CUSTOMER SPOTLIGHT

Denver Rescue Mission
“We have limited staff available to call and send letters to
ensure that all our donors’ credit card information is still
up to date. Credit Card Updater eliminates that manual
process on our end, so it’s much easier to handle follow up.”
—MichaelAnn Pineda, Development Database Administrator

For more than 125 years, Denver Rescue Mission has been changing the lives of people in the
community, helping them return to society as productive, self-sufficient citizens.
Today, the Mission operates six locations throughout Denver and two locations
in Northern Colorado. Each location serves a unique role in allowing the Mission
to meet the needs of those experiencing poverty and homelessness, which it
does through emergency services, community outreach, long-term rehabilitation
programs, transitional programs, and assistance for permanent housing.

3 Marketing

Powering the Mission
“We are committed to helping people who are experiencing homelessness
and addiction in our city,” said MichaelAnn Pineda, Denver Rescue Mission’s
development database administrator.
Pineda has been with the Mission for 11 years and currently manages staff
training, data health, and the inputs and outputs of its database. Using
Blackbaud solutions, Pineda provides support to the organization’s
development and donation processing teams.
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Gaining Greater Visibility Into Donor Marketing
The Mission was using Blackbaud NetCommunity ™, prior to its transition
to Blackbaud Luminate Online® three years ago. “We were really excited
about the functionality that [Blackbaud] Luminate Online provided,”
said Pineda.
Leveraging the Mission’s Blackbaud University Learn Everything®
subscription, staff members received training to get their email
campaigns up and running quickly.
Now, Pineda and the donor relations team can pull reports to get open
rates and conversion rates for email campaigns. This provides staff
members with better insight into campaign performance, so they can
adapt their donor communications to drive more engagement.

“As a rescue mission,
our primary goal is
to see lives transformed
through personal
accountability, education,
spiritual development, and
community relationships.”
—MichaelAnn Pineda, Development
Database Administrator

“With [Blackbaud] Luminate Online, the reporting is great,” Pineda
added. “Our donor relations team can pull reports by donor to see who
has responded and follow up with donors in a different way, if they don’t
open or respond to the initial email.”

MOVED

91

Family Rescue Ministry
households into permanent
housing in 2017

DISTRIBUTED

169,357
pounds of food in 2017
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Improving Data Accuracy and Protecting
Donor Information
Denver Rescue Mission has used Blackbaud Merchant Services ™ to
process credit card transactions for more than a decade. One of the
time-saving features of Blackbaud Merchant Services that the Mission
uses regularly is the transaction search report. With this report, the
donation processing team can easily identify when a donor has made
an error in the amount of his or her gift.
Another useful and cost-saving feature of Blackbaud Merchant Services
is the premium Fraud Management service. With this service, and help
from Payment Services Support, the Mission has successfully stopped a
persistent fraud attack on its corporate website.

THE MISSION HAS

1,385

recurring donors

“Fraud attempts continue to become more sophisticated—you
always have to be on top of your game and make sure your security
settings are configured correctly, so you don’t leave yourself or your
donors at risk,” noted Pineda.

Automating Processes with Credit
Card Updater
Denver Rescue Mission has 1,385 sustaining donors who contributed
more than $810 thousand in recurring gifts over the last fiscal year.
Making sure that the credit card information for these sustainers stayed
up to date was an incredibly manual and time-consuming process.

MORE THAN

$970,000
in one-time and recurring
gifts from sustainers over the
last fiscal year

The Mission would first need to run reports in Blackbaud’s Raiser’s
Edge® to identify donors with expiring data. “We would then send out a
mailing, and it would be up to the donor to respond,” Pineda added.
Without the resources to proactively follow up, the Mission would lose
recurring donors that didn’t update their information.
After learning about Credit Card Updater, Mission staff members knew
they needed this time-saving functionality, which keeps payment
information for donors up to date by automatically providing updated
credit card data—including card numbers and expiration dates—on a
monthly basis.
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SUCCESSFULLY UPDATED

500+

cards and recaptured
approximately 5% of its
recurring gift revenue over
the last two years
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“Credit Card Updater is a fantastic service; it’s proactive,” Pineda said.
“We have limited staff available to call and send letters to ensure that all
our donors’ credit card information is still up to date. Credit Card Updater
eliminates that manual process on our end, so it has been really helpful.”
Now, the Mission has an automated outreach campaign for the small
percentage of cards that aren’t automatically updated—so follow up is
much easier.

“The great thing
about having donors
in [Blackbaud] Luminate
Online® is that the
process is automated,
so we don’t really have
to think about it. When
credit cards are declined,
donors are alerted with
autoresponder emails,
so they can take the
appropriate actions to
update their information.
This email outreach,
along with Credit Card
Updater, ensures that our
recurring gifts continue to
process successfully.”
—MichaelAnn Pineda, Development
Database Administrator

“The great thing about having donors in [Blackbaud] Luminate Online is
that the process is automated, so we don’t really have to think about it,”
added Pineda. “When credit cards are declined, donors are alerted with
autoresponder emails, so they can take the appropriate actions to update
their information. This email outreach, along with Credit Card Updater,
ensures that our recurring gifts continue to process successfully.”

Want to see how Blackbaud solutions can help increase
your organization’s impact?
Learn more

About Blackbaud
Leading uniquely at the intersection point of technology and social good, Blackbaud connects and empowers organizations to increase their impact
through software, services, expertise, and data intelligence. We serve the entire social good community, which includes nonprofits, foundations,
corporations, education institutions, healthcare institutions, and the individual change agents who support them.
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