


Hi! I'm Kendra, from LAS at lllinois.

« SDR director since 2021

* |llinois is an R1, public land-grant institution
founded in 1867

« LAS s lllinois’ largest college

« Student population over 14,000 in AY 22-
23

« Over 189,000 alumni

« 70 departments and interdisciplinary
centers

 Receive between 4500 and 6000 gifts
each year

« Over 1,700 gift funds & over 900 living
major donors




We're a large shop with small shop
problems.

« Historically, there had only ever been one SDR
professional on the team

« Getting buy-in from administration for sufficient
staff in advancement operations continues to
be an uphill battle

* Lack of clarity re: division of responsibilities and
everyone’s role in stewardship

* Lots of missed opportunities for stewardship
and engagement




This is a story
about solving
problems.




| like to ask “why?”

« Why are SDR professionals and MGOs not empowered to
collaborate more?

« Why is stewardship often seen as “less than”?

« Why aren’t we all more invested in the outcomes of good
stewardship work?

« How does anyone think we’re going to retain donors without
providing good stewardship?

« How are we supposed to “do it all” when most of us remain
critically understaffed?




Defining the
Problem(s)



| wanted our stewardship program
to be:

 Proactive

« Consistent
 Collaborative
 Creative




Acknowledging
Constraints



Our limitations:

 One stewardship officer for 17700+ funds, 70 units, and 8
frontline fundraisers

« Large portions of our donor base were being ignored

« Segments of our program were completely outdated

« Limited resources

 Lack of creative confidence

« Lack of understanding within team




Reframing
Expectations



Problems — Opportunities!

 Education of advancement and campus
partners would be integral

* Facilitating meaningful collaboration would be
crucial

« Empowering gift officers to understand their
role iIn SDR was tantamount - everyone is on
the stewardship team

* Building internal consensus was the first step




W ait! W here are these principles
coming from?

* Defining the problem
« Acknowledging constraints

« Reframing expectations




Enter design thinking!

 Design thinking is a human-centered approach to creative
problem-solving that relies on empathy, iterative
brainstorming, and rapid prototyping to innovate solutions to
difficult problems.

 Design thinking can empower us as SDR professionals to
make the most out of what we have - to be creative within
our constraints, reframe problems as opportunities, and
empower cross-functional teams to collaborate to find new
solutions.




Design Thinking




Designing
Stewardship That
W orks!




A problem to solve:

Planned Giving Stewardship




This was a wicked

problem.
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Characteristics of wicked problems:

1. There is no definitive formula for a wicked problem.

2. Wicked problems have no stopping rule, as in there’s no way to know your
solution is final.

3. Solutions to wicked problems are not true-or-false; they can only be good-or-
bad.

4. There is no immediate test of a solution to a wicked problem.

5. Every solution to a wicked problem is a "one-shot operation”; because there is
no opportunity to learn by trial-and-error, every attempt counts significantly.

6. Wicked problems do not have a set number of potential solutions.
7. Every wicked problem is essentially unique.
8. Every wicked problem can be considered a symptom of another problem.

9. There is always more than one explanation for a wicked problem because the
explanations vary greatly depending on the individual perspective.

10. Planners/designers have no right to be wrong and must be fully responsible
for their actions.




In other words:

« No roadmap

« Complex set of complicating factors
 High-stakes

 Unique




Wicked problems need creative
solutions.

 Design thinking is a human-centered approach to creative
problem-solving that relies on empathy, iterative
brainstorming, and rapid prototyping to innovate solutions to
difficult problems.

* |t also builds empathy and collaboration skills amongst teams
- especially those with disparate interests - allowing
everyone to offer their expertise.

* |t is particularly adept at helping to untangle wicked
problems, and drive user-centered solutions that work with
what you have.




Design Thinking




Using design thinking allowed us to:

« Encourage creative confidence among our team
 Build empathy and trust between SDR and major gift officers

« Collaboratively build out a much-needed portion of our SDR
program

« Facilitate ownership in said program, so that it would actually
be successful

« Work within the constraints that we had
* Drive solutions iteratively and rapidly




Getting started.



W e started with questions.

1. What are some barriers and pain points you’ve experienced?
2. What are some successes you’ve encountered?

3. How do you feel about our approach to planned giving
stewardship?

4. What might happen if we did nothing?
5. If we had infinite resources, what could this look like?




Asking these questions allowed us
to:

1. Acknowledge our own limitations and constraints
2. Celebrate our successes

3. Understand what we would need to be successful
4. Discuss worst case scenarios

5. Employ imaginative (or “blue sky”) thinking




W hat are some of the barriers and

pain points you've encount

Too much
onus on
the donor

Ownership —
who owns this
work?

Donors
want more
agency

No
| don’t stewardship
understand what plans

we're actually
doing

Hard to
track
High
number of
donors Different
models

Too many Re-engagement
cooks in can be difficult
the kitchen

Some
donors
want to be
left alone

Hearing from
other schools Easy for
more than donors to
Illinois fall off
radar

Hard to
personalize/
customize

Limited
engagement
opportunities

Difficult to
manage
expectations

\[e}
immediate
impact
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W hat are some successes you've
encountered?

Uncovering

opportunity

Really long- Confirming
term value/intent/

relationships understanding
significance

Finding
hidden
treasures

Stewardship
can retain
donors

Increased

valuations
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How do you feel about our
approach to planned giving
stewardship?

Diffused
| don’t throughout
understand what organization
we’re actually
doing

Quality
control issues

Overwhelmed

chaotic

Where do we
even start?

underresourced

Hard to stressful
standardize

Big matzoh
ball




How do you feel about our
approach to planned giving
stewardship?
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W hat might happen if we do
nothing?

Losing

Reduced goodwill
likelihood for
increased giving

Leave money

on the table

Reduced
likelihood of
lifetime giving

Losing trust

Frustrating
friends and
alumni

Lose money




W hat might happen if we do
nothing?

Losing
Reduced goodwill
Leave money likelihood for
on the table : d giving

Damaged
relationships

Decreased giving

Reduced
likelihood of
lifetime giving

Losing trust

Lose money Frustrating

friends and
alumni




If we had infinite resources, what
could this look like?

Annual visits

for everyone!
Planned gift
Someone to concierge

manage
relationship at
every stage

Customized
report of

We'd future impact
understand

what each
donor wants

We’d be able to
meet these needs Personalized
stewardship for
all PG donors

A team of
people just for
this




If we had infinite resources, what
could this look like?

Annual visits

for everyone!
Planned gift
Someone to concierge

manage
relationship at
every stage

Customized
report of

More people We'd future impact

understand
what each
donor wants

More
We'd be able to personalization

meet these needs Personalized
stewardship for
all PG donors

A team of
people just for
this




Let's try it!



peo {|J

Rules of Brainstorming

Defer Judgment E One Conversation at a Time

Encourage Wild Ideas 8% Be Visual

Build on the Ideas of Others @ Go for Quantity
Stay Focused on the Topic

© IDEO 2020




W hat's a common SDR problem in
your shop?

1.What are some barriers and pain points you’ve
experienced?

2. What are some successes you’ve encountered?

3. How do you feel about your approach?

4. What might happen if you did nothing?

5. If you had infinite resources, what could this look like?




Back to our
problem...



Design Thinking




How might we...?

« "How Might We" (HMW) statements are small but mighty
questions that allow us to reframe our insights into
opportunity areas and innovate on problems found
during initial research.

« They are a rewording of the core need, which you have
uncovered through initial research and help teams focus
on user needs and problems, rather than just jumping
straight to solutions. These statements help inspire the
design!




Our qguiding “How Might W e”
statements:

« How might we eliminate confusion and administrative
burden to improve communication with planned gift
donors?

« How might we continue to strategically advance
relationships so as to leave the door open for increased
lifetime and future giving?

« How might we build confidence within our team through
the development of resources to support planned giving
stewardship?

« How might we build trust through planned giving
stewardship?

« How might we leverage existing resources and build new



With these principles guiding us, we
were able to:

* |dentify internal resources needed to clearly define roles in
planned giving stewardship for SDR, MGOs, and
leadership

 Create standardized stewardship plans in our CRM to
properly track current and plan for future engagement

 Design resources for use in qualification, travel, and
stewardship to empower MGOs to collaborate

« Launch a new communications plan specifically targeted
at planned giving donors

 Build a process for annual plan strategy review and
stackable customizations, so that our program could
evolve over time




The program we
designed.




A marriage of SDR + MGOs +

Operations:

SDR

- Impact
reporting
- CRM plans

MGOs

- Relationship
Mmanagement
- Qutreach

Operations

- Research

- Travel Lists

- Communicati
ons

- Internal
Resources




W hich supported our collaborative
work by:

* Allowing us to customize stewardship plans for planned
givers at appropriate levels

 Ensuring all planned givers were receiving one impact
report + one personal outreach touchpoint at least
biannually

* Creating a system for tracking all of this in a consistent
manner in our CRM

« Empowering MGOs to employ SDR best practices in their
work




In other words, a program that is:

* Proactive

* Consistent

» Collaborative
* Creative




Program elements:

» Toolkit

* Travel list and heat map

* Process for keeping data updated

* Process for annual strategy reviews

* Guidelines for custom outreach touchpoints

* Impact report




Deferred Gifts Heat Map

Deferred Gift Donors by State




YOUR LEGACY

Your impact

Arlys Streitmatter
Conrad Endowmen

FOR THE COLLEGE OF LAS

Passion for education
leads to powerful impact
Educstion was a pillar of Aslys Streitmatter Conrad
Conrad (35, 43, eshuzation), the daughterofa tescher
centradTllinis farmer, grew up with alove of Learnin

o $tbe T Wincio A frstgene:
collegs studens, she recsived a four-year scholarshi
graduated with a hachelors degree in education in

i a 1 stints with

of 1 irport and Boos, Allen & Hamikion aswell as 25
with S&C Electric Company in Chicags, she turned ber
attention 1 cversesing the menagsment of her family’s
centennial farm near Peoria.

Her ralafianship with the University af [lincis remained
desgly important to Conrad. She ws @ praud member
of the University of illnnis Fumdation and exjayed her
assccimion with many ingis presidents and Foandaticn
beard members

Lynetiz Marshall, s former fandraiser for the University
of Hlinais, was & longtims friznd of Canrad, They became
acqusinzed in Decamber L363 when Marhall bagan ber
job as direser of Tescurce development for the College
of Agri Corsumer, and Eevi Seimncas
at Miinais. Conrad vwrote Marshall a Jetter and introduced.
berself, B was then they learned they wers from the same

rural inis community:

“That cutreach began a relationship that sndured far
the rest of ber life, and we epjoyed comespanding
[scmetimes 1 would hear from her cn o weskly basis),
meeting in Champaign when she wes en campus, er in
ber hame in Chicagn” Marshall said. “We understoad cne:

anmther's Esmmily historiss, and 1was able to help
rlys accomplish what she wanted to achieve
philacthaogically at her alma mater”

Canrad had two goals ot Hlinois:to belp studeats
wha were interested in smadying English—
bonaring her mather’s role 23 & tracher in @ cne-
mom schealhouse—and o help young peaple
wha wanted to bave o carer @ ;

sgricubure—honoring her father’s vocation as @

farmer.

Coorad made ber fint git to UIUC in 1968
and established the Asdys Streftmatter Conrad
Endowment Fund in 1936, Though she bad been
— o th ity through
ber lifctime, her legacy was secured when ber
estate commitment of more than $12 milion was
realized after her passing on Sept. 6, 2007 Her
planned gift commitment provides recurring,
unrestricted suppost o bath the College of LAS
and the Collegs of ACES as they work to address
their most pressing pricrities.

Sinse the endowment fand was esmblished, it
bas mupported 64 Conrad Frofassarial Scholars,
wha are cutstanding LAS humanitics professss.
Selected prafessars receive fnancial support far
their research and teaching,

Canrads motherwas astrict grammarian, andshe
fzlt supporting stadents in English would mast
appropriately hanor her mather, Marshall said
Far this reascn, the fund provides two significant
schalarships ta cutstanding students in English.
1n addition, thefund has supparted a wids warisny
of LAS effarts that advance people, programs, and
spaces, including internaticnal programs, first-
year experience, and lsh renovatinns.

"It was my bonor to deliver the ulngy st ber
funeral servic, represeming bath cur home
community of Speer as well as cur shared
university of cheics” Marshall said.

FY23 Deferred Giving Impact
Report

ARLYS STREITMATTER CONRAD ENDOWMENT

Empowering

students & scholars

Support for scholarship
Established in benar of ber mathers passion
for teaching, the E. Veda Streitmatter and Arlys
Streitmatter Canred Scholarship in English
‘supparts promising studects pursuing English
educatian from dovenstate Hlinois.

Al my tesching mepemser, inchadi
cantent exam, candidate chserver, and ©
expenses, as well as fiving expenses, har
cavered by this scholarship. Mot having 1
sbout making # through the schosl yeai
Toaking for emploment has besn sowar

» Naja Taylor, a senior English,
ERR
Career poal: High school English/

wﬂzﬂﬂw@mm

*Receiving thit schalarship was cre of my proudest
moments here as 2 student ar the Univessity
of Illincis. Because of the Conrad Scholarship,
the time 14 previously spent dreoding my net
tuiticn, paymert has naw been transformed int o
beightenied zanae af facus, purpess, and what we
in the Marching [lkini call an Attitude of Gratitude”
Gratitode for the time when Tve been able to
become covelnped mors in my studies instead of
the stete of my bank sccount; grettude thet my

on my littl s

upsaming cellege cducation instead of mine; and
grattucde for the feeting that suck a Large univershy
bz pececnally imvested its rescumes inzo the things
Ican create. That's how the Conrad Scholarship bas
made me feel a5 2 student now—who knaws what
cipplecifoct cpportunities # will ereste and bow
#llmake me fecl king down the zoad !

» Gabe Lareau,  junior English major
Career goal-Writerjeducational
mediaAustingbiliy

Conrad Humanities Scholars
The 64 current and former Conrad Humanities
Schalars are amang our Cellege’s most
sccomplished, chairing departments, securing
prestigious E=llowships, leading graduste
Fragrams, and winning cempetitive swards.

“The Conrad Scholar appointment has given
me the resourcer a historian 3t @ resmarch
imstitution needs to conduct sericus, sxtensive
research, Withou the schalarshisls semescer of
teaching leave and rescarch funds, 1 weald nat
ke able ta camplete my current praject, whih
requires me o travel o multiple archives.’

» Professor Ikuko Asaka
Departmentcf History
Canrad Prafessorial Scholar, 2021-2026




FY23 Deferred Giving Impact
Report

In pursuit ofj:zgglrzeﬂsfsg Nphtlanthropy Chemistry Discovery Fund

The Chemistry Discovery Fund gives Dieg of Chamistry facult overhead-
free grants to explore novel ideas and launch innovative projects. The fund is supportedin part
by alumni Ving and May Les, who raceived their PhD degrees inchemistry in 1975 and 1976,

i and went on sful careers in the p industry.

DONOR FEATURE: DE. CRAIG BASKIN

"t war intellechaally stimulating, Abmest withaut
exception, my professons were cusending, and [ aheys

peptides. The fecbility afforded

: = : found their dacs open i you nesded to ask a question. the department 1 be recognized as the very fty o fonde:
Planned gift to support W el 1,:‘“"“5“;‘[""‘?‘:‘ ““"“a"; I dorit think 1 could heve had 8 beter undergradiuste best in the country” :’“Dd“”“:f‘”h‘jwfﬂym{”} THANK YOU
: because yrire aot sure if yoee making ’ : i s sm gratefilto have been.a recipi
Department of Chemistry ik the gras i g experience than what 1 bad in Champaign at that tme. »MayLee

. . sidear because the grass reallyis greener” b After graduating fram Tlineis, Baskin earned his PRD ar M, '74; PhD, '76; chemistry

Ahomirus Craig Daskin (I3, '79, chamistry) made “There iz risk, and 1 was 5o happy [madeth 8 8 fTom " N

University of Califarnia, Berkeley. He then lsunched bis
8 significant carser change after asking himself zhaize. That led o a long, suscessful carsar” i N i i i
2 simple st bald guestion: "What will make me prreting “Lamafirm eruic d
bappy? Changing course has been a theme for Basl "I dac' think [ wendd have been nearly as successful peed paths to monetizstion, some carlier
y . 4 g s in s s a0 undergraduate student entering Linois i hemist, he explained. vervus later: As Hlincis hasa rich history in

_ 1960s, he intended to enroll as a physics "I think all physical scientists are problem schvers, and to ‘comverting academic discaverias to practical
hemil, bewever, he became a chemistry stodent | make an imvestment yond re trying 2 salve a pmblem” applicasings, s a plessure 13 provide
following a semester sturdying finance. =5

Grsncial support for such oppernmities”

ingani ' i Baskin, huilt his carser in Bosten and in 2020 moved back
Haskin swerved from industrial chemistry to the T had a time in Champaign,” o Chicago where he grew up. Now retired for 13 years,

] » Vi
investment business. said iran ; studics Freach, and exj xi

WS, '73; FhD, 'T5; chemistry

"o very fartunate]” Baskin said. "By one mesrure of

success 1 samed maney, but [e alsa heen With

o vt vl Tonted £ domxdﬁn!d:amhu “When you touch a student’s
lasting benefte, When yau tmach s shudent’ path, you path, you touch every person
touch every personthey interact with, and it goes on to the they interact with, and it goes
next genermtion” on to the next generation.”

Baskicls gift will support undempradunte scholerships,
faculty schclars, as well as the Chermistry Discovery Fund
Given bis owa willingeess o sirike cut on @ oew path,
it unsurprising that Jakin is partcularly passionate
sbout the Discovery Fund. While working toward his PAD,
Baskin crossed paths with an cogenic chemistry prafessar
whawas ready to dive into a oew research area.

“He applisd to several grant funds but never recsived
funding b he hadna bistocy in the h,'
Baskin, said. "He faught, but be was aut of the resmarch
game at that poine. Thars has 1o he a way to fund pecple
with iddeas hat are cut of consenme, becauss consensus
izt always right. [ felt thiz ix a way 1 could support that
id=a, This fund could allow reszarchers to bring new id=as
toan inflection paint—if th pesitive, additianal
fundling is likely”




Results!

« Overwhelmingly positive response from donors about
Impact report

* Increase in deferred revenue from re-engaged donors in
Y23

* Improved use of travel time for MGOs
« SDR much more involved in solicitation cycle
* Helps with long-term strategic planning




Results!

 Higher creative confidence - we’ve continued to
use brainstorm sessions and design thinking to
solve wicked problems!

 Greatly improved visibility into work between
MGOs and SDR

* More comfort with collaboration
e Less chaos - more trust




Takeaways

* Ask “why?”
« Keep your creative toolset sharp!

* Invest in building professional empathy with those on
your team

* Look for ways to turn your problems into opportunities
« Work with what you’ve got




Questions?

D
RP



Thank you!

Kendra Wieneke | LAS @ lllinois | kwieneke@illinois.edu
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