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“The best time to
plant a tree was 20 years ago.
The second best time is now.”

— Chinese Proverb
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Strategic Considerations for Sustainers

* Unite and bust the silos
* Special budget line to keep eye on annualized value
* Acquisition possible across all channels

e Cultivation and retention also across channels
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Where is Sustainer giving today?

/ﬁe Share of Sustainers Is Growing for All Program Sizes \

Blackbaud Target An. alyt cs”

16%  15% 16%

14% 15%

Number of Recurring Donors 1 0-19999 Donors [l 20,000-74,999 " 75,000 Donors

(-
S
me Source: donorCentrics Sustainer Benchmarking 2020 (2019 data) X r ”
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57% Of Donors Enrolled in Sustainer giving

6% 51%

of donors prefer to give online QIEORE olled in a recurring
with a credit or debit card. giving program.

OTHER PREFERRED METHODS L
OF GIVING . 2% Quarterly .- i
Direct/Post mail 16% 3% Annually <.
PayPal 10%

Bank/wire transfer 5%

- / 94% Monthly -
Cash 4%

Digital wallet 1%

Text-to-give 1%

Source: GlobalTrends Giving Report 2020 (March thru May 2020), 46% of donors came from Canada, 6% from the US.)

-
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What is the value of a Sustainer today?

Recurring Donor Value Is Increasing

$260 == $271

Median Revenue per Median Revenue per
Donor for Recurring Donor for Recurring
Donors making at Donors making at
least 12 gifts in 2015 least 12 gifts in 2019

The average recurring gift for multi-year
donors making 12+ gifts in 2019 was $23, a

one dollar increase since 2015.

(7
D MAW Source: donorCentrics Sustainer Benchmarking 2020 (2019 data) X SR
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Who Drives the Sustainer Program?

Keeps Program
on Track




Retention Starts with Welcome and Cultivation

Well-cultivated monthly donors are more likely to:

* Respond to your appeals and messaging (all channels)
e Update payment info

* Re-join when the time is right

* Make extra gifts

* Upgrade to higher levels or leave you in their will!

 Sing your praises!

Direct Marketing Assocation of ington



Never Too Late to Start Cultivating

SPCA

You've Joined a

-

,(

. F ‘ :
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400,000+ Animals Want to Say

o
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T~ b.
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We have big goals this year, and
YOU will help us reach them
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Targeted Emails go a Long Way

2720

Fundraising:
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Trsscuit was found on a New York City sidewalk, Bleeding and in paan, the tiny

kitten was struggling 1o breathe. He was rushed to the ASPCA. When lives are
on the line, every minute matters and your Guardkan membership allows us to
act without hesstation to save animals like Triscult

‘1‘ = =
“The way he was breathing, | didn't think he would make 1.” said Dr. Melissa
Jones, Assistant Veternary Staft Manager

Though his njuries were frightening, Triscult was & happy kitten and was
fortunate to have supporters ike you on his side for & remarkable recovery.

Whether it's an Injured kitten like Triscult, a natural disaster or a global
pandemic, the generosity of ASPCA Guardians allows us to be prepared
to respond quickly and save lives. We can't do it without you!

Vmubsoioe | oty Policy | ASECA Yebate | Yaew Qoling
et win e fadeRnol, | Teitier | Indlegrens | Boterest | YeuTuee

20 ASPCA. Al Bigres Neserved
NIT! Wt »e CARRIG DV (DT O .

Trem ool e sonl by ASPCA

420 0 W00 2 Mew Yors, WY U128 6804,

AW
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Engaging is Easy and Affordable

From: Suzanne Murray, UUA Faithful Sustainers <sustainers@uuaorg>

Sent: Tuesday, September 29, 2020 1107 AM

To: Erica G. Waaswdorp

Subject: » Enica, fast chance to sign up for tomorrow’s call
From: Ingrid E. Mewkirk <donorei@peta.org> If o hatve aready rezponded Nk you No images’? Qich fere
Sﬂﬂt: Wedn ESIj’EI'!,I'.. SEI‘JTEthr 2.- 2{| 2{| ‘| 2-5,5 PM YOU 858 NCRAUNG I s Sbcalss yol fus 8 recurmyng oW e Me UUA  You may inssbacr e By cang Me
To: erica@adirectsolution.com (Vs af 1he Loom of WG AOSSEGe
Subfect hdonthly donor update: You're a hero to ducks and guail

L?) Faithful
: Sustamer

Wiewy this messane online

TN I I IS ] Sl TEE . I s

If you have already responded, thank you—you may disregard this message
Reminder for Erica:

The Faithful Sustainer Update Call with UUA President Susan Fredenck-Gray (s
tomomow, September 30, at 3 pm ET

. RSVP

o What Fathful Sustainer Update Cal

Peaple for the Ethical Treatment of Animals

| hope all is well with you. Thank you for your recent gift. ['m writing with great news:

o . . . . o  Who Susan Fredenck-Gray, Carey MoDonald (Executive Vice President), and YO
You have helped us positively influsnce two S federal agencies in crucial ways o When: Wednosday, September 30 from 3 pm 1o 3:46 pm Eastern Time
that will have a huge impact on animals. Here's how: » How: Video conference of telephone option
Blease RSYP 1o let us know whethar you'll be attending, Cal-in instructions will be
provided to those who sign up
1 hope you can jin us on Wednesday,

Suzanne Murray = shehiorhers
Fnends of the UUA
(617) 848-6544

bodl) DMAW B
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Use Video and Images to Your Advantage

@ Save the Children.

SEE EVA'S SMILE COME T0 LIFE
IN HER SPECIAL MESSAGE TO YOU

@ Save the Children.

£01 Xongs Highway Ease, Suro 400
Frirfeld, CT 06825
sovethechildren orgy WEBSITES

«Firstnamey,

Her home is a tent. She's seen atrocities
no child should ever witness,

But 9-year-old Eva’ still has beautiful
dreams. She's back in school and back

b

to being a kid ... thanks to the support
of generous donors like you.

«FIRSTNAME LASTNAMEx
«ORGANIZATION»
« ADDRESS LINE 1»

With gratitude, «ADDRESS LINE Z»n
b 4 “ " “ NE 3»
To watch Eva’s video, open your Save the Children “See My Impact” app and hover ( QESRSETSASTLE' EZZ'IP -
I - ¥ « R ¥ € LIP-L3P4%
over her image. Don't have the app yet? Scan this code now to download it. P S 1717 S

Janti Soeripto
President & CEQ, Save the Children

*Name changed for child's protection

FP@IIII"n"'"l‘l'ul-lm'l"I"nlll'l"'l"l'l""

2720

Fundraising:
United Vision

DMAW Source: Sage Communications, Virtual Sustainers Workshop @
A DIRICT
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Sustainers Step Up Even During a Crisis

For example, we recerthy rescued Ellie & Scout, a
brother and sister aged 14 They came to us from
Indianapolis where their owner, who was homeless, had
not had them vetted in 8 vears. Their teeth were in
horrible shape and they had mamy ather

problems. Unfortunately, Ellie lost her fight before all the
surgeny that was reguired but Scout is doing fine,

We've always taken in seniors like these, but now thay
are coming mora often. That takes more funcls for
their treatment.

Would you like to help us?

Az vou know, our Basset Ball had to be cancalled this vear. That event brings
inmajor revenue for us, especially through our “Gifts From The Heart”.
That's why we're planning to run an online event within the neixt few weaeaks,
probably on April 25% One of things we'll be doing is asking vou to participate
indirect giving for “Gifts From The Heart”.

This year, those funds will be earmarked for the substantial number of senior

Hello Erica, Baszzots wa are receiving,
Consider making a pledge during our online event for the funds we nead to
Wy first thought during this difficult time is how you are doing. guarantes that we continue 1o take dogs like Scout.
1 H H 1 H '

[fyou're like me, vou feel like you re getting the wirus about every 4 hours. Our goal for the event will be a minimum of $50,000. | realize that oL
Then | suddenly feel better and realize that nothing is wrong. The more we challenge to you will be large but I'm confidert you'll be able to help.
stay at home, the more this will become commonplace. Just make sure you

ta healthy' As soon as we announce the date, make a note on your calendar to
slay ' “¥irtually Attend” our live event.

['wanted to give vou an update on operations here at Guardian Angel Basset And here are two other things you cando.

1% ou can increase your monthly donation to BFF. Simply CLICK HERE to

\ . .
Fescue, If you've been a partner with GABR for a while, you know that we 6t Us krvony el take care of it it away.

believe fundraising is essential to help the Bassets that you care so much
abat, 201, vou can agree to change vour preferred donation to have vour donation
come directhy from vour chacking accourt. That will reduce our fees by aver
75% - that's 2 BIG DEAL!

Because of vour special help a5 2 BFF, we can comtinue the work we've Just reply to this email - we'll be in touch right away!

done for 25 years.

Butin these uncertaintimes, | expect that we will see anincrease in Bassets Just let us kniow your preference. | look forward to seeing how you want to help
that need to be surrendered. So I'm reaching out to vou today because [know us be ready for more Bassets like Scout.

Yol Il want us to be there for thern! And just let me know if there's amthing | can do to help in anyway. My cel

phone number is 815-228-6835. Don't hesitate to call.

Famembar — “Let's make the rest of their Lives, the best of their Lives!”

A Unitsd. Vision Direct Marketing Assocation of Washingten SOLUTION




Retention Takes Vigor and Focus

Aog) DMAW
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Know your Retention Process (Write it down!)

- N s A ~ N
If credit card Finance person lets Send email 1 same Send letter 1 within
declines or rejects me know day 48 hours
- J N Y, \ Y,
g h ( h s N r ~
Donor does not
Make second call respond with

updated information Call within 48 hours

after 10 days
. Y, \ Y,

DMAW
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How many sustainers are you losing?

2720

A MDIRICT
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Retention Impacts Growth.

Example 1

New Sustainers
Lapsed Sustainers
Reactivated Sustainers

Coverage Ratio

Annualized value at risk

850%

$ 7,200

Value

S

Annualized

115,200

297

Fundraising:

4

Example 2

New Sustainers
Lapsed Sustainers
Reactivated Sustainers

Coverage Ratio 90%

Annualized value atrisk $ 64,800

Value

S

Annualized

57,600

DMAW

Direct Marketing Assocation of Washingten

Source: Retention Calculator, A Direct Solution
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—--—-—- Forwarded message --
From: One Tail at a Time <cara@onetall.org>
Date: Mon, Sep 21, 2020 at 4:13 PM

. Subject: [TEST] Oh no! Your monthly donations will soon expire..,
e ro a C I Ve To: <cara@onetail.org>

Debbie,

Please click the button below to update your donation info. Our
homeless pets would be so sad to miss your next monthly gift!

Let us know if you have any questions -- and as always, thank you
for giving pets like Peso here the chance they deserve, all year long.
-Cara & The OTAT Family

Update My Payment Info

ONE Tal
AT A TIME

DOG

RESCUE

bodl) DMAW B
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Dear Erica,

Be Di
e I re Ct Thank you for vour dedicated participation in Sequoia Society, the

monthly giving program for Yosemite Conservancy.

We appreciate your monthly contribution of 85 from your credit
card ending in **#**#xexe229958.

Update to Enhanced Security

We have recently upgraded our payment processing to enhance
security. You can now update your payment information and gift
amount online. In order for you to take advantage of this new

system, please visit our secure portal, verify or update vour gift
amount, and enter in the credit/debit card information you'd like to

use for your gifl.
Update My Monthly Gift

You can also make this change by speaking directly with me or
Conservancy staff by replying to this email with your contact
information and by leaving a voicemail al 415.434.8440 X 3106.

Thank vou for your help.

Isabelle Luebbers
Senior Annual Giving Director

A Unitsd. Vision Direct Marketing Assocation of Washingten SOLUTION




Be Personal

Evenif the Trump administration is defeated in November
(and there is no guarantee they will be), it will take alot of
time, work, and resources to repair the devastating damage
they have done to the environment, The Earth will still

desperately need your help,

You were once a Wilderness Guardian; that is why we are

reaching out to you.

In the ceming menths, we will face critical challenges as the

Siorra Club rolies on our most steadfest core supportors, ocur SIS Wetmaer 812006 151
Wildarness Guardians, in order to continue to: Scas e

o Pratactwald Fracee aNd enaanporat spegise

o Kaap our ak and watar clean

o Fnsureacloan onorgy tutur

o Curh chimsate cnsis

o Kaap tha préssure o paliticiane and cor porafians T ansue safa

nnd haahy communitias

Sy Banrst-Fuiman
| 7101 Wabetss 5

U ndraising: DMAW Source: Vicky Barrett-Putnam, Sierra Club, DMAW Sustainer World

A United Vision

Direct Marketing Assocation of Washington
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Use the Phone to Make Courtesy Call

* Thank

* Ask for Update/Offer solution

* Thank again

* If voicemail, leave a message of thanks

Direct Marketing Assocation of Washington



Go Back to Lapsed Sustainers

“I began calling lapsed monthly donors. Of 48 completed calls,
24 re-activated. Some had been lapsed for 5 years or more.

“The calls don't take very long. | schedule one per day, and if |
miss a few days it's easy to catch up. | stay a half-hour late one
day a month to try to catch people who | can't get hold of.

“I've gleaned valuable information from people who say 'no’. “

Direct Marketing Assocation of Washingten



Track Drop Off Rates by Payment Type and Channel

2470

Fundraising:

A United Vision

lan-Feb Feb-Mar

-4.44% l

-5.30%

Mar-Apr
0.00%

-1.00%

-2.00%

-3.00%

-4.00%

-4 7 2%

-5.00%

-0.00%

| 3.11%
o
-3.60 A49%
-3.92%

Apr-May

-3.17%

May-June

-3.53%

lune-July

-2.59%

2.87%
-3.04%

2018 w2019 m 2020

DMAW

Direct Marketing Assocation of Washington

Source: Integral presentation PFFA F2F workshop August 2020
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Covid-19 Less Impact than Feared. Why?

* Ready with Save script
e Offer to pause

* Monthly donors care!

Direct Marketing Assocation of Washington



Save script offers lower amount or pause

't gorry to hear that, Would you mund shaning why you're not able to continue your
monthly gifts?

Wait for answer. If it's because of financial reasons, offer them this:

Well, would it be easier to perhaps do a smaller amount? Or would 1t be oleay 1f [ contact you
in a few months to seeif your situation has changed? ¥ our monthly gifis really makie a
difference to the [childrenfanimals/clientay our focus].

If stilf not indere sted in continuing, jusi thank them. Don’'t be too pushy.

[ totally understand Wr /Dirs Matme, Wereally apprediate all you've done Would it be olaay
to atill zend youa few updates a year in the mail or wia email?

If Yes, verify crmil address and miling address.
If no, moke sure they et flogoed in the donor base as do not mailido not email

Thanlz you again for all your help! Have a wonderful day!

220 DMAW ¢

A United Vision Direct Marketing Assocation of Washingten SOLUTION




Use text if you have permission

Hi, here’s a message from [nonprofit].

It looks like we couldn’t process your most recent monthly
gift. It's easy to fix. Please use this LINK to update your
account, or CALL xxx-xxx-xxxx from 8am — 5pm EST M-F to

connect with us to update your account info. Thank you!

Direct Marketing Assocation of Washingten



Activate Account Updater

Approvals

Declined Recovery

Transactlons Declines

Source: Vantiv/Worldpay @

DMAW
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Acquisition, Cultivation and Retention Go Together

* 54% have unique contact streams for F2F sustainers
* 54% provide a welcome pack at the time of sign-up
* 54% send welcome test message

* 85% send welcome kits in mail

* 54% attempt to convert sustainers to EFT

% h

* 92% have a recapture program
D MAW Source: Retention Survey presentation PFFA F2F workshop August 2020 @
Direct Marketing Assocation of Washingten SOLUTION




EFT/ACH Improves Retention Further

Direct Debit/EFT is a growing method of Payment

18

N
wh ok, s
% %
2% .
0% 0.
%
I I |
Sackhsd Teges Aniytes®
Number of Recurring Donors W O-1656 Ooron W 200007499 I 76,000 Dooors

New recurring gift donors paying by EFT will retain at 10 - 15
percentage points higher than credit card donors.

Source: Blackbaud DonorCentrics Sustainer Benchmark Study 2019, 2018 data

r,—
DMAW
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Offer EFT Right Away

Friends of NPF are a special group of donors who provide on-going, monthly
gifts that help form a steady resource we know we can count on. Your monthly
support will help us protect historic sites and wilderness areas, connect people

to our national parks, and engage the next generation of park stewards.

Asa Friend of NPEyouwill have direct access ta NPF, receive special
commumcatlons onl natlonal parkprojects, and will receive 2 d:scount to the
-Find Your Park'store; -

- o

U\ :’ <

Wating for dhmp trucptasom.,

o
FAYMENT

PAYMENT TYPE*

CREDIT CARD NUMBER*

EXFIRATIONM DATE: * CVV NUMBER: *

10 2020

('n[uh ha Image:

e R

hournen

e o S 2S

WIS W e SR e Gees -

Clanpe lmagy

SUBMIT S5/MONTH DONATION NOW

[Z] | wist 10 recelve nevendetrirs and svasa o via o-amall frous the Natiosa) Park

Povrnadztind Voui muse chanas nrw suberrtrtian st oo Hine hu wolertina inasherviha an ane

ar

220 DMAW
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Convertto EFT

G Habitat
for Hunsanity*
HopeBuilders

Help more families in need of decent housing ...
without spending a singie penny!

3 Habitat
for Humanity*
HopeBuilders STEP 1:
3 Yes, | want to switch my HopeBuilder gift from
credit card to monthly EFT,
Erica Waasdorp Pledge Amount: §.
30 Frazier Way
Marstons Mills, MA 02648-1866 Erica Waasdarp
R e T O A T T D mgﬁm“ % e
June 10, 2020 s‘rEP 2:
Dear Erica, Promics your chacking sccount transfer mtormation
3 The encloeed check lor this mant's gift also authorzes

Thank you for being a Habitat for Hy ity HopeBuilder. Your ongoing g ity helps
children and parents build better lives in decent, affordable homes. They — and we — are truly
grateful for your regular donations,

Because you have shown such commitment to families who urgently need safe housing, you may
want to know about a way to ensure your d g0 as far as possible. It ks called electronic funds
transfer, or EFT, and it is & simple, secure and cost-free way to make a greater impact. It lowers our
administrative costs, so more of your glfis go toward helping people who are eager to baild Habitat
homes of their own.

When you switch from credit card payments to EFT, your donations become a hly gift that
ts securely withdrawn from your checking account. There are many benefits to making this change.
We think you will find that EFT is:

+ Efficient. You will help reduce processing costs, so that more of your
contributions go toward helping families in need of secure housing,

+ Easy. You won't have to update your eredit card information when it explres.
Your gifts will process securely and automatically

+ Flexible. You can change or cancel your donations whenever you choose.

Switching to automatic, monthly transfers from your checking account costs you nothing, but ir
accamplist hing incredibly p ful: It hes your donations even further to help more
families build strong foundations for brighter futures.

Ihope you already know what an extraordinary impact you are making for children and parents
who are eager to escape housing that is unsafe and deteriorating. With a lintle help, many more

loner, pleoeae)

P0. Bax 1088 « Americus, GA 31709-1088 » habitat org + (800) 422-4828

SWITCH TO EFT TO HELP MORE FAMILIES!

STEP 3:

Plaase 590 below and retumn this sip in the enclosed anvwdope,
Thiars you!

Sgnaluse Dale

Pledge ID: rev-55989L25

Current Payment Freguency: Monthly
Current Payment Method: {redit card

Designation: Glebal Impact

families will have the potential to build stable lives. Your ongoing contributions are helping them
create better futures. Signing up for EFT can do even more.

Please consider switching to secure EFT monthly donatlons today. Simply fill out the auachc_d.
reply form and return it in the enclosed envelope. Enjoy the convenience and help even more families
discover the life-changing benefits of decent and affordable Habitat homes.

In partnership,

S

Jonarhan T.M. Recktord
Chief Executive Officer

PS. You can help make an even greater impact today — without spending a single penny. Sv.fitch o
EFT and help maore children and parents create better temorrows in safe, adequate bousing.

PHBNZOOEZ077400 3-b232bb15-01

DMAW
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“Great things are done by a
series of small things
brought together”

—Vincent van Gogh

DMAW

DIRTICT
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For more information and resources

Erica Waasdorp

A Direct Solution
erica@adirectsolution.com
(508) 428-4753

Direct Marketing Assocation of ington
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