
4/7/2017

1

SECRETS TO THINK LIKE A DONOR & 
BOOST REVNUE

APRIL 10, 2017 |  TEFN

Superpowers:  

Fundraising, 

mom of twins 

Weakness: 

Chips & Queso

@rachelmuir

rachel@rachelmuir.com

Free webinars: 
rachelmuir.com

Today’s handouts: rachelmuir.com/resources “go”
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Download at 

RachelMuir.com/

Guides

Facebook.com/RachelMuirFundraising

What Rachel does:

Custom training

Keynotes 

Webinars 

Workshops 

Speaking

All on fundraising…

Learn more at www.rachelmuir.com 
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Secrets to Think Like a Donor 

2

In the Mind of 
the Donor 

How #1 
brands 

would treat 
donors 

Time saving 

discovery 

tools

Storytelling

tips 

How to get 
the visit & 
creative 
ideas for 

group visits

Download slides: rachelmuir.com/handouts 
Password “go” 

What does being a donor feel like?

@rachelmuir Facebook.com/RachelMuirFundraising
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There’s a reason why you can’t buy 

anything without being asked for 

feedback about the experience.”

“

Charlie Hume, Donor Voice 

@rachelmuir

Are you offering an exit poll?  
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“Thanks to you, 

our girls are visiting 

college today.”

What was your best 

experience as a donor?

Reflect on an organization 
you care about.

Select a high and low gift 
amount.

What 3 things would make 
you give at the higher 
amount?

Source: Train Your Board to Raise Money by Andrea Kihlstedt and Andy Robinson

Activity: 
How high 

will you go? 
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16

HOW DONORS REALLY 

THINK

Is this 

you?
Thinking like other people is hard work

Donors don’t give because you’re excellent.  

They give because they are excellent and 
you help them realize their awesome selves.

“

Jeff Brooks, 
How to Turn Your Words into Money  

@rachelmuir Facebook.com/RachelMuirFundraising
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Talk too much about how wonderful things 

are since your organization got involved…  

and you leave out the problems 
your donors can solve.”

“

Jeff Brooks, 
How to Turn Your Words into Money  

The donor is more 
interested in the good 
she can do than in the 
good the organization 
has done.”  

Steven Screen  

“
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The goal isn’t to impress people 
but to let them impress you.

“
Marty Neumeier, 

The Brand Flip: 
Why Customers Now Run Companies  

The fundraiser’s dilemma…

Trying to establish relationships 

with people who may not desire 

a relationship with you?

It’s about them.  NOT you.  

“What is your 

relationship to 

our work?”

“Tell me more.”
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The best way to have a meaningful relationship 

with a donor is to be meaningful to them.

You rocked my world but didn't know it…

Donors want to be the hero of their own story
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“When you 
see…

A homeless person sitting on a 

park bench, or sleeping under a 

bridge, you wonder what you 

should do.  That’s the kind of 

person you are.”

Source: Jeff Brooks, How to Turn Your Words into Money

Telling the donor “you” did this

“You made your gift just one (week, month) 
ago and already you’ve… (insert 
amazing accomplishment here)

The donor is the customer.  They’re buying 
the experience of feeling good. 

Make them feel that, you get rewarded.”  

“
Tom Ahern 

@rachelmuir Facebook.com/RachelMuirFundraising
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Is this 

you?
Remember this 

book?

How it might look as an ask….

Will you do your part to help us 
prevent the often fatal tragedy 
of fly, spider, bird, cat, dog,
goat, cow and horse 
swallowing?

Source:  How to Turn Your Words Into Money, Jeff Brooks 

How it could look….

In the next few days, someone –
perhaps someone you know – will 
have a serious accident and end up 
swallowing a live horse.  You can 
imagine the pain as the horse kicks 
and thrashes on its way down.  She’ll 
die of course…unless you help rush 
the emergency care she needs.  

Source:  How to Turn Your Words Into Money, Jeff Brooks 
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Big doesn’t 
motivate

Solvable does

*Except for large scale natural 

disasters

Donors don’t need training

Remember…!

Source:  How to Turn Your Words Into Money, Jeff Brooks 

 They need a problem 

 It needs to be solvable

 They need to be the ones to 
solve it

Source: Blue Frog

About our mission

What you want to say

Why we think you should support us

What our values are

Why we need your money

How you can support us

Our new approach 

Why we’re different 

We’ve been in the news!  

How great we are 

We’re on 
Facebook/Twitter 
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What donors want to hear 

What you achieved with my $

Why I made the right decision to 
support you 

 That you value me
 That  you think I'm special 

Options for how I can decide 
how I want to hear from you 

 That you know why I 
give and what I care 
about 

 That you remembered 
what I did and said to you

Source: Blue Frog

How we helped solve a problem 

Prioritizing a Portfolio6 Secrets of Great Brands
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They start from the inside out.  

@rachelmuir www.rachelmuir.com

Service is a by-product of culture.    
So is employee turnover.”  

“
Alfred Lin, former Zappos CFO
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Zappos competitive advantage:  Culture.  

Customers will never love a company 
unless its employees love it first.” 

“
Simon Sinuk

@rachelmuir @Network4Good 

Demonstrate integrity, respect & trust
in all that we do 

Remember that no success at 
work is worth failure at home

Create solutions together and be 

true to yourself.  

Continue to grow by continuing to 
learn. 

Above all else, have fun and enjoy 
the experience! 

Nonprofit example: Girlstart core values 
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A hollow set 
of values is 
not worth 
having.  

They solicit feedback.  Often! 

@rachelmuir www.rachelmuir.com

The best time to fix a broken experience, 

or build on a great one, 

is in the moment that it happens.”

“

Charlie Hulme, Donor Voice
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How often to do you invite it? 

Optional comment box

After engagement (event, 
volunteering)  

Simple, short, 
unobtrusive and 
optional

Easy to read, easy to 

do

When should I ask for feedback?

@rachelmuir

“How’d we do?”
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They personalize.

@rachelmuir www.rachelmuir.com

Unexpected personalization wows 

71% of donors feel more engaged when
they receive content that’s personalized.“

Abila Donor Loyalty Study, 2016 
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Epic failure at personalization.

They challenge the status quo   

@rachelmuir #nonprofit911

How creative really happens 
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Bold idea!  A few tweaks… 

A bucket seems extreme…

Shouldn’t we wait until…

Why would anyone do it?

This is off message…

Source: Madeline Stanionis, M+R

Our constituents 

can’t use their hands.  

This seems insensitive…

Share it?  How?  Why? 

Habitat UK’s 

money back 

guarantee

They go for emotion

@rachelmuir #nonprofit911
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We must make donors FEEL in order to give

They think from the customers 
point of view 

@rachelmuir www.rachelmuir.com

Donors give for 

reasons, not oursTHEIR 
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Survey your donors on what they care about

1.  Were you thanked appropriately?    

3.  Did we share the impact of your gift?  

4.  Would you recommend us to family and/or friends as an 

organization worthy of support? 

Sample donor satisfaction questions 

2.  Were you thanked in a timely manner? 

Source:  Sofii.org and Tina Cincotti, FundingChange

7. How might we increase your satisfaction?

8. Is there anything else you want us to know?  

5.  How might we increase your satisfaction?

6.  Are you satisfied with the communication we send?   

For every donor who 
registers a complaint
their retention increases 15 
points. 

Source: Roger Craver, The Agitator 
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Has this ever been you?

Who did you tell about it?

Customer goes 

here 
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What is your #1 challenge?

Time Saving Discovery Tools

Download slides:
rachelmuir.com/handouts 
Password “go” 

@rachelmuir
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73

READ LESS MINDS

ASK MORE 

QUESTIONS

“I am neither clever nor especially 

gifted.  I am only very, very 

curious.”  Albert Einstein

“Legal stalking” with 
donors/prospects

LinkedIn

Google+

Twitter

Pinterest

Charlie 

BombBomb

Bananatag

Want to chat?  Calendly.com/rachelmuir
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@rachelmuir

Charlie app

Charlieapp.com
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crystalknows.

com
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crystalknows.

com

Email tracking: www.bananatag.com
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Getting the Visit 

Download slides: 
rachelmuir.com/handouts 
Password “go” 

@rachelmuir

Commit to a call routine

44% of people give up after 1 try 

92% give up after 4 tries

80% of new sales are made after the 5th contact  



4/7/2017

30

Ask the gatekeeper the best time to call

Vary calling times 

When you get the donor, ask for other #

Try before 9 am, at lunch or after 5pm

Call from different phones

Prep before the call 

When, 
where, and 
plan B

p.s. we are setting an 

appointment, not 

making the case/ask 

on the call.

ADVICE VISIT

• “I want your input on a 

project we’re planning”

• “We want to get your 

take on something” 

• “We are trying to figure 

out a way to do xxx. I’d 

love your input! 

• “I want to give you a 

sneak peek”

THANK YOU/GET TO 

KNOW YOU VISIT

• “Every donor has a 

story and I want to hear 

yours” 

• “I want to personally 

thank you and update 

you on your project”

• “My job is to get to 

know our loyal 

friends.”

What to say to get the meeting  
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Pet project/passion

“Every donor has a 
story” 

Their advice

Network: 
professional 
connections or 
opportunities

“Hooks”

Asking for the visit 

“Mr. Cantu, you’ve been a loyal supporter all 

these years.  My job is to know our patrons…”

“Every donor has a story to tell about how 

they got connected with ______ . 

I want to hear yours.”  

“I want to tell you how your gift is making 

a difference.” 

“I want to seek out your advice.”  

“I’m in your area and want to get better 

acquainted.”

More help getting the visit

Meet donor at event 

Board member introduces you

Another donor introduces you

Call to say thanks

Call to invite them to event

Pre-call letter 
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SMILE the WHOLE time

Thank them for their gift.

Identify your purpose 

“We’re calling our most loyal 
(faithful, generous) donors 
to thank (discover, update, invite) …

#1 tip to stand out – video email 

Watch at http://bit.do/careshare

Best part: seeing who watched it.  

@rachelmuir Facebook.com/RachelMuirFundraising

http://bit.do/careshare
http://bit.do/careshare
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Creative ideas for group visits

Download slides: 
rachelmuir.com/handouts 
Password “go” 

@rachelmuir

Immersive Experiences

Jeffersonian Dinners
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TheGenerosityNetwork.com

Donor Thought Circles 

Recipe for a donor thought circle

2

Intimate 
group in 

controlled 
social setting Light 

meal, 
coffee or 
cocktails

Read 5 

questions; 

take notes

Passing 

allowed. 

Source:  Robbe Healey, Aurora Philanthropic Consulting

Identify 
“dominators” 
Go around 

circle.  
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5 questions for a donor thought circle

1  What connected you to us?  

2 What made you decide to become a donor?  

3 How could we encourage others to give to us?

4
How could we make you feel more special and 
appreciated?

5
What things would make people feel more special 
and appreciated?

Source:  Robbe Healey, Aurora Philanthropic Consulting

You got the visit!  
What do you say?

Download slides: 
rachelmuir.com/handouts 
Password “go” 

@rachelmuir

Most popular topic of conversation?  

People spend 60% 

of conversations 

talking about 

themselves 
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Every visit is a discovery visit! 
Personal Interests/Lifestyle 

Tell me about your life. 

Reasons for Giving 

Why did you first give to our organization? 

What do you hope to achieve with your philanthropy?

How do you like to be invited to make a gift?

What philanthropic gift has given you the greatest joy?  How?  

As you think about making a difference, what appeals most?  

Knowledge of Organization 

What interests you most about organization? Why? What is 

less interesting to you? Why?

As you think about (this issue, the org, this program, the future) 

what are some of your worries?  What are your hopes?

It’s not “just lunch”  

It’s game time.
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The donor 
will feel…
________ I will 

know…
_______

Set goals for the visit…  

The donor 
will know…   
___________

Do you know…

What I am passionate 

about?

My business?

My hobbies?

Significant dates in my 

life?

Other organizations I 

support?

Why I give?

Care about what the

people you care about 

care about.
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We don’t convince donors.  
We help them realize they already care.”“

Marc Koeing, Nonprofit Hub 

Donor discovery 
questions …  

What inspired their first 
gift?  

What are they most 

passionate about?

Why does our cause matter 

to them?

What do they love about 

what they do?  

What was the best gift they 

ever gave and why?

Always have a next step

Invite to meet leadership

Update on project 

Personal testimonial

Visit from you if you are in their area

Virtual tour or update 
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What inspired you to make 

your gift?

Do you have any feedback for us?

Is there any way we can make 

your experience more positive?

Can I bring you 

(show you, invite you…)?

Great discovery questions

Always ask permission to ask questions

This shows respect for the donor, 

the topic and how you are using 

their time.   

“Do you mind,

[name], 

if I ask you 

a question?”

"In order for me to get to 

know you better, [name], 

I’d like to learn about your 

interests.  

Would you mind  telling me 

more about the causes 

important  to you so I can 

understand this better?"

This is not the 

Spanish 

inquisition
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Sample Discovery Questions

Do you have any feedback for us?
Is there any way we can make your 
experience more positive?
How can we get you more 
involved?
May I invite you to _________?
Can I introduce you to _______?

Download at 

RachelMuir.com/

Guides

Be 
curious 
and 
strategic

What is most important to 
them?

Who should they meet in 
the organization?  

What must they 
experience?

Are there particular 
programs or areas that 
interest them?

What project could best 
match their interests?
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Storytelling tips 

Download slides: 
rachelmuir.com/handouts 
Password “go” 

@rachelmuir

Telling stories is the virtual equivalent 

of taking your donors on a field trip.”
“

Carmine Gallo, Talk Like Ted 

@rachelmuir

@rachelmuir Facebook.com/RachelMuirFundraising
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125

SECRETS TO TELLING GREAT  

STORIES

Story Essentials 

Hook 

Payoff 

Build
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Storytelling 
Makeover

Before  

A woman with keratoconus was 
helped by our agency.  

Doctors couldn’t help her but finally 
an ophthalmologist in her community 
was trained by one of our doctors. 

He did a cornea transplant for her.  

She’s always wanted to see better 
and now she can! 

Source: Lori Jacobwith, boring2brilliant.com 

After

Maria is 31 and lives in Mexico City.  She 
has needed a cornea transplant her whole 
life.  

From birth Maria’s vision has been the 
equivalent of what we see when we look in 
a blurry, foggy bathroom mirror. 

Thanks to our generous donors we trained 
doctors in Mexico to do these transplants. 

Maria was our first patient.  Her surgery 
was a huge success.  

Immediately afterwards she saw the faces 
of her 7 and 9 year old boys for the very 
first time.  

Source: Lori Jacobwith, boring2brilliant.com 

Like it or not, great fundraising is bursting with 

emotion.  Using emotion in your fundraising is 

no more unethical than using oxygen to breathe.”

“

Jeff Brooks, Turn Your Words Into Money

@rachelmuir
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People give for emotional reasons.  

Give your cat cat food.

Give your donors 

emotional information. 
Give your donors emotional information.”

“
Jeff Brooks

For sale.  
Baby’s shoes.
Never worn.

www.rachelmuir.com@rachelmuir
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What gives it meaning?   

Vulnerability.  

Relatable pain or suffering 

Unfairly treated

A sense of mystery 

Funny

What makes a character relatable?

Has to make tough moral choice 

Is proactive/good at what they do

Puppies, kittens & cute kids 

Source: Mark Rovner, Sea Change Strategies 
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Story Spine 

Sources: Matthew Luhn

Learn more in “Pixar’s 22 rules of storytelling”  

Once upon a time there was a… 

And every day… 

Until one day… 

And because of that… 

And because of that… 

And because of that… 

And since that day…

And the morale of the story is…

I've learned that people will forget what you said, 

people will forget what you did, but people 

will never forget how you made them feel.

“
Maya Angelou

Download today’s guide at 
rachelmuir.com/guides

@rachelmuir

Questions?
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THANK 

YOU!!!

Thank you!

Thank you!

rachel@rachelmuir.com 

Follow me

@rachelmuir

Rachelmuir.com/handouts 

Password “go”

Contact me

Want to talk about a training?  Calendly.com/rachelmuir

Facebook.com/RachelMuirFundraising


