
malnutrition overwhelming his system.
You would have guessed by looking at
him that he was less than year old.

Two years old and dangerously
underweight for his age, Rabiou's body
was shutting down.

Photo Laft: Fetima & 50 happy that, thanks
to you, her son Rablou has been cured of his
diarrhoss and melnutrition, and he can now
run around and ploy U any bxde boy his oga.
Crodic Taltha BrouerfSave the Children

His immune system was lacking the fuel it needed
to fight off an aggressive fever, dehydration and
digestive issues caused by being continuously
undernourished.

It got so bad that Rabiou was vomiting every time
his mother Fatima gave him milk. She was terrified
that she was going to lose her baby son.

“l didn't know if he would live to the
next day because he was very sick
and weak.”

Your donations provided the antibiotics and a highly
nourishing peanut paste called Plumpy’Nut to treat
Rabiou — an essential combination that brought him
back to life. That treatment, provided by Save the
Children and funded by you, were absolutely vital to
Rabiou's recovery

Fatima is so grateful to you
“First, they weighed him, and gave me blankets.a
potty. a mosquito net, milk, drugs. soap and a cup.”

Fatima stayed by Rabiou’s side all through his
treatment and watched over him day and night.
He began to gain strength and energy. The sparkle
returned to his eyes, and by the end of a week, he
was healthy enough to go home.

“They gave us blankets, jerrycans for water, cups,
soap and a letter to take to our local health centre
so they will give me milk for Rabiou.”

“After only two or three days,
it was already possible to see
an improvement.”

Your support didn't just help to save young Rabiou'’s
life, but continues to prevent him from becoming
malnourished ogain. At the malnutrition centre, Fotima
was given advice for feeding Rabiou at home so that she
can keep him strong and healthy

Now Rabiou is back to what a two-year-old should
be — happy. playful and full of life.

Fatima says,"He likes playing all sorts of games.

He plays with other children. He ploys with toy horses
made with straw. He also likes running and playing
with toy motorbikes.”

Malnourished children like Rabiou are alive and
thriving thanks to you.

You don't have to be an aid worker in Africa, cradling
Rabiou in your arms, telling his desperate mother
that he's not going to die, to say you've made a
difference.Your support means our frontine teams
can deliver the supplies and expertise needed to save
the lives of children like Rabiou in their hour of need.

“We are so happy.We went crying and
we came back happy.We thank Save
the Children.We thank you.”

You can see for yourself just how much
Rabiou has improved in this video!

P> hups:/ibit iy/2NSgrYX
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s sex-trafficking
in America and

in the llvcs of so many\

Sincerely,

Equine therapy gives women rescued from sex-trafficking an opportunity to ‘ /%f‘ (’, J¢_4_¢_ =
build new skills of patience, self-confidence, and trust as seen above. x Pat & Sue Bradley




“If you've time to read nothing else,
please know this:”

Source: Vida Joven
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THIS is how your love feels to the kids
(thank you jor being you)
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~ A Letter from Home ¢fiy

EspemaU for You—Because You Care About BVEN
Abandoned Children and Teens DE MEXICO

v “'IG’L)“'I(‘

\

No more hunger
for this cutie pie,

Going to School isn’t the Same
'H as Learning in School

Because of YOU, this girl is able to learn LOTS

"L

4 Yaline (yaw-lee-NAY) loves school.

And because of you, Yaline's not only
GOING to school. She's also LEARNING
in school.
b ;

1y there’s a different story

unloldllu in Yaline’s life.
YOUR loving heart and financial
support guarantee that Yaline

into my lifel”
lxhowshtl“m"”"“"“"*h““” Then YOU came ey age 7 1

N
.7a

When traumatic memories surface .
iin the course of a school day,
Yaline is surrounded by loving and
professionally trained staff at the

orphanage. This s yet another gift YOU v

give her

Life has tried to pulverize these kids.

But YOURE hugging, healing, feeding, |

and educating them. Thank you for V

being so compassionate.

PS. Just $2 is all it takes to feed a child

like Yaline for one day at Vida Joven.

Please dorate today o el e kap

learning in schooll wws
oes to school with healthy food v

Look inside to see the difference l’»

you’ve made for Maria

N/
~ 1 AT, W

(
|
f fueling her brain and muscles.

VPRI o

Thanks to Beth Beall
Executive Director
VidaJoven DeMexico
Participa

)“'IG’L)“'I(‘

A hungry,

S malnourished child?
Not on your watch

“You pray for the hungry. Then you feed
| them. That's how prayer works.”

;‘\ ~ Pope Francis

Like every Vida Joven child, Maria
came to the orphanage with her body
children

Ywmnmmrﬂmmm‘t
just seven years old. Here's why...

out of whack.
their bodies the damaging
trauma, malnourishment, hunger,

N 74
il
Egzg
il

\ Msmnmmanm

nourishing food you provide.

carry in
of

SWITLAYYIC
My, how they growl

Thanks to you, these siblings have been safe and loved
for the past eight years

vJ

You're why Maria is happy, heaithy,
strong. Thanks to you, she has plenty of
tasty food to eat at the orphanage.

Thanks to you, Maria now gets
plenty of nutritious, deficious food each
and every day.

‘When she first came to the

you, this fittle giel's world is as sweet s | 2 Nw‘i-l'-
a tipe mango and as comforting as - | b P iabinS ety

chicken s .
e x@x@ S Do o v N

( Yoot mmmmw-—*

‘t)l.ldu .

@? AT 'l’
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Thanks to you, Maria now gets
plenty of nutritious, delicious food each
and every day.

When she first came to the
orphanage, Maria—like all the kids—
didn’t trust there'd be any meal beyond
*“this one.” She gobbled. Hoarded.
Anxiously asked for more. More. More.

But with time, Maria is learning to
trust. To trust there'll be food

tomorrow, just as there's food today. O e L A

Ahungry, My, how they growl! i
Such trust is a pretty extraordinary o Y
thing. And that's precisely what YOU 2 TEEEET N U ek
make passible for Maria.

The world used to be hard-edged | Emieee
and cruel for Maria. Now, thanks w 1 \ e
you, this fttle girl’s world is as sweet as ~ - ol = =
a ripe mango and as comforting as
chicken soup.
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A HUGE THANK YOU

A huge thank you to our lead and project sponsors, who made this project happen. We are immensely
grateful for your vision, support, and (of course) love!

DONOR

askdirect D poNorseARrcH '|' REPUBLIC

PURSUANT.

Mﬂ’%,
&

Institute for Sustainable
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