How to Pioneer Digital-First Engagement of
Your Highest Capacity Prospects & Champions

[ovrturer




Introduction

Welcome. Through this document, we will explore the transformative role of technology in
reshaping how non-profit organizations communicate and engage with their highest-capacity
prospects and champions. We will present a set of interrelated, yet distinct topics that
collectively capture the internal and external consideration set we have observed throughout
our industry. These are based on our deep experience in building a digital platform for major
donor cultivation and stewardship and in working with a wide range of non-profit organizations.

However, this is not a think piece. We know success depends on taking a pragmatic approach
within an organization and across the team. As such, we also provide clear, action-oriented
guidance to help organizations, just like yours, digitize the engagement of their highest
capacity prospects and champions.
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TLDR: Executive Summary

Compounding technological innovation coupled with evolving donor expectations has forced
non-profit organizations to rethink much of their operations — among them and perhaps most
essentially, the solicitation and stewardship of their high-net-worth donors and prospects. This
white paper specifically delves into how to approach the use of technology to create
meaningful and authentic connections with this essential subset of an organization’s giving
pyramid.

The following summarizes the key observations highlighted in this document:

1. Non-profits (Have and Always Will) Thrive on Human Connections
Technology complements these connections; it does not replace them. Human touch
builds trust, emotional connection, and shared values.

2. Aligning Technology to Donor Preferences is Foundational
High-net-worth individuals seek personalization and transparency. Technology meets
their convenience needs; transparency builds trust; immersive experiences deepen
connection.

3. Successful Digital-First Major Donor Engagement Requires Consistent Intentionality
Adopting technology requires balance. Overcome resistance with clear communication.
Manage resources, privacy, integration, learning curves, and authenticity. Measure ROI
and ensure sustainability.

4. Recursive Data Insights Amplify Engagement and Long-Term Improvement
Data illuminates donor preferences. Personalize messages, analyze behavior, choose
channels and timing, and encourage real-time updates. Data amplifies connections; it
does not overshadow them.

5. The Rise of the CRM-Driven and Interconnected Ecosystem
A dynamic data ecosystem revolves around a powerful and well maintained CRM. Link
diverse tools for personalization, event logging, real-time interaction, automated
relevance, and ethical data practices. Feedback drives improvement.

To mobilize these ideas across your organization, we suggest the following 12 action steps:

Survey Major Gifts & Stewardship Staff Survey Your Major Gift Donors

Develop a Strategic & Tactical Plan Align the Collective Mindset

Empower Project Leaders Crawl, Walk, then Run Forward

Test Your Intuition Make It Compelling

Build, Listen & Iterate Think Plug & Play

Create Unified Donor Profiles Embrace Continuous Improvement




. Goals:

It is easy to identify unrealistic goals; it is harder to put your organization on a steady, enduring
path to growing your digital-first engagement of major donors. With this in mind, we suggest
three frames through which to access your organizational goals. First, we explore the
foundational, long-standing truths that are the bedrock of major donor engagement. Next, we
consider an advancement team’s internal opportunities to leverage technology for increased
efficiency and efficacy. Finally, we take an external perspective to establish the forms of
engagement modern donors are expecting from the organizations they support.

The Timeless Truth

At the core of every major donor relationship lies a narrative woven with empathy,
understanding, and trust — qualities intrinsically human. These relationships are the
cornerstone that lends non-profit endeavors their depth, energy, and fuel. Technology, no
matter its sophistication, can't replicate the personal touch and its ability to create:

1. Emotional Connection
Human interactions are a conduit for shared emotions, empathy, and aligned values.
This emotional resonance creates a bond that grounds major donors in the mission.

2. Trust
The bedrock of successful relationships — trust — flourishes through genuine human
interactions. Face-to-face conversations, transparent communication, and other
interactions like events forge the unshakable foundation of trust.

3. Tailored Engagement
Human understanding enables nuanced, personalized engagement. This adaptability
ensures that responses align with donor aspirations. Further, human interactions unveil
layers of context that data alone can’t capture. Understanding donor history and
motivations relies on this depth of engagement.

4. Empathy and Support
Empathy, inherent in human nature, establishes connections. Personal connections
cannot be replaced by technology alone when articulating a case for change and,
ultimately, the improvement of the human condition.

5. Collaborative Visioning
Strategic conversations and collaborative visioning are driven by human minds
engaging synergistically.

The Internal Opportunity (What the Organization Can Do Through Technology)

Technology should, therefore, be positioned as an enhancer rather than a replacement for
human connections. Technology’s value, from the advancement perspective, lies in augmenting
the outreach strategies initiated by human relationships through:

1. Data-Driven Customization
Technology uses data to personalize communication, amplifying the personalized touch
initiated by human insights.



2. Timely Transparency
Digital platforms offer real-time updates, providing donors with unprecedented
connection to the tangible impact of their contributions.

3. Global Reach
Technology erases geographic boundaries, enabling connections with donors across
the world.

4. Efficient Communication
Automation streamlines communication, ensuring timely acknowledgments, gratitude,
and updates without the need for additional staff.

5. Enhanced Experiences
Virtual events and digital platforms complement in-person interactions, enriching the
overall engagement journey.

6. Visualizing Impact
Digital tools visually depict donors’ contributions as well as programmatic outcomes,
making the impact tangible.

When done right, technology assumes a supporting role — an enabler that amplifies an
organization’s ability to build and sustain human connections. It's the marriage of these genuine
relationships and the strategic utilization of technology that propels organizations forward.

The External Opportunity (What Your HNWI Audience Wants You to Do Through Technology)
There has been a clear and notable change in behavior and preferences among high-net-worth
individuals. These donors are actively seeking a higher degree of personalization and
passion-driven connection with the causes they support.

So from the donor perspective, technology has the capacity to facilitate customized
communication and experiential engagement, given its ability to:

1. Meet donors where they are.
High-net-worth individuals, often leading busy lives, are increasingly embracing digital
channels for their convenience and immediacy. Digital platforms enable them to access
updates, reports, and stories from non-profits they support without the constraints of
time and place. This accessibility resonates with their lifestyle, allowing them to engage
at their own pace and whenever it suits them. Moreover, digital communication allows
for real-time interactions, enabling donors to stay informed about their contributions’
impact and the progress of initiatives.

2. Reinforce trust.
The demand for transparency is another driving force behind the preference for digital
engagement. High-net-worth donors seek clear visibility into how their contributions
are being used and the outcomes they’re driving. Digital communication empowers
non-profits to provide real-time updates on projects, successes, and challenges
overcome. This level of transparency fosters trust and a sense of direct involvement,
addressing a critical factor in donor satisfaction.



3. Deliver a better experience.

Digital engagement caters to the modern donor’s desire for a more immersive and
interactive experience. High-net-worth individuals often seek a deeper connection with
the causes they support. Digital platforms enable non-profits to share multimedia
content, immersive stories, and even virtual tours that transport donors directly to the
heart of their initiatives. This immersive approach reinforces the emotional connection
between the donor and the cause, strengthening their commitment.

Genuine relationships are the bedrock of philanthropic change, woven with empathy, trust, and
shared visions. It's these bonds that invigorate non-profit endeavors, forging connections that
resonate and uplift. By embracing technology as a supportive ally, organizations amplify their
capacity to build, nurture, and sustain these connections.

FOR ACTION

To gauge and plan for the potential use of technology across and throughout
your organization, we recommend that you:

1.

. Survey Your Major Gift Donors

Survey Your Major Gifts & Stewardship Staff

Obtain a deeper understanding of how your organization and team(s) who
engage major donors think technology could help them better communicate
with their prospects/donors.

Obtain a deeper understanding of your major donors’ preferences and
observations about how technology could help your organization better
engage prospects like them.

Develop a Strategic & Tactical Plan

With these insights in mind, build a simple, action-oriented vision document
laying out the challenges and opportunities within your organization to
engage major donors through technology.




2. Adoption:

Imagine you have a mandate from leadership and you have an aspirational plan based on a
broad set of inputs. How do you practically make it happen? How do you anticipate and
navigate through the natural (and mostly human-based) obstacles to change business
practices, expectations, and tolerance for risk? For sure, this is no easy task.

We have learned that it's imperative to strike the right balance between audacity and empathy.
The successful integration of new communications technology (particularly for the donors who
move the needle the most) demands a keen understanding of the potential roadblocks
including:

1. Resistance to Change
Transitioning to new technology often faces resistance from staff and stakeholders
accustomed to established procedures. Overcoming this resistance necessitates clear
communication about the benefits of the technology and how it aligns with the
organization’s goals.

2. Resource Constraints
Non-profit organizations frequently operate with limited resources, in terms of both
finances and personnel. Integrating new technology demands an allocation of resources
for training, implementation, and ongoing maintenance.

3. Data Privacy Concerns
With the increasing emphasis on data protection and privacy, non-profits must navigate
the complexities of collecting, storing, and utilizing donor information in compliance
with evolving regulations.

4. Integration Challenges
Integrating new technology with existing systems can pose significant technical
challenges. Ensuring smooth data flow and compatibility is crucial to avoid disruptions.

5. Learning Curve
Learning to effectively use new technology tools can be time-consuming. Training staff
and stakeholders to maximize the benefits of the technology requires patience and
dedicated resources.

6. Balancing Automation and Personalization
While technology offers automation possibilities, finding the right balance between
automated interactions and maintaining a personalized donor experience is crucial to
avoid alienating supporters.

7. Maintaining Authenticity
The challenge lies in ensuring that technology-assisted interactions retain the
authentic, empathetic touch that donors value. Over-automation can erode the genuine
human connection.

8. Budget Considerations
Investing in new technology entails financial considerations. Balancing the upfront costs
with the long-term benefits requires careful financial planning. Often, technology



10.

investments can serve as a replacement for print-heavy or other time-intensive
processes.

Measuring ROI

Demonstrating the return on investment of new technology in donor communications
can be challenging. Establishing metrics to gauge the technology’s impact is essential.
Sustainability and Scalability

Ensuring that adopted technology solutions are sustainable and scalable over the long
term is vital for optimal donor engagement.

The journey of adopting new communication technology for major donors is a huanced one.
While challenges abound, each obstacle is an opportunity for growth and transformation. By
understanding, addressing, and proactively managing these challenges, non-profit
organizations can embrace technology as an enabler, fostering deeper connections, amplifying
their impact, and driving their missions forward in a rapidly evolving landscape.

FOR ACTION

1.

To drive adoption across your organization, we recommend that you:

. Empower Project Leaders

. Crawl, Walk, then Run Forward

Align the Collective Mindset

Organizations with a growth mindset enthusiastically lean into the challenge
of the “new” and can mobilize their team in powerful, productive ways to
drive adoption. Embrace the possibilities and keep your end goals in mind.

The appointment of a strong project leader early in the process will help
expedite the work, its launch, and the successful deployment of technology
across your organization.

Start with a relatively narrow use case, then take an incremental approach to
adopting the new technology. One team'’s success can help build the internal
momentum necessary to open the door to broader implementation across
your organization.




3. Feedback:

Every day, data is becoming an ever-more pivotal asset for decoding major donor motivations,
affinity, behavior, communication preferences, likelihood of giving, etc. Collecting and
connecting these data points is paramount for fostering meaningful conversations and
relationships.

As we have established, it's crucial to approach data as a valuable tool rather than a panacea.
Donor relationships are, at their core, founded on human-to-human trust and authenticity, and
data should act as an amplifier of these attributes, rather than overshadowing them. That being
said, successful non-profit organizations are harnessing the potential of data analytics to tailor
their messages. It's important to clarify that this isn’'t about manipulating or deceiving donors.
Instead, it's about leveraging the information you already have to genuinely serve their
interests, cater to their preferences, and align with their values.

In this intricate dance, technology takes on the role of an enabler, facilitating deeper
connections that resonate on a profoundly personal level by shaping:

1. Segmentation Strategies
Divide your major donor database into meaningful segments based on attributes such
as giving history, engagement level, demographics, trends, preferences, and interests.
This segmentation lays the foundation for highly targeted and personalized
communication. Understand which types of campaigns, causes, or projects resonate
most with specific donor segments and tailor your outreach accordingly.

2. Personalized Messaging
Utilize data to craft personalized messages that address donors’ specific interests,
passions, and past interactions. A tailored approach demonstrates your organization’s
commitment to understanding donors’ individual preferences.

3. Communication Channels
Data can reveal which communication channels major donors prefer — whether it’s
email, social media, direct mail, or events. Tailor your outreach to match their favored
channels for optimal engagement.

4. Timing
Leverage data insights to determine the most opportune times for reaching out to your
major donors. This can enhance the likelihood of your messages being read and acted
upon promptly.

5. Feedback Loops
Encourage donor feedback and engagement to refine your communication strategies
further. Use surveys, feedback forms, or interactive content to understand their
evolving preferences.

6. Real-Time Updates
Implement technology that allows for real-time updates on the impact of donations.
This can instill a sense of immediate involvement and satisfaction in major donors.



7. Systems Integration
Ensure that your donor management system integrates with your communication tools.
This enables seamless data flow, helping you maintain accurate donor profiles and
preferences.

8. Data Privacy and Ethics
Prioritize data privacy and ethical use of donor information. Transparency in how you
gather, store, and use data enhances trust and demonstrates your commitment to
donor privacy.

9. Iterative Improvement
Continuously analyze the outcomes of your data-driven communication strategies.
Adapt and refine your approach based on the results, keeping a finger on the pulse of
changing donor preferences.

The power of data lies not in its mere collection but in its insightful interpretation and
application. By thoughtfully leveraging data, non-profit organizations can create
communication strategies that resonate deeply with major donors, fostering lasting
connections built on understanding and shared values. This data-driven approach empowers
organizations to elevate their donor engagement to new heights while staying true to the
authenticity and trust that underlie every successful donor relationship.

FOR ACTION

To leverage data across and through your organization, we recommend that you:

1. Test Your Intuition
Apply the scientific method! Make a hypothesis, build an experiment, obtain
data, analyze it, and see what you can learn. Acting on donor analytics
opens up new frontiers of exploration and fact-finding with major donors.

2. Make It Compelling
Empower the data-adept on your team to present impactful findings to your
internal team in a compelling way. Share key insights and actionable steps
for all team members to improve their work, no matter their data skillset.

3. Build, Listen & lterate
Create pilot programs designed to achieve your strategic goals, determining
metrics for success at the outset. Do not miss the opportunity to reflect on
outcomes and make continual improvements. And then test again.
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4, CRM:

Non-profit organizations have exhausted many resources and expended tons of effort building
large, complex, enterprise-wide Constituent Relationship Management (CRM) Systems. Once
they are live, new questions bubble to the surface: What to do with this system? What to do
with all this data and all our data sources? How do we make sure we are building out a data
ecosystem instead of data silos?

We have observed that the best non-profit organizations approach their ecosystem by:

1. Positioning the CRM as the Core Nexus
Establish the CRM as the central hub, integrating it with donation platforms, event
management systems, communication tools, and more. This nexus ensures that the
flow of information is continuous and cohesive, as the CRM’s power is magnified when
linked with an array of data systems.

2. Seeking Diverse Data Convergence
Integrate disparate data sources to create a unified view of major donors. From
personalized invites to tailored follow-ups, every touchpoint is synchronized. This
convergence fuels comprehensive insights, enabling a nuanced understanding of donor
behaviors, preferences, and engagement patterns.

3. Optimizing for Hyper-Personalized Engagement
Utilize the amalgamation of data to craft hyper-personalized communications. Engage
donors based on a multi-dimensional understanding of their philanthropic journey,
propelling interactions that resonate deeply.

4. Aspiring for Real-Time Interaction
Harness integrated systems to facilitate real-time interactions. Whether sharing project
milestones or acknowledging contributions, instant engagement cultivates connection.

5. Rigorously Guarding Data
Prioritize ethical data management practices, adhering to privacy norms. Transparent
data handling safeguards donor trust and well-being.

6. Connecting Asking with Thanking
Build internal workflows ensuring that cultivation messages and donor motivations are
available to your stewardship team when it comes time to thank donors. Through
interactive visuals, showcase donor contributions driving tangible change, fostering
emotional resonance and follow-on giving.

7. Empowering Analytical Insights
Infuse data analysis tools into the ecosystem for insightful revelations.This intricate web
can yield a connected set of insights, establish a cadence of personalized interactions,
and render much higher levels of authenticity and resonance. For more powerful
effects, continue to apply, test, and iterate to fine-tune engagement strategies.

8. Layering Continuous Evolution Loops
Build feedback mechanisms into the dynamic ecosystem. With both the tools and the
team approach, ensure that donor insights are being put to use, fostering a cycle of
iterative improvement.
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The dynamic fundraising ecosystem, with the CRM at its core, reshapes the landscape,
propelling interactions that go beyond expectations. It's no longer just about data; it's about
creating an intricate tapestry where data converges, insights flourish, and information is put to
use to personalize connection. This orchestrated approach paves the way for non-profit
organizations to pioneer major donor engagement that is immersive, authentic, and
transformative.

FOR ACTION

1.

To build a data ecosystem across and through your organization, we recommend
that you:

Think Plug & Play

The best technologies do not seek to do everything; rather, they seek to do
one thing exceptionally well while connecting into the larger ecosystem.
Center your CRM as the hub and add the tools you need.

Create Unified Donor Profiles

Merge diverse data sources to form a holistic view of major donors. By
integrating touchpoints and interactions, you enable a nuanced
understanding of donors’ preferences, behavior, and engagement history.

Embrace Continuous Improvement

Adopt an operational culture of continuous refinement. Regularly analyze
data, fine-tune workflows, and optimize resource allocation. This drives
efficiency, ensuring effective donor-centric growth.
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For Action: Taking Practical Steps Forward

The era of rethinking major donor communications is upon us, fueled by the confluence of
technology and evolving donor expectations. Yet, it's important to ground this transformation in
practicality. The path forward is about balance, where technology amplifies authenticity and
data informs, rather than dictates, the conversation. Technology and managing the changes
that come along with adopting it can be disorienting.

Here are the 12 takeaway actions we suggest for any non-profit organization looking to
re-imagine its engagement of major donors:

1. Survey Your Major Gifts & Stewardship Staff
Obtain a deeper understanding of how your organization and team(s) who
engage major donors think technology could help them better communicate
with their prospects/donors.

2. Survey Your Major Gift Donors
Obtain a deeper understanding of your major donors’ preferences and
observations about how technology could help your organization better
engage prospects like them.

3. Develop a Strategic & Tactical Plan
With these insights in mind, build a simple, action-oriented vision document
laying out the challenges and opportunities within your organization to engage
major donors through technology.

4. Align the Collective Mindset
Organizations with a growth mindset enthusiastically lean into the challenge of
the “new” and can mobilize their team in powerful, productive ways to drive
adoption. Embrace the possibilities and keep your end goals in mind.

5. Empower Project Leaders
The appointment of a strong project leader early in the process will help
expedite the work, its launch, and the successful deployment of technology
across your organization.

6. Crawl, Walk, then Run Forward
Start with a relatively narrow use case, then take an incremental approach to
adopting the new technology. One team'’s success can help build the internal
momentum necessary to open the door to broader implementation across
your organization.
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10.

1.

12.

Test Your Intuition

Apply the scientific method! Make a hypothesis, build an experiment, obtain
data, analyze it, and see what you can learn. Acting on donor analytics opens
up new frontiers of exploration and fact-finding with major donors.

Make It Compelling

Empower the data-adept on your team to present impactful findings to your
internal team in a compelling way. Share key insights and actionable steps for
all team members to improve their work, no matter their data skillset.

Build, Listen & Iterate

Create pilot programs designed to achieve your strategic goals, determining
metrics for success at the outset. Do not miss the opportunity to reflect on
outcomes and make continual improvements. And then test again.

Think Plug & Play

The best technologies do not seek to do everything; rather they seek to do
one thing exceptionally well while connecting into the larger ecosystem.
Center your CRM as the hub and add the tools you need.

Create Unified Donor Profiles

Merge diverse data sources to form a holistic view of major donors. By
integrating touchpoints and interactions, you enable a nuanced understanding
of donors’ preferences, behavior, and engagement history.

Embrace Continuous Improvement

Adopt an operational culture of continuous refinement. Regularly analyze data,
fine-tune workflows, and optimize resource allocation. This drives efficiency,
ensuring effective donor-centric growth.
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