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Introduction:  
Transforming Donor Engagement

Introducing a Donor Experience Officer (DXO) program marks a transformation 
aimed at deepening connections with supporters who may not receive 
enough attention. 

Situated at the intersection of Annual Giving (AG) and Major Giving (MG), 
the DXO program is crafted to provide customized, diverse communication 
methods to a wide range of donors, ensuring that every possible supporter is 
acknowledged and engaged.

This detailed guide offers insights into establishing a DXO program - giving an 
overview of what a DXO program is, highlighting the benefits, and outlining the 
steps involved in creating one.
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WHAT IS A DXO PROGRAM? 
A DXO program leverages Donor Experience Officers to engage extensively with high-potential 
donors using tailored, high-volume communication across digital channels. This approach aims 
to build meaningful relationships with high-potential donors, enhance their giving experience, 
and identify potential major gift prospects.

Between the top levels of annual giving (typically around $1,000 per year), and the starting 
thresholds for major giving (often at $25,000 or more), exists a significant gap where many high-
potential donors can fall through the cracks. These donors may have the capacity and interest 
to deepen their engagement, but often lack the individualized attention required to unlock 
their full philanthropic potential. The DXO program addresses this critical gap by ensuring these 
mid-level donors receive the attention they need to ascend the giving pipeline.

Donor Experience Officers manage extensive portfolios and utilize various communication 
methods such as email, video, social media, texts, and phone calls to connect with donors on 
an individual level. 
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The primary responsibilities of Donor Experience Officers include:

The goal of these activities is pipeline development -  identifying and qualifying donors who 
may have the capacity for larger contributions, as well as facilitating their transition to major 
gift officers when appropriate.

Employing a DXO program enables organizations to effectively engage a broader segment 
of their donor base. This ensures that more supporters receive individualized attention, which 
can lead to increased donor retention and higher fundraising outcomes.

Crafting tailored messages and communications that resonate with 
each donor’s interests and history.

Establishing and nurturing connections to foster donor loyalty and 
long-term support. 

What is a DXO Program?  (cont.) 

Personalized Engagement 

Relationship Building
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BENEFITS OF A  
DXO PROGRAM

The core advantage of implementing a DXO program lies in its ability to identify, capture, 
and cultivate high-potential donors — individuals who might otherwise remain unnoticed in 
traditional fundraising models.

These donors often exhibit early signals of interest or capacity, but may lack the engagement 
necessary to inspire transformative giving. By leveraging a strategic approach, organizations 
can unlock these donors’ intent and foster their capacity to contribute at higher levels.

1. Capturing High-Potential Donors
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Major donors are nurtured over time through personalized and intentional engagement. 
DXOs focus on creating a journey for high-potential donors, gradually deepening their 
involvement and demonstrating the impact of their contributions. By managing these 
relationships strategically, DXOs help ensure major gift officers receive well-qualified 
prospects ready for larger commitments.

This approach recognizes that major donors don’t emerge overnight — they are nurtured 
through a series of increasingly meaningful interactions and a carefully orchestrated 
engagement journey.

Thanks to this strategic engagement, DXOs may also notice if a particular donor needs more 
nurturing, or if perhaps it’s not the right moment to make a larger ask. This saves Major Gift 
Officers’ time and resources by ensuring that major gift solicitations are directed towards 
donors who are truly ready and primed for such a commitment.

This strategic approach to pipeline development leads to a more efficient and effective 
fundraising process.

Rather than relying solely on high-profile donors, organizations can cultivate a broader base 
of mid-level contributors poised for growth. For example, a donor who consistently gives 
$1,000 annually but exhibits capacity for more might be inspired to make a $10,000 gift 
through focused cultivation and stewardship.

A DXO program achieves this cultivation by blending data-driven insights with personalized 
engagement strategies. For instance, by analyzing giving patterns, engagement behaviors, 
and wealth indicators, organizations can pinpoint donors with untapped potential.

Once identified, Donor Experience Officers can initiate tailored interactions that resonate 
deeply with the donor’s values, interests, and philanthropic aspirations, building a 
meaningful and lasting connection.

Benefits of a DXO Program  (cont.) 

2. Building a Major Donor Pipeline
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Acquiring new donors is essential for the growth of your institution, but retaining existing ones 
is equally as crucial. 

A DXO program is a powerful tool for cultivating donor loyalty and maximizing long-term 
engagement. By providing personalized attention and building authentic relationships, DXOs 
encourage a deeper sense of connection between donors and your organization.

Donor cultivation also translates into higher retention rates, as donors feel valued and 
appreciated for their contributions. They are more likely to continue supporting your mission 
when they know their gifts are making a difference and that they are part of a community 
that cares. 

For example, 41% of donors say they would become repeat donors if they received 
personalized messages on the impact of their donation. DXO programs are positioned to 
deliver this level of personalization.

Furthermore, besides simply retaining donors, an effective DXO program also cultivates true 
loyalty. This means that donors not only continue to give, but also become advocates for 
your organization. They spread the word about your work and encourage others to get 
involved. 

This kind of passionate support is invaluable and can significantly amplify your impact.

Benefits of a DXO Program  (cont.) 

3. Improving Donor Retention

https://bloomerang.co/blog/donor-thank-you-down-and-dirty/
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DXOs act as a central point of contact for their assigned donors, facilitating seamless 
communication and collaboration between various departments within your organization. 

This helps ensure that everyone is on the same page regarding donor interactions, 
preferences, and giving history. By breaking down silos and fostering cross-departmental 
collaboration, DXOs help create a more unified and donor-centric approach to fundraising.

DXOs play a crucial role in segmenting your donor base and prioritizing engagement efforts. 
By analyzing donor data and understanding individual needs and interests, DXOs can help 
you tailor your outreach and ensure that you’re focusing your resources on the right donors 
at the right time. This includes:

Benefits of a DXO Program  (cont.) 

4. Streamlining Fundraising Efforts

Recognizing donors who exhibit the capacity and inclination for 
increased giving.

Focusing your time and resources on cultivating relationships with 
donors who have the greatest potential to support your mission.

 Creating customized communication and engagement plans for 
different donor segments.

Identifying high-potential donors

Optimizing resource allocation

Developing targeted strategies
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The return on investment (ROI) for DXO programs extends beyond immediate financial gains. 

By cultivating a loyal and engaged donor base, these programs contribute to long-term 
philanthropic support and increased advocacy for the institution. It’s essential to measure 
the success of DXO programs not just through traditional volume-based metrics, but also 
through metrics that reflect donor satisfaction, retention, and engagement levels. 

These donor-centric metrics provide a more accurate picture of the program’s impact and 
long-term value.

Benefits of a DXO Program  (cont.) 

5. Improved overall ROI 
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HOW TO CREATE A  
DXO PROGRAM

Use your donor database and analytics tools to pinpoint individuals who have the potential for 
increased giving. Look for patterns in giving history, engagement levels, and event attendance 
to identify those who are ready for a more personalized approach.

The RFM (Recency, Frequency, Monetary) model is an effective method for segmenting donors 
and optimizing fundraising strategies. It evaluates donors based on three factors: how recently 
they donated (Recency), how often they contribute (Frequency), and the total amount 
they’ve given (Monetary Value).

Step 1: Identify and Strategize

https://vanillasoft.com/resource-center/blog/donor-segmentation-utilizing-the-rfm-approach
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Using this approach, organizations can identify patterns in donor behavior and tailor their 
outreach to boost engagement. The process involves gathering and analyzing donor data, 
scoring individuals in each RFM category, grouping donors into meaningful segments, and 
regularly reviewing and refining these groups to maintain accuracy.

When combined with personalized communication and a commitment to continuous 
improvement, RFM segmentation can transform donor relationships and enhance 
fundraising results.

Once you’ve identified your target audience, develop a comprehensive engagement 
strategy. 

This should outline how DXOs will connect with donors across various channels, the types of 
communications they’ll send, and the frequency of their interactions. 

To avoid confusion and ensure efficiency, establish clear boundaries for your DXO program. 
This includes:

How to Create a DXO Program  (cont.) 

Clearly define which constituents are assigned to DXOs versus 
those who are managed by the Engagement Center or Major Gift 
Officers. This prevents overlap and ensures that each donor receives 
the appropriate level of attention.

Set realistic expectations for the number of donors each DXO 
can effectively manage. Avoid overburdening them with an 
unmanageable workload.

Establish clear processes for data flow and information sharing 
between the DXO program and other departments. This ensures that 
everyone has access to the information they need to effectively 
engage with donors.

Constituent segmentation

Workload management 

Process definition
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Before you can begin cultivating meaningful donor relationships, you need the right 
infrastructure in place. 

This starts with building a robust tech stack. Ensure you have invested in a donor 
engagement system that can capture and analyze donor data, a marketing automation 
platform to streamline communications, and any other tools that will empower your DXOs to 
personalize their outreach.

Build the infrastructure that enables scalable engagement without compromising 
personalization.

How to Create a DXO Program  (cont.) 

Step 2: Build the Right Infrastructure
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Provide comprehensive training on your organization’s fundraising priorities, donor database, 
and the technology they’ll be using. A donor engagement platform like VanillaSoft can 
be the right choice, as you can easily set it up and have your DXOs up and running after a 
couple of training sessions.

Technology alone cannot build strong donor relationships. You need talented individuals to 
bring that technology to life.

That’s why your next step should be hiring and training your DXOs. Look for individuals with: 

How to Create a DXO Program  (cont.) 

DXOs are relationship builders. They should be excellent communicators, 
active listeners, and genuinely interested in connecting with people.

Your DXOs should be passionate about your organization’s cause and able 
to articulate its impact to donors in a compelling way.

DXOs need to be comfortable working with data and using it to inform their 
outreach strategies.

Your DXOs should be proficient in using the technology in your tech stack to 
manage donor relationships and personalize communications.

Exceptional interpersonal skills

Passion for your mission

Data fluency

Tech savviness

Step 3: Recruit and Train DXO Staff 
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The engagement center serves as the operational hub of your DXO program, facilitating 
regular interactions with high-potential donors. By using the engagement center, your team 
can manage communications across multiple channels, including phone, email, text, and 
social media.

Develop customized donor cadences for different donor segments, taking into account their 
giving history, interests, communication preferences, and engagement levels. A cadence 
might include a welcome email series for new donors, birthday and anniversary greetings, 
regular updates on program impact, and invitations to events.

Through these interactions, the engagement center helps:

For instance, if a donor regularly attends events but has not increased their giving, 
engagement center staff can initiate conversations to explore their interest in contributing 
to specific programs. This collaboration ensures no opportunity is missed in building donor 
connections.

How to Create a DXO Program  (cont.) 

Step 4: Leverage the Engagement Center for Donor Conversations

Conversations reveal valuable insights into donor motivations and 
interests, which DXOs can use to tailor engagement strategies.

Regular touchpoints build trust and familiarity, nurturing relationships 
over time.

By identifying patterns of engagement, the engagement center 
helps prioritize donors for more personalized cultivation by DXOs.

Capture donor intent

Maintain consistent communication

Support pipeline development

https://vanillasoft.com/resource-center/blog/building-an-effective-donor-cadence
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Setting clear goals is essential for a successful DXO program. Goals provide long-term 
direction and serve as the foundation for your strategy. Begin by defining the overarching 
purpose of your DXO initiative: Are you focused on nurturing mid-level donors for eventual 
major gifts, retaining existing donors, or both?

Once the long-term goal is established, break it down into actionable objectives—the 
shorter-term, specific steps that move you closer to your goal. Use SMART (Specific, 
Measurable, Attainable, Relevant, Time-bound) criteria for these objectives.

As your program evolves, it’s crucial to review and adjust your strategy. Goals provide 
consistency over time, but objectives will likely shift year to year as you refine your approach 
based on data and changing donor dynamics. This dynamic, data-driven strategy ensures 
the program stays relevant and impactful.

How to Create a DXO Program  (cont.) 

Step 5: Set Clear Goals and Measure Success
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Conclusion:  
Unlock the Full Potential of High-Potential Donors

A Donor Experience Officer program goes beyond a traditional fundraising 
strategy since it has the power to transform your efforts into a commitment 
to building authentic, lasting relationships with your supporters. By bridging 
the gap between annual giving and major gifts, DXOs cultivate a culture of 
philanthropy that benefits both the institution and its donors.

Through personalized engagement, strategic cultivation, and data-driven 
decision-making, DXO programs enhance donor retention, strengthen 
major gift pipelines, and ultimately improve your institution’s overall ROI. 
This investment in donor relationships not only drives immediate fundraising 
success, but also lays the groundwork for sustainable, long-term support, thus 
ensuring your institution can continue to thrive and fulfill its mission for years to 
come.
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