
Mind.org

Designing donation 
pathways

By Elizabeth Hitchins



What was the project about?
This project researched strategies to improve the donation journey 
for Mind, a mental health charity. The project was to use their 
current design system to make updates to the existing site.

Mind also wanted to incorporate more trauma led design into this 
work so mental health based Mindsets were also developed.



My role and the team



The team
I was the lead researcher and designer for this work. It followed a more agency 
based model which meant I was responsible for:

● The research and analysis of previous research and design experiments
● Developing and writing mental health mindsets based on a commissioned 

recommendation for another agency
● Designing new pages within their current design system in Figma
● Working with other roles within the agency when needed.

The team had a project manager from the agency and a client team.



Ways of working
The project ran over 4 months and worked alongside a system upgrade project 
that was also handled by the agency.

The team used Jira for planning  as well as Miro for team collaboration activities.

The project ran in an agile sprint cycle but none of the ceremonies were observed 
other than a client debrief once a week.

 



Research plan design



The research plan
This was the first document that was collaborated on with the team. 
It was designed to make sure the team understood:

● Why we were doing this work and what the overall aim of the 
work was

● Who the users were and how the research would be conducted
● Where the points of collaboration would be
● What the research outputs would consist of and when they 

would be delivered
● Ethical and legal considerations



Collecting and synthesis of 
the data



Previous data
There was a lot of previous work from various agencies that had 
worked with Mind over the past 2 years that needed to be analysed 
to develop the best way forward.

This included:

● A/B testing data
● Analytics data
● Previous user research projects
● Mental health ‘mindsets’ illustrative method



Remote interviews
Remote usability interviews were conducted over 20 users, with a 
target at 3 sessions per day and time to iterate between sprints.  
These sessions were conducted using Google Meet and AI was used 
to collate the findings

The users for these interviews were provided by the Mind 
communications team, and were typical users of their website and 
services.



Developing Mindsets
A previous agency had suggested that mental health mindsets should 
replace personas for the digital improvement work going forward. 

They provided a rough matrix and 6 mindsets were developed to help 
the digital teams understand their user base.

These were based on trauma informed design principles.



Donation pathway redesign



Redesigning the donation journey
The donation journey was redesigned using Figma and all content 
written and supplied. 

The core areas were:

● Simplifying the page design
● Reducing text load
● Better use of white space
● Removing unnecessary data collection
● Improving error handling
● Adding donation nudges throughout the site





Collaborating with the team



Getting the team involved
The research and design was downloaded to the client team on a 
weekly basis. This was to allow the client to keep up to date with the 
research, discuss any feedback or changes as well as plan to the next 
stages of the work.



Impact of the work



Realistic options to improve 
donations
The work gave the client realistic options and detailed approaches on 
how to improve their donation pathways in the short term before the 
festive period.

It also gave them a new way of thinking about their trauma informed 
design using the mental health mindsets.



Thank you.


