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Today’s Discussion 
 Introduction 
 Case Study: PCRM 
 Stewardship Toolbox 
 Q&A 



It’s Tough Out There… 

 Many organizations are competing for your donors’ 
attention. 

 According to Target Analytics, 67% of donors give to 
6+ charities.  The average is 13 organizations! 

 In this economy, you can’t afford to lose the donors 
you worked so hard to acquire. 

 Exceptional donor stewardship is more critical than 
ever before. 



Individual Donors are Key 

73%

5%

14%

8%
Individuals Contributed $290.89 Billion to Charities in 2010!

Individuals
Corporations
Foundations
Bequests

Figures from Giving USA 2011 (06/2011) 



Donations From Individuals  
Increased Only Slightly in 2011 

 According to Giving USA, individual contributions 
increased by just 0.9% in 2011.  

 Federal, state, and local governments cutting back. 
 Foundation and corporate giving down. 
 Bequests were up – but are hard to control. 
 Individual giving was stagnant. 

 



To Get Major and Planned Gifts,  
Need to Build Up the Donor Pyramid 

Engage new 
donors right 
away to ensure 
second gift 

Cultivate and 
upgrade multi-
year donors 

90% of revenue from 
10% of donors 



How Do You Stay at the Top of  
Your Donors’ Charity List? 
 Help donors feel excited about supporting you. 
 Thank them quickly, and meaningfully. 
 Show them how they made a difference! 
 Help them to get to know you better. 
 Listen to them. 
 Thank them unexpectedly – show them how much 

you appreciate them. 
 Make them feel special. 



PCRM: 
A Case Study in Making 
Donors Happy 



Physicians Committee for Responsible 
Medicine (PCRM) 

 Founded in 1985, the 
Physicians Committee for 
Responsible Medicine 
(PCRM) is a nonprofit 
organization that 
promotes preventive 
medicine, conducts clinical 
research, and encourages 
higher standards for ethics 
and effectiveness in 
research.  



PCRM Development Program 

 150,000 active donors. 
 Multi-channel campaign includes direct mail, online 

marketing, telemarketing, events, personal 
solicitation, planned giving. 

 Program raises $11 million annually. 
 President Neal Barnard, MD is well-loved by donors. 



Guardian Circle ($1,000+) 
 2005:  164 donors, 433 gifts 
 2011:  296 donors, 657 gifts 



Prompt Acknowledgment  
of a Large Gift 

 We call right away! 
 
 “I JUST learned of your 

generous gift and wanted to 
call right away to thank you 
and tell you how much it 
means to PCRM’s work!” 



Assignment of a Personal Contact 

 Business card of major gift officer is included with 
acknowledgment. 



President’s Quarterly Update  
Conference Calls 
 Invitations by email with phone follow-ups. 
 Call is hosted, so callers “check in.” 
 For donors who expressed interest, MGO follows up 

with link to recorded call. 
 Strict 30 minute limit – respects busy schedules. 

 
 



VIP Mailing 

 Quarterly mailing 
 Written from Neal’s desk 
 Includes “insider” information 



Time with Neal 

 Invitations to meet one-
on-one with Neal before 
his public appearances 
 



Neal’s New Books 

 Signed copies offered for sale to donors. 
 Personal touch – MGO offers to get book inscription 

personalized for donor. 
 
 



Native American Nutrition Study 

 Couple funded study from their family foundation. 
 Nurse practitioner managing the program sent the 

couple a handwritten thank you note, along with 
small gifts from the reservation. 

 Gifts were not lavish (bracelet) and became 
conversation piece for the wife, who loved to tell the 
story behind it. 
 
 



Personal Touches are Working! 

 Guardian Circle membership has increased 
80% in the past 6 years. 

 Revenue from the Guardian Circle has 
increased 91%. 

 Average Guardian Circle gift has increased 
by 22%. ($2,700 / $3,300) 
 
 



Spectacular Stewardship 
at all Levels! 



Quarterly Report 
from the Field 



Monthly Online Newsletter 

 Reach thousands with program updates 
 Timely 
 Provides an opportunity for feedback 



A Special Touch at Events: 
Ribbons on Name Badges 



Behind the Scenes: 
How to Prioritize Your Time 

 One of the biggest questions facing 
development staff today – how do you 
decide what is the best use of your time? 



Make a List of Your Stewardship Activities 

 Which things are enhancing your 
relationships with donors? 

 How much staff time does it take? 
 Are the results measurable? 

 



Brainstorm for New Ways to  
Make Your Donors Feel Special! 

 Can you offer: 
– Facility tours 
– Special educational sessions with an expert on your staff 
– Brown bag program updates 
– Reserved parking 
– Some behind the scenes activity that is unique to your mission 

and not available to the general public? 

 



Survey Your Donors! Just Ask Them: 

 Do they feel informed? 
 Do they know your mission? 
 Do they know your CEO or President? 

 
The answers might drive you to develop some 
spectacular donor stewardship activities of your own! 

 



Results Are In! 
 Annual revenue per donor is up – from $46.12 in 

2008 to $57.78 in 2010. 
 Multi-year donor retention improved – from 53% in 

2008 to 57% in 2010. 
 Among multi-year donors, the number of gifts per 

donor each year increased dramatically – from 1.56 
gifts per donor in 2008 to 2.61 in 2010! 



Stewardship Toolbox 



Review Your Acknowledgments 

 Are they fast?  48 hours is ideal, but a week is 
acceptable. 

 Do they reference what the donor gave to? 

 Do they focus on the donor making a difference? 

 Are they warm and emotional in tone? 

 Copy should avoid an institutional feel – write one 
person to one person. 



 

New Donor Welcome Package 



Cultivate Your Donors by Mail 

 Version appeals for special donor segments. 

 Tailor a regular appeal to exclude the ask to create a 
nice cultivation touchpoint. 

 Use internal documents to create “insider” mailings to 
bring donors closer. 

 Create a simple newsletter to keep donors abreast of 
your work. 

 Use acknowledgments to promote other ways to give. 

 Annual cultivation postcard to all donor levels is a 
nice touch! 



Develop a Communications Calendar 

 Include all touchpoints throughout the year: 
− Mailed newsletters and appeals 
− E-newsletters and appeals 
− Event invitations 
− Telemarketing 

 Use consistent messaging across channels 



Cultivation 
Package 
featuring 
program 
information 



Cultivation 
Postcard to 
thank donors at 
all levels 



Mailing with 
“insider info” 
for High-value 
Donors 



Donor Cultivation Newsletter 



Show donors 
that you know 
who they are! 



Personalized  
Certificates of Appreciation 
enhance relationships 



charity: water 



Copy Tips to Strengthen the Relationship 
Between Donor and Your Organization 

 Focus on the donor – not the organization. 

 Use “you” as often as possible. 

 Make it clear the donor’s support is making a real 
difference. 

 Remind donors how long they have been giving. 

 Letter should be warm and emotional – not 
institutional. 

 Use specific, illustrative examples. 

 



A Simple Phone Call Saying  
“Thank You for Your Support!”  
Can Go a Long Way 

 Call donors who give $250+ gifts. 

 Call donors who gave last year but not this 
year – just to say thanks. 

 Recruit staff and board members to 
participate.  Depending on mission, 
beneficiaries could help make meaningful 
thank you calls. 



Create a System to Track Donor 
Communication Preferences 

 Allow donors to request less mail. 

 Ask donors if they want to opt out of list exchange. 

 Let donors know you heard them.  “This is the one 
appeal you requested!” 



Resource Library 

 Building Donor Loyalty, by Adrian Sargent 

 Zen of Fundraising, by Ken Burnett 

 Web article with acknowledgment tips – 
www.sofii.org/node/258 

 



Thank you! 
 

Lisa Maska, CFRE  Betsy Wason, CFRE 
lmaska@lautmandc.com   bwason@pcrm.org 
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