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&
Key&Highlights&

•! Effectively pulling insights from data to deliver a better customer experience 
requires skills and knowledge that some businesses are lacking. 

•! Eight in ten executives agree that the ability to harness data would make their 
businesses much stronger. 

•! Innovairre has a solid data management and analytics process in place for 
working with clients to deliver the right message with the right level of 
personalization to drive donor behavior. 

•! Delivering a strong data-driven marketing campaign involves a number of key 
steps, including developing a strategy, conducting a data audit, breaking down 
siloes, and providing personalized communication across all channels. 

Introduction&
Although some say that money makes the world go around, today’s marketers are just as 

likely to say that customer data makes their world go around. Data offers businesses new 

opportunities to better understand their customers through a variety of sources, including 

purchasing behaviors, interactions, demographics, and history. The end objective is to 

deliver a personalized customer experience that prompts the consumer to take the 

desired action. 

Unfortunately, pulling insights from data to deliver a better customer experience is not 

always easy. Doing it effectively requires skills and knowledge that some businesses are 

lacking. According to Gartner, 85% of Fortune 500 companies are ill- prepared to exploit 

Big Data in their organizations to support these efforts. In July 2015, 1to1 Media 

published an Infographic highlighting the latest statistics around Big Data and the 

challenges that marketers face. By 2018, there could be a shortage of between a 140,000 

and 190,000 people with the requisite talent to provide essential data analytics and 

predictive modeling skills as well as a shortage of 1.5 million managers and analysts with 

the ability to leverage the insight to make effective decisions. Eight in ten executives agree 

that the ability to harness data would make their businesses much stronger. 
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Figure 1: Big Data Infographic from 1to1 Media 

 
 

Innovairre:&Rising&to&the&Challenge&
A number of service providers are embracing data and have concluded that the building 

the requisite skills to support customers in data-driven marketing is the key to future 

success. Those delivering a full suite of services are working across the entire spectrum of 

capabilities to deliver results for their client base. Innovairre (Pennsauken, NJ) offers one 

of the most sophisticated examples of a marketing service provider that is offering data-

driven solutions. 

Don McKenzie, President and Chief Growth Officer of Innovairre, offered perspective on 

how his company works with clients to build out data-driven campaigns. Innovairre is a 

worldwide leader in fundraising, supporting partner agencies as well as non-profits. With 

over 4,500 employees, the company services more than 500 charities across five 
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continents. It sends more than 1 billion pieces of direct mail on an annual basis. 

According to McKenzie, Innovairre is the world’s largest organization serving non-profits. 

Innovairre has a solid data management and analytics process in place for working with 

clients to deliver the right message with the right level of personalization to drive donor 

behavior. McKenzie outlined the steps that are required to deliver a strong data-driven 

marketing campaign. 

It&Starts&with&Strategy&
Fundraising is one of the largest annual investments that non-profits make. Innovairre 

works closely with its non-profit partners and encourages collaboration every step of the 

way. McKenzie explains, “Our objective is to create efficient and effective marketing plans 

that meet their annual funding requirements and support long-term goals. We need to 

understand the specific goals of their initiatives to deliver the best possible results.” 

Conducting&a&Data&Audit&
A data audit is the process of assessing how fit a company’s data is for any given purpose. 

This involves profiling the data and assessing the impact of poor-quality data on the 

organization’s performance and profits. According to McKenzie, “Many non-profits are 

experiencing attrition every year. This is occurring while total direct mail prospecting 

names/lists are declining and postage costs are getting higher. To overcome these 

obstacles, we typically conduct a master donor file audit, which provides a thorough 

statistical overview of all segments of the client’s donor base.” 

To help ensure clients with higher net donations, the master donor file audit provides 

data on response rates, ROI, long-term donor value, year-to-year comparisons, and 

testing results. The objective is to combine advanced analytics with Innovairre’s in-depth 

fundraising know-how to identify strategies that will maximize donations and revenue 

growth for clients. 

Data&Hygiene&Security:&Table&Stakes&
Accuracy is essential when it comes to marketing communications. In the January 2015 

Data Quality Benchmark Report Published by Experian, 92% of organizations indicated 

that their customer and prospect data might be inaccurate in some way. McKenzie notes, 

"Non-profits are no different. Accurate and continuously updated donor information is 

vital to creating better relationships with donors. Getting accurate information in the mail 

is table stakes in today’s market. We feature innovative data hygiene techniques to ensure 

effective communication with specific donors, thereby fostering an environment of 

goodwill and giving them the ultimate in personal attention. A state-of-the-art network 

infrastructure and world-class security protect our clients’ valuable data. We also have 

merge purge processing so duplicate mailings are minimized. In addition to saving on 
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excess printing and postage expenses, this can also improve your relationship with your 

donor.” 

Breaking&Down&the&Silos:&Dealing&with&Data&from&Everywhere&
Today’s marketers are challenged with uniting silos of data from disparate sources, 

including CRM systems, purchased data, response cards, and social media. Customer 

information needs to be unified from every channel to obtain a holistic view of the 

customer base. Innovairre has developed a number of tools that integrate across the 

many silos that exist in today’s organizations. Social Synchronization, Innovairre’s 

proprietary solution that matches donor mail files to their Facebook pages, is a perfect 

example. McKenzie elaborates, “We serve up a proven Facebook ad at a time that is 

precisely coordinated with your direct mail drop. The synchronization works. This 

online/offline communication coordination helps donors better appreciate your appeal 

and increases direct mail response rates/funds raised by as much as 20%, which more 

than covers the Facebook advertising and program costs.” 

Predictive&Analytics&and&Data&Modeling&
Innovairre offers analytical and modeling techniques that enable RFM-based decision 

making. RFM (recency, frequency, monetary) analysis is a marketing technique used to 

determine which customers are the best by examining how recently a customer has 

donated (recency), how often they donate (frequency), and how much the customer 

donates (monetary). RFM analysis is based on the marketing axiom that “80% of your 

business comes from 20% of your customers.” McKenzie states, “The end result is that we 

can use client data to exceed expectations and drive higher net returns on marketing 

investment. We build segmentation strategies, predict the best donors, suppress non- 

responders, and maintain data profiles.” 

 &
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Personalized&Communication&Across&All&Channels&
Innovairre provides clients with an all-variable production platform for fundraising 

campaigns, including digital printing. According to McKenzie, “Personalized 

communication with donors is critical from the very beginning. It paves the way for an 

extensive line of specialized multi-channel communications, from online efforts like e-

mail, QR codes, microsites, videos, and mobile to offline strategies like letters, inserts, 

and outside envelopes. The data drives the communication to the right person via the 

right channel with the right message. It includes everything from welcome kits and 

personalized premiums to mobile messaging.” 

Learning&from&Experience&
The results gleaned from one campaign can and should be used to improve future 

marketing initiatives. This information will often deliver insight that can make the next 

campaign more effective. McKenzie wraps up by saying, “The goal is simple yet powerful, 

and it can be summed up in a single word—optimization. By continuously improving with 

testing, learning, and strategy development, we can deliver ever-improving donations for 

our clients and prepare for the next steps in their fundraising strategies.” 

The&Bottom&Line:&Data&Delivers!&
Data makes the marketer’s world go around and drives their customers’ success. Today’s 

customers expect a flawless experience that delivers personalized content via the 

appropriate channel. Marketers need partners that understand data. Non-profit 

organizations are turning to Innovairre with good reason! 

(
This(material(is(prepared(specifically(for(clients(of(InfoTrends,(Inc.(The(opinions(expressed(represent(our(interpretation(
and(analysis(of(information(generally(available(to(the(public(or(released(by(responsible(individuals(in(the(subject(
companies.(We(believe(that(the(sources(of(information(on(which(our(material(is(based(are(reliable(and(we(have(applied(
our(best(professional(judgment(to(the(data(obtained.(
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