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Managing the Habitat ReStore Donor Experience

Please scan and sign in!
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Learning Objectives:

• Identify your role in your Habitat ReStore's donor management cycle to 

assess where your operations may have gaps in managing the donor 

experience.

• Identify 2-3 ways to leverage your role to strengthen the donor’s 

experience at your Habitat ReStore.
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Where does your donor experience begin?



Managing the Donor Experience Along a Continuum 

First initial 

inquiry
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Screening 

Scheduling 

Communication

Drop off/Pick 

Up Experience

Follow Up &

Thank You



1. First initial inquiry

• Technology and Voicemail

• Call transferring 

• Training 
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2. Screening 

• Keep your take/no take current 

• Be consistent

• Requesting photos for donations

• Alternative list
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3. Scheduling

• Determining days for pick ups

• Balancing Corporate and Residential 

Availability 

• Central dispatch vs zones
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Conference 
Best Practices

Any

Questions?



4. Communication

• Establishing templates (confirmed, 

denial, reminder, etc.)

• Booking inquiry vs confirmed 

donation

• Reminder email/calls to donors

• Ideally drivers call before each stop
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5. Drop off/Pick Up 

Experience 
• Drivers connecting to mission

• Drivers upsell and getting the next 

donation

• Donation pick up outsourcing
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23% of ReStores are 

doing some kind of 

donation pick up 

outsourcing. Here is 

that breakdown by 

vendor. 
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6. Follow Up &

Thank You
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• Thank them for their generosity.

• Mail a handwritten thank you card.

• Invite them to follow you on social media.

• Drop off Coffee or Donuts.

• Give them some swag.

• Invite them to get involved or volunteer.

• Mail a handwritten letter from the Director.

• Add them to your Business Partner 

Program.

Other than a donation 

receipt, what are some 

ways to acknowledge a 

donor?
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Now it’s your turn! 

• Turn to the person sitting next to you and discuss where your ReStore 

may have gaps in managing the donor experience.

• Identify 2-3 ways to leverage your role to strengthen the donor’s 

experience at your ReStore.



Conference 
Best Practices

Any

Questions?
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Additional Resources:
• Habitat ReStore Learning Path: Donations Team 

o The Importance of a Good Driver

o Habitat ReStore Customer Service Overview

o Stop. Wait. And Roll Method

o Alternative Resource List

o Donations Logistics Tips

o Donation Processing Tips

o Habitat ReStore Customer Concerns Collection

• Driver Safety Toolkit

• Habitat Learns

• Habitat ReStore Donations Guide
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Please scan and complete this 
short survey to provide your 

feedback on this session! 
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Thank you! 

Email restore@habitat.org with any questions 

mailto:restore@habitat.org

	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23

