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Agenda

WHERE is your organization and WHERE it is going

 Attendee input

WHY you need online fundraising technology

 Benchmarking studies

HOW you will get there

W b i  E il S i l N kiWebsite – Email - Social Networking

Outreach

Motivation

Action

 Loyalty

Staff & Volunteers

 Budget, Timeline & Deadlines

Reading resources

Q & A
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• Who you are?

• Where you work?

Who Are You?

Where you work?

• What you do?

• How many are part of the team?
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Thomas Watson 
Chairman, IBM

“I think there is a world market for 

maybe five computers.”

Circa 1943
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buying things
learning

more staying in
touch

staying

The Web: 
Where People Are 

expressing
themselves

sharing 
music/pictures

finding
others

going
places

y g
current
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Why Focus on Year Round 
Relationships?

The retention challenge
 40-70% for non-disaster direct response fundraising

 10-20% for disaster response donors

 30-60% for volunteer participation events

 Donors defect due to: Donors defect due to:

 Poor acknowledgement

 Limited information about how their funds are being used

 Belief that other causes are more deserving

 They don’t remember giving, and

 Poor support

Acquisition is very expensive
 Most groups spend >>$1 to raise $1

7
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Using the Internet to Connect Your Middle and Major Donors
Convio, Sea Change Strategies, and Edge Research 2008

Less than 

Household income

Less than 
High 

Educational 
attainment

Caucasian 80%
Hispanic 82%

Race / Ethnicity

Why do you need to 
leverage the Web?

$30,000/yr 63%
$30,000-
$49,999 84%
$50,000-
$74,999 89%

$75,000 + 95%

School 52%
High 
School 67%
Some 
College 90%

College + 96%

Black 71%

18-29 95%
30-49 87%
50-64 78%
65+ 42%

Age

8
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http://www.pewinternet.org/Static-Pages/Trend-Data/Whos-Online.aspx

Why Bother with Online Fundraising?

GEN Y GEN X BOOMERS MATURES

48% 57% 52% 48%

26% 43% 54% 77%

28% 35% 32% 30%

29% 35% 31% 25%

9

The Generational Divide in American Giving
NonprofitTechnology Conference 2010 - NTen
Matthew Mielcarek, Strategy Practice Director, Convio
Andrew Magnuson, Senior Consultant, Convio

22% 28% 28% 31%

22% 22% 27% 35%

25% 27% 17% 12%

8% 10% 16% 25%

11% 17% 14% 11%

14% 13% 4% 2%

9% 6% 4% 2%
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The Web and Relationships

 Web based communication is essentially free enabling a 
focus on relationship building vs. solely solicitation

 Emails and Web content can easily be personalized to 
maximize relevance and acknowledge previous supportmaximize relevance and acknowledge previous support

 You can sustain a two-way dialog – the mail is largely one-
way

 Traditional acquisition models rely on cold marketing to 
rented lists.  Online, the emphasis should be on “organic” list 
development coupled with engagement before solicitation

10
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How: Best Practices

Make it easy to sign up & connect.  

 Don’t ask for too much information.

Make it easy to opt-out.y p

 Offer targeted communications.

 Post a clear privacy policy.

DMA Privacy Policy Generator 
www.the-dma.org/privacy/creating.shtml

Customer Respect Group privacy policy guidelines: 
www.customerrespect.com/default.asp?hdnFilename=research_bp_privacypays.htm

Source: Online Fundraising 101 – 2007 AFP International Conference –
Robert Weiner & Nicci Noble, ePMT
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Offer compelling reasons to sign up:
 Instant alerts

Easier sign-ups (for events, etc.)

Easier membership renewals

How: Best Practices

Easier membership renewals

Surveys

Members-only content

Download special reports

Contests

Discounts, specials, and last-minute offers.

Source: Online Fundraising 101 – 2007 AFP International Conference –
Robert Weiner & Nicci Noble, ePMT
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Make it Appealing

Make it visually appealing.

Get the user to your site to learn more about your 

organization.

Send in multiple formats.

Customize your appeals and track their effectiveness

Source: Online Fundraising 101 – 2007 AFP International Conference –
Robert Weiner & Nicci Noble, ePMT
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Leverage these Online Engagement 
& Cultivation Best Practices

 Compelling call to action to cultivate and convert 
constituents into donors

 Test & refine registration programs, list chaperoning, 
i l i d b d t b ild l liviral campaigns and your boards to build large online 

email files 

 Treat online mail like you would snail mail, use 
compelling content, test timing of delivery, segment & 
test, personalize & test and then test that again

WWW:, Wild Web World
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Collect Email Addresses Constantly

Direct Mail

At events

On surveys

And on your website

Ask for email addresses in all communications

Source: Online Fundraising 101 – 2007 AFP International Conference –
Robert Weiner & Nicci Noble, ePMT
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The Salvation Army – Online Annual Report 

–Printing and snail mailing of annual report has been eliminated.  

–All social channels are utilized to promote  the annual report and spread the word.

–Direct calls to donate now WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011

Targeted e-mail blasts used to announce the 
2010 Annual Report

The Salvation Army – Online Annual Report 

WWW:, Wild Web World
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The Salvation Army – Online Annual Report 
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The Salvation Army – Online Annual Report 

The Salvation Army – Online Annual Report 
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Newer Medium – Same Rules

 Use a consistent and/or easily recognizable brand.

 Sender’s name – preferably a real person.

 Don’t personalize the Subject but do mention your org Don t personalize the Subject, but do mention your org.

 Don’t overdo HTML or graphics.

 Test appeals with spam filters (www.lyris.com/resources/contentchecker/, http://spamcheck.sitesell.com/) 

& accounts on AOL, Earthlink, Yahoo, etc.

 Avoid spam “trigger words.” www.businessknowhow.com/internet/spamwords.htm

WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011

Online Relationship Management Strategy
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Online Relationship Management Strategy

Having a simple framework for your online 
strategy helps you establish goals and measure 
progress

There are phases that correspond to the 
lifecycle of a constituent relationships

At each phase, there are specific measures of 
success and best practices used to progress the 
relationship forward

WWW:, Wild Web World
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Outreach
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Fundraising Pyramid

Major 
Donors

A ti A l F d D

Mid-level Donors

Active Annual Fund Donors

Lapsed Donors

Prospects

WWW:, Wild Web World
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Email File Building Recommendations

Optimize email capture at your Website

Maximize traffic to your Website

Capture email addresses through all offline 

venues (e.g. events)

Make collecting email addresses part of 

your culture!
WWW:, Wild Web World
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Prize Opportunity

Look closely at the next slide

How many places 

can you sign up 

to join receive info 

from this organization?

WWW:, Wild Web World
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Email Collection On Your Website
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Motivation

WWW:, Wild Web World
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Motivation: Developing Relationships

 Find out what people most care about

 Develop compelling, fresh content

 S t i l t t Sustain regular contact

 Design “engagement pathways” that are based 
upon how someone incepted and what they’ve 
done

WWW:, Wild Web World
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Learn through Profiling and Behavior

Tactics to build profiles:

1. Offer a “menu” of website 
registration benefits that are 
both mission-oriented and 
have high perceived valuehave high perceived value

2. Bring offline donor database 
information online through 
integration

3. Conduct constituent profiling 
email campaigns

4. Learn through implicit 
website interactions

WWW:, Wild Web World
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Email Communication 
& Personalization

Personalized Web Content

Engagement Pathway: New Constituents

Message #1
Message #2

Message #3
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Engagement Pathways by Inception Type

Prospects

Day 1 Day 7 Day 14

D 1 D 7 Day 21

Constituent status at inception

Special Offer Offer Reminder Last Chance 

Donors

Purchasers

Day 1 Day 7 Day 21

Day 1 Day 28Day 14

Thank You 
Discount code and 
send-a-friend a discount

Donation Ask Buyer Survey / Discount  Reminder
3-5 questions

Thank You  
Include link to MP3

Monthly Ask Second Gift

WWW:, Wild Web World
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The Importance of Timeliness

Nonprofit organizations lose access to a stream of 
new online constituents as time progresses

50%

60%

0%

10%

20%

30%

40%

1 month 2 to 3
months

4 to 6
months

7 to 12
months

Year 2 Year 3

Time on Housefile

O
p

e
n

 R
a

te
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Action
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 Make direct solicitations at an 
appropriate frequency

 Soft asks with every (almost)

Action

y ( )
communiqué

 Make asks as relevant, urgent and 
tangible as possible

 Segment, personalize and test for higher 
response rates

WWW:, Wild Web World
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Making The Ask Tangible
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“Giving/Gift Catalogs”

Children’s Hospital of Pittsburgh
http://www.givetochildrens.org
Product shown: Convio eCommerce

WWW:, Wild Web World
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Micro Campaigning

1. “Ask” is focus of 
home page

3. Daily email update 
with progress on relief 

effort, calls for 
additional support

2. Dedicated donation 
form with higher ask 

strings

WWW:, Wild Web World
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Loyalty
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Profile Based Segmentation

Results:

 Open rates 26% higher

 Response rates 2x higher

WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011
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 The information you collect helps you provide more

relevant content

Profile Based Segmentation

 When you can tailor donation asks, you also get 

higher results

 This type of segmentation is very expensive offline

WWW:, Wild Web World
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Testing for Better Response

Wolf-focused tone increased donation rates by 29% in one segment
Wolf copy focus: 0.17% donation rate Match copy focus: 0.13% donation rate

Loyalty

 Design “relationship pathways” to steward 
and upgrade donors based upon their point 
of inception and interests

 Encourage monthly giving

 Provide donors self-service capabilities

 Encourage donors to do more than give e.g. 
raise money

WWW:, Wild Web World
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Provide Opportunities for Self-Service

WWW:, Wild Web World
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Constituent Led Fundraising

Children’s Neurobiological Solutions
http://www.cnsfoundation.org/site/TR
Product shown: Convio Tributes

WWW:, Wild Web World
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Online Relationship 
Management Strategy
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Where is your organization? 

Find out in 5 Steps

Step 1: Draft a list of questions

Begin with the basics

Who is involved with day-to-day operations of the site(s)?

Who are our trusted web vendors/partners?

Do we mange the content in-house?

Step 2: Establish a pre-project group of staff and volunteers to draft a list 

of “other” questions.

WWW:, Wild Web World
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Where is your organization?

Step 3: Create a timeline for finding the answers. 

Recommended Timeline: Between 2 weeks and 1 month

Step 4: Based on the question and answer phase, create a one-page Step ased o t e quest o a d a s e p ase, c eate a o e page

web statement for senior management to review.

Step 5: Now everyone is on the “same page”.

Senior management will value this document

Interdepartmental common ground

WWW:, Wild Web World
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Where is your organization?

Quick tip #1 – Questions

Begin this process with a series of questions that cover business, 

organizational, and IT strategies:

 Is there a current web strategy?

 Which department is responsible for the current web program?

 How did the web strategy evolve?

 When does the organization want to initiate a new web strategy, 

and why?

WWW:, Wild Web World
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Where is your organization?

Quick tip #1 – Questions

 Are resources (manpower, budget, trainings) available today?

 Do you have to raise or apply for funds to initiate a new web strategy?y pp y gy

 What is your role in the success of the web strategy?

Tech Soup: “Ten things that will make or break your website” 

http://www.techsoup.org/learningcenter/webbuilding/page6694.cfm

WWW:, Wild Web World
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Where is your organization going?

Strategic Plan: Goals & Objectives

Step 1: Obtain your organization’s strategic plan.

Step 2: Evaluate how the project can reach the goals and 

objectives set in the strategic plan.

Step 3: Create a definition of success for your web project.

Enable web analytics tools to measure your site’s traffic.

Explore free tools such as Google Analytics.

WWW:, Wild Web World
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Strategic Plan: Goals & Objectives

Step 4: Based on the evaluation, create a web project 

brief and timeline to reach success.

Where is your organization going?

Realistic goals are key

Interactive Committees can assist with high-level 

communicators

WWW:, Wild Web World
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Quick tip #2 - Strategic Plans

 Remember to align your organizations strategic plan with all web 

Where is your organization going?

strategies.  This will assist with the overall success of your project.

 Example: When presenting your website project executive summary, 

include direct language from your organizations mission statement, long-

term goals, and short-term objectives.

 Tech Soup: “Seven Web Development Pitfalls” 

http://www.techsoup.org/learningcenter/webbuilding/page6596.cfm
WWW:, Wild Web World
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How are you going to get there?

Manpower: Staff & Volunteers

Step 1: Get support 

Step 2: Build the teamStep 2: Build the team

Step 3: Provide training

Step 4: Evaluate the team

Step 5: Announce the team

WWW:, Wild Web World
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Quick tip #3 - Manpower

 Gaining the support of key stakeholders will improve the speed with which 

you execute your web project.

 Example: Form a team of Content Owners, interdepartmental staff and 

l t h tt d i t l d t l f i l d l t

How are you going to get there?

volunteers, who attend internal and external professional development 

classes geared around improving the organization’s web projects.

 Content Owners should expect to:

 Attend 2 internal and 2 external trainings per year.

 Provide content updates for web projects.

 Review web projects pre-launch to provide timely feedback.

WWW:, Wild Web World
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Web Strategy Team

Interdepartmental

Content Owners

Officers and Directors

Senior Managers

Ind str Professionals

Interactive Committee

How are you going to get there?

Advises on
testing new features

Creates content
updates for web

Interdepartmental

Grants approval
for new projects

Provides vision
and resourse guidance

Officers and Directors

Gives trainings
and tech guidance

Offers advice and
expertise on web

Industry Professionals

WWW:, Wild Web World
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How are you going to get there?

Resources: Budget & Ongoing Training

Step 1: Create an evaluation based budget

Step 2: Look at the numbers for IT, Marketing, etc.

Step 3: Decide if a cost center is needed

WWW:, Wild Web World
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How are you going to get there?

Resources: Budget & Ongoing Training

Step 4: Map out a low and high P&L statement

Step 5: Get feedback from the Content Owners regarding 

pipeline projects.

Step 6: Remember to discuss the professional development line 

item with HR.*

WWW:, Wild Web World
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How are you going to get there?

Quick tip #4

Try to refrain from setting a budget before completing the 

“Where are you?” and “Where are you going” phases.Where are you?  and Where are you going  phases.

 Some organizations begin to talk numbers too early. 

 Take expert advice 

Step back from ungrounded $$ 

Provide regular updates to team/leadership
WWW:, Wild Web World
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How are you going to get there?

Quick tip #5

Create strategic partnerships with organizations that 

offer professional development with non-profit rates.p p p

Empower the Content Owners to take part in the 

planning and evaluation process.

Engage the Interactive Committee to assist with 

ongoing training opportunities for Content Owners

WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011

Involving Stakeholders 
& Setting Timeframes

 Form a selection committee with one representative from each 

stakeholder group

• Scheduling will be difficultg

• Ask for backup committee members

 Timelines

• Working backwards

• Evaluation can take three to eight months

http://www.techsoup.org/learningcenter/techplan/page4491.cfm WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011
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Not only about looking for donors 

• direct response

Why the Web?

Important to look for fundraisers 

• relationship marketing

1

2

3 i fl

the cause

the event/activity

Main reasons people help you raise money

Good News!
3

4

influencers

incentives/rewards

• friend/family member
• employer
• media
• public figure/celebrity

Nicci Noble & Philip King 
Web 2.0: Building Online Social Networks
45th Annual  AFP International Conference on Fundraising

The Same Rules Apply
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•Fujis vs. Granny Smiths:
Nonprofit Technology Needs Assessment, 

Selection and Implementation 
Nicci Noble - Noble Services, LLC
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Online Red Kettle at a glance

WWW:, Wild Web World
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How it works

Spend just a few minutes 
setting up your 
customized red kettle 

b it

Online Red Kettle at a glance

website

Set your own fundraising 
goal, customize your 
page with a picture

WWW:, Wild Web World
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How it works

Solleagues asking 
them to help fill your kettle

Email, MySpace, 

Online Red Kettle at a glance

Facebook, or instant 
messages

Messages already 
written for you, or you 
can write your own

WWW:, Wild Web World
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< 3 minutes, that’s it. With a few minutes of your time, 
you’ve made the world a better place

Online Red Kettle at a glance

WWW:, Wild Web World
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The Online Red 

Kettle was designed 

for individuals, small 

Online Red Kettle at a glance

teams, and even 

large organizations

WWW:, Wild Web World
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How to leverage P2P 
programs like the
Online Red Kettle

Start an office wide 
program to see which 

Online Red Kettle at a glance

program to see which 
individual can raise the 
most 
donations in his kettle

Get everyone involved 
and keep track of 
everyone’s progress

Create a prize for the 
winner (a free lunch, an 
extra day off, etc.) WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011
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How to leverage P2P 
programs like the
Online Red Kettle

Start a companywide 

Online Red Kettle at a glance

Start a companywide 
program

Branches, chapters, 
offices compete with 
each other

Create a prize for the 
winning office

WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011

Business or 
Corporate 
registrants can 
be recognized 

Online Red Kettle at a glance

be recognized 
for doing the 
most good

WWW:, Wild Web World
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It all started with events...

 Easy to become involved

 Fun, family day with some 

competition

 Naturally suited to building 

teams

 Rather than pledge forms 

use personal websites to 

fundraise

WWW:, Wild Web World
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The Salvation Army’s 
Online Red Kettle

WWW:, Wild Web World
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The Salvation Army’s 
Online Red Kettle

2009 $1,900,000

2008 $800,0002008 $800,000

2007 $550,000

2006 $480,000

WWW:, Wild Web World
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The Salvation Army’s 
Christmas Online Giving

2009 $9.6
2008 $9.2
2007 $7.7
2006 $6.8 
2005 $7.1 
2004 $3.9 

Cumulative Christmas Online Giving
$44.3 million

WWW:, Wild Web World
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Event or Campaign

Teams or Groups

Ethical & Effective Pyramid

Teams or Groups

Individuals

Nicci Noble & Philip King 
Web 2.0: Building Online Social Networks
45th Annual  AFP International Conference on Fundraising

WWW:, Wild Web World
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# of % who

The Simple Math

# of 
people

% who 
fundraise

people 
they ask

avg. gift

raised=

x x x

$

give x

Nicci Noble & Philip King 
Web 2.0: Building Online Social Networks
45th Annual  AFP International Conference on Fundraising

WWW:, Wild Web World
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Not all Fundraisers are equal

80% of funds will be found by 

20% of the peoplep p

 Identify them early

Treat them differently

Nicci Noble & Philip King 
Web 2.0: Building Online Social Networks
45th Annual  AFP International Conference on Fundraising

WWW:, Wild Web World
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Not-A-Thon

Community events

Dinners

Vi t l E tVirtual Events

Golf tournaments

BBQs

Seminars
WWW:, Wild Web World
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Summary

Online fundraising is growing very quickly 
nationally and world wide

 It is critical to have a year round relationship  It is critical to have a year round relationship 
management approach to renew and grow 
donors acquired through web based giving 
programs

Online constituent engagement can help grow 
fundraising online and offline

WWW:, Wild Web World
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If you don’t have time to do it right, 
when will you have time 

to do it over?

Post the right message, at the right time, to the right people

Ongoing communication with Members, Fans, Followers are 

k bb d ’ l d hd ’ l d hkey, but but don’t overload themdon’t overload them

Focus on specific actions and desired results

Make sure your message and call to action is appropriate for 

the audience you’re engaging

WWW:, Wild Web World
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It’s not just about fundraising…
it’s about creating online 
communities of interest

 “People give to People”, Hank Rosso

– This holds true no matter what the medium or channel.

 This type of fundraising campaign is about ‘meeting’ new 

individuals.  

 Real world communities are built over time, the same 

holds true for web based communities

WWW:, Wild Web World
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Same Rules Apply in 
All Mediums

Have policies that foster ethical community building

Adhere to brand and style guidelines

Use appropriate tools for your audienceUse appropriate tools for your audience

 Thoughtful cultivation of relationships

Volunteer engagement opportunities

 Investments yield returns  > ¼ FTE 

WWW:, Wild Web World
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AFP Social Media 
Policy Guidelines

1. Follow Appropriate Industry Laws and Guidelines

2. Be Informed and Interesting – and Listen

3. Always Be Respectful, and Be Polite When Disagreeing

4 Make Sure You Properly Attribute All Content4. Make Sure You Properly Attribute All Content

5. Be Responsive

6. Use Discretion At All Times

7. Transparency, Honesty, and Integrity Are Paramount

8. Don't Mix Worlds – Know the Line Between Professional and Personal

9. Be Authorized and Official

10. Respond to Violations of Standards WWW:, Wild Web World

Nicci Noble, CFRE - January 17, 2011
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Public Social Media 
Policy Guidelines

1. Post material that the Organization or Affiliate Organization determines is threatening, harassing, 

illegal, obscene, defamatory, libelous, or hostile towards any individual or entity.

2. Post phone numbers or email addresses of yourself or any other individual or entity in the body 

of your comments.

3 Post material that infringes on the rights of the Organization or any individual or entity including3. Post material that infringes on the rights of the Organization or any individual or entity, including 

privacy, intellectual property or publication rights. This includes the improper use of (but is not 

limited to) images, logos,videos, content, documents, white papers, etc. 

4. Post material that promotes or advertises a commercial product or solicits business or 

membership or financial or other support in any business, group or organization.

5. Post chain letters, post the same comment multiple times, or otherwise distribute SPAM.

6. Allow any other individual or entity to use your identification for posting or viewing comments.

7. Post comments under multiple names or using another person’s name.

http://www.afpnet.org/files/ContentDocuments/SocialMediaGuidelines_OnePage.pdf

WWW:, Wild Web World
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Suggested Web Reading

Your Communication Goals
www.idealware.org/articles/bulk_email_software_communication_goals.php

Beth’s Blog: How Nonprofits Can Use Social Media 
www.donorpowerblog.com/donor_power_blog

Weiner, Robert: Online Fundraising Tools ChecklistWeiner, Robert: Online Fundraising Tools Checklist
www.rlweiner.com/clf/online_donations_checklist.pdf

Wired Wealthy-Using the Internet to Connect with Your Middle and Major Donors
http://conference.afpnet.org/handouts/1186_MG7Bhagat_Vinay_131931_Feb16_2009_Time_045402PM.pdf

The Next Generation of American Giving
http://www.convio.com/files/next-gen-whitepaper.pdf

Nonprofit Social Network Benchmark Report
http://www.commonknow.com/html/white-papers/NonprofitSocialNetworkSurveyReport.pdf

•“Tweet with a Little Help from My Friends”: 
Facebook & Twitter Essentials

Nicci Noble, CFRE - January 18, 2011
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Print Reading Resources

People to People Fundraising: Social Networking and Web 2.0 for
Charities by Ted Hart (Author), James M. Greenfield (Author), Sheeraz D. Haji

The Mercifully Brief, Real World Guide to Raising Thousands 
(If Not Tens of Thousands) of Dollars With Email by Madeline Stanionis

Brandraising: How Nonprofits Raise Visibility and Money Through Smart
Communications by Sarah Durham

WWW:, Wild Web World
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Any Questions?

WWW:, Wild Web World
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Thank You!

WWW:, Wild Web World
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