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Key Findings

Today’s nonprofits know how important it is to inspire and engage 
their audiences; to ignite their passion for the cause, to build 
relationships and to enthuse them to come back for more. 

Whether people connect with nonprofits as donors, volunteers or beneficiaries, the goal has to 
be to deliver the best possible experience. And the great news is that nonprofits are highly rated 
by their supporters and stakeholders. 

In a recent Salesforce.org public survey, we asked over 4,900 adults in Australia, Canada, Germany, 
France, the Netherlands, U.K., and U.S. about their most recent interactions with nonprofits this year. 
What did the results tell us about the experiences delivered and where improvements can be made?

6 in 10 respondents have given to a nonprofit, 
volunteered and/or benefitted from charitable 
services in the first half of 2021.

Donors, volunteers and beneficiaries are 
overwhelmingly positive about their nonprofit 
interactions. Thinking of their most recent 
experiences, around 9 in 10 respondents 
say the organisation met or even exceeded 
their expectations. And yet, 1 in 6 donors 
and 1 in 7 volunteers don’t recall receiving a 
meaningful thank you message for their support. 
Together with specific trends emerging at a 
national level, this indicates that there is great 
potential to deepen engagement and strengthen 
nonprofit experiences.

Introduction

Donors 54%

Volunteers 22%

Beneficiaries / 
Service users 14%
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*Respondents were asked to report on their most recent experience of donating, volunteering or using nonprofit services.

The Donor Experience

Speaking of their most recent donation, the large majority of donors say they find it easy 
to give, that they feel their support is valued and they are likely to give again. However, 
not all supporters are being thanked and changes to the way charities communicate and 
the donation process could inspire more gifts.

Charitable giving is most prevalent in the U.S. (65%), U.K. (63%) and Netherlands 
(60%), and less common in Germany (41%) and France (43%)

86% of donors found it easy to give, but 
over a third (36%) would give more often 
if it were easier to do so

78% say they feel that their donation is 
valued

6 in 10 say they received a meaningful 
thank you message, but 1 in 6 disagree

Did you know?

In France, where cheque and 

cash giving is prevalent, just over 

half of donors say they would give 

more often if it were made easier. 

This compares with a minority of 

donors (14%) in the U.S. – where 

online giving is most common.

7 in 10 say their expectations were met 
and 2 in 10 that their expectations were 
exceeded

84% say they are likely to donate to the 
organisation again

65% 63% 60% 43% 41%

United 
States

United 
Kingdom

Netherlands France Germany
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*Respondents were asked to report on their most recent experience of donating, volunteering or using nonprofit services.

The Volunteer Experience

The Beneficiary Experience

Giving time can be a hugely rewarding experience. Volunteers typically report that they 
are well briefed by the nonprofits they support, with options for how and when they 
can help.

The nonprofit relationship dynamic differs greatly with beneficiaries from relationships 
with supporters (donors and volunteers). For service users, needs can be high, and 
yet they are the most likely group to say that the experience had exceeded their 
expectations.

Did you know?

Did you know?

While 9 in 10 volunteers in the 

U.S. and Australia say they are 

likely to volunteer with the same 

organisation again, this drops 

to around 7 in 10 in Germany 

and the Netherlands, where 

respondents are less likely to 

have been told what to expect.

Only 1 in 10 respondents in 

Australia have accessed 

services from nonprofits recently 

- less than half the amount of 

beneficiaries in Germany.

73% of volunteers say they were given 
clear communications about what they 
needed to do before volunteering

68% recall having received a thank you 
message

7 in 10 (71%) of beneficiaries say they 
were satisfied with the services received

3 in 4 beneficiaries say the organisation 
keeps them informed and that they can 
access relevant information on their 
smartphones

78% say the experience made them feel 
that the organisation is well run

Almost 8 in 10 (79%) say they are likely to 
volunteer with the organisation again

Around 4 in 10 (39%) service users say 
that their expectations were exceeded, 
compared with 1 in 4 volunteers (26%) 
or 1 in 5 donors (19%)
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*Respondents were asked to report on their most recent experience of donating, volunteering or using nonprofit services.

Communicating for Good

Donors, volunteers and beneficiaries have their own unique relationships with the 
organisations they support, making it all the more important that nonprofits get to 
know their supporters, tailoring communications and helping them feel truly valued.

Only 4 in 10 donors, volunteers and 
beneficiaries say that they receive 
personalised nonprofit communication, 
rising to 45% and 43% in the U.K. 
and Canada

1 in 5 are concerned about whether 
nonprofits will keep their details safe – 
although respondents in the U.S. and 
Australia are far less concerned than 
those in Europe

Did you know?

Email is the preferred channel 

for supporters, volunteers and 

beneficiaries to be contacted by 

nonprofits in every nation except 

for France where the telephone 

tops the list and messenger apps 

are gaining ground.

However, almost the same proportion 
(18%) would like to be asked to give 
more often and one quarter to volunteer 
more (25%)

Some people think that nonprofits ask 
too much of them

16%
say they are 
asked too often 
to volunteer

19%
say they are 
asked too often 
for money

16%

19%

100%
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Global Overview

% People who donated, volunteered or benefitted from 
charitable services since 01 January 2021

DONORS

United States 65% 23% 9% 70%

60% 26% 15% 68%Netherlands

63% 19% 16% 67%United Kingdom

54% 16% 10% 60%Australia

53% 19% 13% 59%Canada

43% 25% 14% 52%France

41% 28% 21% 51%Germany

54% 22% 14% 61%Global

VOLUNTEERS

% People who would support the same 
organisation again

DONORS

United States 88% 90%

84% 91%Australia

86% 81%Canada

85% 81%United Kingdom

82% 78%France

80% 71%Netherlands

77% 66%Germany

84% 79%Global

VOLUNTEERSBENEFICIARIES TOTAL

Total: (% donated, volunteered or received services)

% Beneficiaries who are satisfied with nonprofit services

Australia United States Canada United Kingdom France Netherlands Germany Global

88% 86% 83% 73% 67% 60% 56% 71%
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Learn more

Improve your nonprofits digital strategy

https://www.salesforce.com
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