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Today’s agenda

1. Traditional Grateful Patient Outreach

2. University of Utah Health 

3. U of U Grateful Patient: Then & Now

4. Partnership: U of U Health and StoryCause

5. Results and assessment – FY ‘23

6. The Future



1. Traditional Grateful 

Patient Outreach



Traditional Grateful Patient 

Outreach

Traditional grateful patient outreach yields 

minimal results:

￮ .4 – .6% pledge rates

￮ $45 average gift

And you don’t know why someone gave - how did 

the hospital help them?  What kind of experiences 

did they have? Is there a doctor, nurse, caregiver 

that was particularly meaningful to them?



Prepare

Execute

StewardshipFollow-up

Second gift 

strategy

Formula for 

Success • Permission.

• Sustainer ask.

• Retention plan.



Oxytocin
Oxytocin is typically linked to warm, fuzzy feelings and shown in some research to lower 

stress and anxiety. Oxytocin has the power to regulate our emotional responses and 

pro-social behaviors, including trust, empathy, gazing, positive memories, processing of 

bonding cues, and positive communication
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2. University of Utah 

Health



U of U Health – Today

￮ Five hospitals and 12 community health care 
centers

￮ University of Utah Medical Group with 
2,000 members

￮ Highly-ranked $458 million research 
enterprise (FY22)

￮ Six schools and colleges, including the
➢ Colleges of Health, Nursing, and 

Pharmacy, 
➢ The School of Dentistry, the Spencer S. 

Eccles Health Sciences Library, and the 
Spencer Fox Eccles School of Medicine.



U of U Health – 

Today

Excellence in patient 
care, education, and 
research—all in service 
to the community—is 
vital to our overall 
mission. 
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”With clinical revenue, tuition, 
research funding, and state funding, 
we are a good organization. 

Philanthropic dollars make us 
great!”

Dr. Michael Good, CEO
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Academic Medicine Philanthropy

80% of gifts come from 

individuals who are not 

alumni or staff.

They come from patients and 

their families.
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Why do patients give?

￮ For joy and giving thanks

￮ As part of recovery/healing.

￮ As an outlet for grief

￮ To make an impact

Consider this…

The more life-changing the experience, the 

greater the motivation to give back, and the 

greater satisfaction a donor receives from 

expressing that gratitude.

It’s not about the 
money.

It’s about the 
meaning.



3. U of U Grateful 

Patient: Then & Now
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Then: Prior to 2022

￮ Physician Referrals to clinical major gift 

officers. 

￮ Lacking broad-based program.

￮ Quarterly Doctors Day – print appeals

￮ Low response rate. 

￮ Poor ROI on one-time acquisitions.

￮ No digital footprint. 

￮ Shift came with our COVID appeals.
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Now: Institutional Goals & Priorities

Goal: Develop increased philanthropy & donor pipeline from grateful patients for 

U of U Hospitals & Clinics and their priorities:

Capital & Equipment

￮ remodeled & expanded clinics

￮ state of the art equipment & spaces

Caregiver & workforce support

￮ COVID response & impact on workforce

￮ Open positions mirrors national trends

￮ Continuing education, scholarships, and emergency employee needs.
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Philanthropy: UUHC Priorities

Emerging community healthcare needs

￮ Intensive Outpatient Clinic – 

Population health model

￮ West Valley Project

Patient care

￮ Expanding & creating 

new care programs

￮ Support for patient needs
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Here For You Fund: Hospitals and Clinics

￮ Support the top priorities and 

rapidly changing needs of the 

Hospital.

￮ Build the future of medicine. 

￮ “We are here for you!”
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Giving Framework

•  Create a compassionate environment where 

gratitude is appreciated and thrives

•  Listen carefully for expressions of gratitude  

•  Accept that gratitude

•  Refer the patient to your Director of 

Development (in person/referral 

cards/letters/phone call)

•  Express appreciation to donors who invest 

in U of U Health



4. Partnership: 

U of U Health and 

StoryCause



Partnership

StoryCause

￮ Creative – monthly delivery 

of print and digital appeals

￮ Phone calls to modeled 

patient prospects each month

￮ Pledge reminders – expired 

cc’s & renewal pledges

U of U Health

￮ Work across advancement 

services

￮ Prospect lists from Epic

￮ Here For You Fund page and 

gift processing.

￮ Digital Asset

￮ Reporting dashboard

￮ Stewardship & qualifications
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Place photo here

Grateful 

Patient: 

Calling 

Campaign

To call or not …



Modeling

Phone

DM

Email

• Area of service

• Age

• Distance traveled

• Last encounter date

• Net promoter Score

• # of encounters

• Wealth screening



Donor Stewardship

First-time 
donors

Thank-you cards

Key message: 
Thank you for 
joining us, your 
participation is 
valued

All donors

Thank you video

Key message:

Thank you for 
being here for us, 
you are making 
such a difference to 
our teams.

Leadership level & 
high cap donors

Thank you calls

Key message: 
Thank you, what 
about your 
experience with U of 
U health inspired 
this gift?





5. Results



Results  

￮ Totals 

￮ Gifts Raised and Pledged     $ 125K

￮ Donors to HFY Fund              741

￮ Average Gift/Pledge     $ 104.00

￮ One-time gifts        88.39 %

￮ Pledges          11.61 %

￮ New Donor Pipeline

￮ New to U of U Health        50.05%

￮ New to U of U        50.08%

(Nov 2022 - Aug 22, 2023)
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Solicitation Method: Source of Gifts and Pledges

75%

8%

17%

Calling Program

Digital

Direct Mail



6. The Future



Growth Plan Economics
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2023 2024 2025 2026 2027

Revenue Cost Net Revenue

2023 2024 2025 2026 2027

Revenue $103,000 $251,853 $400,166 $601,449 $826,391

Cost $117,420 $120,942 $124,571 $128,308 $132,157

Net Revenue ($14,420) $130,892 $275,595 $473,141 $694,234
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Microsite

https://grateful-patient.storycause.com/
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Next Steps

￮ Vendor renewal with StoryCause which includes two five-

year gift flow projection analysis

￮ Assessment with internal Advancement Services and 

Marketing & Communications partners for improvements in 

quality and processes

￮ Continued buy-in and use cases for Here For You Fund with 

UUHC leadership: crucial for renewals and making the case 

for support

￮ Assessment of stewardship plan implementation and our 

success in developing a pipeline of donors for the Here For 

You Fund, and for handoffs to the clinical areas.



Let’s hear another 

patient’s story



Simi Khurana
Director, Annual Giving / Grateful Patient 

University of Utah Health

Sameksha.Khurana@hsc.Utah.edu

www.linkedin.com/in/simikell

Jay Finney
Vice President

StoryCause

Jay.finney@storycause.com

www.linkedin.com/in/jay-finney-0258331/

Thanks for joining us!

Questions?

mailto:Sameksha.Khurana@hsc.Utah.edu
mailto:Jay.finney@storycause.com
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