
Design for Good

Jan Golding
Experience Director 
Yoyo 

jan@yoyodesign.com
linkedin.com/in/jan-m-golding

How charities can  
drive impact through 
experience design 
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Who am I?  
What do I do? 



Experience design is about  
two things in my opinion 

1. Empathy  2. Common sense 



What we’re going to do  
in the next 20 minutes



Home has the aim to reduce homelessness 
by half over the next 5 years. To do this, we 

need to raise vital funds and recruit 
volunteers in those cities where 
homelessness is most prevalent. 

Let’s introduce our fictional charity 
and consider the charity’s goal…



Now let’s meet Bob… 







“I want to help homeless 
people and understand 

how my support will make 
a difference” 

Bob has a simple goal: 



But what’s Bob’s motivation?
What triggered this goal?

Remember: Bob doesn’t care about the 
Charity yet, he cares about the cause. 



The trigger:
 

Bob watches a programme on Channel 4 
about the increasing number of  

homeless people in the UK.  
 

One girl, Cassie, who is sleeping rough, 
reminds him of his 15 year old daughter. 



First touchpoint: 
search results





First touchpoint: 
search results





Help homeless people find a way off the streets - home.org.uk 
       www.home.org.uk/help-homeless-people-today 
Make a difference to homeless people in need by supporting them through Home. We’re a charity 
helping homeless people in the UK to find a way off the streets and move on with their lives. Find out 
how you can help today.  

Ad 

Let’s use Google AdWords  
to help Bob engage with ‘Home’





Continue the story
Reassure Bob that he’s  
come to the right place.  
 
Remove unnecessary noise
Don’t bamboozle Bob. Give him  
what he needs to make a decision –  
no more, no less.  
 
Don’t be static – engage the senses!
A 30 second video clip is easier to 
digest than a 500 word piece of  
copy and can be far more emotive. 
 
Don’t make assumptions
If you don’t know how someone  
would like to get involved, ask them  
or give them a couple of options. 



Bob’s made his decision to support 
the cause through your charity. Yay!

“I work long hours and am a taxi to my 
teenage kids. I can’t give my time, but I 
can donate some money. I know this will 

give people like Cassie a better chance of 
getting off the streets.” 

Bob clicks on give now...



And then he’s 
faced with a 

massive form…



He bounces! 





















Empathy can be the key 
differentiator when designing 
user experiences. Genuinely 
strive to help Bob and he will 
help you achieve your goals. 



User’s don’t care  
about your website 
Creating focused experiences for 
the goals of your users, not you. 

C H A P T E R 2 O F ‘ T H I N K E X P E R I E N C E ’ 


