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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



Improving retention rates by 10% can improve LTV by:

• 50%

• 100%

• 150 - 200%

And Retention Matters…



So……...

What drives loyalty and retention? 

Any lessons from the corporate world?



Why Do Customers Defect?

Reason %

Death 1%

Relocation 3%

Won by Competitor 5%

Lower Price Elsewhere 9%

Unsatisfactory 
Complaint Handling

14%

Lack of Interest from 
Supplier

68%



50 Ways To Lose Your Lover?



50 Ways To Lose Your Lover?

• Ignore them

• Lie to them

• Fail to return calls or answer letters

• Fail to deliver on promises

• Be uncivil

• Increase prices

• Don’t turn up on time

• Etc.



Customer Satisfaction

%

Rating



Service Recovery

% Who will 
buy again



So what’s likely to drive donor loyalty?



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



Donor Satisfaction

Rating

%



1) Each element of the service, and

2) Overall, how satisfied are you …

Measurement



And introducing commitment …



Drivers of Commitment

• Risk

• Shared beliefs 

• Personal link

• Learning

• Multiple engagements

• Satisfaction

• TRUST



• X is my favourite charity

• I am very committed to X

• The work of X is very important to me

Measuring Commitment





So SCT …

• Offers holistic measures

• Focuses on how relationships are experienced

• Capable of benchmarking

• And arguably – the RIGHT thing to do



But…

• SCT performs well in predicting future loyalty 

intentions 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





How About Something Led From Philanthropy…?

Identity

Well-being

Love



So Many Identities

Personal 
Identity

Moral Identity

Relational Identity

Organizational 

Identity

Social (Category) 

Identity

Societal Identity



A Canadian Animal Charity

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?



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?



Talk to their sense of 

who they are



A US Conservative Thinktank

Control

Condition 1

Self 

Adjectives



A US Conservative Thinktank

Control

Condition 2

Supporter 

Adjectives



13.83%

19.67%

5.84%



13.83%

19.67%

5.84%

What 

changed? 

Just four 

words!



So…

• Identity

• Wellbeing

• Love



THE NEED TO FEEL 
AUTONOMOUS

THE NEED TO FEEL 
COMPETENT

THE NEED TO FEEL 
CONNECTED TO OTHERS

Three Fundamental Human Needs













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

37
© Tom Ahern 2013

CORPORATE communications

DONOR communications

© Tom Ahern 2013



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

© Tom Ahern 2013

How great the DONOR is = $49,600 in gifts



So…

• Well-being

• Identity

• Love



So

• Identity

• Wellbeing

• 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

What is Love?





YOU Can Bring Joy to 

Hearts





Who is the love between?

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



The RSPCAs? Lapsed Donor Reactivation

Thanks to Shoni Field
Chief Development Officer, BC SPCA

Participant of our Certificate in Philanthropic Psychology

Headline



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 waiting for.

Appeal Email

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 waiting for.



After Phil PsychBefore Phil Psych



How Should Love Feel?



Newsletter

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

Thanks to Beth Beall

Executive Director

VidaJoven DeMexico

Participant of our Certificate in 

Fundraising Copywriting



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.
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.
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.



“If you’ve time to read 

nothing else, please 

know this:”

Source: Vida Joven



How Can Love Be Grown?



Choose the right love



And Nurture It



Give Love A Voice



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

New supporters 

24% increase in average gift

Sinead Thomas

Fundraising Campaigns Manager

CHAS

Children’s Hospices Across Scotland



A Card That THEY write… 



Love Can Double 

Giving!!!!

Who knew …?



Identity, 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



NEW RESEARCH ON

The LOVE Language of 
Fundraising

The least understood concept

Starting from 2023
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