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Webinar Objectives

» Explain why loyalty/retention Is an issue

* Adapt learning from the commercial sector to build donor loyalty
and retention

» Use Ideas from the domain of philanthropic psychology to build
communications today that will boost loyalty tomorrow
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And Retention Matters...

Improving retention rates by 10% can improve LTV by:
* 50%

* 100%
* 150 - 200%
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What drives loyalty and retention?

Any lessons from the corporate world?
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Why Do Customers Defect?

Reason %

Death 1%
Relocation 3%
Won by Competitor 5%
Lower Price Elsewhere 9%
Unsatisfactory 14%
Complaint Handling

Lack of Interest from 68%
Supplier
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50 Ways To Lose Your Lover?



50 Ways To Lose Your Lover?

* Ignore them

* Lie to them

 Falil to return calls or answer letters
 Fail to deliver on promises

* Be uncivi
* |[ncrease prices

« Don’t turn up on time
* Etc.
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Customer Satisfaction
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Service Recovery
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% Who will
buy again

O Major
[ Minor

No Complaint Complaint Not Complaint Immediately
Resolved Resolved Resolved
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So what’s likely to drive donor loyalty?
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Reasons For Quitting

* No longer able to afford support

 No memory of ever supporting!

« Still supporting by other means

* Feeling that other causes are more deserving

« X no longer needs my support

« Death/relocation

* Not reminded to give again

« X did not inform me how my monies were used
« X’'s communications were inappropriate

X asked for inappropriate sums

Institute for Sustainable ;-\\ COLORADO"
GIVES 565



Donor Satisfaction

%
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Measurement

1) Each element of the service, and

2) Overall, how satisfied are you ...
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And introducing commitment ...
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Drivers of Commitment

 Risk

 Shared beliefs
 Personal link

* Learning

« Multiple engagements
e Satisfaction

« TRUST
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Measuring Commitment

« X Is my favourite charity
* | am very committed to X
* The work of X Is very important to me
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kL VIAYDE, DULTQ IKE SOITeE more imiormduon
before deciding

3 Not within six months, but maybe
a little later or next year

3 Not right now,

thanks
4) On a scale of 0-10, please indicate how much you
agree with each statement.
> (0 ="strongly disagree’, 10 ="strongly agree”)
......................... | am a committed CCMF donor PROFYLE patient Marlow, age 8.
Rhabdomyosarcoma.

......................... | feel a sense of loyalty to CCMF

......................... CCMF is my favourite charitable
organization
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So SCT ...

« Offers holistic measures
* Focuses on how relationships are experienced
« Capable of benchmarking

* And arguably — the RIGHT thing to do
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But...

« SCT performs well in predicting future loyalty
iIntentions BUT LESS WELL in predicting ACTUAL
future behaviour

Undiagnostic

Danger of assuming one size fits all

Led from the commercial sector NOT the domain of
philanthropy
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How About Something Led From Philanthropy...?

ldentity

iy
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So Many ldentities

1\ Institute for Sustainable

Societal Identity

Social (Category)
|dentity

Organizational
ldentit

Relational Identity

Personal
Identity
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What are the top 5
words that come to
mind when you
describe yourself?
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A Canadian Animal Charity

What are the top 5
words that come to mind
when you describe
yourself as a supporter?
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A US Conservative Thinktank

What are the top 5
words that come to
mind when you
describe yourself?

What are the top 5
words that come to mind
when you describe
yourself as a supporter?
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Talk to thelr sense of
who they are
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A US Conservative Thinktank

1) | have reviewed my 2017 MEMBERSHIP CARD.

ContrOI 2] l am renewing my membership in today. I'm enclosing my
tax-deductible contrioution in the amount checked below.
Fay, thank you for sendina my 2019 MEMBERSHIP CARD. I'm faithfully on board! It is
. absolutely vital for to help President Trump counter the endless assault from the
Condition 1 radical Left, the biased media, and the Washington Establishment. | [am passionate about]
supporting 's role in helping President Trump drain the swamp and end the
Self Washington cronyism and comuptions that have been destroying [my community and] the
Adjectives America | know and love.

Institute for Sustainable

Philanthropy

1] Yes, Kay! Use my donation to take and our country from victory to victory. |
frust
2) Yes Kay, not only wil | give my membership support, you also have my

unwavering faith in American values, my undefeatable determination to underpin
Amerncan policies with the highest gquality research, and my compassion for my hard

working community to get what they deserve.
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A US Conservative Thinktank

1) | hawve reviewed my 2017 MEMBERSHIP CARD.

2) l am renewing my membership ir n today. I'm enclosing my
ContrOI tax-deductible contrioution in the amount checked below.
kay, thank you for sending my 21 ZE MEMBERSHIP CARD. I'm proudly on board! It is
Conditi 2 absolutely vita ge to help President Tump counter the endless assault from the
ondition radical Left, the biased media, and the Washington Establishment. | [am passionate about]
SUppor ge's role in helping President Trump drain the swamp and end the
Supporter Washington cronyism and comuptions that have been destroying [my community and] the
Adjectives Armerica | know and love.

Institute for Sustainable

Philanthropy

And four booster statements:

1] Yes, Kayl Use my donation to t ge and our country from victory to victorny.

I'm proud ~f Hertrge
2] Yes, Kay, not only will | give yvou my membership support, you alkbo have my
vnwavering hope for American values, my undefeatable determination to underpin

Amencan policies with the highest guality research, and my pride for my paotriotic

community to get what they deserve.
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Significantly* more people responded in the experimental
conditions compared to the control condition

e 7.18% 19.67%
.20

6.83% 5.84%

mbership 2019
oo
-

13.83%

& to me
2§ 3

onse
Lhoot

:

é .

Exparirme ptal condition 1 Experimental condition 2 Control conditan
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What
changed?
Just four .

words!



So...

* Wellbeing

AC
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Three Fundamental Human Needs

N

THE NEED TO FEEL THE NEED TO FEEL THE NEED TO FEEL
AUTONOMOUS COMPETENT CONNECTED TO OTHERS
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At Gillette, Medical Pioneers
Set the Standards for Spine Care
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Zawadi Says, “Thank You!”

You Helped a Tanzanian Girl Stand Tall on Her Own Two Feet
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§ At Gillette, Medical Pioneers
Set the Standards for Spine Care
RPORATE communications

How great the ORGANIZATION is = $4,470 in gifts

Zawadi Says, “Thank You!”

You Helped a Tanzanian Girl Stand Tall on Her Own Two Feet

S myp— ol Jawael M i t . I1»
DONOR communications

© Tom Ahern 2013
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| At Gillette, Medical Pioneers
Set the Standards for Spinc Care
Gatmsmcnns s kel e
How great the ORGANIZATION is = $4,470 in gifts

Zawadi Says, “Thank You!”

You Helped a Tanzanian Girl Stand Tall on Her Own Two Feet
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So...

* |dentity

e Love
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So

e Love
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What i1s Love?

* A profoundly tender, passionate affection for another
person

* A feeling of warm personal attachment or deep
affection; as for a parent, child, or friend

Institute for Sustainable ’R COLORADO"
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Our Dogs v Support us v About us v Shop News & events v Helpful information v Contact Donate l>

Let your love of dogs live on

A small gift will make a huge difference tous as a
regional charity. Please be part of our future by
remembering us in your will today. Many people
choose to make a gift to Birmingham Dogs Home in
their wills after remembering their loved ones. It
costs us over £2 million each year to run both of our
centres. We do not receive any government funding
and are entirely reliant upon the general public in
our local communities.

\ A

We work as effectively as possible so that the gifts

we receive are put to the best use to help as many

dogs as we can.

L

COLORADO"
GIVES 565




YOU Can Bring Joy to
Hearts

Your loving support makes it possible for students to encounter the light
of Jesus Christ through the FOCUS missionaries they meet on campus.

Tom Bruner spent more time working at a bar than at his Catholic
campus center. He describes the darkness he experienced searching for

truth in the wrong places.

It was a FOCUS missionary who pursued him in friendship and introduced
him to the truth of Jesus Christ. After experiencing a personal conversion,
Tom became a missionary with FOCUS. He's currently in his 15th year on
staff, serving students in their formative experiences through mission
trips and events.

Your gift of $50, $75 or $100 can empower missionaries to reach more
college students like Tom. Will you consider making a special gift
this Advent?
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Wishing you an egg-tastic Easter
weekend!

Hi emma,

The Easter Weekend is fast approaching! What will you be getting up to?
Lots of chocolate, hot cross buns and time with the people you love | hope?
And | know some of you will be tucking into a delicious roast lamb or hearty
portion of fish and chips as part of your Easter traditions!

Dogstar
Foundation

emma, Burleigh has some pup-tastic
news for you...

Hi emma,
Every day, your love touches the lives of countless innocent animals like

me. But tomorrow, you have an incredible chance to spread that love
even further!

Donate now

emma, | am so thankful to know love
like yours.

Hi emma,

Today is Five Pound Friday - the day when this incredible community, this
family, comes together to do something good with just a fiver.

And this week, the dogs and cats have never needed you more.

| know you have your own struggles and | never want to overburden you with
ours, but as you will have seen in the news Sri Lanka is in crisis.

emma, to me, you are purrrfect.

Hi emma,

The fire is blazing. The cauldron is bubbling. Team Blue are ready to
deliver your fang-tastic meals to the animals. Will you make them howl
(and purr!) with delight this Halloween?

L
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Who iIs the love between?

Institute for Sustainable

The aching for animals' suffering

The deep admiration and gratitude for
the team rescuing animals

The gratitude for animals who always
give us more than we could ever love
them

The people who love, animals, together

Ce
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Headline

Can Yo believe 11¢ been 12 months?

Thank geodness for ocur pets: providing
essential comfort sinece fVrever!

Thanks to Shoni Field

Institute for Sustainable Chief Development Officer, BC SPCA 7\\ COLORADO"
Participant of our Certificate in Philanthropic Psychology GIVES 565



Appeal Emall

A sick child in Yemen needs
you

You can make a lifesaving
difference right now for Walid
and his family. Be the hope they
have been waliting for.

Institute for Sustainable

Send your love to a sick child
In Yemen

You can make a lifesaving
difference right now for Walid
and his family. Be the hope
they have been waliting for.

’f-\\ COLORADO"
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Before Phil Psych After Phil Psych

Dear <Salurarions, Dt‘&l' <Sﬂlll(3(l‘0ﬂ>.

With the holidays [ast approaching, your Volunteers of America <Arcas has ' : N : : . .
been working overtime to help struggling familics through the many crises caused IU's hard 10 believe the hnlldnys are just around the corner. A time of year lor so many

by COVID-19, filled with joy and blessings. You've been one of our blessings, and we're so thankful,

Institute for Sustainable ;\\ COLORADO"
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How Should Love Feel?
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Newsletter

Love doesn’t have to be only warm, fluffy and joyful

V4 FI'I(T'L)"I(" g )‘I'I(T'LFI'I('

MAY 2021

~ A Letter from Home ¢fy

Espemal y for You—Because You Care About OVEN
Abandoned Children and Teens DE MEXICO

Here's
another child
you're
feeding and
sending to
school. Yaline
is eleven
years old.
She's
showing you

- ¥ No more hunger
certifica 1
. for this cutie pie,

she recently
school! a thank 2 t O

earned at her
Going to School isn’t the Same
as Learning in School
Because of YOU, this girl is able to learn LOTS

Yaline (yaw-lee-NAY) loves school. ‘When traumatic memories surface

the course of a school day,
And because of you, Yaline’s not on]y in
GOING to school, She's also LEARNIN Yaline is surrounded by loving and |
professionally trained staff at the
in school.
orphanage. This is yet another gift YOU
All over the world, kit to school give her.
e . Life has tried to pulverize these kids.
nditions like these make learning. g\ 'v(,('RE hugging, healing, feeding,
i 15 stirvival toodé: and educating them. Thank you for
being so compassionate.
You’re why there’s a different story " 2 ~
BS. Just $2 is all it takes to feed a child
unfolding in Yaline's life: like Yaline for one day at Vida Joven.
YOUR loving heart and financial  Please donate today to help her keep
support guarantee that Yaline learning in school! www.VJKids.org
goes to school with healthy food
fueling her brain and muscles.

“1 thought it was normal to be hungry. Then You ames “\‘0 “‘Y lifet”

Look inside to see the difference

N’ you’ve made for Maria [» \
TR AN A

LN WA SN WA
My, how they grow! “

Thanks to you, these siblings have been safe and loved
for the past eight years

rrlmvrm

A hungry,
malnourished child?
Not on your watch

“You pray for the hungry. Then you feed
- J them. That's how prayer works.”
)

-5 ~ Pope Francis
- 3
Ymmn&emﬂdwmm‘:
just seven years old. Here's why... You're why Marta is happy, healthy, and
Like every Vida Joven child, Maria strong. Thanks to you, she has plenty of
came to the orphanage with her body tasty food to eat at the orphanage.
out of whack. These children carry in
their bodies the damaging effects of
trauma, malpourishment, hunger, Thanks to you, Maria now gets
plenty of nutritious, delicious food each
Without intervention, hunger and and every day.
malnourishment would've stunted When she first came to the
Maria's growth. Left her acutely Maria—like all the kids—
vulnerable w disease. Numbed her didn'e trust there'd be any meal beyond
intellect. *this ane.” She gobbled. Hoarded. i
But then came YOU... Anxiously asked for more. More. More.
But with time, Maria is learning to
truse. To trust there'll be food
tomorrow, just as there's food today.
Svnhmhnp:euymudh-y
thing And anlymvou !
make passible for v Yordmhenk Yo Mayras eightyears old and infourth | YOuMarsthe v
mmw»uw grade. e oo
Maria. N beauty and imp you'll ever
;::.?':hm giel's v:‘r::!‘:i !:::j:\":cr as ‘ am.;& Everything ﬁh:‘ymllﬂ“ m ‘
i a ripe mango and as comforting as . “h‘"‘::ﬁ kinow becatse paeps
. Maria’s brain Is firing on all cylinders, chicken soup. mmmmm“u %
thanks to the nourishing food you provide. m-h bd-s X 2
1 Yougive herthefood and scucationshe kebelagso ) @X@ inspiration our world needs. W
AWW(mb‘ ~

OIASRL W A DFDNTL W

Thanks to Beth Beall
Executive Director

f(g% A Inst1tute for Sustamable
Philanthropy

VidaJoven DeMexico —
Participant of our Certificate in
Fundraising Copywriting
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Thanks to you, Maria now gets plenty

of nutritious, delicious food each and

every day.

When she first came to the

orphanage, Maria — like all the kids —

didn’t trust there’d be any meal

beyond “this one.” She gobbled.

Hoarded. Anxiously asked for more.

MOre. More. )“'l(f‘l)‘l’l(‘ >“l'l(f'4¥‘\'l(‘
But with time, Maria is learning to
trust. To trust there’ll be food
tomorrow, just as there’s food today.
Such trust is a pretty extraordinary
thing. And that’s precisely what YOU
make possible for Maria. S RTEVES AR
The world used to be hard-edged and

cruel for Maria. Now, thanks to you,

this little girl’s world is as sweet as a

ripe mango and as comforting as a

chicken soup.

L
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“If you’ve time to read
nothing else, please
know this:”

THIS is how your love feels to the kids
(thank you jor being gou)

Institute for Sustainable Source: Vida Joven

%[ [P Philanthropy
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How Can Love Be Grown?

Institute for Sustainable COLORADO"
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Choose the right love

4C J

?Oq Your generosity
is helping

malnourished

YOU'VE GIVEN children in Africa

RABIOU YOUR HEART

Rabiou’s” mother will
forever be thankful for
your help to save her
little boy.

You don't have to be holding a
spoonful of food to say that you
helped to feed a hungry child. Rabiou
nearly died. Your donations helped
save his life.

Rabiou arrived at the health centre
with horrible diarrhoea and severe
malnutrition overwhelming his system.
You would have guessed by looking at
him that he was less than year old.

Two years old and dangerously
underweight for his age, Rabiou’s body
was shutting down.

Photo Laft Fotima 15 50 happy that, thenks
to you, her son Rablou hes been cured of his
diarrhoas and malnutriton, and he can now
run around and ploy I any bxde boy his oge.
Crodic Taltha BrouerfSave the Children

Institute for Sustainable

' ||{W Philanthropy

His immune system was lacking the fuel it needed
to fight off an aggressive fever, dehydration and
digestive issues caused by being continuously
undernourished.

It got so bad that Rabiou was vomiting every time
his mother Fatima gave him milk. She was terrified
that she was going to lose her baby son.

“l didn’t know if he would live to the
next day because he was very sick
and weak.”

Your donations provided the antibiotics and a highly
nourishing peanut paste called Plumpy’Nut to treat
Rabiou — an essential combination that brought him
back to life. That treatment, provided by Save the
Children and funded by you, were absolutely vital to
Rabiou's recovery

Fatima is so grateful to you

“First, they weighed him, and gave me blankets.a
potty. a mosquito net, milk, drugs. soap and a cup.”
Fatima stayed by Rabiou’s side all through his
treatment and watched over him day and night
He began to gain strength and energy. The sparkle
returned to his eyes, and by the end of a week, he
was healthy enough to go home.

“They gave us blankets, jerrycans for water, cups,
soap and a letter to take to our local health centre
so they will give me milk for Rabiou.”

“After only two or three days,
it was already possible to see
an improvement.”

Your support didn't just help to save young Rabiou's
life, but continues to prevent him from becoming
malnourished again. At the malnutrition centre, Fatima
was given advice for feeding Rabiou at home so that she
can keep him strong and healthy

Now Rabiou is back to what a two-year-old should
be — happy, playful and full of life.

Fatima says,"He likes playing all sorts of games.

He plays with other children. He plays with toy horses
made with straw. He also likes running and playing
with toy motorbikes.”

Malnourished children like Rabiou are alive and
thriving thanks to you.

You don't have to be an aid worker in Africa, cradling
Rabiou in your arms, telling his desperate mother
that he's not going to die, to say you've made a
difference.Your support means our frontline teams
can deliver the supplies and expertise needed to save
the lives of children like Rabiou in their hour of need.

“We are so happy.We went crying and
we came back happy.We thank Save

You can see for yourself just how much
Rabiou has improved in this video!

P heps:/ibic iy 2N8ge YX

-
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And Nurture It

A Poem from a Nowhere Bear

In the place I am hidden,
Through a crack in the wall,
Shines a sliver of moonlight,
...I am here, after all.

On the edge of the earth,
I can no longer see,
But I hold onto the hope,

looking f You, who feels the pain of the animals you love
...you are looking for me.

so deeply as if it were our own, carry a great

In the place I exist load... It is the animal protectors burden.

I tell myself to die, o _ . .

But my heart keeps on beating, But 1t 1s a weight you carry without complaint.

...and I ask myself why? May this little keepsake remind you that you are
, the light shining and searching for nowhere bears

Perhaps 1ts because, hidden in the darkest corners of this world.

There will come a day,

When your love shines upon me,

...the day you find me and take me away. Stay steonp and keepwell

for your burden is a nowhere bear’s one hope.

But for now I am alone,

LOSt under the same moorn, Gf&“'@@ul GW VLLD jN are' ow at’\d almj& e
Wishing... hoping... waiting for you.

vvvy

Mowr Animals Asia (:am;[j

L
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Give Love A Voice
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A Card That THEY write...

Warm supporters
14% increase in av. gift
27% increase in conversion rate
30% increase in intent to leave gift in
Will

. B
(}‘&
-M/jj o , :
‘3 20
v vsx 2 o g‘z %

New supporters

Reep the joy allve _ _ _
24% increase in average gift
.\“«,‘/‘
Qx&o\ \'\0‘\"* N .
B, }'/9/ . Al Send your message
of love and strength
to CHAS families
Sinead Thomas
Fundraising Campaigns Manager o a
CHAS 0= /-
Children’s Hospices Across Scotland Yz'eep the joy livs

WA123
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A Card That THEY write...

./[/ag The fmol.

memavics  amd  love

K P YW 50‘1@1{)

SAin My Your To €ue
A CRAS Yo aft 18 ‘&
\Lf\Yg

- Mok o
{O__A Institute for Sustainable \&) ek 63 AL ‘O““S

(%\\\{(&PV\ "

b"ﬂv\" CRAS ":c\m;())

Whate oes vgu& Little
dne sufhrs from will
b( 9 Nﬂuj LCL)"*( ‘:j

’-LQ.LQJ:II"J C e o}' Fhe
Adochts ) nwrses end

Jm},}.grq» W ol e¥s — b]—
Fwis 30w H\‘!—J be Swe |

hﬂn Pkov.JL% are woLth
ysw Fhis Chpst¥mas
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Love Can Double
Giving!!!!

Who knew ...?

Instit}lte for Sustainable COLORADO"
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ldentity, Well-being and Love

Can be used for benchmarking — just like SCT
But is DIAGNOSTIC, TAILORED

AND

Some of the same ideas that can build giving in the here
and now can also build longer term retention

So its immediately ACTIONABLE

Institute for Sustainable ;-\\ COLORADO"
GIVES 565



NEW RESEARCH ON

The LOVE Language of
Fundraising

The least understood concept

Starting from 2023

:j;_g’ﬁg Institute for ‘Sustginable a COLORADO"
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