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Beyond the ask: 
Designing joined-up 
supporter journeys for 
bigger impact

x

Ali Walker Davies + Emma Frost
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In the next 20 mins…
1. The challenge Oxfam was facing

2. What needed to change

3. A hypothesis for integrated journeys

4. Four examples of journeys in action

5. What does it mean for you? 
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The challenge at Oxfam
OXFAM x FORWARD ACTION

A few years ago:

✳ Long-term decline in regular 
giving

✳ Lots of activity across the 
organisation

✳ Work organised largely in silos

✳ Success measured through 
channel-led metrics



Where we are now:

✳ A shared framework for understanding 
supporter relationships

✳ Less channel-led thinking; more 
system-level planning

✳ Supporter interactions designed as 
journeys, not one-off moments

✳ Success measured beyond immediate 
income alone
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A new organising principle: 
OXFAM x FORWARD ACTION

“How much did 
this raise?”

“Did this move 
someone closer 

to Oxfam?”



1. A shared 
framework for 
engagement
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What needed to be in place
OXFAM x FORWARD ACTION

2. Shared 
language

3. Space for 
collaboration

4. Permission not 
to default to 
fundraising
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Oxfam’s Action Love Pyramid
OXFAM x FORWARD ACTION

Oxfam supporter ambassadors

Supporters making a major commitment

Supporters taking repeated or multiple actions

First action someone takes to become a supporter

People who have shown some interest

Visibility and concern for key Oxfam issues

People seeing our external comms
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Oxfam’s Action Love Pyramid
OXFAM x FORWARD ACTION
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The many ways supporters can engage
OXFAM x FORWARD ACTION



3 engagement types or 
more = double donations 

from a supporter and 
markedly increased 

loyalty
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The numbers that back it up
OXFAM x FORWARD ACTION

Average gift to appeals based on 
number of engagements
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What role has Forward Action played?

1. A critical friend to challenge default thinking

2. Translating the ALPs strategy into digital supporter journeys

3. Bringing best practice from across the sector

4. Designing and testing “next best actions”

5. Helping embed new ways of working, not dependency



OXFAM x FORWARD ACTION

Our hypothesis for integrated journeys

“If we oer more relevant content 
and actions to supporters, they will 
engage more, and ultimately 
increase their long-term 
commitment and loyalty to Oxfam.”
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Puing the theory into practice



✳ One of Oxfam’s biggest 
integrated “shout moments”

✳ Planned months in advance 
across the organisation

✳ Brings people in through values, 
culture and identity

Second hand September: 
designing for deeper engagement

OXFAM x FORWARD ACTION



OXFAM x FORWARD ACTION

The starting point:
A low-barrier digital action, uniting 
values and curiosity



If someone connects with Oxfam 
through fashion, ethics and 
climate, what’s the next best 
action for them? 

OXFAM x FORWARD ACTION



OXFAM x FORWARD ACTION

Email 1: 
Welcome, 

valex RG ask

Email 2: 
Welcome, 

valex RG ask 
kicker

Email 3: 
Take the SHS 

Survey

Email 4: 
Get Oxfam’s 

campaign 
ebook

Email 5: 
Oxfam online 

discount code

Email 6: 
 Oxfam 

personality 
quiz

One entry point. 
Multiple ways to stay 
involved.



Regular Giving Month: 
When RG *IS* the next right step

OXFAM x FORWARD ACTION



Integration is an organisational eort
OXFAM x FORWARD ACTION

● Supporter Recruitment
● Supporter Journeys/Email
● Creative Hub
● Brand
● Intcomms
● Supporter Services
● Web
● Insights & Intelligence
● Selections

● Impact 
● Campaign Engagement
● Retail (OOS/Unwrapped)
● Festival & Events
● Digital Marketing
● Social Media
● FSP
● Telemarketing
● Face to Face

With just 4 months from kick off to launch, Regular Giving Month required coordination across far 
more than fundraising, even where not every opportunity was realised in year 1.



OXFAM x FORWARD ACTION

Creating urgency without crisis



OXFAM x FORWARD ACTION

Inviting long-term support, 
with transparency



OXFAM x FORWARD ACTION

3 (engagements)is the magic number



Festival Volunteers: 
Building on a feel-good connection

OXFAM x FORWARD ACTION

Every year, thousands of 
people sign up to volunteer at 
a festival with Oxfam. 

What’s the next best thing to 
ask them to do to build 
engagement and loyalty?



OXFAM x FORWARD ACTION

Design principles for 
the Festival journey

Packing quiz
Personality quiz

✳ Don’t default to a hard ask in email 1

✳ Lead with interactive content 
    (quizzes + survey) 
 
✳ Offer value (discounts, e-book)

✳ Test lower vs higher prompts
 
✳ Keep the journey running beyond 
    festival season



Building digital 
power:
Driving long-term 
engagement through 
active campaigning 

OXFAM x FORWARD ACTION



Daisychains and onwards journeys are 
a powerful tool for fundraising 

OXFAM x FORWARD ACTION



OXFAM x FORWARD ACTION

The impact of Building Power



A practical checklist 
for designing 
joined-up journeys

OXFAM x FORWARD ACTION

1. How people can and do already 
engage with you?

2. Where are their interactions 
currently stop? 

3. Ask the simple question:
What’s the next right thing? 

4. Who needs to be involved in 
creating the best journeys? 

5. What’s your  framework for 
recognising progress (before 
income)?



Any questions ?


