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About Your Presenters
Chris Briggs
Major Gift Officer, Clare Housing

Cary Walski
Founder, Copilot: Web Development 
& Ongoing Support for Nonprofits

Presenter Notes
Presentation Notes
Introduce selfThank Chris and Clare Housing for being brave and letting us analyze their online presenceToday we’re going to be doing a deep-dive analysis of one nonprofit’s online donor experience – Clare Housing! Me = digital marketing side of things, Chris = stewardship



Please be active in the chat 
throughout!



What do you hope to get out of 
today’s session?

Presenter Notes
Presentation Notes
What are you hoping to learn from today’s conversation?



What is the online donor experience?

Presenter Notes
Presentation Notes
The overall journey of a donor from point of inspiration to the path they take online to find you, make their donation, and everything that happens after.



Why does it matter?

Presenter Notes
Presentation Notes
Why does it matter? It has something to do with this number …



40%

Presenter Notes
Presentation Notes
CaryBenchmark: Donor Retention Rate. At least 40% of your donors should be donating again, year over year. (Average just over this according to the 2022 Fundraising Effectiveness Project which is conducted by the AFP)Who’s already tracking and using your retention rate as a metric? Sound off in the comments.



Assessment Process & Improvement 
Tips to Create an AMAZING ODE

Step-by-Step Case Study: Clare Housing
1. Online entrance points
2. Website and/or donation page
3. Success message
4. Receipt
5. Stewardship & post-donation relationship

Presenter Notes
Presentation Notes
Cary



Five Factors of the AMAZING ODE

• Security
• Accessibility & Ease-of-Use
• Branding
• Messaging
• Stewardship/Relationship Building

Presenter Notes
Presentation Notes
Cary



Warning: “Yikes” 
Moment

Presenter Notes
Presentation Notes
You can NOT do everything.In fact, doing more of everything is NOT a strategy.Identify. Prioritize. Make change a habit.Start doing an online donor audit every quarter.



Bonus: Schedule a FREE 
walk-through with me.



Step 1: The Entrance Points

• Document your online entrance points
• Assess them from the donor perspective (mobile too!)

–Search engine result pages (SERPs)
–Social media accounts
–Enewsletter
–Email signature, etc. 

• Is it easy figure out how to donate? Would I want to?



Presenter Notes
Presentation Notes
What do you notice?Search not just your name, but ALSO mission related phrases and “near me”. See if you come up, and where you come up!Google is still supreme. The first online impression you’re giving a lot of new folks is your Google for Business listing. Who has access to your Google for Business listing?Get access – you will have better control of your brand and messaging. You can also begin to encourage people to give you reviews. If someone I searching on your issue area and near me, you want to show up on top of the “map pack” and reviews are a crucial way to do that!
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Presentation Notes
What do you notice?Check all your online presences and look at it from a donor’s perspective. Can they easily find their way to the donation page?Holiday campaign continuity



Step 2: The Website

• Security
• Accessibility & Ease-of-Use
• Branding
• Messaging

Presenter Notes
Presentation Notes
Cary



Presenter Notes
Presentation Notes
What do you notice?Security – FREE SSL through LetsEncrypt, CloudFlare, or your web hostAccessibility & Ease-of-UseBrandingMessaging



Step 3: The Donation Page

• Brief Detour: Offsite versus onsite or 
embedded donation pages



Presenter Notes
Presentation Notes
What do you notice?Be warry of third parties like this, because your potential donors are wary as well!This summer there were a number of people on the local Nonprofit Tech Talk listserv who reported donors calling them about fake donation pages that had been set up by scammers using the nonprofit’s identity!Branding = a sense of security
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Presentation Notes
SecurityAccessibility & Ease-of-UseBrandingMessaging



Step 3: The Onsite Donation Page

• Onsite Experience 
– Security
– Accessibility & Ease-of-Use
– Branding
– Messaging

Presenter Notes
Presentation Notes
Cary



Presenter Notes
Presentation Notes
What do you notice?Link to the page  /donate or set up a 301 redirectRemove distractions = campaign templateHoliday campaign continuityMake it so the form can be seen immediately on desktop or laptop





Presenter Notes
Presentation Notes
Contextualized different donation levelsGet rid of donor-advised fund or move?Tighten up the page – fields next to each other instead of stackedOffer the opportunity to do a recurring donation



Presenter Notes
Presentation Notes
Choosy about what you’re asking forPayment options – Add ApplePay, PayPal, Google Pay if possibleAsk “What inspired your gift today?” not just “comments” or honor/memoriumReveal fields based on if/thenSomeone identifiable to ask for help



Step 4: The Success Message

• Is it visible?
• Is it robo-talk?
• Opportunity for analytics



Presenter Notes
Presentation Notes
Is it visible?Is it robo-talk?Opportunity for analytics



Step 5: Automated Receipt

• Security
• Personalized
• Branded
• Campaign continuity



Presenter Notes
Presentation Notes
Clearly from Clare HousingPersonalize the subject line further! “Thank you, Cary!” or “Cary, here’s what your donation will do.”



Presenter Notes
Presentation Notes
The most important tip for this step is completely invisible! Authenticating your domain with your donation software using your DNS. True for your donation platform, and for your ESP as well.Branded!Holiday campaign follow-through



Presenter Notes
Presentation Notes
Does it have all the tax receipt elements? Amount, EIN numberIs it warm and human?Tangible results – have you included example photos of what a donation can do?Heart-felt story“Wow!” Factor – Exclusive Content/Digital Treats



Step 6: Stewardship

Presenter Notes
Presentation Notes
AKA what happens after the donation receipt!What is stewardship and what is a stewardship plan?Did you plan anything special in terms of stewardship for this year’s holiday campaign?Does what happens next vary based on the gift amount? What's a stewardship plan? (If Chris does not explain.)Do you engage your board at all in the Stewardship process?Do you do anything special for first-time donors? Any digital treats?Is there any research you do to see if any new donors have special giving potential? What triggers that? What do you do with that information?



Q & A

Presenter Notes
Presentation Notes
Cary



A gift for you!
Get a free one-hour 
virtual ODE audit!

gocopilot.org/contact



What are you going 
to do next?

Presenter Notes
Presentation Notes
What did you get out of today’s session? What are you going to try?
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