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Adam Lemmon
Senior Interactive Specialist

■ Three years with Convio training team 
(product training for Convio clients)

■ Non-profit website management 
experience with Aiesec (International 
Student Exchange)

■ Client list includes those in the Convio 
Go! Program: Yellowstone Park 
Foundation, American Near East 
Refugee Aid, Mitoaction, Gillette 
Children’s Foundation

About Us

Kenan Pollack
Senior Interactive Consultant

■ Twelve years experience in Web site 
development, content management and 
marketing

■ Four years Web site and IT 
management at Aid to Artisans

■ Published book author and former 
national newsmagazine reporter

■ Client list includes World Wildlife Fund, 
FairTax.org, Goodwill/Easter Seals of 
MN, Mobile Loaves & Fishes
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About Convio’s Client Success Services

* Utilize specialized partners

50+ person agency within Convio to provide clients with the strategy, 
interactive services and online marketing best practices to achieve 

ongoing success

3



4© 2008 Convio, Inc.

Webinar 101 Two-Part Series

■ Optimizing Your Web site 101 is focused on 
design and techniques for your Web site –
getting visitors in and getting them to stay

■ Effective Online Marketing 101 is focused on 
outbound marketing techniques and campaigns –
drawing visitors in through targeted 
communications
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Relationship Building Framework: eCRM
eCRM is the practice of using the Internet to build life-long 
relationships with constituents
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Relationship Building Framework: eCRM
eCRM is the practice of using the Internet to build life-long 
relationships with constituents

Strategically
drawing traffic 
into your site 
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Relationship Building Framework: eCRM

Acquiring and
cultivating warm 

prospects

eCRM is the practice of using the Internet to build life-long 
relationships with constituents
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Relationship Building Framework: eCRM
eCRM is the practice of using the Internet to build life-long 
relationships with constituents

Encouraging 
interactive

opportunities 
for engagement
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Relationship Building Framework: eCRM
eCRM is the practice of using the Internet to build life-long 
relationships with constituents

Driving repeat 
actions and 
advancing 

relationships
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Today’s Objectives: Motivation
At the end of today’s session, you 

should feel empowered to:

1. Understand the basics of building 
your email list (housefile)

2. Evaluate various housefile-building 
opportunities

3. Welcome new constituents into your 
online program

4. Start planning initial tactics and 
strategies to grow your 
organization’s email housefile

Your Homework…
▶ Watch this space for 

ideas on what you can 
start doing now…
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Basics: Housefile Terms & Definitions

Email Housefile

Usable File

Hard BounceSoft Bounce

Usable means 
working email, 
but does not
mean an active 
supporter.

Unsubscribe & 
Spam Complaint

Undeliverable
Opt-Out
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Basics: Housefile Terms & Definitions

Email Housefile

Usable File

Hard BounceSoft Bounce

Usable means 
working email, 
but does not
mean an active 
supporter.

Unsubscribe & 
Spam Complaint

Undeliverable
Opt-Out

Constituent360 Groups Any Registered User Edit
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Basics: Housefile Terms & Definitions
Deliverability: Ensuring that an email you send safely 

arrives in your supporter’s inbox.

How does Convio achieve this…
■ “Whitelisted” at major ISPs/ESPs (AOL, Yahoo, etc.)
■ Strong ISP relationships
■ Automatic compliance with “bounce” management standards
■ Separate clients by deliverability risk level

Here’s what you need to do:
■ Follow permission-based marketing rules; honor your 

constituent’s requests
■ Provide compelling content and reason to join
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Non-Profit Email File Size Trends
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Non-Profit Email Growth Trends

Your Homework…
▶ Download the Convio Online Marketing Nonprofit 

Benchmark Index™ Study:
http://community.customer.convio.com/docs/DOC-1555



17© 2008 Convio, Inc.

Today’s Objectives: Motivation
At the end of today’s session, you 

should feel empowered to:

1. Understand the basics of building 
your email list (housefile)

2. Evaluate various housefile-building 
opportunities

3. Welcome new constituents into your 
online program

4. Start planning initial tactics and 
strategies to grow your 
organization’s email housefile
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Low 
Quality

High 
Quality

Slow Growth

(<1k/month)

Rapid Growth

(>8k/month)

Site Opt-Ins ($)

Targeted List 
Acquisition ($$)

Viral Campaigns 
($)

General List 
Acquisition ($$)

Offline event 
signup/canvassing ($$)

Banner Ads ($$$)

List Swaps ($)
Guerilla 

Marketing ($)

List Append ($)

Interactive Flash 
Application ($$$)

Search Engine 
Marketing ($$)

Sources to Build Your Housefile

Offline Marketing Tactics

Online Marketing Tactics

Direct mail 
integration ($$)
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Site Opt-ins
■ Are sign-up 

opportunities 
prominently placed 
on your site?

■ Do you have one 
or more opt-ins on 
your homepage?

■ How are your opt-
ins positioned?
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Site Opt-ins: Creative Sign-Ups

Clear call to action 
increases 
registration rate

Bumper sticker 
motivates 
completion of 
second step
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Site Opt-ins: Phased Registration
■ Phased registration 

increases likelihood 
of capturing key 
information

■ Expect 40-60% 
completion rate of 
second step

■ Premium increases 
likelihood of sign-up 
& viral outreach

■ Opportunity to 
capture additional 
profile information



22© 2008 Convio, Inc.

Search Engine Marketing: Petition/Pledge

■ With a Google Grant, goal is to 
maximize use of budget, not 
necessarily minimize cost

■ $10K grant should generate 20-
40K clicks per month if fully 
spending the grant

■ 20-40K clicks can generate 400-
1,000 new constituents per month 
who are aligned with your cause

Your Homework…
▶ Apply to the Google Grants 

program: 
www.google.com/grants
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Viral Campaigns: Giveaways
Gala Giveaway Example

■ Part of a larger campaign 
to promote the Cleveland 
Foodbank’s annual event.

■ Free to enter

■ Constituents “earn”
additional entries by 
sending viral eCards

Your Homework…
▶ Begin planning a simple 

viral campaign
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24

Using Direct Mail Lists: Online Asks

■ Remind supporters about the 
ability to make their 
contribution online including 
benefits and hooks such as:

▶ Online gifts are entered into 
drawings

▶ Email tax receipt

▶ Possible matching gift from 
major donor

▶ Having the gift work faster 
for your organization
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Using Direct Mail Lists: Email Appends
■ Provide offline list to list broker for matching against a database of opt-in email 

addresses. The broker sends an initial email to the list on your behalf.

■ After removing the recipients who opt-out or hard bounce, the broker provides your 
organization with the resulting append list for upload into Convio database.

Convio 
Database

Your
Offline 

Database

List broker database with 
400,000,000+ emails

Branded opt-out 
permission letter

Your online communications

Non opt-out 
email matches

purchased
Appends may 

seem like a 
simple way to 

grow your email 
file quickly, but 
there are many 

possible pitfalls.
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Today’s Objectives: Motivation
At the end of today’s session, you 

should feel empowered to:

1. Understand the basics of building 
your email list (housefile)

2. Evaluate various housefile-building 
opportunities

3. Welcome new constituents into your 
online program

4. Start planning initial tactics and 
strategies to grow your 
organization’s email housefile
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Why Welcome New Constituents?

■ Nonprofit organizations lose access to a stream 
of new online constituents as time progresses
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Day 0

eNewsletter 
Signup

Autoresponder –
Personal Message 

from ED

Cultivation– Other 
ways to get 

involved

Ongoing Communication Flow

Newsletters Program Updates News/Events Campaigns

New Constituent is suppressed from general communication until ‘graduation’.

‘Graduation’ –
Now in regular 
communication flow

Day 0 Day 7

All message content should speak to the initial 
point of contact & connect to your mission

Welcome Messages: First Impressions Matter

Put a human face on all messages by highlighting specific goals, recent 
successes, inspirational stories, etc.
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Welcome Messages – Adding a Personal Touch

■ Do your initial messages:
▶ Establish your brand?
▶ Establish your voice?
▶ Reinforce your mission? 
▶ Convey warmth?
▶ Invite action?

■ Simplicity works:
▶ Basic stationary
▶ Simple layout
▶ Easily reproduced
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Welcome Messages – What’s on your site?

…Or do your 
autoresponder 
messages look 
like this?

Your Homework…
▶ Audit your autoresponders for design, 

message and copy effectiveness
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Next Steps you can take NOW: Site Audit

RecommendationActivity

■ Think about seasonal thematic 
campaigns (i.e. back to school, 
coldest day of year, etc.) to create 
organization hook.

Generate ideas for a simple 
viral campaign or pledge at 
appropriate time of the year

■ Look for natural hooks around your 
content and mission.

■ Convio CSS can help implement 
simple forms throughout your site.

Identify areas on your site 
where sign-ups could be 
added

■ Make sure you have a Web form on 
the page, not just a link/button.

■ Aim to have one or more sign-up 
opportunities above the fold.

Evaluate sign-up 
opportunities on your site’s 
homepage. How many? 
Where are they?
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Next Steps you can take NOW: Autoresponder Review

RecommendationActivity

■ Use existing AR message as 
initial message. How can 
prospects engage next?

■ If interested, talk to your 
Account Manager about more 
advanced welcome series 
program via CSS

Begin thinking of a new 
campaign/welcome series for 
all newly registered users

■ Make sure the first ARs are 
working properly and not on 
default settings.

■ Ensure prospects receive 
messages with the right copy, 
tone, voice and a next action.

Sign-up as a new user on 
your site and review the 
experience
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■ Learn more about non-profit site traffic and general trends
▶ Download a copy of the Convio Online Marketing Nonprofit 

Benchmark Index™ Study from customer.convio.com

■ Begin work on growing your email housefile
▶ Add a minimum of two opt-in opportunities to your homepage
▶ Begin planning a simple viral campaign
▶ Apply to the Google Grants program: www.google.com/grants

■ Email Marketing
▶ Audit your autoresponders for effectiveness
▶ Explore adding a recurring welcome-in message for new 

constituents; Talk to AM for possible CSS help.

Summary of Your Homework and Next Steps
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Q & A
Submit questions by typing them into the question 
text box and then hitting the “Ask” button
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Thank you!
You can access these slides and recording in our online 

Community at:
http://community.customer.convio.com/webinars

And register for our next webinar on Aug 7th:
Optimizing Your Web site 101.3: 
Effective Homepage Strategy & Design


