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X  One of many channels

Direct mail is just one type of direct response marketing.

Direct response is a type of marketing designed to generate an
immediate response from donors where each donor response
can be measured and attributed to individual communications.

Channels include:

* Direct mail

* Digital (many channels, including email, web, social, text)
* Telemarketing

e Direct-response TV (DRTV)

* Radio

e Canvassing (door to door, face to face)



S  Aligned with your values

Align your practices with your values, and follow ethical
guidelines and principles.

* Have honest brand representation

* Have strong security policies and procedures

* Honor communication preferences

* Quickly respond to inquiries and complaints

 See DMA ethical business practices guidelines for more

DMA Guidelines: https://thedma.org/accountability/ethics-and-compliance/dma-ethical-guidelines/



https://thedma.org/accountability/ethics-and-compliance/dma-ethical-guidelines/

Why mail?

In today’s digital age, many people think mail is outdated or a
waste of money. But that’s not the case!

* Donor mailings are profitable.
e |t drives donations to multiple channels.
* It’s the main driver of new donor acquisition.

* Most donors begin their relationship with Best Friends
through the mail.

MR. AND MRS. JOHN Q. SAMPLELONGLASTNAME
1234 MAIN STREET

ADDRESS LINE 2

ANYTOWN, US 12345-6789




One-On-One
Customized Tours
& Meetings with Leadership

Invitations To Events,
Tours, Personal Visits by
- = Staff &/or Board Members

ASSETS

INCOME

Personalized Letters,
Tours, Phone Calls,
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Impersonal Renewals $100 - $1,000 Renewals by
by Mail and Digital = |} S Level Through Mail
Solicitation and Digital Solicitation
Special Benefits/Newsletters
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Many/most donors begin their relationship with you in the mail,
so it’s important to keep in touch through that channel.



It’s important to communicate with donors through several

channels.
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WAYS TO GIVE

Best Friends Animal Society o
Yesterday at 10:00am * @
Happy GivingTuesday! Today, people all over the world are joining
together in a single act of kindness: They are supporting the causes
most dear to them. And at Best Friends, Giving Tuesday is extra special,
as it also marks the launch of our holiday matching challenge, meaning
your gift to the animals is matched! Let's kick it off in a huge way — by
helping to raise $500,000 for homeless pets before the clock strikes
midnight tonight!

Join us to help Save Them All: http://bit.ly/BestFriendsGivingTuesday17. -
emily #GivingTuesday

- - o
Today Is Giving Tuesday — A Global Day Of Giving!

Make your gift

Give a lifesaving gift this holiday season

<100 [ 550 <25 Jomm | Donte ]

" Mr. and Mrs. John Q. Samplelonglastname
|~ Like O Comment Q Share 1234 Main Street

Address Line 2
Anytown, US 12345-6789
[N}

Dear Natalie,

Because of you, the future is looking brighter for homeless pets already. Thank
you for signing the pledge to help end the killing of dogs and cats in America’s
shelters by 2025. The animals, and all of us here at Best Friends, are truly
grateful.

Now we want to know: Why is it important to you to get involved in making
the country no-kill by 2025? Perhaps you adopted an animal who has
positively affected your life. Or maybe you've fostered or volunteered and had a
heartwarming experience. Let us know.

Share my story >

Thanks again for sharing your commitment to help make the country no-kill by
2025 and for being part of this pivotal moment in history. Together, we will Save
Them All.

CENEE]

Gregory Castle, CEO
Best Friends Animal Society

Multichannel donors are very valuable!



Multichannel

Foster a multichannel approach:

* Unique URL on all direct-mail packages

* Corresponding digital/email appeals
* Online and social retargeting to mail recipients

Best Friends Animal N
Society 19

Sponsored - Food Puzzle $25

The most adorable thing to ever arrive in your GIVE NOW
mailbox: Best Friends’ holiday cataleg! Have
you checked it out yet?

Welcome Gift
Basket $50

GIVE NOW

&

gfts.bestiriends.org Puppy Care Kit $100

Shop the Holiday Catalog e

Which gift will you pick?

Holiday
Catalog
Enclosed




Appeals

Newsletters

Renewals

Lapsed mailings

Acquisition

Acknowledgements
Welcome kits

The following are beneficial for
a healthy and growing direct-
mail program:

N
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TOGETHER, WE CAN SAVE THEM ALL®

X Direct mail program elements

Best Friends"

&.a SAVE THEM ALL

5001 Angel Canyon Fioad » Kanab, UT 84741

thanks to you.
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Purpose:

e Share stories
 Engage donors
* Raise money
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5001 Angel Canyon Road, Kanab, Utah 84741

Matching gift challenge inside!

YOU CAN HELP SAVE THEM ALL BY 2025

. and Mrs. John Q. Samplelonglastname
1234 Main Street
Address Line 2
Anytown, US 12045-6789
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Your appeal packages should

include a solicitation letter with
a reply device and return
envelope. They can also include
special inserts, reports,
premiums, and more.

Don’t forget the unique URL for online

donations!

Achieving No-Kill by 2025

Together, we will make the country no-kill and Save Them AI?
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Restricted appeals

Restricted appeals can be a great way

. s ¢ |SAVE o
to raise funds for urgent needs, BUT o oo

MR. AND MRS. JOHN Q. SAMPLELONGLASTNAME
1234 MAIN STREET

can easily cannibalize unrestricted

revenue later in the year. | T
When asking for restricted funds: 2N
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. o . The S:;ncr:’gry is rh?hmrt:r;'d :Iou/ ?_fBei‘I Friends - an¢1 yog can”hEIp
ovide safety, comfort and healing for the 1,600 animals who call Best
* Be specific in your ask D e e ot e ol
What's needed | Why it's needed Cost

The grader ensures that our animal care
. Grader areds ~ and those in-em ~ can be reachéd $200,000
* Include details MEmAEE
M d Dependability is a must when shuttlin
animal-care carts anpmgfs fo-aiid Fram the medical clints #0000
Aclinic staple, our current endoscope has
Endoscope 3 /L’m‘ i $30,000

* Follow u pwW ith donors G g bgsandsrn st | 400,

Flights are temporary. rehabilitative homes
Wildife fights o7 injured widlfe. The high-desert clmate | ~$81,000
can do a number on these structures.

As the animal care areas have grown, so

Steer clear of doing too many PR e e

This truck is used every day to transport
Horse Haven truck ay. manure and brhet Jupypli:x. 15000

emergency appeals. It can give the ke | Btk | e

. . t h t . t . e[l tr d oy Loy v $32,000
Impression that your organization e bbbl bt
New tour vans the repair shop almost as much as they're $45,000

on the road.

isn’ | [ its fi eatomer || e e pgypenete | ssoo
isn’t properly managing its finances. RIS e




P

Newsletters
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Lucky Little Cookie
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urpose is two-fold:
Stewardship (sharing impact,

thanking and engagement)
. fi:"?“'m oy P 5 The twe-menth, g
* Revenue generation® e o A B e

Best Friends newsletters are very
stewardship-heavy but do include a

cover letter with an ask.
Haircuts
A voluntear gfoomer keaps dogs o oking shap,

*A solicitation with your newsletter
may not be right for your org, but you
can include a return envelope.




ENEVEIR

Purpose: Prevent donors from
lapsing
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Purpose: Reactivate lapsed
donors

It’s generally cheaper to
reactivate a lapsed donor than
to acquire a new donor.

Watch metrics closely to make
sure lapsed donors are still less
costly to reactivate than to
acquire new donors.

i Best Friends®
X2, SAVE THEM ALL
5001 Angel Canyon Road
Kanab, Utah 84741

FINAL RENEWAL REMINDER

MR. AND MRS. JOHN Q. SAMPLELONGLASTNAME

1234 MAIN STREET
ADDRESS LINE 2
ANYTOWN, US 12345-6789
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Dear [Donor],

We — and the animals — don't want you to go! Renewing your Best Friends

ermbership today means you can conine to ring fove ahd care 10 80 ey
5 in nee

Bloaso know that your commtment o hormeless pots, bokh of Sest Frends Anirel
Sanctuary and around the county. s saved countess ives. And your kincness

and we are profoundly g et
Yourrenawed membarshic can provide thet esarng second chance ® ven
500

Gragory Castle

Best Friends Animal Society

PS.  Your generosity Is a true lfesaver to homeless pets around the country.
- . >

reply form or go
ta renew your membership now. Thank you!




Acquisition

A in the life of . :
a,,;’;gwogq‘o:m, Purpose: Acquire new donors

Meet Joan Jett!
Acquisition keeps your bucket from being
too leaky. You won’t retain all of your

donors, so you need to supplement with
new donors.

Work with a list broker to rent lists.

You will lose money on acquisition. It’s an
investment that pays off, however, over the
course of your relationship with the donor.




N v )8 Acknowledgements

¢ &  SAVE . -
K| THEM e Purpose: Thank-you letter
B for donations
The animals say THANK YOU...and so do we!
[ ] Many orgs include an
additional ask in their

» Thank your donors as quickly as possible. ~ acknowledgements. Best
Friends doesn’t, but we
* Customize thank-you letters for restricted  include a return envelope.
gifts and other special gifts, such as
holiday matching gift campaigns.

e Customize thank-you letters for new
donors with a welcome or “thank you for
joining” message.



Collect actionable info on new donors

JANE Q. DONOR
123 ANYSTREET
ADDRESS 2

ANYTOWN US 12345-6789

R R R TR R R T

WELCOME

to the
Best Friends Family!

PICKLEBALE

Dear Sample A. Sample,

Jessie's smile says it best, but we just had to chime in
too: Welcome! We're so delighted you're part of the Best
Friends family.

Because thanks to you, animals like Jessie — who came to the
Sanctuary with a life-threatening heart condition — are not only
getting the lifesaving care they need, but they're finding loving
families of their own, while each day they wait is filled with love
and companionship. At Best Friends, that's what life is all about.

For some cats and dogs, their arrival here is the first they've known of kind hands, the
first time they've felt safety and trust. For many, the road ahead was uncertain. But
your kindness ensures that for every animal at the Sanctuary, and at Best Friends Pet
Adoption Centers around the country, the future is warm and bright. And we are so
grateful for your commitment.

Together, we're making a huge difference for animals who simply need someone to
recognize how special and deserving they are. Every day, nearly 5,500 dogs and
cats are killed in America's shelters, just for not having safe places to call home. But
together, we can end the killing in America's shelters and ensure that all dogs and
cats have happlly ever afters. We can’t thank you enough for sharing this vision of
compassion, and for caring and for gi

NEW MEMBER DETAILS

We'd love to know more about you—and your best friends —to help
make the most of your Best Friends Animal Society membership.
Please take a moment to tell us about yourself:

enchsed anvep
Bost Friands Animal
5001 Agel Canyon
Kanab, UT 84741

1. How many pots share your home?
Namex(s) and kinds of animaks):

2.My name and address at left is corract:
O Yes O No(fnot, please update)

N :
f ‘—
.
RELC
TOGETHER, WE CAN SAVE THEM ALL®

A Thanks for being a best friend to animals!
bestiriends.org

Purpose: Welcome
new donors to your
organization

In addition to a prompt
acknowledgement,
welcome kits help start
your relationship off
on a positive note.



N v ) A note on premiums

Try to limit premiums to items your donors will value, and that also
promote your brand. Best Friends uses premiums such as:

 (Calendars
e Address labels
* Luggage tags




Outer envelopes

Your first goal is to get them to open that envelope. A great
outer envelope will usually have:
* An eye-catching, urgent teaser
— “You can help save them all by 2025!”
* Beautiful and neutral or positive animal imagery

— Sad orinjured animals on the envelope may have the benefit
of shock factor, but they may not always foster positive donor
relations and can denigrate the reputation of shelter animals.

® ¢ |SAVE N [ enemos
THEM LL — | s o
& ALL \20§M i
5001 Angel Gayon Ros
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Matching gift challenge inside!
YOU CAN HELP SAVE THEM ALL BY 2025 ¢ =8 4o _
e Is Enclosed:
Mr. and Mrs. John Q. Samplelon glastname - - " W X ~ % dSaveThem All pledge poster s
1234 Main Stre e ee vl a : R Best Friends decal
Aytwn 2345 6789 » i \ - '
RUES TR BT UL R (U U
w
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o O
& Outer envelopes: Testing

Test, test, test to figure out what your donors and prospects
respond to. Some variables:

Plain vs. colored envelope

Kraft or faux-kraft envelopes

Different images (animals by themselves, animals with people)
Logo size and placement

Faux labels or faux stamps

Personalized teaser (“Jane, you can help save them all by 2025!”)
Faux “hand-written” font

Real pen font

You’ll be surprised which techniques can lift response rates.



N v )8 Mailing list selection

* Segmentation is the process of taking a group of constituents and

breaking it into “parts” for the purpose of message customization
and analysis.

 Many orgs use RFM (recency, frequency, monetary) segmentation.

e Best Friends uses behavior segmentation, segmenting our list
based on donor behavior or relationship type.

’!M

See “Segmentation 101”
for more info.

"f f',*



N v ) Mailing frequency

The frequency of mail depends on your budget, revenue
goals and organizational culture.

Start off slow and pay close attention to donor responses
and feedback.

Remember: The #1 reason donors give is because they
were asked to give. Your donors are already hearing from
many other orgs in the mail, so it’s important to stay in
touch and ask for their support.



Response Total Average
Job Type Source code Job Description Mail Date | Actual Qty | Percent Donations | Total Receipts | Response Total Cost Net

APPEAL APM1116 F¥17 Holiday Appeal 11/1/2016 10,000 4.00% 400 $17,072.00 54268 $3,500.00 $13,572.00
APPEAL APM0317 FY¥17 Spring Appeal 2172017 7,000 4.31% 302 $15,545.00 $51.47 $2,000.00 $13,545.00
APPEAL APMO617 F¥17 Summer Appeal 51172017 8,000 438% 350 $14,562.00 54161 $3,000.00 $11,562.00
APPEAL APM0S17 FY17 Fall Appeal 8172017 8,000 5.26% 421 $16,923.00 $40.20 $3,000.00 $13,923.00

33,000 4.46% 1473 $64,102.00 $4352 |  $11,500.00 §52,602.00
NEWSLETTER NRM1216 F¥17 Holiday Newsletter 12/1/2016 10,000 4.56% 456 $18,987.00 $37.25 $3,750.00 $13,237.00
NEWSLETTER NRM0E17 FY17 Summer Newsletter 6/M5/2017 8,000 429% 343 $15,437.00 $45.01 $3,200.00 $12,237.00

18,000 4.44% 799 $32,424.00 $40.58 $6,950.00 $25,474.00
LAPSED LPM1016 Lapsed #1 OCT 10/05/2016 6,000 1.48% 39 $4,005.00 $45.00 $3,000.00 $1,005.00
PROSPECT QaMm1016 Acquisition #1 OCT 10/05/2016 12,000 1.01% 121 $3,765.00 $31.12 $5,000.00 ($1,235.00)
LAPSED LPM0217 Lapsed #2 FEB 2112017 8,000 0.98% 59 $3,937.00 $87.58 $3,000.00 $987.00
PROSPECT Qamo217 Acquisition #2 FEB 21112017 12,000 0.93% 112 $3,997.00 $35.69 $5,000.00 ($1,003.00)
LAPSED LPM0617 Lapsed #3 JUN 6/1/2017 6,000 1.02% 81 $2,287.00 $37.49 $3,000.00 (§713.00)
PROSPECT QQaM0617 Acquisition #3 JUN 8/1/2017 12,000 0.83% 99 $3,421.00 $34.56 $5,000.00 ($1,579.00)

54,000 1.00% 541 §21,462.00 $39.67 | $24,000.00 ($2,538.00)

You can use a spreadsheet to measure responses to all of your
mailings, including average gift, total raised, net per donor,
cost per dollar raised, and much more.

Other metrics to track: package results, acquisition list results,
ask string tests, retention rates, reactivation rates.

See “Sample Direct-Mail Summary Report” for a template.



o O
& Communication preferences

* Make it easy to adjust communication preferences.

— Include a donor services extension on the reply device.
* Try to be as nimble as possible.
— Accommodate channel and frequency requests.

Charge my gift to: [JMasterCard [JWVISA [ American Express [ Discover

Slgnature

Card Number Exp. Date CVW

[1 Make this a monthly gift.
1 To manage my monthly gift, please sign me up for the online self-service center and e-alerts
about my monthly pledge. Please call 435-644-2001,

My emall address Is ext. 4801, If you would like to
Update your communication

O EFT—I want to pay by Electronic Funds Transfer from my bank account each month. preferences.
(please attach a volded check) Donations are tax-deductible
under section 501(c)(3) of the IRS
] Please send me the bi-weekly e-newsletter and email updates. code. Tax D #23-7147797.

My emall address Is

[ Please send me a copy of Creale Your Legacy of Kindness, the Best Friends planned giving guide.
I I have already included Bast Friends in my will or estate plan,




S  Speaking to the public

* Remain positive.
* Share the positive results you see in mail.
 What do they like to receive?

* They can customize their communication
preferences.



