&
nfpSynerqy‘

helping non-profits thrive

Trust in charities

June 2010

Tel: 020 7426 8865
Email: jonathan.baker@nfpsynergy.net
Web: www.nfpsynergy.net

helping non-profits thrive



Key points

 Trust matters but it is not completely in your control

- Some simple things affect trust in your charity

« You can affect how trusted your charity is




Who do you trust?

Why do you trust them?




Trust Matters
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Since 2006 trust in charities has been on the rise.....
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“Below is a list of public bodies and institutions. Please indicate, by ticking in the appropriate column,
how much trust you have in each of the bodies” (
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... but trust in all public services increased during the
recession
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Little change in trust for traditional institutions
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Some institutions have variable levels of trust

October 2008 Russell
Brand and Jonathan Ross
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What type of charity do you represent?

All charities have an element of stable institutions —
they are trusted and it is difficult to lose trust

Charities also have an added sense of
being prone to loss of trust
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What type of charity do you represent?

 Long established or unchanging charities

» Steady clear need for services

» Controversial or variable needs for services

 Charities going through change
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Who trusts charities most?




Women and under 45s more trusting of most
organisations

Which groups
are more Women Men
trusting?
Under 45 Local Authorities
Banks Civil Service
Government

Insurance Companies

NHS Legal System

BBC

Over 45

The Armed
The Church Forces
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how much trust you have in each of the bodies” A great deal/ Quite a lot (
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Women and under 45s tend to trust charities more
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Southerners tend to trust charities less
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Reasons for trust in particular charities




High standards in fundraising tops the list of reason to
trust a charity

I know the charity follows high standards in their _ 57%

fundraising

A friend or family member has had contact with the 7
- N 47%
charity

I have had contact with the charity personally N 45%
The charity was established a long time ago [N 44%
The charity is based in my local area [ 33%

I have heard of the name of the charity [N 28%

The charity receives funding from the Government [N 20%

The charity has a partnership with a well-known o
company N 14%

The charity advertises on television [l 8%

The charity is supported by a celebrity Il 5%

Nothing would make me likely to trust a charity F 5%
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High standards in fundraising tops the list of reason to
trust a charity

I know the charity follows high standards in their — 57%

fundraising

A friend or family member has had contact with the |
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The charity receives funding from the Government [N 20%

The charity has a partnership with a well-known o
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The charity advertises on television [l 8%

The charity is supported by a celebrity Il 5%

Nothing would make me likely to trust a charity F 5%
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What explains different levels of trust?




Parents more likely to trust children’s charities than
those without children

Teenage Cancer Trust 7504
Barnardo's

NSPCC

The Children's Society

68%

m I don't have children
m I have children

Cats Protection
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Those with personal experience of cancer particularly
likely to trust cancer charities

. 82%
Macmillan Cancer Support °

Great Ormond Street Hospital 78%

Children's Charity 69%

78%
Cancer Research UK °
69%

) ) 75%
Marie Curie °
66%

73%
Breast Cancer Care °
68%

B Experience of cancer (myself, a family member, a friend, acquaintance or colleague)

= No experience of cancer
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“Please tell me to what extent you trust each of these charities.” Quite a lot and A great deal scores 2)
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Active Christians are generally more likely to trust
charities, whether Christian or Secular organisations

82%

The Salvation Army 66%

74%

Girlguiding UK 58%

- . 69%
Christian Aid 49%

m Active Christian
= No faith

83%

Guide Dogs 73%

78%

British Heart Foundation 74%

71%

Barnardo's 66%

. . 60%
Action for Children 56%
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“Please tell me to what extent you trust each of these charities.” Quite a lot and A great deal scores 2)

pSynergy‘ I

Base: All those who have heard of each organisation among 1,000 adults 16+, Britain. ) _ )
Source: Charity Awareness Monitor Jan 10, nfpSynergy helping non-profits thrive



Confidence in charities’ use of donations is higher among
recent donors than non-donors
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“When you think about charities in general, how much do you trust them to spend a donation wisely? Please choose
the one that most represents your views” (“
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The longer you have been around the more you are
trusted

x A great deal/quite a lot of trust
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The more people are aware of you the more they trust
you
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Charities with above trend trust

« Twice as likely to have a descriptive name e.g. Teenage Cancer
Trust

* More likely to represent clear cut universal causes e.g. cancer

Charities with below trend trust

« More likely to have a ambiguous name e.g. Care International

« Minority ailments, disabilities and mental health
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Which charities are most trusted?




Health charities dominate the top 10 most trusted

brands

M Very little m Not much

Not sure © Quite a lot m A great deal

Macmillan Cancer Support € B 39%  M%
Great Ormond Street Hospital Children's Charity € B 42% o 36%
Cancer Research UK € B 44% 3B%
Guide Dogs I 46% O 30%
British Heart Foundation € b 47% o 28%
RNLI I 6 [SSON
Health charities
Marie Curie ~ €— I 42% 3%
€<
British Red Cross b 43% O 30%
Breast Cancer Care ~ €— [ 46% o 26%
Teenage Cancer Trust <€— B 47% 3%
-60% -20% 20% 60% 100%

“Please tell me to what extent you trust each of these charities.” Ranked by Quite a lot and A great deal scores
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Minority ailments dominate the bottom 10 most trusted
brands

B Very little m Not much = Not sure = Quite a lot A great deal

Blue Cross 43% 13%

World Horse Welfare (formerly
ILPH)

34% 21%

Arthritis Research Campaign 45% 10%

Motor Neurone Disease
Association

42% 12%

Christian Aid 36% 16%

Victim Support 37% 13%

Muscular Dystrophy Campaign rFr 42% 12%

Care International 33% 10%
Drinkaware 30% 9%
-60% -20% 20% 60% 100%
“Please tell me to what extent you trust each of these charities.” Ranked by Quite a lot and A great deal scores 2)
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How can you boost trust through communications

- Communicate — the more they know you the more they trust you.

- Communicate clearly — the ‘does what it says on the tin’ rule.

«  Communicate simply — more can be less. ALL or SPECIAL are strong
positions from which to create trust




How can you boost trust — size of charity matters

 Large charities — tend to be well known and trusted

- Small charities — need to be well known and trusted among their
audience

« Medium sized charities — too small to be widely known, too large for
the personal affect




What are the challenges to trust in charities?

«  The growth of charities — losing the underdog tag

« Growing gap between perception and reality of charities and how they
work

- An impression of charities as efficient amateurs
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Effective fundraising techniques

Not effective at all Not very effective Not sure A little effective | Very effective
Charity shops -1% 30%  [EEE
Collection boxes/Tin rattling -5%8% 7 48% 2%
Face to face fundraising on the street 8% -18% 7 38% 0 25%
TV advertising 9% -16% 7 39% 15%
Fundraising online/ via charity websites 9% -16% 7 29%  10%
Collection envelopes through door -10% -21% 7 40% 10%
Face to face fundraising on the doorstep -17% -26% 7 30% 8%
Direct mail/appeal mailings -14%  -27% 7 2% 5%
Flyers/Leaflets/Inserts in newspapers -18% -32% 7 21% 3%
Telephone calls at home O -30% -46% 7 8%| 1%
-10|0% -6(IJ% -2(IJ% zol% 60I% 10(|)%

“Thinking about the various different fundraising techniques that charities use, how effective do you think the following
methods are? In other words how good are they are at raising money for the amount of time or money they take.” ( S

Base: 1,000 adults 16+, Britain. ) _ _
Source: Charity Awareness Monitor, Sep 09, nfpSynergy helping non-profits thrive



Perceived characteristics of charities

They are usually a bit
amateurish in their approach

m Small charities

55% m Medium sized charities
They are generally trustworthy

organisations W Large charities

They are often wasteful in how
they spend money

51%

0% 20% 40% 60% 80% 100%

“From the following statements, please indicate whether you think each applies to any of the following organisations:
large charities (with an annual income of over £10million), medium sized charities (with an annual income of between
£1million and £10million), small charities (with an annual income of under £1 million).” (“r
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Summary

 Trust in charities is strong and stronger in times of need

» Personal experience, awareness and clarity about what a charity does
affects trust

- While we can’t control everything we can help make our charities
trusted
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