
Customer Journey Map: High Level Donor Experience
*Note: This represents a high level customer journey for a donor for a charity organisation, focusing on public donations and volunteering programs.
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Donor Goal: To find the right cause to donate, with the right level of transparency in donation 

allocation, easy to transact and provide the right level of updates on donation progress.
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50.3%

Government Grants

41.4%

Donations and Bequests
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$134.5 

billion
8.3%

50.3%

Improvement of the donor experience may result in an 

increase in Donations and Bequests.
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Simnett, Dr Ioana Ramia and Dr Kerrie-Anne Ho (CSI), Dr 

Natasha Cortis (SPRC), (2015),  Australian Charities Report, 

        Centre of Social Impact (CSI) and Social Policy 

Research Centre (SPRC)
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$635m to $863m

Increase in donations from 

Australians for a period of 

26 months until August 

2015  (2)

Increase in corporate 

donations from 2007 to 

2013  (2)
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charity 

#1

Touchpoints
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Go to the charity 

website

Check out charity 

social media 

pages

Call someone 

from the charity

 I want to know more about the 
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#2

Touchpoints

Talk to people 

about the 
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Go to charity 

website for 

news and how 
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Read about 

the 
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on the news
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cause
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Talk to people 
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Go to the charity 

website
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Call someone 

from the charity

 I want more details about this 
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#6

Touchpoints

Talk to others 

about the charity

Go to forums 

about the charity

Check out charity 

Facebook pages

Check out charity 

LinkedIn pages

Check out 

Twitter on stuff 

about the 

charity

 I want an easy registration process 

so that I can start donating quickly 

#7

Touchpoints

Register online (fill 
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website

Single-sign-on 

(SSO) using 

Facebook

Single-sign-on 

(SSO) using 

LinkedIn

Register over the 

phone

Register through 

a person from the 

charity

 I want the process of selecting the 

cause easy to do and understand 

#8

Touchpoints

• Simple selection of donation 

options

• Explanation of where the funds 

will go

• Simple step by step navigation

Easy to navigate 

through mobile 

device 

(responsive)

Selecting 

over the 

phone is also 

simple

Simple selection 

process face to 

face (with 

explanations 

consistent with 

other channels)

 I want a variety of payment 

options that are easy and secure 

#9

Touchpoints

Option for 

secure payment 

gateway such 

as Paypal

Credit card 

payments are 

secure

Direct Debit 

payment 

available, with 

authorisation

 I want some flexibility in my 

donations 
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Touchpoints

Ability to select 

when the 

donation starts 

(and ends)

Ability to select 

the frequency 

(monthly, half 

yearly, annually, 

etc.)

Ability to select 

from a specific 

range of 

causes, as well 

as  create your 

own 
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process to be simple 
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Touchpoints

Registration 

online is simple

Ability to use 

social media 

login for 

registration

Single-sign-on 

(SSO) using 

LinkedIn

Register over the 

phone

Register through 

a person from the 

charity

 I want all the volunteering 

requirements to be simple and easy 

to complete 

#12

Touchpoints

All necessary 

forms and 

requirements 

clearly 

outlined

All instructions 

explained and 

forms sent (mail 

or electronic)

All physical forms 

and requirements 

available

Volunteer welcome pack can 

also include forms to be 

completed (all pending the 

completion and submission of 

mandatory forms)

 I want to have a great experience 

volunteering 

#13

Touchpoints

A thank you 

pack for the 

volunteers

A message 

from the 

charity on the 

volunteers 

social media

Regular 

volunteers 

receiving a thank 

you call from the 

charity or their 

ambassadors

 I want all my tax receipts to be 

easy to understand 

#14

Touchpoints

Timely delivery 

of the tax 

receipt (mail 

or electronic)

 I really like this charity – I want to 

share my experience with others 

#15

Touchpoints

A postcard for 

the donor / 

volunteer to 

send to others

Ability to share 

the charity / 

cause via social 

media

A volunteer 

acknowledge-

ment via 

LinkedIn

Give a 

donation as a 

gift to a friend

Ability to get 

all the answers 

on the tax 

receipt

 I just heard about this charity – what is it about? 

 I want to know more about what I can do to help with the emergency 

 I want to know more about the cause 

 I want to know how donation can impact my tax returns 

1 AWARENESS
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become aware of an emergency occurring in the world.
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Potential Donors conduct more research on 
the charity to get more information on their 
conduct and their work, prior to committing 
to any donations.
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 I want to share my experience with others 

4 MONITOR
Donors monitor the progress of the charity and/or cause, see how they have 
made an impact, and even receive their tax receipts. Overall, however, 
Donors also have a chance to decide to become advocates for the charity.
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others? 

Moment of 

truth
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Moment of 
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this 

charity?
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can I help?
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67%67%

Small Charities (34,625)

Medium Charities (8,268)

Large Charities (8,786)

Number of charities by size

I have 

become 

aware of 

the 

following

Total expenses for 

charities registered to 

Australian Charities and 

Not-for-profits 

Commission (2015)

Employees expenses

56.2%

Grants and donations

Other

$122.8 

billion
4.5%

39.3%

Employees expenses

56.2%

Grants and donations

Other

$122.8 

billion
4.5%

39.3%

Improvement of the donor experience may help identify 

areas of potential efficiencies that could result in a 

reduction in cost / expenses.

($69 billion)

($5.5 billion)

($48.3 billion)
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 I want to know more about the 

emergency and how I can help 

#2

 I want to know more about the 

cause 

#3

 I want to know more about the tax 

benefits 

#4

 I m going to do more research 

about the charity and even ask 

them directly 

#5

 I want more details about this 

charity from my own social network 

#6

 I want an easy registration process 

so that I can start donating quickly 

#7

 I want the process of selecting the 

cause easy to do and understand 

#8

 I want a variety of payment 

options that are easy and secure 

#9

 I want some flexibility in my 

donations 

#10

 I want the volunteering registration 

process to be simple 

#11

 I want all the volunteering 

requirements to be simple and easy 

to complete 

#12

 I want to have a great experience 

volunteering 

#13

 I want all my tax receipts to be 

easy to understand 

#14

 I really like this charity – I want to 

share my experience with others 

#15

Constituents are beginning to 
donate to a specific cause 

rather than a charity agency 
(2018, abc.net.au,  Charities 
face challenges in crowded 

market  

Constituents are beginning to 
donate to a specific cause 

rather than a charity agency 
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market  There are around 50,000 
registered charities in Australia, 

making it harder to find 
information around which 
charity resonates with the 

donor (ACNC)

There are around 50,000 
registered charities in Australia, 
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charity resonates with the 

donor (ACNC)

Focusing on tax benefits is not 
of primary concern, however 

information about it is useful for 
donors. On average, only 0.4% 

of a donors income is 
allocated for donations
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allocated for donations

Direct Acquisition suppliers (e.g. shopping 
centre  chuggers   are still considered the 

biggest pain point for customers when 
finding out more about a charity due to their 

pushiness
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Although most charities have a 
social media presence, most of 
them do not have a strong call 

centre function to answer 
questions from donors
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Most charities have invested 
heavily in platforms to improve 

their donor experience, in 
particular online donations
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Most charities have included 
cause based donation 

streams, making it easier for 
donors to pick which cause 

matters to them most.
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Although most charities opt for recurring 
donations through direct debit or credit 
card, most still handle cash at drop off 

points, making it harder for donors to track 
total donations (especially for tax claim 

purposes)
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Most charities provide a raft of 
payment options, including regular 

recurring debits to variances in 
payments (e.g. once-off, monthly, bi-

annually, annually, etc.)
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Most donors who opt to volunteer are 
mainly looking for once-off volunteering 

engagements, rather than on-going 
commitments. This is due to the lack of 

flexibility in volunteering options available.
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 I want to know how my 

contributions helped the cause 

#16

Touchpoints

A letter explaining 

how the donation 

helped the cause

A call to 

provide an 

update on the 

cause

 I want to know how my 

contributions helped the cause 

#16

Most charities have a system in 
providing donors a tax receipt for 

their donations, and some have self-
service portals to assist.

Most charities have a system in 
providing donors a tax receipt for 

their donations, and some have self-
service portals to assist.

Most charities are unable to provide a 
detailed view of how their donation (and 

how much of their donation) actually 
contributed to a cause (e.g. how much of 
their donation assisted in creating a well for 

a village).

Most charities are unable to provide a 
detailed view of how their donation (and 

how much of their donation) actually 
contributed to a cause (e.g. how much of 
their donation assisted in creating a well for 

a village).

Most charities have ways to engage 
donors to events where they 

acknowledge donors, social media 
posts sharing the work done due to 

the donation, etc.

Most charities have ways to engage 
donors to events where they 

acknowledge donors, social media 
posts sharing the work done due to 

the donation, etc.
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