
Build Better
relationships 
with trusts 
(and how this led to a huge increase 
in income for Sue Ryder Care)

With Andy Watts 
Head of Trusts, Sue Ryder Care



Build Better relationships

with trusts
(and how this led to a huge increase

in income for sue ryder Care)

with andy watts 

head of trusts, sue ryder Care

The Members Club

We’re proud to have had a record-breaking year for fundraising from grant-making trusts at 
Sue Ryder last year raising over £3m. This was driven by securing £1 million in uplifts from 
trusts that were already supporting us. Research tells us how much harder it is to get a gift 
from a new supporter compared to an existing one but does how we spend our time reflect 
this? 

I recognise that it’s not always easy to get to know Trusts. It can be hard to talk to Trustees 
directly and many do not want to come to your charity event or turn down invitations to meet 
you. However, with persistence and creativity, you can make breakthroughs that can transform 
your income. 

In this session I aim share ideas and examples to help you:

1  enGaGe. Understand the tactics we’ve used to engage with trusts beyond the application 
and reporting cycle; 

2  Generate Growth. I’ll share how a relationship approach resulted in a 333% increase in 
one Trust’s support;

3  MaKe MeMories. Hear how deliberately seeking to create memories for our trust 
supporters made them more likely to say yes to further requests;

4  wow Culture. Get ideas for how to encourage your team to create ‘wow’ moments for 
trust (or any!) supporters.

1  enGaGe 

I’m not going to suggest you can build a close relationship with every trust that supports you. 
It’s also important we respect the Trust’s wishes on how often we communicate with them. 
However there is so much we can do to get to know them better and get ourselves noticed.
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Do you know why a trust supports you? Is there a historical or personal link? I have found out 
some great reasons like how one Trust which was founded by a man who won the Lottery. He 
lived local to our hospice in Peterborough and supported Sue Ryder in his lifetime. The Trust 
is always open to supporting us in line with his wishes. Another Trust’s founder was a MP for 
many years in the area where we have a hospice. He left a legacy in his will to Sue Ryder and 
his friends who became Trustees of his Trust were supportive of Sue Ryder. 

Our recent successes have taught me to pay close attention to family trusts that have ageing 
trustees as when they die it can sometimes dramatically change the circumstances of the 
Trust. 

Their largest gift to us had been £5k but when their founder died invited us to apply for a six 
figure gift and ended up awarding £300k over 3 years! 

It’s also worth keeping an eye on trusts with large assets as they may decide to dip into these 
in the future. We had one such trust in Gloucestershire who decided to spend out £500k of 
their endowment and because of their relationship with our hospice, invited us to apply. 

You can’t necessarily predict if and when they might do this but the more time spent on 
building the relationship is going to increase your chances that you’ll be on their radar. 
It’s worth paying particular attention to trusts where you receive a larger level of grant. And if 
there are trusts where it appears unusual that they would support your cause as there’s likely 
to be a story there! 

which of these have you done recently? 

• Send a personalised thank you card

• Send a token gift?

• Create a video?

• Tweet thanks to a Trust

We can sometimes forget that there are individuals behind trusts that will respond to personal 
gestures. You can stand out and make yourself personally more memorable by just putting in 
a little extra effort. 

We’re big fans of moonpig as it allows you to be creative with your cards for small cost. 

One trust funded a bedroom as part of an extension at one of our neurological care centres. 
Alongside a handwritten thank you card from me, we also sent them a new home card from a 
resident who has just moved in.
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‘We recorded a thank you video on a smart phone 
from our Chief Executive and tweeted this to them…’

There are a number of trusts that are active on Twitter including the Masonic Charitable 
Foundation. We monitor giving milestones from Trusts to prompt us to recognise them and 
the Masonic Charitable Foundation had just gone over £250k in their grants to Sue Ryder. 
We recorded a thank you video on a smart phone from our Chief Executive and tweeted this 
to them. We received a lovely thank you tweet back as well as a number of likes. The key is 
making it personal and reminding them of their generosity to you. 

2  Generate Growth 

Here is one example where the power of this approach was brought home to me. We were 
in the middle of a three year grant of £10k a year from a family trust. I asked for a meeting 
using the hook that the Project Manager was going to be in London. It was an opportunity 
for them to get an update first hand on how the project was going. 

Whenever I meet a Trust I like to ask them about whether they see any changes in their grant 
giving in the future. They revealed as they were both getting older, they had decided to 
spend out some of their endowment, to make the Trust more manageable for their children 
to take on. They were in a longlisting process and said they would consider us if we had a 
transformational project. We agreed to stay in touch and six months later when we were 
looking to finish a capital campaign, they agreed to take an application and awarded £100k. 

Might they have got in touch anyway? Maybe, but I’m sure our chances would have been 
slimmer.

3  MaKe MeMories 

It’s important to remember our charities are often part of our Trust supporters’ lives and 
identities. We had a local Trust that had supported one of our hospices every few years 
with grants of £1,000. We invited them to events every year at the hospice and kept them 
updated. At one event, they revealed they were spending out in the next few years and 
invited us to apply for a six-figure grant.

I knew the Trustees were all friends of the Founder when he was alive and had given their 
time for many years to continue his legacy. We wanted to create a special memory for the 
Trustees. We knew His Royal Highness (HRH) the Prince of Wales was due to visit the hospice 
in his role as Patron. We arranged for the Trustees to be guests at the reception and join HRH 
as he planted a tree in the Woodland Walk the Trust had funded.

We followed up by creating a photobook as a memento of the day for the two Trustees who 
had attended. This didn’t require a lot of extra effort or expense. I used Photobox to design 
the photobook using photos taken for the event. I created a story of the day using stories 
already collected for the press release.
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I received this lovely email from one of the Trustees who said: 

“I was absolutely delighted to receive the beautiful book of photos taken on that very special 
day. What a memory to keep!”

Is there anything better than knowing you’ve made a supporter feel that way?

Shortly after, we had to go back to the Trust to explain we had a £30,000 underspend on 
the project. The relationship I’d built meant it was comfortable to ask if we might keep it for 
another project. She was happy to agree. This Trustee is also keen to stay involved with the 
hospice when she finishes with the Trust. 

4  wow Culture

Get ideas for how to encourage your team to create ‘wow’ moments for trust (or any!) 
supporters.

‘A good way to encourage your team to prioritise 
creating wow moments is setting it as a KPI and so 
that’s what we’ve done’. 

A measure for this is the feedback we get from our supporters with the goal to be thanked for 
our thank you. (We do know ultimately it’s for the cause rather than applause - making them 
feel appreciated is what matters, but measuring this helps us make time for this approach). 
We will also be tracking repeat-giving and long term value of these supporters.

We are also intentional about the stewardship journey of our trusts. We treat them like major 
donors in the sense of mapping out the touchpoints we have to engage with them. 

We look out for milestones we can celebrate and have set up a query for trusts e.g. we 
discovered Trust had given us £277,112 over 25 years and recognised this with a special card 
and a video from our CEO!

Look for resources from other teams e.g. individual giving or major donors. 
The individual giving team created an open-out leaflet as part of their regular giving 
programme. It really nicely brings to life a day in the life of a hospice. We are repurposing 
this to send to small trusts supporting their local Sue Ryder hospice as a thank you 
communication.  



The Members Club

6

exclusive content from BrightspotMembersClub.co.uk

Build Better relationships with trusts 
(and how this led to a huge increase in income for Sue Ryder Care)

The Members Club

exclusive content from BrightspotMembersClub.co.uk

Build Better relationships

with trusts 

You’ve been working on:

(and how this led to a huge increase in income for Sue Ryder Care)

what ideas do you have, who could you talk it all through with, and what are the first 
steps you could take to apply them?

?

We’d love to hear how you get on. Feel free to share your progress or questions in the Members 
Club Facebook Group.

in suMMary 

Focusing more of your time on those who care most about your cause and giving them 
the best experience, has a powerful impact on your income. Can I encourage you to more 
deliberately do the following, and notice what happens (to how much you enjoy your job as 
well as to relationships and results):

• Understand who gives to you and why. Be quietly persistent in pursuing a relationship with  
 your supporters;

• Put a little extra effort to make yourself memorable; 

• Commit to creating ‘wow’ moments for supporters by setting it as a KPI.


