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Dear Monthly Donor Fundraiser, 

This Monthly Donor Retention Play Book contains the typical approach for Prevention and Reactivation of Lapsed Monthly Donors. 

This is not a one-size fits-all, because every system and organization is different. You may or may not use all of these, or you may use them at different times. You may need to add additional efforts, or you may use different tools, depending upon how your monthly donors first joined the program and what you have available. 
Feel free to create your own versions of these tools and adjust them to your organization and always keep the donor in mind. It’s crucial to pull out all the stops and really focus on preventing monthly donors from lapsing as soon as you discover that their card expired or declined. This Play Book may help you make that happen. 

I welcome your comments and suggestions as you develop your best approaches. Just send me an email at erica@adirectsolution.com or by calling (508) 428 4753. 
Thank you for all you do, 
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Sincerely, 

Erica Waasdorp

President, A Direct Solution
Approach for Hard Cancels: Monthly donors who call in to cancel their monthly gifts.  

Here are my recommendations: 

A donor who calls you, cares. So, thank the donor for their wonderful ongoing monthly support. Then find out why they’re canceling. If it’s for financial reasons, ask them if they’d be interested in a payment pause or a lower monthly amount. If they are, wonderful, record that change in the database and thank them. 
If they are not willing to continue at all, put a stop in the monthly donor’s record and record the reason for canceling. Ask them if they’d like to continue to hear from you or if they’d like to be put on a limited communication schedule. 

This is important for possible lapsed donor reactivation campaigns down the road. 

If a donor writes in to cancel, I recommend you call the donor to confirm this and have the conversation above. If a donor sends an email to cancel, I recommend a call first and then an email asking them if they’d like to continue to hear from you or would like to be put on a limited communication schedule. 

Approach for Soft Cancels: Monthly donors whose card expired or declined.  
Here are my recommendations: 

1. Assign one person in charge of this process who can delegate parts but oversees process. 

2. Once a month, ideally on the 1st of the month or close to that day, you’ll look at the file to see whose credit card is about to expire or who did not go through  

3. Send letter in the mail to anybody with postal address (sample letter follows). 

4. Send email to anybody with email address (sample follows) 

5. Call anybody with phone number as soon as possible and leave a message if not available. 
There will be overlaps between the above.  You may expect about 5% of your monthly donors’ cards to expire/decline but it’s my experience that you’re most successful in preventing them from dropping out if you do all the above as soon as possible. 
Some people will respond to the call, others will respond to the letter and some will respond to the email so do everything in your power. 
This document contains the following: 

1. Email to send to lapsed monthly donors asking to click through on reactivation page 
2. Email to send to lapsed monthly donors if click through s not possible, asking monthly donor to call your office

3. Telephone script to leave a message with donors whose card expired or declined 
4. Telephone script to have a live conversation with a monthly donor 
5. Letter to send out to Monthly Donors whose card expired or declined 

1. Email for reactivation with direct link to reactivation page
No fancy header needed to make it look as close as possible as a personal message. Note, it needs to be clear that anybody who clicks on this link is a renewal and does not get entered as a new monthly donor but just a renewal. How you handle this internally is less relevant for the donor, this link is here to make the donor’s life easier. 
Greetings first name, 
I hope that you are well! Thank you so much for your wonderful ongoing monthly support. You truly help [short mission focus]. 

I was getting ready to send you some updates on [short mission focus or an issue]. But as I was looking at your information, I noticed that your monthly gift of $xx hasn’t come in a while. Perhaps your card expired, or you received a new card? 

So that your monthly gifts can support [children/people/animals], would you please go here and provide us with your updated information? 

Update your monthly donation (link through to special reactivation page) 
You’ll be able to use your credit card or debit card. You’ll receive an over view of your donations in January for tax purposes and other updates if you prefer.  It’s safe, secure and convenient and we’ll know that the funds will be there to help [short mission focus]
Thank you again for helping us save valuable resources by rejoining the [monthly donor program name] right here.
Your name 

Your title
Your organization
P.S.: If you’d rather call us with your updated information, just call me at (xxx) xxx-xxxx between 9:00 a.m. and 5:00 p.m. Eastern Time, Monday through Friday, and I’ll take care of it right away.  Thank you for your continued support a member of the [monthly donor program name]. 

2. Email for reactivation asking donor to call in 

If it’s not possible to set up a special link page, I recommend using this email. 
Greetings first name, 

I hope that you are well! Thank you so much for your wonderful ongoing monthly support. You truly help [short mission focus]. 

I was getting ready to send you some updates on [short mission focus or an issue]. But as I was looking at your information, I noticed that your monthly gift of $xx hasn’t come in a while. Perhaps your card expired, or you received a new card? 

So that your monthly gifts can support the [[children/people/animals], would you please give me a call at (xxx) xxx-xxxx between 9:00 a.m. and 5:00 p.m. Eastern Time, Monday through Friday, and provide us with your updated information? 

All we need is your new credit card or debit card information. You’ll receive an over view of your donations in January for tax purposes and other updates if you prefer.  It’s safe, secure and convenient and we’ll know that the funds will be there to help [short mission focus]. 

Thank you again for helping us save valuable resources and thank you for being a wonderful member of our [monthly donor program name]. 

Your name 

Your title

Your organization

P.S.: It only takes a few minutes to update your information. Just give me a call at (xxx) xxx-xxxx. Thank you for your continued support a member of the [monthly donor program name]. 

3. Telephone script to leave a message with donor 

If you can’t reach a live person, here’s the preferred message to leave: 

Hello, Mr./Mrs. Last name, 

I’m [name of caller] from [organization]. 

First, I’d like to thank you so much for your ongoing monthly gifts. You’re helping [short mission focused message, how is the donor helping?]

I’m also calling because I tried charging your card for your monthly gift of [$amount], but it did not seem to go through for some reason. Perhaps you have a new card? 

Would you please give me a call at your earliest convenience at (xxx) xxx-xxxx between 9 a.m. and 5 p.m. so we can update your information? That would be terrific. 

Thank you so much for your continued support as a member of the [monthly donor program name]. Have a wonderful day! 

4. Telephone script if you speak live with lapsing monthly donor 

Hello, Mr./Mrs. Last name, 

I’m [name of caller] of [organization name]. 

First, I’d like to thank you so much for your ongoing monthly gifts. You’re helping [short mission focused message, how is the donor helping?]

I’m also calling because I tried charging your card for your monthly gift of [$amount], but it did not seem to go through for some reason. Perhaps you have a new card? 

If yes, wait for answer and verify information you need. 

That’s wonderful, I’ll make sure that gets updated right away. And if you have any questions, please don’t hesitate to call me at (xxx) xxx-xxxx 

Thank you so much for your continued support as a member of the [monthly donor program name]. Have a wonderful day! 

If no, say: 

I’m sorry to hear that. Would you mind sharing why you’re not able to continue your monthly gifts? 

Wait for answer. If it’s because of financial reasons, offer them this: 

Well, would it be easier to perhaps do a smaller amount? Or would it be okay if I contact you in a few months to see if your situation has changed? Your monthly gifts really make a difference to the [children/animals/clients/your focus]. 

If still not interested in continuing, just thank them. Don’t be too pushy. 
I totally understand Mr./Mrs. Name. We really appreciate all you’ve done. Would it be okay to still send you a few updates a year in the mail or via email? 

If Yes, verify email address and mailing address. 

If no, make sure they get flagged in the donor base as do not mail/do not email

Thank you again for all your help! Have a wonderful day! 

Make sure you make any corrections in the donor base right away, stop the monthly gift and you flag the record with the reason for cancelling so that way you’re not calling them or contacting them again. 
5. Letter to go out to anybody with postal addresses. Include a reply envelope. 
Date 
Dear first name, 

I hope that you are well! Thank you so much for your wonderful ongoing monthly support. You truly help [short mission focused message, how’s the donor helping?]. 

I was getting ready to send you some updates on [short mission focus or an issue]. But as I was looking at your information, I noticed that your monthly gift of $xx hasn’t come in a while. Perhaps your card expired, or you may have received a new card?  

So that your monthly gifts can support the [children/people/animals], would you please fill out the form below and provide us with your updated information? I’ve included a reply envelope for your convenience. 
Or if that’s easier, please give me a call (xxx) xxx-xxxx between 9:00 a.m. and 5:00 p.m. Eastern Time, Monday through Friday and provide me with your updated information? 

All we need is your new credit card or debit card information. You’ll receive an over view of your donations in January for tax purposes and other updates if you prefer. It’s safe, secure and convenient and we’ll know that the funds will be there to help [short mission focus]. 

Thank you again for being a wonderful member of our [monthly donor program name]. 
Sincerely, 

Your name

Your title

Your organization

P.S.: If you have already contacted us about this in the last few days, please ignore this letter. 
---------------------------------------------------------------------------------------------------------------------

[program name] Update Form
Name of donor  record id 

Name on card, if different: __________________________

Please charge $amount to my: (do we need visa, mc, AmEx indicators or is number adequate?)

Credit card number ____________________________________Exp. Date _________________

Cardholder signature ____________________________________ (required) cvv code________

Preferred Phone (_____) __________________ Preferred Email __________________________

[ ] I would like to increase my monthly gift to $_____ per month

If your previous payment was missed, please check this box [ ] if you do not wish us to charge a one-time make-up gift. 
Please return to: [your organization name and address] 
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