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Fun facts:

● I love music! I have seen The Dave Matthews Band at least 150 
times…and I got to see Prince perform purple rain in the rain at 
the super bowl.

● Indiana Native. Grew up in Jasper, Indiana
● 3 children (14, (15 tomorrow!) 13, and 9), 2 dogs 
● Graduated from The University of Kentucky with a degree in 

Individual and Family Development..



A study of 
donor retention



SURVEY

Do you know your
donor retention rate? 



All Donors in 
Year #1

Return Donors in 
Year #2 Donor

Retention
Rate



Donor Retention 
Calculator

bloomerang.co/template/donor-retention-calculator/



Source: Fundraising Effectiveness Project

19.1%
First Time 
Donors 

42.6%
Average 
Donors 

58.1%
Repeat 
Donors 

Average Donor Retention Rates
As of April 2023



First-Time Donor Retention Rates
Over the past few years

25.3%
22.6% 24.4%

20.5% 20.3% 19.3%
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Source: Fundraising Effectiveness Project

19.1%
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INSIGHT: acquisition cost is higher than the initial gift. 
FB, P2P make it easier than ever to donate



Average Donor Retention Rates
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Repeat Donor Retention Rates
Over the past few years

63.2% 61% 63.4% 61.6% 61.3% 59.6% 60.7%

Source: Fundraising Effectiveness Project

INSIGHT: Once you get a 2nd gift, you’re in much better shape!

58.1%

2016 2017 2018 2019 2020 2021 20222015



Impact of Donor Retention Rate
An Example

Donors

Avg Gift

Current Retention Rate

5000

$200

Improved Retention Rate

35%

45%



Total revenue raised from retained donors

$279,400
additional revenue by 10%+ retention



Cost of Donor 
Retention

It’s easier and cheaper to 
retain a donor than it is to 
acquire one  Cost Per 

Acquisition

5X 
Cost per 
renewal

Cost Per 
Acquisition

2-3X 
Initial donation 

amount

Renewal Response 
Rates

20-30X 
Higher than 
acquisition 

response rates

Source: Fundraising Effectiveness Project



Why donors lapse



Why Donors Stop Giving
2001 study by Adrian Sargeant

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

INSIGHT: We can make 
a meaningful impact 
on the above reasons! 



Why donors stay



Why Donors 
Keep Giving
2011 study by DonorVoice

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

ACTION: What is your thank you turnaround time?   



Donor 
Receives 
Opportunity to 
Make Views 
Known
Surveys



Donor 
Receives 
Opportunity to 
Make Views 
Known
Surveys



Survey 
Question 
Ideas

1. What prompted your gift today?

2. Why are you interested in our 
cause?

3. How did you hear about us?



How to 
Improve 
Donor 
Retention

1. Thank quickly + personally 

2. Illustrate that you know who the donor is

3. Segment communications 

4. Tell them how gifts are used / will be used 

5. Tell them what comes next 

6. Be curious about donor motivation and 

solicit feedback 

7. Prioritize monthly giving

ACTION: Pick one or 
two to start.



Practical retention tips



Diversify Your Communication



Thank You Process:

❏ Receive Hard Copy Thank You Letter In 5 Days?

❏ 15 Days?

❏ 30 Days?

❏ 30+ Days

❏ Was There A Thank You Phone Call?

❏ 2nd Thank You Phone Call?

❏ Was There A Personalized/Customized Thank You Email?

What Will Make A Difference To Your Donors?



Say Thank You 
Was A Thank You Letter Received?

Things To Consider: 

● What Types Of Donors Appreciate A 
Thank You Letter? 

● How Else Can You Also Thank Your 
Donors?

Very Important 



Make An Impact
Was An Receipt Personalized? Was There A Next Step To Engage?

Things To Consider: 

● How Can You Make Your Donor Feel Like An 
Important Part Of Your Cause?

● Have Your Offered Them A Way To Engage Further 
With Your Cause?

Very Important 



Continue The Relationship
What Are You Sending Your Donors Post Donation?

Things To Consider: 

● Is There An Obvious Next Step For Them? 

● Do They Know If Their Donation Was 

Received? 

● Do They Know The Impact Of Their Donation?

Very Important 



Say Thank You 
Was A Call Made To Your Donor?

Things To Consider: 

● How Does Getting A Personal Thank 
You Call Feel? 

● How Can You Use That Time To Connect 
Your Donors Back To Your Cause? 

● Who On Your Team Can Help Make Calls 
(Hint: Volunteers, Board Members, Etc.)

Very Important 



Say Thank You And:

● Get Donor Motivation Information That 
Can Be Used In Subsequent Appeals

● Ask About Preferred Communication 
Methods

● Fill In Missing Contact Information

Takeaway
Tip

Start Calling Your 
Donors



First-Time Donors Who 
Get A Personal Thank 
You Within 48 Hours Are 
4x More Likely To Give 
A Second Gift.

Source: 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%.

Source: Penelope Burk



Use Emotional Connection To 
Drive Donations.



4 Key Ingredients To A Compelling 
Story

1. Character: Who Is The Story About?

2. Conflict: What Is Your Character Struggling With?

3. Goal: What Are They Working Toward And Why?

4. Change Over Time: What Is The Result?



Tell Stories Of Impact
Did You Send A Newsletter To Your New Donors?

Things To Consider: 

● What Stories Can You Share In Your 
Newsletter To Show The Impact Of Your 
Nonprofit?

● What Upcoming Events, Volunteer 
Opportunities, Etc. Can You Share?

Very Important 



Tell Stories Of Impact
Have You Call Your Donors To Ask If They Want To Volunteer 
Or Take A Tour?

Things To Consider: 

● What Experiences Can You Share With 
Your Donors First Hand?

● What Upcoming Events, Volunteer 
Opportunities, Etc. Can You Invite Them 
To?

Very Important 



Tell Stories Of Impact
Who Are You Sending To And Why?

Things To Consider: 

● What Is Your Segmentation For 
Communication? 

● Do You Have The Tools To Segment In A 
Meaningful Way (Major Gifts, Volunteers, 
Etc.)?

Very Important 



The power of segmentation
$17,000 generated from one email campaign split three ways



Paint a story for your donors via your 
donation page.













Wrap Up
1. Make retention a priority

2. Have a second gift strategy

3. Make a major gifts plan

4. Emphasis on thanking and reporting

5. Segment your appeals

6. Say thanks before asking

7. Pick up the phone



Scan or visit 
bloomerang.co/learn/ymca-learn-more/

Learn MoreThe donor database that thousands of nonprofits trust

Donor management 
software that nonprofits 
actually love to use.

http://bloomerang.co/learn/ymca-learn-more/


Questions?
emily.kelly@bloomerang.com

mailto:emily.kelly@bloomerang.com

