
Welcome
● All participants’ microphones have been 

muted & cameras have been turned off

● Please post any questions in the chat & we 
will review them during our Q&A segment

● This webinar is being recorded & will be 
distributed after the session

Adam Good

Senior 
Strategist

Who is speaking?

John 
Harrison
Solutions 
Producer



January 18, 2023

So you have your contact model, 
now what?
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● Overview: What is a 
Contact Model? 

● What do the outputs of a 
Contact Model look like? 

● Practical application of 
the Contact Model

● Getting started: 
Hands-on activity

What we’ll cover
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Overview: 
What is a Contact Model?
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Contact Model

A mental model

outlining the key information

you need to know about your specific contacts

to power meaningful engagement
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You need to know who you’re dealing with
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Name

Email

Organization

Who they are What they care about What they’ve done

Role

1 2 3

Topics

Regions

Content preferences

Communication 
needs

Signed up for an 
event

Met with staff

Donated

Signed a petition
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Joe (he/him) advocates on behalf of 
Organization X and is a spouse of Erika. Joe 
attended the same event where Jasmyn spoke

You want to understand relationships
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Isaiah(they/them) works as a Campaign Manager at 
Organization X. Isaiah is in need of a legal review for a 
provocative blog post . They also assist Erika

Jasmyn (she/her) is a blogger, and a subject matter expert 
on key topics of interest to Organization X. 
Jasmyn lives in the same community as Erika & Joe and 
was a speaker at a recent advocacy event

Erika (she/her) is CEO of Organization X, and is a 
major gift donor. She is assisted by Isaiah
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So you can find and engage them

“Alert me when 

a new contact from the State Department 

registers for an event

on national security

so that I can notify the national security program lead 

so they can send a personal email”

(throughout your evolving relationship)
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Your (current) contact ecosystem is busted

● CRM(s!) Outreach channels: website, social, 

direct mail, invite systems, anything used for 

appeals and communications

● Reports and spreadsheets! (not uncommon)

● A team member’s brain

It’s likely a blend of ad-hoc, structure &  distributed systems
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Digital CRMDonor CRM Website

Zoom 
Events

1-to-1  emails 

Spreadsheets

Colleagues’ brains
Somewhere on the F: Drive

Social 
Media Reports

The goal is to not collapse these into a 
single system, but to help the users of 

this ecosystem to have a shared, 
holistic understanding of your 

contacts

Email 
Automation 

Tool



What do the outputs of 
a Contact Model look 
like?
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CRM Personas Email List Management

Engagement Ladders 
and Pipelines Optimizing Touchpoints Content Strategy

Relationship Tracking 
and Growth

Building and Improving 
Taxonomies

A Contact Model is a blueprint for:
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Segmentation Strategy Usable Personas Improved Email List 
Management

Engagement Ladders 
(Contact Nurturing) *CRM Content Strategy

Better Relationship 
Tracking

Building and Refining 
Taxonomies 

(labels, nomenclature and 
organization)

Content StrategyOptimizing Ad Channels



Practical Application 
of the Contact Model
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Are you tracking the right data about 
your contacts, in the best format? 

Contact Model as CRM “system of truth” blueprint
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● Open text

● Checkbox

● Drop-down list

● Number

● Currency

● Percentage

● URL/email

● Date/time

● Image

1. Contact type
2. Lead source 

(touchpoints)
3. Organization details 
4. Company size/# of 

employees   
5. Opportunity value (e.g. - 

volunteer, advocate, 
speaker, major gift 
donor) 

6. Lifecycle stage 
(probability of continued 
engagement)

7. Specific contact details
8. Donation history

Do you have the right 
kinds of fields? 

…And the best field 
types? 
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Former employee at ________

Serves on the board of ________

Is a speaker on behalf of ________

A Contact Model demonstrates 
practical ways to better track and 
leverage relationships, such as:

● The relationships your contacts have with 
one another - they can be simple or 
complex

● The organizations they work for - and 
advocate for

● The interests that similar contacts have 
that can be leveraged to connect and 
empower one another, and better serve 
your communities.

Contact Relationship Tracking 
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Former employee at ________

Serves on the board of ________

Is a speaker on behalf of ________
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Engagement ladder example

1. Start of engagement 
2. Phases of engagement 
3. Activities that happen in 

those phases
4. When a phase is complete it 

moves to the next phase… 

Examples: 

● A Donor’s Journey
● Moves Management
● Grant Intake
● Scholarships
● Volunteering
● Advocacy
● Hiring

Contact Nurturing Process
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21

3

4
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Contact Nurturing: Donor Stewardship (example) 
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21

3

4

1. Start can happen 
before you know 
the contact

2. Phases can be 
short or take years 

3. Activities are tasks 
and steps that 
move the process 
forward

4. Deliverables can 
be the definition of 
“done” for that 
phase
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Helping our furry friends
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Identity Attributes interest  Attributes Activity Attributes Relationships

Contact Card: Major Donor prospect
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Name: Pierre 
MonMeow

Title: Sr. Cat 
Director

Organization: 
MonMeow’s 

CatsMart

Salutation: 
Mr.

Pronouns: 
He/Him

Zip Code: 84338

Topics of Interest: 
Animal Advocacy, 

Philanthropy, 
Volunteering, Public 

Speaking

Social Media: 
TikTok, LinkedIn

Media Consumed: 
Catster, Petfinder, 
Jackson Galaxy’s 

“My Cat from 
Heaven” 

Attended an 
Adoption Event on 

Jan 15 2023

Participated in the 
Sponsor-A-Kitty 

program in 2019 and  
2022

$2k GivingTuesday 
donation for the 

Spay/Neuter Fund

Inquired about  
Major Gift (of 

Stocks) on Jan 17 
2023

Interested in 
Volunteering as a Furry 

Friend Foster

Interested in 
Advocacy with the Best 
Friends North Utah Feral 

Cat Community

Serves on the Board of 
Supreme Cat 
Organization

Is part of the Arbuckle  
Household

Is the spouse of: Sherri 
MonMeow

Identity Attributes Interest  Attributes Activity Attributes Relationships

Contact Nurturing 
Stage
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Recommended next engagement:

Relationship Manager 
> Invite to Coffee

Contact Modeling provides the means to  better 
outreach…
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Subject Line: Gala Event with 
Jackson Galaxy

Hello Mr. MonMeow,

Based on your fantastic participation 
in our Sponsor-A-Cat program in 
2019 and 2022, and the generous gift 
you provided during the 2022 
#GivingTuesday, we’d like to invite 
you to a Exclusive Gala in Salt Lake on 
March 15, 2023. Jackson Galaxy will 
be a featured speaker, representing 
Best Friends TNR. Please join us! 

Sent...

Recommended next engagement:

Relationship Manager 
> Invite to Coffee

Follow up



 |   

Think of a key audience member at your organization - fictional or real. 
This person will be your contact

We’ll build a contact card around this person using Google Slides (or a piece of 
paper if you prefer) 

1. Give your contact a name and an identity. What do you know about this 
person? 

2. Define at least five identity attributes to apply to this contact
3. Pick at least five interests or activities that you can apply to this contact
4. Define five relationships that you would like to track about this contact that 

could help improve your understanding of their needs, desires and affinities
5. Bonus points: Find a picture or an avatar to represent your contact and 

replace the anonymous headshot with it.

Activity
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Activity
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Name:

Title:

Organization:

Salutation:

Pronouns:

Zip Code:

Topics of Interest:

Our Programs of 
Interest:

Newsletters 
subscribed:

Social Media

Media Consumed:

Signed up for email newsletters

Signed up for an Event

Attended an Event 

Watched an Event

Downloaded a resource

Made a grassroots donation

Made a GivingTuesday donation

Inquired about a Major Gift

Signed up to be a speaker

Interested in Volunteering in _____ Community

Interested in Advocacy in ______ Community

Serves of the Board of _______ Organization

Former employee at ________

Assists _______

Is Assisted by ________

Is a relative of ______

Is the spouse of ______

Is part of the ______ Household

Interest  Attributes Activity Attributes

Relationships

Identity Attributes
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So what meow?
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