
Donor Retention: 
Keep Your Donors and Stop the “Churn”
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The current state of donor retention? » 

http://afpfep.org
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Donor retention » 

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

45.5% 31.8% 64% 90+%

http://afpfep.org


Donor retention over a decade » 
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New donor retention over the years » 
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Source: Fundraising Effectiveness Project http://afpfep.org
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Repeat donor retention over the years » 
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Source: Fundraising Effectiveness Project http://afpfep.org

http://afpfep.org


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

2018 is looking bad »
Q1-2 2017 vs. Q1-2 2018:  

• Total donors are down 6.6% 
• New donors are down 9.2% 
• New retained donors are down 18% 
• Repeat retained donors are down 2.1% 
• Retenfon is down 6.4%

@JayBarclayLove

http://afpfep.org
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Recapturing lapsed donors is even harder » 
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Source: Fundraising Effectiveness Project http://afpfep.org

http://afpfep.org


Retention rates for monthly giving »

Source: Target Analytics, 2015 DonorCentrics US Recurring Giving Benchmarking Analysis
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http://www.huffingtonpost.com/entry/3-truths-and-1-lie-about-online-donors_us_595cf48de4b0326c0a8d13fb?

Donor retention by age/channel » 

http://www.huffingtonpost.com/entry/3-truths-and-1-lie-about-online-donors_us_595cf48de4b0326c0a8d13fb?


Donor Attrition Over Five Years

# of 
Donors

Attrition 
Rate

Donors 
Remaining 

After 1 
Year

Donors 
Remaining 

After 2 
Years

Donors 
Remaining 

After 3 
Years

Donors 
Remaining 

After 4 
Years

Donors 
Remaining 

After 5 
Years

1,000 20% 800 640 512 410 328

1,000 40% 600 360 216 130 78

1,000 60% 400 160 64 26 10

So what?
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https://bloomerang.co/resources/guides/donor-retention-math-made-simple/

https://bloomerang.co/resources/guides/donor-retention-math-made-simple/


Donor retention math »
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https://bloomerang.co/resources/guides/donor-retention-math-made-simple/
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Who are the best prospects? »
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• 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)



Acquiring donors is harder »

Source: Adrian Sargeant - Lilly School of Philanthropy
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• Cost per acquisition = 5x cost per renewal 
• Cost per acquisition = 2-3x initial donation amount 

• break-even after 12-18 months 
• Renewal response rates = 20x30 higher than 

acquisition response rates



• $50K: 2-3 charities supported 
• $100K: 3-4 charities supported 

• +$100K: 4-5 charities supported 
— One is usually their church 

— One is usually their school

Source: Philanthropy Panel Study - Lilly School of Philanthropy
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Giving by household income »
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Source: Philanthropy Panel Study - Lilly School of Philanthropy

Giving by household income »
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Why do donors leave?
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• 2001 study by  
Adrian Sargeant 

• Survey to lapsed donors of 
10 major U.S.-based 
nonprofits 

• Respondents were asked to 
check each reason for 
stopping their contributions

Why nonprofit donors leave »

http://www.campbellrinker.com/Managing_donor_defection.pdf

http://www.campbellrinker.com/Managing_donor_defection.pdf
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• 5% - thought charity did not need them 
• 8% - no info on how monies were used 
• 9% - no memory of supporting 
• 13% - never got thanked for donating 
• 16% - death 
• 18% - poor service or communication 
• 36% - others more deserving 
• 54% - could no longer afford

Why nonprofit donors leave »

http://www.campbellrinker.com/Managing_donor_defection.pdf

http://www.campbellrinker.com/Managing_donor_defection.pdf
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Why do donors stay?
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• 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

Key drivers of donor commitment »

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

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

1. Donor perceives organization to be effective 
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-and-proof-of-link-between-donor-attitudes-and-behavior/

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


@StevenShattuck

How to increase retention »

• Segment communications 
• Thank quickly + personally 
• Humanize your automation 
• Donor-centric tone (more “you” than “we”) 
• Tell them how gifts are used / will be used 
• Preview future communications 
• Solicit feedback



Communications segmenting »
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Above average gift amount

At or below average gift amount



Differentiate the acknowledgement »
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Above average gift amount

At or below average gift amount

Letter # 1 
Phone call 
(tour invite)

Letter #2 
Handwritten note

Email/Letter #4 
(Volunteer request)

Email/Letter #3 
(survey) 
(monthly upgrade)



@JayBarclayLove

Segmentation principles »

Gives Monthly
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The fast, personal touch »

• 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)

http://www.guidestar.org/rxa/news/articles/2010/how-to-increase-donations-by-39-percent.aspx

http://www.guidestar.org/rxa/news/articles/2010/how-to-increase-donations-by-39-percent.aspx


In a database where the 
average number of gifts made 
by donors is three, a thank-you 
letter reaffirming the 
difference that their donations 
made increased average gifts 
by 60% without reducing 
response rate in comparison to 
a control group of donors who 
did not receive this thank-you 
communication.

Thank before asking »

@JayBarclayLove

https://www.philanthropy-centre.org/learning-to-%20say-thank-you/

https://www.philanthropy-centre.org/learning-to-%20say-thank-you/
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http://www.huffingtonpost.com/entry/3-truths-and-1-lie-about-online-donors_us_595cf48de4b0326c0a8d13fb?

Donor retention by age/channel » 

http://www.huffingtonpost.com/entry/3-truths-and-1-lie-about-online-donors_us_595cf48de4b0326c0a8d13fb?
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Monthly giving welcome »
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Communicate their impact later » 
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• Send a donor info survey to 1st-time donors 
• Send a donor satisfaction survey to repeat donors 
• Boosts retention even if they don’t respond 

• Respondents signify high-engagement 
• Email receipt is a great place to include 

• Google Forms / SurveyMonkey / Formstack

Survey » 
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https://bloomerang.co/blog/23-questions-to-ask-donors-and-prospects/

https://bloomerang.co/blog/23-questions-to-ask-donors-and-prospects/
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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-and-proof-of-link-between-donor-attitudes-and-behavior/

http://www.thedonorvoice.com/national-donor-commitment-study-and-proof-of-link-between-donor-attitudes-and-behavior/
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https://bloomerang.co/blog/category/donor-surveys/

https://bloomerang.co/blog/category/donor-surveys/
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• Isolate donors who haven’t given in 2+ years 
• Remove from direct mail sends 
• Send a lapsed donor survey 
• Invest in data services: 

• NCOA (they moved) 
• Deceased Suppression Processing  

(they died)

Lapsed donors »
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2 common “one and dones” » 
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• Memorial donors 
• Thank (if you can), then isolate 

• 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
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https://bloomerang.co/blog/3-tips-for-improving-p2p-donor-retention/

2 common “one and dones” » 

https://bloomerang.co/blog/3-tips-for-improving-p2p-donor-retention/


• It’s not about you. It’s about the donor. 
• Segment your donors. 
• Create a written comms plan for each segment. 

• Concentrate on first-time donors. 
• Get that second gift. 
• Personalize! 
• Steward, then solicit.

Final thoughts »
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https://bloomerang.co/resources

•Nonprofit Wrap-Up 
•Bloomerang TV 
•Bloomies

•Daily blog post 
•Weekly webinars 
•Downloadables

https://bloomerang.co/resources/


Questions? 
steven.shattuck@bloomerang.co 
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Free eBooks »
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