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EXEGESIS

“The adjustment to new ways of engaging with volunteers may create 

organisational stresses [sic], but the success of doing so may fundamentally 

determine how well non-profit organisations can continue to be a vehicle for citizen 

participation and engagement.” (Sanders, 2008, p. 31)

In terms of volunteer contributions, New Zealand is a leading nation (Charities 

Aid Foundation, 2016). Recent studies, however, have shown that many non-profit 

organisations face challenges in recruiting and retaining volunteers (Volunteering 

New Zealand, 2016), and that volunteer hours have reduced by 42% between 2004 

and 2013 (Statistics New Zealand, 2015).

The most common comment made by volunteer-involving organisations in 

both 2015 and 2016 State of Volunteering in New Zealand reports was that 

“the majority of volunteers are older (aging) and there aren’t enough young 

people stepping up” (Volunteering New Zealand, 2017, p. 26). Another common 

observation was that volunteers are less committed and are ‘time poor’. This is in 

contrast to the research that shows millennials (people born between the 1980s 

and 1990s) are upbeat about their ability to have a positive impact on the world 

(Green, 2003). Millennials can offer many skills and qualities to help non-profit 

organisations, although such organisations are currently inadequately prepared to 

welcome them (Fine, 2008). This design-led research sets out to explore how to 

empower young New Zealanders to volunteer with local non-profit organisations. 

Participatory design methods were employed to engage 27 representatives from 21 

organisations and 19 young New Zealanders in the design process. 

Keywords: Volunteering, non-profit organisations, volunteering-involving 

organisations, young New Zealanders, millennial engagement, generation-y, civic 

engagement, design thinking, co-design. 

ABSTRACT

Figure 1. Fiti, S. 2018. 
A sea of young New 
Zealanders at the 
Newtown Festival. 
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BACKGROUND

My Story
Kia ora, Ross is my name, and I grew up in New Plymouth in Taranaki. My parents 

owned a superette, and we enjoyed being a central pillar, provider and meeting point 

for our community in the suburb of Bell Block. As a child I would accompany my 

dad on home deliveries and to the local fruit and vegetable market, and at 10 years 

old I started serving customers. I had my own department — the lolly department 

— where I served lines and mobs of children as soon as I, and they, got home from 

school. My mum’s hobby was volunteering, so I spent a lot of time attending meetings 

with her, watching her print, cut, and distribute fundraising-event tickets and organise 

food stalls for local extravaganzas, and walking in parades wearing traditional 

Indian clothes. Both of my parents created an example for me of how to give to the 

community and were often a point of contact for local Indian festivals and events.

Leaving home and going to university presented me with the brightest days of my life. 

I developed my design specialty in experience design, culture building and creating 

emotional connections. But once I hit work, at a game design company, a grey cloud 

cast its shadow over me. Being a cog in a machine, inside an office, doing the same, 

repetitive, soul deadening work which I couldn’t see benefitting or helping anyone got 

me frustrated. I made the decision to quit and hopped on a plane, without a return 

ticket, to find more meaning in life, in India. That is when my own civic life began.

In a small village, in the district Pratapgarh in India, I volunteered for a spiritual non-

profit organisation which  as well as hosting spiritual camps, provided free healthcare, 

free education for girls and free distributions of living necessities to the poor. The 

organisation’s leader had his lecture series on spirituality broadcast on five channels 

throughout India, and ran five ashrams as well as three hospitals and one girls’ 

education institute.

Entering this world, my role was to be a volunteer digital designer in the organisation’s 

online marketing and media team. I created a new website for them, and made 

various marketing materials for their social media. It was at this time that I 

recognised the difficulties non-profit organisations have with attracting, engaging, and 

retaining members, donors, volunteers and followers.

Figure 2. JKP. 2012. 
Patients waiting at JKP 
Pharmacy in Mangarh, 

India. 

Figure 3. Patel, R. 
2014. A boy doing his 

homework outside 
 his home in 

Mangarh, India.  



Figure 4. Patel, R. 2014.All the 
websites, social media and other 

potential online strategies handled by 
the e-media department at JKP. 
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One and a half years passed, and although I did find a fulfilling and meaningful life 

and occupation, my health unfortunately deteriorated. The death of a close friend left 

me easy prey for the black dog. Before departing India, I made plans to research the 

area of attracting and retaining members and volunteers for non-profit organisations 

at Massey University, but when I returned home, life had another plan for me: a 

recovery period of two years. After medication, counselling, mindfulness classes and 

many nights of crying and confusion, the black dog slowly walked away. Sequestered 

in New Plymouth, a place where I no longer had friends, loneliness, while being 

down, taught me another life lesson — the importance of and need for community. 

This increased my desire to complete this research as I knew that one in six New 

Zealanders experience depression and anxiety, and volunteering has a lot of health 

benefits including providing community. 

Whilst in New Plymouth, I visited the Department of Internal Affairs Community 

Advisors, Marion James and Adrian Poa, and asked them if they had noticed non-profit 

organisations having difficulty in attracting, engaging and retaining members and 

volunteers. They said yes, it is an issue, but more specifically nonprofits need younger 

people to volunteer for them as their members are aging, and they require different 

types of expertise. This made me want to change the focus of the research to youth 

engagement in volunteering.

Today I am a different person; I try to be more empathetic and understanding to 

human needs. Here in Wellington, I am the Youth President for Multicultural New 

Zealand, the Youth Executive Member for the Multicultural Council of Wellington, 

a member of the Student Volunteer Collective and the President of the Masters 

Emotional Support Society (MESS) at Massey University. I am a project manager 

for Youth Aotea-Reo (an app which puts all social services for youth in one place) 

and I am the Governance and Strategy Advisor at Volunteering New Zealand, an 

organisation specialising in volunteer management.

This research over the past year has integrated with my voluntary and professional 

roles, which together have provided a wealth of knowledge on youth engagement and 

volunteer management. I hope you enjoy exploring this research as much as I have 

enjoyed conducting it.

Figure 5. Patel, R. 2017. Chief Executive 
Scott Miller and Strategy Advisor Ross 
Patel of Volunteering New Zealand.
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NEW ZEALAND’S NEED 
FOR YOUNG VOLUNTEERS
The importance of civil society

Civil society must be strong for a democracy to prevail, the economy to grow, and 

social problems to be resolved (McKnight, 2013). It is the social space occupied in 

part by associations and nonprofit organisations, it not occupied by commerce or the 

state. We might imagine it creates a single ‘leg’ of the societal three-legged stool 

(Fig. 6). Non-profit organisation’s role and scale in New Zealand’s civil society has 

been a by-product of a complex set of historical forces (Johns Hopkins University 

International Study). By understanding where we have come (as a society / nation), 

we can widen our perspective and appreciation of the current and future roles, scope 

and resourcing of our civil society. Here is a brief outline of the history of nonprofits in 

New Zealand from which we can start to understand the role they have played. The 

characteristics of the groups can be seen in Fig. 7, and a timline of the groups can be 

seen in Fig. 8. During the colonial period voluntary associations helped establish order, 

code of conduct, faith, and charitable, social, trade and benevolent societies as well as 

sports clubs for the emerging communities. When New Zealand was granted dominion 

status, urban growth was marked, political parties began to emerge, professional 

groups formed organisations, women’s groups coalesced, and uniformed youth groups 

flourished. The period of the welfare state saw the great depression and two world 

wars, which encouraged new formations of non-profit organisations (Tennant, 2006). 

The Great Depression generated new recreational and support groups, but most 

particularly, “it showed the limitations of religious and voluntary social services in the 

face of large-scale unemployment and distress, and the churches were eventually 

among those calling for greater state intervention” (Tennant, 2006, p. 9). During this 

time organisations claimed a niche in counselling and the personal social service. 

Social change and economic instability became dominant motifs in New Zealand from 

the late 1960’s causing new identities and sub-identities to generate new associational 

forms. Fractures in the welfare state put pressure on the nonprofit sector, as did a 

BACKGROUND

new emphasis on community care and deinstitutionalisation. “The sector found itself 

required to assume responsibility for activities which some thought should be the 

domain of the government” (Tennant et al., 2008, p. 19). The final period, labelled 

‘recent and future’, is the late 20th century to the present. This period has shown 

“diversification, dynamism, and increasing capacity and willingness to use a collective 

voice to raise issues in the public domain” (Tennant, 2006, p. 11). This period has 

seen a growth in multicultural, environmental, disability, gay rights, human rights, 

peace, consumer, self-help, arts and sports groups. It is clear to see that through 

the formation of nonprofits, citizens have been able to provide services for their own 

needs during times of settling, independence, world wars, depression, social change, 

economic instability, deinstitutionalisation and diversification making them an integral 

part of our social system. 

Figure 7. The characteristics 
of early civic groups. 

Figure 6. The societal 
three-legged stool.

“The sector found 
itself required 

to assume 
responsibility for 

activities which 
some thought 
should be the 
domain of the 
government” 



Figure 8. The timeline of the 
history of Nonprofit organisations 
in New Zealand. 

- -



Figure 9. A visual 
representation of New 
Zealand’s nonprofit sector.
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The effects of Neoliberalism on nonprofit 
organisations

It is worth noting in this research the implications that Neoliberalism has had on 

the non-profit sector since the 1980’s. The New Zealand Government followed the 

Euro-centric system of economic liberalisation and dismantled its welfare state and 

privatised its government institutions. This showed its inability to provide for New 

Zealanders and nonprofits found themselves delivering services that were previously 

in the domain of the government. “As a market-driven ethos began to shape the 

relationship between government and the non-profit sector, purchase the services 

through contracts became the preferred mechanism for transferring resources 

from the state to nonprofit organisations” (Tennant, M. 2006, p. 14). These contracts 

“pushed organisations into the delivery of services and activities identified by the 

state, instead of determining their own priorities”. “The contracting model resulted in a 

growing mistrust and a sense of power imbalance between the state and the sector” 

(Tennant, M. 2006, p. 14). 

Volunteering New Zealands Chief Executive Scott Miller in his paper ‘Are NGO’s 

double-edged swords of democracy?’ raises another issue saying, “due to a decline 

of state power and rise in economic power associated with the economic theory of 

neoliberalism, NGO’s are gradually becoming institutionalised to the effects of a 

neoliberal market society” (Miller, 2018. p.13). The new institutions become radically 

different in their structure, sources of authority, incentives and knowledge base 

(McKnight, 2013) as can be seen Fig. 10.

Figure 10. The difference 
between associations and 
nonprofit institutions.

Another outcome from the institutionalisation is that nonprofit institutions have only 

two residual spaces for citizens; a governance role (board members), or a volunteer 

role. The volunteer has to fit into an institution role and takes the function of a paid 

employee but is not paid, and has neither the power to decide the problem or the 

solution (McKnight, 2013). “Whether a board member or a volunteer, the powerful 

political role of a citizen is greatly diminished by the power of the high-scale not-

for-profit institution and its managers and technicians” (McKnight, 2013, p. 5). For 

nonprofits to retain the trust and representation of their citizens, and be a vehicle 

for civic participation and democracy, change is pertinent. As Srikandarajah, the 

Secretary General of CIVICUS, a global network of civil society organisations and 

activists working to strengthen citizen action and civil society around the world puts 

it; nonprofits “need to change: they need to be rejuvenated and re-radicalised from 

within. If NGO’s are to reconnect with grassroots activism, they will need to challenge 

and reframe their relationships with donors and states. They will need to instigate 

fundamental shifts in leadership and organisational culture, designed to reinstate 

ideational logic as their driving force” (Sriskandarajah, 2017).

In an interview with Scott Miller he said “There is not enough non-profits identifying 

opportunities for young people (they do not want to recognise them), and that is a 

big challenge”. He further on went on to say “it requires people like Volunteering 

New Zealand that manages the volunteers to identify how roles can be created or 

supported, or nurtured or developed that enable young people that access. Without 

that who is leading it?”

Volunteering is participatory democracy

There are two forms of democracy one, Voting, and two, acting. While representative 

democracy is the direct engagement of voters in determining the allocation and 

arrangements of power, participatory democracy provides citizens with alternative and 

augmentative means of harnessing power, supporting power or even disrupting power 

(Miller, 2018, p.05). Participatory democracy is where any citizen, alone or with others, 

directly or indirectly attempts to promote the quality of the life of others, with the 

purpose of influencing their community or society (Smith and Stebbins, 2016). 

Whether a board 
member or a 

volunteer, the 
powerful political 
role of a citizen is 

greatly diminished 
by the power of 

the high-scale 
not-for-profit 

institution and 
its managers and 

technicians
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Recruiting and retaining volunteers

Research conducted by Volunteering New Zealand, called the State of Volunteering 

2015, shows that 81% of VIOs (Volunteering-Involved Organisations) find volunteers 

are essential to their goals, but 55% of the VIOs experience challenges in recruiting 

them. The most common challenge in recruitment was that “potential volunteers 

have too many commitments and not enough time.” (Volunteering New Zealand, 2016, 

p. 5) Other challenges identified include: women working full time as families now

require two incomes; a lack of suitable volunteers with appropriate skills; and young

people having more work pressures, being more mobile, too busy, less committed, and

time poor. A common theme was volunteers having a lack of commitment, passion

and interest. One respondent to the study commented: “The current generation of

volunteers is retiring and the next generation of potential volunteers is either too busy

or feel their time is too precious.” Having nearly three quarters of the sector’s VIOs

experiencing recruitment issues suggests that something should be done to help.

The 2015 study showed that 48% of organisations utilising over one hundred 

volunteers experience challenges in retaining their volunteers. The most common 

reason cited for people leaving volunteer roles was time constraints. Other reasons 

were: young people being too busy, older people experiencing poor health, aging, and 

lack of motivation and commitment, people relocating, poor volunteer management, 

lack of recognition and an inability to achieve goals. Training requirements and 

government regulations also have a negative effect on retaining volunteers.

A need for young volunteers

The most common theme seen in both the 2015 and 2016 studies was that “the 

majority of volunteers are older and there aren’t enough young people stepping up.” 

(Fig. 11) (Volunteering New Zealand, 2017, p. 26) Additional to this was the idea that 

volunteers increasing expect or require some form of incentive as a reward for their 

service, and more information about volunteering would help with recruitment. On 

a positive note, some organisations witnessed an increase in volunteers achieved 

through online promotion, and some noted a rise in young people volunteering as a 

means to gaining work experience.

Figure 11. Volunteering New 
Zealand. 2017a. Comments 
on the state of volunteering. 

The majority of 
volunteers are 

older and there 
aren’t enough 
young people 

stepping up.
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The big reduction

In March 2016 Statistics New Zealand released figures showing the number of hours 

contributed to volunteering had dropped by 42% from 2004-2013. Following this 

revelation, the Hon. Jo Goodhew (then Minister for the Community and Voluntary 

Sector) asked that the department convene a group to investigate. The result was 

a report called ‘Overview paper on the state of volunteering in New Zealand’. The 

report discussed all the issues mentioned above and recommended that the following 

“proactive actions” be made:

In my opinion, these actions make sense, but I would include one additional action to 

help the areas of recruitment, retainment, resources and youth engagement: Contract 

a service designer to inspect the whole situation and apply design research that 

contributes to a feasible and sustainable solution. This research aims to demonstrate 

this process and examine the possible and ideal outcomes.

Figure 13. Volunteering New Zealand. 
2017b. Proactive actions to be explored 
to increase volunteering hours. 

Figure 12. Volunteering New 
Zealand. 2017a. Comments 
on the state of volunteering. 
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Research aim  
and importance

Aim

This research sets out to examine how design can be used to attract and empower 

young New Zealanders to volunteer with local non-profit organisations.

Importance

In an age where governments are unable to invest in the needs of people, the 

importance of nonprofit organisations that are established and run by citizens 

themselves, is very high. We must make sure that these organisations are well 

supported and resourced with volunteers so they continue to run and continue to be a 

vehicle for democracy. 

Volunteering can increase happiness, life satisfaction, self-esteem, mastery, physical 

health and can reduce depression (Piliavin & Siegl, 2007). This is another reason to 

conduct this research, to help increase the overall well being of young 

New Zealanders.
Figure 14. How the design solution 
can connect young New Zealanders to 
nonprofit organisations to help shape 
New Zealand.
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The ecosystem
To better understand the complexities of the problem, I felt the need to do secondary research to examine the greater 

context in which the design research is situated. Below are two diagrams showing an ecosystem of context and an 

ecosystem of theories around this topic. My process was to read articles and books and watch documentaries on the 

subject, then create mind maps of key learnings from each source. These mind maps became a great tool for extracting 

relevant facts and theories to inform this research. I could then create a document of key issues faced in each area 

relating to the research topic.

Figure 15. The context ecosystem for 
the research project.

Figure 16. The theory ecosystem for the 
research project. 



Figure 18. An example of 
a research mind map.

Figure 17. Books of 
research papers from 
the ecosystem.

Figure 19.  A map of 
all the issues identified 
within the ecosystem.
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Using design
“Design practice is now moving from a focus on the 
making of stuff to a focus on making stuff for people 
in the context of their lives.” (Sanders, 2013, p.1)
As a designer, the approach I take to solving a 
problem is to use human centred design, the 
five-stage design research process, generative 
design research and co-design. The use of these 
methodologies makes me an experience and service 
designer, with a participatory mind-set.

Human centred design and generative 
design research

“Human-centred design offers problem solvers of any stripe a chance to design 

with communities, to deeply understand the people they’re looking to serve, to 

dream up scores of ideas, and to create innovative new solutions rooted in people’s 

actual needs.” (IDEO.org, 2015, p. 9) It is about stepping into other people’s shoes, 

to understand their lives, and solve problems from their perspective. Within the 

landscape of design research (Fig. 20), human-centred design sits within the 

generative design research area in the top right corner which indicates the research is 

more design-led than research-led and involves the participation of the people being 

served to ensure their needs and dreams for the future are met (Sanders & 

Stappers, 2012). 
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Design thinking

Design thinking is a methodology that provides a solution based approach to solving 

problems. The term ‘design thinking’ is ambiguous at best, but throughout my 

research it means design research processes. “It’s extremely useful in tackling 

complex problems that are ill-defined or unknown, by understanding the human needs 

involved, by reframing the problem in human centric ways, by creating many ideas in 

brainstorming sessions, and by adopting a hands-on approach and prototyping and 

testing.” (‘5 Stages in the Design Thinking Process’, n.d.) The design thinking process 

which I have used for this research is the five-stage model proposed by the Hasso-

Plattner Institute of Design at Stanford commonly known as the d.school. The stages 

are: empathise, define, ideate, prototype and test.

To visualise the design thinking process more clearly, I use the Double Diamond 

pattern described by the Design Council in the United Kingdom (Fig. 22). During the 

creative process “a number of possible ideas are created (‘divergent thinking’) before 

refining and narrowing down to the best idea (‘convergent thinking’), and this can be 

represented by a diamond shape. The double diamond indicates that this happens 

twice — once to confirm the problem definition and once to create the solution.” 

(‘The Design Process: What is the Double Diamond? | Design Council’, n.d.) One of 

the greatest mistakes which can often be seen in design processes is missing the 

first diamond all together and solving the wrong problem. The Design Council uses 

the headings discover, define, design and deliver, but in this research I am using 

empathise, define, ideate, prototype and test.

Co-design

Co-design is the “creativity of both designers and people not trained in design working 

together in the design development process.” (Sanders & Stappers, 2012, p. 25) 

Fig. 21, shows the traditional design process versus the co-design process. In the 

traditional process the user is a passive object of study, the researcher brings and 

creates knowledge, and the designer receives the knowledge as a report and adds an 

understanding of technology and creative thinking to generate ideas and concepts. In 

the co-design process the user is given the position of the expert and plays a large role 

in knowledge development, idea generation and concept development. The researcher 

and designer support and provide the tools for ideation and development (Sanders 

& Stappers, 2012). In many cases, as in this case, the designer and researcher may 

be the same person. Co-design with non-profit organisation representatives and 

university students has been used throughout the research process. 

Figure 20. Sanders & 
Stappers. 2012. The 
design research map.

Figure 21. Sanders & Stappers. 2012. The roles of the 
researcher, designer and user change in the transition from 
the traditional design process to the co-design process.



Empathise Define Ideate & Prototype Test

Figure 22. Defining the research 
process and techniques with the 
double diamond.
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Empathising
The first stage of the design thinking process is to 
gain an empathic understanding of the problem. “This 
involves consulting experts to find out more about 
the area of concern through observing, engaging 
and empathizing with people to understand their 
experiences and motivations, as well as immersing 
yourself in the physical environment to have a deeper 
personal understanding of the issues involved.” (‘5 
Stages in the Design Thinking Process’, n.d.)

Immersing myself

Welcome to a nonprofit

Empathising with: Scarce resources | Lack of process and procedures | Volunteer 

management | Volunteer wellbeing. 

In India, in the year 2013, I got a great insight into the intricacies of how a nonprofit 

organisation operates. Entering as a professional designer, and seeing the other 

volunteers in the department who did not have marketing or media skills made me 

realise many organisations do not have the proper resources and expertise which they 

require. I quickly became frustrated with having no team meetings, no planning, no 

budgets, and no communication with the organisation’s managers. At the age of 23 I 

felt I needed to organise the whole organisation. I also observed the management did 

not give the department the importance and appreciation it needed. I soon realised 

the big task of managing volunteers. The organisation utilised hundreds of volunteers, 

many aged 18-35 like myself, so I was able to see how they were managed across 

the many areas shown in Fig. 23. The volunteers worked in the main offices, hospitals, 

education institute, and the compound’s cafes, dining hall, and in house-keeping whilst 

living on site.  

During the eighteen months I spent working with the organisation in India, my health 

deteriorated: I lost eight kilograms in the first three months due to the change in diet, 

the heat and lifestyle, and depression crept in from a death and not having the support 

I needed around me. This made me realise how important it is for organisations to be 

aware of their young volunteers’ wellbeing. This autoethnographic reflection of my 

experience as one of many young volunteers at the organisation inspired me through 

empathy prior to this design process being initiated. From this point onwards I used 

primary research.

Generation gaps

Empathising with: Lack of engaging experiences | Generation gaps | Bad 

communication | No mentorship | Use of Facebook | Effective storytelling. 

The Multicultural Council of Wellington (MCW) have tried many times to draw youth 

into their organisation, with no success. If any young person goes to MCW’s monthly 

meeting they will surely leave disappointed with their experience. Who wants to sit 

in one seat and listen to old people going over organisation ‘formalities’ on a Tuesday 

night? In 2016 the president gathered a group of youth together, and, with the 

assistance of Wellington Mayor Justin Lester, at MCW’s Christmas dinner, inaugurated 

a separate ‘Youth Wing’. I was part of this youth wing. We were allowed to create 

and work on our own projects, and we used Facebook Messenger to communicate 

and organise our meetings. Our progress came to a stand-still after three months for 

several reasons: a generation gap causing communication problems between the main 

council and ourselves, a lack of mentorship from the main council, and a disagreement 

about opening an account to fund our projects. This drove all the youth-wing 

members away. 

Figure 23. The different 
areas to consider when 
managing volunteers.



Figure 23.  The first 
MCW Youth Wing 

during their  
monthly meeting.

Figure 25.  A draft 
dispute letter from 

the MCW Youth 
Wing to the MCW 

President.  

Figure 26. Victoria 
Rhodes-Carlin 

speaking at the 
Multicultural 
Youth Forum 

on empowering 
innovative thinking 

and decision making. 

Figure 27. Mayor 
Justin Leister 
openning the 

Multicultural Youth 
Forum by sharing 
the City Council’s 

vision for Wellington’s 
future.

Figure 28. Notes 
taken on civic youth 

engagement by a 
young New Zealander 

at the Multicultural 
Forum.

Figure 29. Young 
attendees at the 

Multicultural Forum.



Presentation slides 
I made for MCW to 

inform them about the 
new Youth Collective.

Figure 30. The new 
MCW Youth Collective 

at their montly 
meeting at Wellington 

City Council.

Figure 31. The skills 
of all of the youth in 
the collective which 

they want to apply in 
volunteering. 

Figure 32. The benefits 
which the youth would 

like to get out of 
volunteering for MCW.

Figure 33. Project Ideas 
which the MCW Youth 

Collective have thought 
of on their own.

Figure 34. MCW Youth 
Collective’s eat, meet 

and greet evening.

Figure 35. MCW 
Youth Collectives 

brainstorming session 
on what they would 

like to do. 
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I have now become MCW’s youth executive to lead a strategy to welcome and 

engage youth. In August 2017, MCW hosted a Multicultural Forum to address the 

question, “How can our increasingly diverse young leaders be empowered to add real 

value to Wellington’s future?” opened by Justin Leister. I arranged for an invitation 

to be extended to any youth that would like to join MCW. Twenty two youth showed 

enthusiasm and gave me their email addresses. With this group I have concentrated 

on effective storytelling when explaining the benefits of getting involved, and providing 

engaging and meaningful interactive experiences. Facebook has remained as the tool 

we use to organise our meetings and share information.

Listening to the organisations

Empathising with: Student Volunteer Week | Student encouragement | Promotional 

event | Volunteer database | Roles matching passions | Relationship management | 

Healthy culture | Trello.

Recently at Volunteering New Zealand (VNZ), where I am the strategic advisor, I 

have been working on a stakeholder engagement strategy which has involved getting 

feedback on our services from our stakeholders through a stakeholder survey. One 

request we received was to provide more ideas to encourage students to get involved. 

Currently the only service we provide targeted at young people is our Student 

Volunteer Week (SVW) campaign. Paradoxically, our survey results showed that only 

36% of our stakeholders celebrate SVW. Some responses to the question ‘What could 

VNZ  do better?’ were: create a national volunteer database, host yearly collaborative 

events to promote organisations, hold workshops on relational management, and do 

more for certain parts of the sector like conservation and sport. The most important 

work stream the stakeholders felt VNZ provided was developing and offering new and 

innovative approaches to volunteering best practices. I feel this research can provide 

a solution to encourage young New Zealanders to volunteer, and possibly touch on the 

other aspects raised as well.

Volunteering NZ utilizes many volunteers and interns (often students) itself for 

marketing, communications and finance tasks. From my experience working at VNZ, I 

can say it is a good example of an organisation that knows how to treat its volunteers 

well. A healthy culture is maintained where the volunteers feel as though they belong, 

matter, and are making a difference. The chief executive and general manager take 

time to understand what each volunteer would like to get out of their experience, and 

then mentor them to develop their skills with the right opportunities. At VNZ we use 

Trello, a fun, flexible, and rewarding way to organise and prioritise tasks and projects 

which also helps in maintain the healthy culture. Everyone can see each other’s 

tasks, so it gives a sense of belonging, responsibility and accomplishment when tasks 

are completed. I feel tools like Trello can help organisations a lot, especially when 

engaging younger people.

Students running organisations

Empathising with: Students volunteering | Students running clubs | Streamlining 

processes online.

Student clubs are like organisations, providing support, fellowship and fun, and there 

are thousands of students in universities voluntarily forming and running them. I 

once worked as a Clubs-Coordinator at Massey University helping students form 

and manage academic societies, cultural, faith and social action groups, sports and 

recreation clubs, and art, media and performance clubs. In my role I facilitated a 

workshop on club management and made a clubs handbook for the students. Though 

this work I realised the students were learning how to run organisations. Another 

project we worked on was redesigning the clubs website to streamline registration 

and grant application processes for the students. This eliminated paperwork, providing 

flexibility and autonomy for the students. Through this job I realised students 

have the knowledge, ability and interest to be civically engaged with organisations, 

although they do have expectations for processes to be online. 

Students have the 
knowledge, ability 
and interest to be 
civically engaged 

with organisations, 
although they do 

have expectations 
for processes to 

be online. 
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The demand for online infrastructure

Empathising with: Infrastructure to contribute online | Ageism | Inclusiveness | 

Feeling valued.

Rangitahi from all over the North Island gathered for a PALMS (peaceful action 

leadership movement) symposium, organised by E Tu Whanau last July, to build the 

Aotearoa they and their whanau want to live in, and their ideas were very insightful for 

this research. The symposium consisted of three workshops, the last asking the youth 

to come up with an action plan for how they can continue to shape Aotearoa. I was a 

facilitator for one of the ten groups. It was warming to hear my group say that they 

wanted an Aotearoa where youth voices were prominent and valued, where ageism 

was removed and inclusiveness was increased. When devising their action plan, they 

voiced concerns that they did not know what New Zealand’s Youth MPs were doing, 

so they came up with an online political platform where youth can participate in 

discussions, and key matters can be taken forward to government by the Youth MPs 

(Fig. 42). This experience taught me that youth are civic minded and are asking for 

online infrastructure to participate civically and have their voices heard.

Figure 37. The 
attendees of the E 

Tu Whanau PALMS 
Symposium 2017.

Figure 38. The group I  
facilitated at the E Tu 
Whanau Symposium 

2017.

Figure 39. Work shop 
notes from the youth 

at the E Tu Whanau 
Symposium 2017. 

Figure 40. Youth 
creating their action 

plan to help lead and 
create the future 

they want.

Figure 36. The content of the 
clubs handbook.
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Figure 41. The rangitahi’s action 
planning for the future.

Figure 42. The rangitahi’s final 
three step action plan.

Engagement designed by youth

Empathising with: How youth want to engage with social services | Co-creation | 

Youth want a volunteering feature in their youth app.

Youth Aotea-Reo (YA-Reo) is a co-creation project, involving youth from 11 cities 

in New Zealand, to transform a ‘youth resource kit’ pdf into an app to make the 

information more accessible. The app will be a place for youth to connect to any 

social service they may need, and also any opportunities or events in their community. 

Eleven interactive workshops were conducted across the country by myself and two 

others where we asked the youth to come up with the features they would like in the 

app. Some of the popular app features the youth asked for are in Fig. 43. Through this 

experience I learnt that youth prefer to see where services and events are through a 

proximity map; they want to directly communicate with services via online chat; they 

want a mentoring feature, a job feature (for roles that require no prior experience), 

and, surprisingly, a volunteering feature. This engagement with the youth was very 

insightful for this research. 

Figure 43. Popular app features 
devised by the youth at the Youth 
Aotea-Reo workshops in 2017.



Left. Figure 44. 
Youth Aotea-Reo 

Workshop  - Mapping 
opportunities 

and issues.

Right. Figure 45.
Youth Aotea-Reo 

Dunedin Workshop  

Left. Figure 46. 
Youth Aotea-Reo 

Workshop  - Grouping 
positive and negative 

feelings about 
your town.

Right. Figure 47.
Making the Youth 

Aotea-Reo app 
prototype.

Left. Figure 48. 
Youth Aotea-Reo 

Workshop  - Creating 
app features to 

address the important 
areas identified in the 

feelings activity.

Right. Figure 49.
Presenting the Youth 

Aotea-Reo app to  
the Ministry of Youth 

Development. 

Right. Figure 50.
Presenting the Youth 

Aotea-Reo app to 
the Human Rights 

Commission, Ministry 
of Business Innovation 

and Employment, 
UNESCO, Office of 

Childrens Commission, 
Netsafe NZ, Ministry 

of Education, The 
Office of Ethnic 

Communities.
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Connecting young New Zealanders to volunteer opportunities

Empathising with: Finding volunteer roles | Connecting students to roles | Community 

| Facebook the only platform.

It is a difficult task to find volunteer roles and connect students to the roles, as 

experienced by the Student Volunteer Collective (SVC) at Massey University in 

Wellington. A group of students, including myself, organised five different volunteering 

activities for the five days of the week during Student Volunteer Week in 2017, and 

it was a success. We had many requests by students to provide volunteer roles 

throughout the year so we decided to do so. On clubs day we set up a stall to 

advertise ourselves, and 130 interested students joined our Facebook page, so they 

were instantly part of the SVC community. We also got the students to show us their 

preferred areas of volunteering (Fig. 52). Finding weekly roles for students that were 

close to campus was difficult. Many organisations did not respond to us, and the 

roles we found (cleaning at a community kitchen, tree planting, weeding and pruning, 

sewing reusable bags and doing coin collections for a children’s hospital) did not 

match the interests of our students. Another problem we encountered was the limits 

of Facebook. We had 130 students on our page, but only 61 students ‘see’ our posts, 

and post views dropped from 60 to 30. Many students would say “I didn’t even see 

the event [on Facebook].” In a meeting we discussed that we never intended to use 

Facebook, but it was the only platform which came to mind. This experience confirmed 

that something needs to be designed to help connect young New Zealanders to non-

profit organisations and roles which match their interests. 

Figure 51. The Student Volunteer 
Collective Team at their meeting at 
Massey University Wellington.

Figure 52. Gathering 
students first and second 

options for areas of 
volunteering for SVC.

Figure 53. 
Brainstorming creative 

ways to recruit students 
into the Student 

Volunteer Collective.

Figure 54. A Facebook 
post by one of the SVC 

memebers asking for 
more volunteers 

Figure 55. A Facebook 
post by one of the 

SVC members inviting 
students to a talk on 

volunteering.

Figure 56. Students 
volunteering at the 

Ronald McDonald House 
through SVC.
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A table of criteria derived from the immersion findings.

Creating Personas

As I am applying design to attract and engage young New Zealanders to non-profit 

organisations, I made seven personas of young New Zealanders to help guide design 

decisions. “A persona is not a magic bullet that allows a design team to jump into the 

minds of the masses, instead it is an approach towards a deeper consideration of an 

audience.” (Salmond & Ambrose, 2013, p. 92) The method I used to create them was 

to take the document of key issues, apply the slip technique to the issues to reduce 

the amount, and then weave the issues into seven different persona stories. This 

worked well as it gave each persona its own context related to the research topic 

which I could start to empathise with. The personas can be seen in the exegesis 

appendix. Creating the personas expanded my project team from one to eight.

Figure 57. The tecnique used to 
make each persona.



Billy’s next step was to reach for his phone and see if there 
was an app available for volunteering in the app store.

Bridget / Brijule’s next step would be to talk to a developer 
to see if it would be difficult to create a platform for 
governance and policy development. 

Cassandra‘s next step was to have a meeting with 
sparked,com to see how physical volunteering could be 
added into the website. 

Dave’s next step was to present his ideas to the Chinese 
Associations. Unfortunately they did not pay much 
importance to his ideas. 

Elliott’s next step was to say a speech at a community 
sector conference to explain the benefits of effective 
community management online. 

Michael’s next step was to approach a nonprofit and work 
with them to see how they can make it easier for young 
people to volunteer with them.

Steph’s next move was to wait until nonprofits improve their  
volunteer programmes and simply look after her child.



EXEGESIS

62 ROSS PATEL 160318

METHODOLOGY

Hosting a co-design workshop

During National Volunteer Week, on 20th June 2017, I held a co-design workshop to 

work with the stakeholders (non-profit organisations and young New Zealanders) to 

explore how to attract, empower and engage 18–35 year old New Zealanders with 

non-profit organisations in their communities. My research team grew from eight to 

54. Seven groups were created at the workshop, each having a mixture of non-profit

representatives and young people. As a facilitator I needed to understand “how to

offer relevant experiences to facilitate people’s expressions of creativity” (Sanders

& Stappers, 2012, p. 24), and how to bring in the applicable domain theories in ways

that can be addressed by the people in the co-design team. To achieve this I gave

each group one of the seven persona to use as a ‘generative’ or ‘thinking’ tool. This

put everyone on the same page and supported a shared language through which they

could explore ideas, dreams, and insights. The participants were asked to collectively

brainstorm solutions to the problem, rank their solutions in levels of importance,

and then expand their ideas on their most important one. These solutions and ideas

created a set of criteria for the design-led human-centred research.

Figure 58. Ross outside Massey 
Univeristy Library inviting students 
to attend the co-design workshop.

Figure 59 & 60. Invitations to students and 
nonprofit organisations to participate in the 
co-design workshop.



Right. Figure 65.
The seven groups 

of 6-7  partocipants 
at the co-design 

workshop.

Left. Figure 61. 
The logos of the 

nonprofits which 
attended the co-

design workshop.

Right. Figure 62.
The ideas for 

engagement which  
came from the 

workshop group with 
Stephs persona.

Right. Figure 63. 
Ideas on incentives 

and accessibility 
which came from the 
workshop group who 
had Brijule’s persona.

Left. Figure 64.
Sketches showing 
what volunteering 

means to you from the 
ice-breaker exercise at 

the workshop.
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Defining
During the define stage of the design thinking process 
I brought together the information I created and 
gathered during the empathise stage, and analysed 
and synthesised my observations to define the core 
problems that I, and my team of 54, identified. This 
define stage helped gather the best ideas to establish 
features, functions, and any other elements to allow 
us to solve the problem.

Co-design Workshop Analysis

The seven groups at the workshop identified, to the best of their ability, the areas the 

volunteering sector needs to work on the most to engage young New Zealanders, and 

they gave their ideas on what should be done or improved on. The results follow.

Figure 66. A groups ideas 
on how to engage younger 
people in volunteering from 
the co-design workshop.



Ranking based on voting 

percentages.



“P
ha

se
 1

”

“P
ha

se
 2

”

“P
ha

se
 3

”

“P
ha

se
 4

”

Figure 67. The seven most important 
areas to work on identified by the seven 
groups, and their ideas around each area



Figure 68. A visual representation on how 
certain solutions ideas can accommodate 
for multiple areas. 



EXEGESIS

77 ROSS PATEL 160318

EXEGESIS

76 ROSS PATEL 160318

METHODOLOGYMETHODOLOGY

Requirements obtained from the workshop 

When analysing the criteria and the ideas the groups came up with around each, I 

noticed overlapping ideas. Connecting these solutions together and grouping them 

created a second set of criteria for the solution seen below.

The human-centred problem statements:

Young New Zealanders need, and New Zealand non-profit organisations need to 

provide: clear information and insights, incentives, accessibility, web presence, 

engagement, healthy relationships and communication, a closed generation gap and 

belongingness for young New Zealanders to engage and volunteer with non-profit 

organisations.

Young New Zealanders need, and New Zealand non-profit organisations need to 

provide: inspiration and education on the benefits of getting involved, clear structured 

information with two-way communication, an exchange of treasured values, an app 

tool that can match personal needs and skills with roles and show your contributions’ 

impact, events, activities and campaigns, acknowledgement, appreciation, 

collaboration, shared ownership, flexibility, community culture, social currency and 

social media engagement for young New Zealanders to engage and volunteer with 

non-profit organisations.
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Ideating
With a solid background, I was able to start ‘thinking 
outside the box’ to identify new solutions, based on 
my team’s input, to the problem statements. At the 
beginning of the ideation phase it was important to 
get as many ideas or problem solutions as possible.

The ideation process

First I elaborated on the ideas the seven teams came up for the initial criteria seen in 

Fig. 69, then I elaborated on ideas based on the idea categories seen in Fig. 70, which 

was much more effective. From here I used the slip technique to merge ideas solution 

categories together which naturally could go together (Fig. 71) to see what they would 

look like. And finally I merged certain ideas again to leave me with five final concepts 

which are based on the workshop ideas and could help the problem. 

Figure 69. Expanding on the 
workshop criteria one ideas.

Figure 70. Expanding 
on the workshop 

criteria two ideas.



Figure 71 & 72. Merging ideas 
together using the slip technique.
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Concepts

Concept 1: A community and culture building toolkit

This community and culture building toolkit has four parts: a booklet on creating 

values, cards to teach how to show appreciation, little boxes which show the different 

areas that make up the architecture of an organisation, and a planner to help create a 

community platform for the individual organisation. This idea responds to the criterias 

‘belongingness’, ‘relationships, communication and generation gap’, and ‘engagement’. 

It follows the need for organisations to create a healthy culture and community 

within their organisation that can welcome, recognise and value young people 

appropriately.

Concept 2: A career-based volunteering website

A career-based volunteering website is designed for users to search and complete 

volunteer roles that will help them towards their career. An important part in 

this website is the user’s profile page which shows their interests, experience and 

skills as well as the voluntary jobs they have completed with references from the 

organisations. This concept responds to the ideas which came out of the workshop 

around ‘incentives’ and ‘engagement’. 

Figure 73. Community 
and culture building 

tool concept diagram

Figure 74. 
Career-based website 

concept diagram.
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Concept 3: An online platform for NGOs

A one stop shop for information on all registered charities and their volunteer 

opportunities is what this online platform for NGOs aims to achieve. The main features 

in it are: a news feed with the latest stories from all the charities, individual charity’s 

pages, individual volunteer’s profiles, a search page for volunteering opportunities, and 

an incentives and education area to inspire and teach the benefits of getting involved 

with non-profit organisations. The great thing about this idea is that if a charity has a 

poor online presence, they can at least be represented well on this platform. Being a 

digital solution, this idea attempts to achieve all the criteria from the workshop. 

Figure 75.  Online 
platform for NGOs 

concept diagram.
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Concept 4: The ‘organisation experience’ game

Would you like to experience what an organisation is like before you agree to volunteer 

with it? That is what this concept is about. Users will be able to play a specific 

organisation’s game to learn about its culture, values, operations, departments, and 

the variety of volunteer roles available to them. The game is fun, informative and 

inspiring, and based on the organisations aims and strategic plans. This concept 

address the categories ‘information and insights’, ‘incentives’ and ‘engagement’. 

Concept 5: An online graphic design and SNS tool.

Non profit organisations will no longer have difficulties in creating attractive 

marketing material to get the attention of young people after using this online graphic 

design and SNS tool. Whether organisations are sharing stories, news, information, 

or volunteer roles online or in print, with this tool they will always know their content 

will stand out and be able to compete against popular culture material. With a simple 

drag and drop content builder and automatic posting to any social media platform, 

getting content out will never be easier. This idea addresses the criteria ‘information 

and insights’,’‘incentives’, ‘web presence’, and ‘engagement’ by increasing the quality of 

communication with young people.

Figure 77. Crello a free online 
graphic design software.

Figure 76. Nonprofit 
organisotion game 

concept diagram.

Figure 78. Graphic 
design and SNS  toolkit 

concept diagram.



Figure 79. Comparing the concepts over a 
three month user journey diagram.
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Three month user journey diagram

To test how good each concept would be at engaging young people in volunteering, 

I mapped how they would work over a three month timeline (Fig. 79). The top line 

shows how non-profit organisations engage young people currently. The second line 

shows how the online graphic design and SNS tool can work to get youth to events, 

then meetings, and, finally, volunteering over the three month period. The third line 

shows how the online platform for NGOs can successfully engage youth through a 

mobile device. The platform can eventually give young users the competence and 

autonomy to complete any level of task. The career-based volunteering website 

was also successful in engaging youth by providing a mentor that would guide the 

volunteer to achieving their desired goals. The ‘organisation experience’ game was 

not so successful. It was good at engaging the potential volunteer at the start, which 

could lead to volunteering. But once the potential volunteer had finished or stopped 

playing the game, it was hard to tell whether they would continue volunteering. The 

community and culture building toolkit can be great for organisations, but it relies 

heavily on the organisations using it. On the three month timeline you can see that the 

healthy culture created can attract young people, and can engage them over a long 

time, but again, can the organisations create that culture and communication and the 

values and identity which go along with it?

The selected Concept

The concept which was most promising for engaging young New Zealanders with 

volunteering involving organisations was the online platform for NGOs. This concept 

had the ability to bring five different ideas together to form one strong idea. These 

included: a needs and skills matching app, a task management tool, an activity, event 

and campaign creation tool, and an impact tracker which can show users the amount 

of impact they are making through volunteering. This idea also has the ability to 

include gamification to “make a fun experience” which was requested by Steph’s group 

(the engagement group) at the co-design workshop.

Precedents 
Precedents allow designers to move quickly towards 
a solution by allowing the designers to reflect or 
reject values and use of past designs.

Organisation’s ‘personal’ online platforms

Non-profit organisations already have their own ‘online platforms’ — their websites. 

However, my research, and immersion in the sector, has shown that organisations 

do not have the resources and skills to upkeep their platforms to a beneficial 

standard. By analysing each of the workshop’s non-profit organisation’s websites, 

the key findings I found were: WREMO, Caritas and Rotary have no information 

on how to volunteer, Age Concern, BATS, Girl Guiding, Hagar, Just Speak and Cats 

Protection lack visuals to give an insight on volunteering experiences; Hagar and 

Caritas have an email based volunteer system; Victim Support, Girl Guiding, Hagar 

and Caritas have poorly executed events pages; and the local branches of federation 

based organisations have poor websites in comparison to their mother organisation 

(Rotary), or have no website of their own (Wellington Host Lions). Three out of the 21 

organisations have good call to action buttons on their homepage for volunteers, and 

Saint Vincent De Paul provides reasons to volunteer with good role descriptions. Te 

Omanga Hospice was the only all round good example of an organisation which has 

crafted their website to provide a good experience for potential volunteers. Websites 

can contain a lot of features to help community building, volunteer engagement and 

management for non-profit organisations, but many organisations do not have the 

capacity to harness these. Organisations also use social networking platforms for 

their community management.

I analysed the non-profit organisation’s performance on their use of social networking 

sites for community management which includes their supporters, members, 
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donors and volunteers. Only one of the organisations, Cats Protection, did not have 

a Facebook page. As many of these organisations are using these platforms to tell 

their stories, I analysed the responses they get from their supporters (people who 

have liked their page). The results are in Fig. 80. Twelve of the 18 organisations 

make good use of the events feature on Facebook. The results of event turn-out 

against supporter numbers can be seen in Fig. 81. Similar results can be seen for 

their Twitter engagement, and the three organisations that have Instagram accounts 

received slightly higher engagement as can be seen in graph 4, possibly because 

of that platform’s visual mode. These results raise questions on these platforms’ 

ability to convert passive digital engagement, which can be seen as poor, into active 

participation. Were these platforms designed for community engagement 

and management?

Figure 80.The logos of 
the nonprofits which 

attended the co-
design workshop.

The attendence at the organisations last Facebook event

The maximum percentage of ‘followers’ that ‘like’ the 
organisations Facebook posts on average

Figure 81.The logos of 
the nonprofits which 

attended the co-
design workshop.

Volunteer centre platforms

Many cities in New Zealand have their own volunteering centres which are 

independent non-profit organisations with their own online platforms to connect 

local volunteers to local volunteer opportunities. Upon analysing the volunteering 

platforms, three things stood out: bad design, long registration forms, and really long 

disengaging lists (Fig. 83, 85, 87). These centres face the same problem as the other 

organisations in that they lack resources. What was positive to see was a group of five 

volunteer centres, Canterbury, Marlborough, Bay of Plenty, Mid and South Canterbury 

and Nelson, got together and designed an online platform to use between themselves 

called ‘Volunteer Match’ which can be seen in Fig 85. To me, this is a step in the right 

direction for sharing effective resources, although from a young person’s perspective 

the platform still does not provide many incentives or much encouragement to get 

involved. It was nice to see Volunteering Kapiti share five accounts of volunteering 

stories from 60-year-olds though. 

Competitive Audit

There are already several online volunteering programs available. I analysed two 

New Zealand ones, Seek Volunteer (Fig. 88) and Be Collective (Fig. 89), and two 

international ones, Do Good Jobs (Fig. 92) and Help Tank (Fig. 91), which all repeat 

the same boring, formal list format search experience. The platform which I felt was 

least appealing was Be Collective whose dashboard looks and feels like WordPress.

org’s dashboard. It is an Australian and New Zealand platform which hasn’t had 

a strong uptake. Search results for volunteering roles in Wellington showed one 

opportunity with Boomerang Bags (who needed 30 people and had zero applications), 

and then a list of Australian opportunities which are a five hour flight away from me. 

Three things 
stood out: bad 

design, long 
registration 

forms, and really 
long disengaging 

lists. 



Left. Figure 84. 
Volunteer Wellington 

job search form.

Right. Figure 85.
Volunteer Mid & 

South Canterbury’s 
volunteer role 

search page.

Left. Figure 86. 
Volunteer 

Marlborough’s event 
calendar.

Right. Figure 87.
Volunteer 

Whanganui’s available 
volunteer roles page.

Left. Figure 82. 
Volunteer Wellington’s 

website.

Right. Figure 83.
Volunteer Manawatu’s 

registration form.

Left. Figure 88. 
Seek Volunteer’s  

volunteer role 
search page.

Right. Figure 89.
Be Collective’s 

personal profile 
dashboard.

Left. Figure 91. 
Help Tank’s 
homepage.

Right. Figure 92.
Do Good Job’s Job 

description page. 

Right. Figure 90.
Do Good Jobs job 

listing page.
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Gamified Platforms

Four international volunteering platforms named Skills for Change, GiveGab, Cause 

Cast and IVHQ use gameful approaches to improve volunteer engagement and 

experiences. It was exciting and entertaining to see Skills for Change introduce a 

playful context from the start — “get ready to use your skills and wits to battle the 

world’s toughest challenges.” (Fig. 92) I was not in favour of how many people can 

choose to work the same “mission”, and then the organisation will choose the “best 

entry”. This could make a volunteer’s efforts redundant if the organisation doesn’t 

choose to use their work. Givegab attempts to reward volunteers with stickers and 

badges to put in their “sticker book”. (Fig. 93) Badges can be an effective reward and 

motivational mechanisms, but the way Givegab has executed the badges appears very 

childish. Another observation is that the appearance of the volunteers’ profiles looks 

very indigestible. Causecast is a corporate social impact program which I found was 

particularly good at impact tracking and reporting; tallying the total number of hours 

volunteered, and capturing stories through photos which can later be used by the 

organisations for marketing, PR and recruiting. At Pivot, Volunteering New Zealand’s 

annual conference, Ben Brown, head of impact, risk and people at IVHQ, based in New 

Plymouth, spoke on gamifying volunteering. He explained how IVHQ used a gamified 

system to ensure their volunteers were well prepared for their roles. The outcomes 

of using gamification was that training completion rates increased from 70%–85%, 

the number of enquiries were reduced, and volunteering experience reviews were 

improved. From looking at these precedents I realised there could be a lot of potential 

within gamification to engage young people in volunteering which these platforms 

have not yet fully explored. I felt the need to research gamification and gameful 

design more.  

Figure 91. Ben Brown from IVHQ talking 
about Gamification at Volunteering New 
Zealands Pivot conference. 

Figure 92. Skills for 
change landing page.

Figure 93. Give Gab’s 
user profiles.

Figure 94. Slides 
from Ben Brown’s 

(IVHQ) presentation 
at Volunteering 

New Zealand’s Pivot 
conference. 
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Gameful Theory
Games have the ability to motivate a remarkable 
amount of goal-directed behaviour, keep people 
engaged for a long period of time, build relationships 
and trust between people, develop creative potential 
and find the right difficulty level to engage their users 
making it an intrinsically motivating activity (Dichev, 
Dicheva, Angelova, & Agre, 2014). Here I analyse how 
gameful practices and ideas can be applied to the 
volunteering context. 

Games – A motivation tool

“Gamification is the use of game thinking and game mechanics in non-game contexts 

to engage the users in solving problems.” (Deterding, Dixon, Khaled, & Nacke, 2011, 

P. 5) In general, “gamification attempts to superimpose the stimulating motivational

aspects of the game world onto the life world.” (Dichev et al., 2014, p. 81) Gamification

is a popular tactic to encourage specific behaviours and increase engagement. It has

been applied in many domains such as helping people become healthier (eg. Nike+1,

ZombiesRun), more productive (Sheth, Bell, & Kaiser, 2011), more eco-friendly (Inbar,

Seder, Tractinsky, & Tsimhoni, 2011), and helping people learn new techniques and use

new tools (Dong et al., 2012). I am going to see if it be applied to civic participation.

The power of play

Jane McGonigal in her book Reality is Broken says play involves voluntary 

participation, enhancing experiences and a feedback system; the same things that 

youth expect to find in volunteering. Play also fulfils many of our genuine human 

needs while providing things which our own personal ‘real worlds’ can often miss, as 

well as provoking positive emotions. (Fig. 95) Figure 95. How play fulfils humans 
genuine needs.
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Experiencing flow

Flow is the satisfying, exhilarating feeling of creative accomplishment and 

heightened functioning (Csikszentmihalyi, 1975). Csikszentminhalyi found that 

there is a depressing lack of flow in everyday life and an abundance in gamelike 

activities (McGonigal, 2011). Jane McGonigal, a game designer and author of Reality 

is Broken, said we need to integrate more gameful work in our everyday life, more 

flow. “During this type of highly structured, self-motivated hard work, we regularly 

achieve the greatest form of happiness available to human beings: intense, optimistic 

engagement with the world around us” (McGonigal, 2011, p. 36). Jane referencing 

Csikszentminhalyi said “Our most pressing problems — depression, helplessness, 

social alienation, and the sense that nothing we do truly matters — could be 

effectively addressed by integrating more gameful work into our everyday lives” 

(McGonigal, 2011, p. 36). A major flow experience can improve our mood for hours, or 

days after. I would like see if people can experience flow through gameful 

voluntary work. 

Making our own happiness

One thing all positive psychologists agree on is that there are many ways to be happy, 

but we cannot find happiness — we have to make our own happiness by working hard 

on activities that provide their own reward, intrinsic rewards (McGonigal, 2011). 

Can this platform provide these intrinsic rewards through the voluntary activities, 

allowing users to experience happiness?

Bringing meaning

The article Game design and meaningful play written by Katie Salen and Eric 

Zimmerman states, “the goal of a successful game is the creation of meaningful 

play” (Salen & Zimmerman, 2005, p. 60), therefore learning to create experiences 

with meaning is the most important goal for a game designer. “Meaningful play 

comes from the interaction between players and the system of the game, and the 

context in which it is played.” (Salen & Zimmerman, 2005, p. 60) Playing a game 

means making choices and taking action, so the game system should be designed 

to support meaningful kinds of choice making. Meaningful refers to the emotional 

and psychological experience of inhabiting a well-designed system of play. I feel 

meaningful kinds of choice making can be achieved through a gameful volunteering 

platform. Meaningful play engages aspects from the formal, social and cultural levels 

of a game simultaneously (Salen & Zimmerman, 2005). Examples can be seen in Fig. 

96. This is what youth are wanting — meaningful experiences.

Figure 96. Meaningful play at the 
formal, social and cultural level. 

Playing a game 
means making 

choices and taking 
action, so the 
game system 

should be designed 
to support 

meaningful kinds 
of choice making
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Creating a magic circle

How would users of the platform jump in and out of the game or play? To understand 

this we need to understand the way games create their own time and space separate 

from ordinary life (Salen & Zimmerman, 2004). “The frame of a game is what 

communicates that those contained within it are “playing” and that the space of play is 

separate in some way from that of the real world.” (Salen & Zimmerman, 2004, p. 94) 

This frame is psychological, but can often have a physical representation such as the 

boundary line on the cricket pitch, the game board, the screen on a device, or also be 

abstract, such as the rules that govern a game (Apter, 1991). The frame of the game 

creates the feeling of safety. We call this frame the magic circle — a special place in 

time and space created by a game — a concept inspired by Johann Huizinga’s work on 

play. “Within the magic circle, special meanings accrue and cluster around objects and 

behaviours. In effect, a new reality is created, defined by the rules of the game and 

inhabited by its players.” (Salen & Zimmerman, 2004, p. 96) The relationships among 

players (in this case volunteers and organisations) will also take on special meaning 

within the magic circle.

Figure 97. The idea of the Magic 
Circle.

Building culture

Games are systems, and we can determine whether a game is an open or closed 

system, whether the boundary is closed, framing a completely self-contained world 

inside; or whether it is open, allowing for interchange between the game and the world 

beyond its frame. Littlejohn explains that “a closed system has no interchange with 

its environment. An open system receives matter and energy from its environment 

and passes matter and energy to its environment”. (Littlejohn, 1989, p. 41) ”Whether 

a game is an open or closed system depends on which schema is used to understand 

it; whether the game is framed as rules, as play, or as culture (Fig. 98) (Salen & 

Zimmerman, 2004). For the volunteering context the aim is to create a play and 

cultural system so that the platform can grow awareness and the practice of civic 

mindedness and engagement. 

Figure 98. Games schema; rules, 
play and culture. 
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Giving the opportunity to be part of something bigger

“Philosophers, psychologists, and spiritual leaders agree: the single best way to add 

meaning to our lives is to connect our daily actions to something bigger than ourselves 

– and the bigger, the better.” (McGonigal, 2011, p. 97) Epic is one of the most important

concepts in gamer culture. “A good working definition for “epic” is something that far

surpasses the ordinary, especially in size, scale and intensity. Something epic is of

heroic proportions. Games create an epic scale in three ways though epic; contexts,

environments and projects.” (McGonigal, 2011, p. 98) Gamers love epic games because

they are awe-inspiring. Awe is a unique emotion; it is when we realise we are in the

presence of something bigger than ourselves. It is linked with feelings of spirituality,

love and gratitude, and, most importantly, a desire to serve. Meaning is the feeling

that we are part of something bigger than ourselves that has significance and worth

not just to us, but a larger group or even the entire human species. This can be

achieved through the online volunteer platform. Jane McGonigal says we need a way

to connect with others who care about the same massively scaled goal we do, and we

need a chance to reflect on the truly epic scale of what we are doing together.

“Halo is probably the best game in the world at turning a story into a collective 

context and making personal achievement feel like service. Halo has extensive online 

community features such as discussion forums, wikis, and file sharing (so that players 

can upload and share videos of their finest gameplay moments).” (McGonigal, 2011, 

p. 101) “Joining any collective effort and embracing feeling of awe can help us unlock

our potential to lead a meaningful life and to leave a meaningful mark on the world.”

(McGonigal, 2011, p. 113)

Crowdsourcing

Both Wikipedia and Investigate Your MP’s Expenses (a crowdsourcing game made 

by the Guardian to investigate a million uncatalogued documents for MPs’ expenses) 

shows there are significant crowdsourcing projects succeeding, and they all have 

one thing in common: they’re structured like a good multiplayer game. Investigate 

Your MP’s Expenses software developer Simon Willison said “the number one lesson 

from the project was: make it feel like a game, and that “any time that you’re trying 

to get people to give you stuff, to do stuff for you, the most important thing is that 

people know that what they’re doing is having an effect. If your not giving people 

the ‘I rock’ vibe, you’re not getting people to stick around.” Wikipedia makes a good 

game by providing a good game world, good mechanics and a good game community 

which requires two things: plenty of positive social interaction and a meaningful 

context for collective effort. As Wikipedians describe it: “Every unique location (article) 

in the game world (encyclopedia) has a tavern (“talk page,” or discussion forum) 

where players have the opportunity to interact with any other player in real time. 

Players often become friends with other players, and some have even arranged to 

meet in real life (“meetups,” or face-to-face social gatherings for frequent Wikipedia 

contributors).”(McGonigal, 2011, p. 230) In a similar way, a volunteer platform can 

also be made into a good crowdsourcing game. If crowdsourcing is the theory, then 

games are the platform.

Figure 99. Investigate your 
MP’s Expenses landing page.

If your not giving 
people the ‘I rock’ 

vibe, you’re not 
getting people to 

stick around
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Creating a sustainable engagement economy

A sustainable engagement economy works by motivating and rewarding participants 

with intrinsic rewards. Emotions drive this new economy, and positive emotions work 

as an infinitely renewable source of incentive to participate in big crowd projects. In 

this engagement economy we’re competing for brain cycles and heartshare. Game 

designers “have been honing the art of mass collaboration for years.” (McGonigal, 

2011, p. 243) Games inspire extreme effort and create communities that stick 

together long enough to get amazing things done together. “Compared with games, 

reality is unsustainable because the gratifications we get from playing games are 

an infinitely renewable resource.” (McGonigal, 2011, p. 244) Creating a sustainable 

engagement economy is the right direction to go for this platform.

Figure 100. Des Browne MP’s 
expenses page on Investigate 
your MP’s Expenses website.

A gameful framework for volunteering

Gameful Design

Gamification has received criticism for not being systemic, being reward-oriented, 

being pattern-bound and not user-centric. So video game- and digital media designers 

have coined a different term for their practice of gamification called ‘gameful design’ 

(Deterding, Khaled, Nacke, & Dixon, 2011). The different approaches of gamification 

and gameful design can be seen in Fig. 102.

Figure 101. The criticisms 
of industry gamification 
applications.
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Applying gameful design

“The true gamification implies to think like a game designer and to consider it as a way 

of reflecting, as an experience.” (Dichev et al., 2014, p. 95) To apply good gamification/

gameful design an extended inventory of techniques which balances extrinsic and 

intrinsic motivations should be used. These techniques include:

Figure 102. The differences 
between gamification and 
gameful design (Chen, 2012).

Creating a gameful framework for civic engagement

Whilst researching wellbeing in relation to volunteering I read an article called 

“What’s different about how volunteers work? Relationship building for wellbeing 

and change” which introduced the self determination theory which has been used to 

understand volunteer motivation (Oostlander et al. 2013; Bidee et al. 2013; Halvas, 

Hofmans and Pepermans, 2012) and performance (Millette and Gagne, 2008). The 

theory indicates there are three qualities of experience; competence, relatedness and 

autonomy which people find intrinsically rewarding across all cultures, and these 

feelings can provide people the initiative, motivation and capacity to shape their 

environments for the better (Aked, 2015). When reading this I concluded that player-

centric design, or game design principles that intrinsically stimulate competence, 

relatedness and autonomy rather than a narrow focus on interface design patterns 

like points and badges can create a gameful framework for volunteering. Increasing 

the experiences of relatedness, competence and autonomy can lead to the social 

change outcomes of participation, empowerment and ownership as shown in Fig. 103. 

Additional dynamics include:

(Holman, Aguilar, & Fisherman, 2013)
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“Gameful design is about intentionally designing for gamefulness in the development 

of non-game environments using game design thinking. Rather than focusing on 

extrinsic motivators, game elements are now used as design lenses to improve the 

overall experience of the task. Instead of attaching game mechanics to various tasks, 

the tasks themselves are supposed to be designed in a manner similar to game 

design.” (Dichev et al., 2014, p. 95) 

Figure 103. Mapping qualities 
of well-being experiences with 
social change outcomes.
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Prototyping
During the prototyping phase of the design thinking 
process, I produced a number of lo-fi versions of the 
platform while developing its specific features. This 
is an experimental phase, and the aim was to identify 
the best possible solution for the problems identified 
during the first three stages. The prototypes and their 
features were investigated one by one  and either 
accepted, improved and re-examined, or rejected on 
the basis of user experience. 

Prototype 1 - Determining the components

This rapid prototype allowed me to understand the main components and functions 

which needed to be in the platform to allow users to easily find volunteer roles.

Prototype 2 - Deciding game mechanics

After an extensive exploration into the game genre, mechanics, and the role of the 

users prototype two was made. At this stage the mechanics included earning coins 

which could be donated to a chosen charities, but this idea was put aside after to 

concentrate on just the volunteering aspect. There was the element of making your 

own virtual city within the platform which also was removed after this prototype.

Prototype 3 - UX Development

Prototype three shows the defining of navigation menus. This was a result from the 

exploration into the user experience, hand guestures, and navigation elements.

Understanding what components are required in the platform.



Top: Prototype 1. Bottom: Deciding the game genre. Understanding how to fulfill the dream.



Designing section by section.



Designing the users profile.



Prototype 2.



Developing a narrative. Right: UX and UI Exploration.



Top: Exploring how to display communities. Middle: Exploring swipe functions. Bottom: Prototype 3. 

Right: Exploring information architecture.  



User flow chart. 
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Testing - Persona & User
This is the final stage of the Design Thinking model, 
but still an iterative process. The results generated 
from the testing phase were used to redefine a few 
more problems and inform the understanding of the 
users, the conditions of use, how people think, behave, 
and feel, and to empathise. 

User testing is having real users do real tasks with either a prototype or an existing, 

live interface. From Monday 15th to Friday 19th of January I conducted 12 one on one 

user testing workshops with the 12 participants who came to the CENZ workshop: 

6 nonprofit organisation reps, 4 students, and 2 reps from leadership programs at 

two different tertiary education institutes who were representing hundreds of their 

students. The process I followed as a test moderator was to introduce specific goals 

like ‘choose a mission’ and then prompt the participant to describe out loud what 

they’re expecting to see, what path they expect to take and why they choose certain 

actions. This approach helped identify areas where the labelling, flow or functionality 

Figure 105. Invitation visual for 
co-design workshop participants 
to take part in user testing,

did not fit with people’s mental models and expectations. It also helped evaluate 

performance on certain tasks and the overall usability of a system. The user testing 

resulted in a specific list of issues to consider for design improvements to help refine 

the experience. 

The main screen 

Sustainability Trust and Age Concern said it is great and important that the app starts 

with the map as Age Concern wouldn’t want their volunteers travelling very far, and 

Sustainability Trust saying how accessible the location is is very important for a lot of 

people. Girl Guiding also said the map would be effective for them as well. Girl Guiding 

said it’s great that the app visually shows the cause categories within the sector that 

Figure 106. The main screen.
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actually need help. “So rather than people going, “Oh I want to do this,” if the city 

has a specific need, that can be shown, and the user can decide to do help in that.” 

Volunteering Wellington comprehended immediately, saying, “It’s actually issued 

as a challenge, what are you going to do to help your town today? I don’t think that 

question is ever been asked directly, we assume such a lot.” Weltec explained that, 

“This app is basically putting it all in one place rather than us going out to all of these 

[non-profits] and saying ‘email us when you’ve got something suitable for a student’. 

And then we stick it on the Facebook page and then [the students] have to go and 

email back to, I don’t know, Citizens Advice or whatever [the organisation] might be.” 

Weltec was delighted that this app will give their students a lot more options. Glenn 

requested that ‘requirements be added to the mission steps description, and Chaz said 

to add ‘quests’ so users know how to level up.

Figure 107. The mission 
info screen.

Your missions

A highlight was hearing Sue from Volunteering Wellington, who is not mobile savvy, 

say she found it really easy to read the missions. Victim Support, Girl Guiding and 

Weltec said the mentor chat feature was brilliant. Girl Guiding said, “That’s quite new, 

no other place where we advertise roles can someone do that, other than Facebook.” 

Weltec described out loud this scenario to demonstrate, “Say if I’m at step one, can I 

go into the mentor chat and say ‘I’m half way through this and I don’t know what to 

do about this or that’. They might come on and say, ‘Oh just do it like this, and you’ll be 

all good.’ So you can chat to them any time, you don’t have to wait until you’ve finished 

all the three steps? That’s cool.” Chaz remarked, “Right so I can talk to the person 

who is hosting whatever this is, cool, super cool.” Chaz liked how the compulsory 

story post, which users have to complete at the end of a mission to ‘sign-off’, gets 

posted onto the user’s story feed, the organisation’s story feed and the cause group’s 

story feed, saying, “That’s really cool man!” In terms of changes, Sustainability Trust 

wanted the current missions being worked on to be in order of completion dates; Age 

Concern wanted a field to be added to record the time spent on the voluntary job; Bex 

was concerned about the mentor being active and replying to messages on the app 

because, in her words, “You don’t have much patience.” 

Organisations - Community 

Girl Guiding found value in the community sections as they would want to see 

the communities of their connections, specifically their partner organisations, and 

see whether the community is similar to theirs and whether they have a similar 

organisation structure and events for their community. Girl Guiding asked for the 

ability to change the position titles to reflect the titles they use in their organisation. 

Looking at their community page Girl Guiding realised they would want more than one 

administrator on their account as their office would use the app to recruit volunteers, 

but their volunteers would use the app and account to organise trainings and post 

the events they organise for themselves. BATS brought up an important issue of the 

It’s actually issued 
as a challenge, 
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disconnect within organisation members due to hierarchy saying, “It would be a cool 

place to have every level of the organization on it, like the board. I think that’s really 

great, because sometimes I feel there’s a disconnect between, you know, the highest 

and the lowest, you know, which there shouldn’t be. So I’d be really interested in that.”  

Story walls - on organisation, volunteer and cause group profiles

Seeing the story wall, Sustainability Trust was quick to say that, “Stories are very 

important, especially stories that other people can relate to, and that might inspire 

you to get into that area, or talk to that organization about it.” Volunteering Wellington 

understood its use straight away, demonstrating it aloud saying, “‘Looked at your 

dadada today, can you tell me a bit more about? Or, what was it like? Was it any 

good?’”, and calling it “the brag book”, saying, “It is also indicating to a newbie what it’s 

like to be a volunteer, and it’s encouraging to them. I hope the organizations will pick 

these up later on, and put them into their annual or their newsletters or whatever else 

they create.  What a lot of education that has to happen!” Age Concern also saw its 

value saying, “How easy that would be to gain things like that [stories]. And you know 

we use that quite [a lot], for funding and grant applications, or picking something to go 

in the magazine, asking someone to do an article or whatever.” Girl Guiding wondered 

about their volunteers who would be on a year long mission, and that they would have 

to wait a year before they could post their story. Weltec asked if the stories could be 

made private or appear as being from anonymous users. 

Volunteers - Community

When seeing the Cause Badges on the community page of the volunteer’s profile 

and seeing that achieved bages give entry to the Cause Groups page, Sustainability 

Trust instantly said, “Oh wow, so it’s a huge network as well, the more points you get, 

obviously it’s showing your interests as well, for signing up for those missions, but 

that opens another door, to be part of this group.” Glenn made the observation that 

causes and community page is like “climbing a ladder” and recommended that, “If 

there is nothing where there as an ambassador or a board member, can there just be 

a panel there, that goes “have you thought of doing this for this?” and it’s just like an 

example like, these people are looking for a new board member, rather than telling 

you, your not a board member, it’s like this is how you could. And that would only pop 

up when there is a roll open or something. Chances are 90% of the time there won’t 

be, but once a year there will be. So its like “this is your chance! For these ones . . .”. 

Or supporter of, and it will go “these guys have a volunteer position open, you should 

volunteer for it””. Chaz liked the connections area saying that from here he could talk 

to Brad, his friend, to coordinate and go on the same projects together. When Chaz 

saw the title ‘Warrior’ and understood that different levels achieved on the app gives 

you different titles, he asked, “Is there anywhere I could like check my progress on 

that? Like a progress bar? ‘Cause at the moment, warrior sounds pretty gangster and 

maybe I just want to stay there, you know, but if pioneer’s better than warrior than 

I might, piffff, I wanna be that. So just a progress bar or something would be really 

cool. Which I guess could be even part of this [main nav buttons], just like another 

circle that goes around, as it goes around, I become another one, so as I’m on the 

main screen I can always see my progress, from any screen, I know where I’m at and 

I can constantly see that going up, so my dopamines are going ‘whaaatt?’ you know?”

Figure 108. The user’s 
community screen.
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Victoria University VILP shared the point system they use for their volunteering 

program saying their students need to get 200 points, “It’s based on hours and level 

of involvement. So I will give you an example if someone takes a language course, 

they get 50 points, if they volunteer on a beach cleanup for three or four hours they 

get ten, if they are an executive of an international organization they might be able to 

get 100. Our criteria is: 

1. Level of involvement so how high up are they in the volunteering chain, and,

2. Hours involved, so 3-6 hours will get the student 10 out of 200 points. For

example, Refugee mentoring for 3 months they might give the student 60 points.”

Skills

The representative of Sustainability Trust sympathised with young New Zealanders 

wanting to gain experience when she saw the skills section and said, “I think that’s 

very important, as it’s become trickier for young people to find jobs, they are hoping 

that volunteering will land them in a job.” She went on to further say, “we’ve had so 

many of those enquiries that are like, ‘do you have jobs?’ ‘No we don’t have jobs’. ‘Can 

we volunteer?’” Both Weltec and Victoria University run leadership programs which 

require their students to do volunteering. Weltec liked the skills section and said, 

“I think it will be really useful for our students to monitor their own time and what 

skills they’ve enhanced and help them build that into their CV, and remind them of 

what they’ve covered and what areas they’ve been working in.”Victoria University 

VILP recommended the section name be changed to ‘experience’ and the icon be 

changed to a muscle. Victoria University also explained that when their students do 

volunteering, “They keep a timesheet for us and get it signed by their manager or 

volunteer network and they upload it to us so we review it.” so requested that, “There 

should be a print, or download volunteer summary option.”Weltec also wanted the 

ability for this section to be linked to their students’ C.Vs. 

Health

Quick off the mark, Volunteering Wellington noticed how this tracking feature links 

a volunteer’s wellbeing with their volunteering activities, then pointed out good data 

can come out of this feature as well saying, “Oh yes, what did this job do for me? I 

would hope you get some good research out of these results, on a collective sample.” 

Bex’s response was, “I think it’s a good way to track your personal satisfaction of the 

work. I mean that’s half the reason you’re doing it isn’t it?”,Chaz was eager about 

this feature saying, “Ohhhh that’s real cool! That’s real nice I like that so can I adjust 

these? Cool! I like that a lot, yeah.” Chaz went on to expand on how this feature could 

help in matching volunteers with roles saying, “If someone was in charge of selecting 

Figure 109. The  
experience and 

wellbeing screens
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people for a certain task that they might think is quite stressful it could be kind of cool 

to see these [wellbeing levels]. So maybe organisations can see them but no one else 

can. If they [the volunteers] were really really sad and were helping with something 

that was horrible, that might not be the greatest [match], but if it was petting animals 

it would be the perfect thing for them.” Elizabeth from Victoria University VILP has a 

Masters degree in Psychology and gave her expert opinion saying, “I feel some people 

might have some method of measuring that on their own. But for those that don’t and 

would like it, then its not doing enough. If you really want an aspect of measurement 

then I think it needs more detail to make it significant.” Elizabeth recommended 

including the ability to write a blurb alongside it. Glenn asked if this could be 

something that every week pops up on your home screen, “As like before this (shows 

page). It would go, ‘How are you feeling today?’ maybe just one of them like ‘what is 

your life satisfaction atm?’ Umm and then you just need to press it once and it will go 

away, and periodically it will just update without you having to.”

Help and Resources

“Excellent! Again, this is a holistic bit in here, that everybody’s contributed to,” was 

Volunteering Wellington’s remark to the help and resources page. Sue said St Johns 

has got the best set of value descriptions which could be added into here to share. 

Sue elaborated, “In the end you won’t need any government to tell you what to do. 

Sorry, its huge, but you’ve got to start somewhere, and the more success you have 

the more it’s going to grow. Yep. Fantastic! It actually takes away from the closed 

book organization, do you know what I mean? Well ya nudging people along that 

way, yes.” When speaking about organisations currently not sharing resources she 

said, “Yep yep, and that will apply to a lot of organisations, not just best practice, but 

process, policies and ‘they’re ours!’ ownership, you know. What would it take to shift 

that?” Sustainability Trust said this section is amazing. Glenn recommended changing 

the title Wiki to Library. Chaz saw the city-to-city stats folder and asked, “Can I look 

at individuals as well, or is it not like competitive in that way? Say I think Brad’s a 

terrible person and I want to beat him locally, it would be cool if I could be, like, 

‘what’s Brad up to?’ and he’s got 30 extra points on me, I’m going to crank down on 

this you know.” This showed that there could be room to add a bit of competitive play 

into this platform. 

A lot of enthusiasm

All of the user testers were in support of the platform as they could see how it could 

benefit their organisation, or they could see themselves using it. It was encouraging 

to hear Sue from Volunteering Wellington, one of the oldest user testers, say, “I’m 

not app familiar, but it seems to me it’s straightforward, easy to follow, interesting, 

and it’s got rewards in it as well to make it worthwhile.” Elizabeth from Victoria 

University VILP said, “I thought it was refreshing. It doesn’t come across, in my 

mind, as something that’s been done before. It’s a refreshingly new way to broadcast 

this information. Also, I can see that it has a lot of potential and opportunities with 

it. What makes it new and refreshing is maybe the idea that its bringing multiple 

organisations and people and trying to get them together.” Megha, a student from 

Massey University, said, “There were a few things that I really like. One was how it 

shows how healthy my city is. Secondly, the badges, how I get my badges. Thirdly, 

how you have your skills updated, and the health was my favourite.”

Figure 110. The help 
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Figure 111. A cause groups profile 
showing its events, story feed, 
forum and community.
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Prototype 4 - Adding Aesthetics

Due to the MDes course deadline, there was only time for one last iteration in the 

design process. This iteration was able to include some of the changes requested in 

the user testing, it was able to solve some UX problems which surfaced during the 

testing, and also include some light aesthetic exploration. 

An observation from the testing was the ambiguity of the main navigation circle. 

This circle navigation has three buttons, a left, right and centre button. The left 

button directs the user to the world, or the map. The right button takes the user 

to his/her missions, and the centre button takes the user to the worlds story feed. 

The symbolitics behind the circle navigation is the user, and the users world coming 

together. The level progress ring which circulates the main navigation again reinforces 

the coming together of the citizen and the citizens world. The secondary use for this 

main navigation is to be the logo for the platform. 

Below you can see the development the ‘circle nav’/logo has gone through in this 

final iteration. 

Figure 112. The 
recorded user testing 
feedback. 

Figure 113. The 
development of the 
main navigation.
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Figure 113. Aesthetic research 
left to right inspired by fantasy, 
futurism and science. 
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Closing thoughts

Through this user-centred design research process I was able to prototype a solution 

for the problem of nonprofits needing more younger volunteers, and the reduction 

in volunteer hours in New Zealand. More than 50 stakeholders were involved in 

the design process during empathising, defining, ideating and testing phases. This 

collaboration follows human centred and generative design research principles. In 

the end, in line with the context, we were able to also demonstrate how design and 

democracy can converge in four respects:

• Design of democracy - improving democratic processes and the institutions on

which democracy is built.

• Design for democracy - enabling more people to participate in the democratic

process, especially through the use of technology.

• Design in democracy - building access, openness and transparency into

institutions in ways that assure equality and justice.

• Design as democracy - the practice of participatory design so that diverse actors

can shape our present and future worlds in fair and inclusive ways.

In the prototyping phase I was able to implement the gameful framework for 

volunteering into the platform. I needed to apply game design thinking and construct 

the platform ground up as if it was a game, following game design principles. 

Through user testing with the 12 members from the workshop; non-profit 

organisations, university volunteer program coordinators and young New Zealanders, 

I receieved positive and critical feedback. It was encouraging that the testers wanted 

to see this platform live and working. Sue Hine from Volunteering Wellington who was 

very excited about it said there is a lot of learning which needs to be done on the Non-

profits side to use and take ownership of this product. This made me realise that if 

this platform was to be developed, then a nationwide communications strategy would 

need to be developed. 

The main changes that were implemented after user testing were the change in menu 

style as I had noticed that many testers were unable to navigate to their profile, the 

addition of the progress ring, the change of terms used for titles, the addition of a city 

filter inside cause groups, addition of a volunteering hours meter, addition of a blurb 

to the personal wellbeing section, the addition of ‘role incentive messages’ inside 

the users community section and the addition of a ranking system for the info in the 

resources library. All of these changes lead to a more engaging, user 

friendly prototype.

Overall, the proposed solution attempts to addresses the seven areas in the Criteria 

1 table on page 76, that the workshop participants identified. The proposed prototype 

also attempts to use the ten areas of ideas the participants created as well, Criteria 2. 

The concluding proposal combines effective volunteer 
management practices, with game design principles. 
This has created a volunteer management platform 
that introduces gameful civic engagement creating a 
sustainable engagement economy which is driven by 
emotions and intrinsic rewards. Storytelling also has 
an important role in the platform.

This platform encourages non-profits to post meaningful jobs from all areas of their 

operations, from management work to labour work, allowing young New Zealanders 

to utilize and develop different skill sets in a meaningful, and democratic context.  

Forums within the non-profits spaces, and cause group spaces provides a space for 

the formation and expression of all citizens opinions and values allowing them to be 

part of problem solving. These abilities makes Civic Circle a tool for non-profits to 

strengthen their ability to be vehicles for civic participation / participatory democracy. 

A social enterprise needs to be formed to run this platform. The enterprises main 

function will be to manage the cause groups which bring together organisations and 

citizens who care about, and are working towards the same goals. The cause groups 

events and forums will require the most maintenance.
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My journey, from my volunteering experience before 
MDes, to learning the importance of civil society and 
volunteers, discovering how software can be used for 
participatory democracy, and finally designing Civic 
Circle, has taught me the importance of designing 
systems for a digital network society in the 21st 
century. 

The next step for Civic Circle is to develop the prototype further, complete another 

iteration of user testing and also present Civic Circle to Volunteering New Zealand’s 

board to get their feedback. I would also like to explore how more collaborative 

features can be applied within the platforms framework as part of phase two in 

its development. 

It is a fact that 66% of volunteer-involving 
organisations, and 85% of the smaller organisations 
do not use online tools to recruit volunteers in 
New Zealand. (Volunteering New Zealand, 2016). 
Civic Circle could be a useful resource for these 
organisations to engage young New Zealanders 
in volunteering in their organisations, and also to 
contribute towards a better civic society. 
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