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Masterclass

9 December 2022

FAOO

FAOO

Introductions

• Your name

• Your job title

• Your organisation

• Your biggest challenge / objective for 2023

Kid in Kakuma Refugee Camp (Kenya)
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FAOO

• 20+ years of experience in digital

11 years in house + 10 years as a consultant

• 130 different NGOs: digital transformation, governance & processes, online 

fundraising, technology signposting, reporting...

• 1.5 year in Madrid after 22 years in the UK

• French accent

• Freelance photographer & amateur handpan player

• Only speak Polish with Google Translate

Kilka rzeczy o mnie

Bertie Bosrédon* - International NGO digital consultant 

*/bow-ray-don/ 

FAOO

• Presenting key steps for a successful digital 

transformation

• Discussions and group work

• Templates to start planning / improving 

your digital activity

Plan for today:
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Digital Transformation… The VISION

FAOO

Digital Transformation… The REALITY
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FAOO

Technology

The wrong problem…

FAOO

Culture

Process

Technology

Technology 

based on needs, capacity, 

knowledge and skills

Process & Collaboration

between teams with a 

common understanding of 

audience needs

Digital culture & Governance

with a definition of digital and 

understanding of who’s doing

what

The approach
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Digital transformation: where are you?

Quick questions No Starting to Yes

Your organisation’s leaders understand and champion the importance of 

digital and technology

As an organisation, we understand and continually review the digital 

knowledge and skills of our staff, volunteers and trustees

We do user research with people that use our services / fundraising 

products / campaigns and design according to their needs and 

behaviours

We continually assess and improve our technology to make sure it meets 

our needs as an organisation

FAOO

Governance & Processes

Audiences & Journeys

Tools & Technology

Data & Insights

Transformacja Cyfrowa : the steps
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FAOO

Digital Maturity Assessment

• Stakeholder interviews

Governance & Processes

FAOO

30-45mn Internal stakeholder interviews (practitioners, area owners, decision makers)

• Get a sense of the digital culture to Increase understanding of digital opportunities

• Understand structure and production process to optimise or prepare new workflows

• Examine collaboration between teams to identify best practice

• Analyse skills available and skills needed to fill skills gaps and recommend training areas

• Compile challenges (technical and strategic) to identify issues to resolve and suggest appropriate tools

How to assess your digital maturity: Interviews
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FAOO



8

FAOO

Digital Maturity Assessment

• Stakeholder interviews

• Staff questionnaire(s)

Governance & Processes

FAOO

Staff questionnaire

Areas to cover:

• Leadership and strategy

• Expertise and capacity

• Production and Processes

• User research / Service design

• Tools and Technology

• Data and, Security other areas

How to assess your digital maturity: questionnaire(s)

Example of questions for a simple questionnaire:

• Are you confident in your knowledge of who audiences are?

• Why people visit the website? 

• What content do you think is viewed the most?

• Tools and channels used (expertise and training needs) 

• Specific digital skills based on your fundraising strategy

…
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FAOO
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FAOO

Quick practice – 5 minutes

Table 1 Table 2 Table 3 Table 4 Table 5 Table 6

Leadership 

and strategy

Expertise and 

capacity

Production 

and Processes

User research 

/ Service 

design

Tools 

&Technology

Data and, 

Security other 

areas

Prepare 2 questions for a staff digital maturity questionnaire



11

FAOOTemplates 

I prepared a document for the masterclass (Google Spreadsheet) with all the templates.

Example: full digital maturity questionnaire

Leadership and strategy Expertise and capacity Technology User research / Service design

Our organisation’s leaders understand and 
champion the importance of digital and 
technology

As an organisation, we understand and 
continually review the digital knowledge and 
skills of our staff, volunteers and trustees

We continually assess and improve our 
technology set-up to make sure it meets our 
needs as an organisation

We do user research with people that use 
our products and services and design 
according to their needs and behaviours

Our organisation’s leaders are continually 
developing the knowledge and skills needed 
to lead digital change

We consider how to attract and retain staff, 
volunteers and trustees with the right level of 
digital skills and knowledge

We use digital collaboration and 
communication tools to help our staff, 
volunteers and partners work together

We know what products and services are 
available to our users, and only build new 
ones if users’ needs aren’t already being met

Our organisation’s plans are clear about how 
digital will help us achieve our vision, mission 
and goals

There are trustees on our board with digital 
skills, and all our trustees understand how 
digital can increase our impact

Our staff and volunteers know what 
technology we use and how to get the most 
value from it

We consider barriers users might face in 
using our products and services and use this 
insight to make sure they are accessible to 
everyone

… … … …

Production Fundraising, Communications… Data and insight Security and data protection

We have a clear plan that sets out our 
approach to content, how we make 
decisions about it and who is responsible for 
it

Our organisation has clear, measurable plans 
for using digital channels
to reach, communicate with and involve 
people in its work

We have a clear, measurable plan for how 
we will use data to improve our work

Our organisation’s leaders understand 
cybersecurity and take ownership of 
managing the risks

We apply our approach to content to all the 
words, images and multimedia we put online

We understand who our audiences are and 
how they want to interact with us

We collect data about the people who use 
our products and services and how they use 
them

Our staff and volunteers understand what 
their responsibilities are for keeping our 
data and technology secure

We have the time, skills and support we 
need to successfully deliver our content plan

We understand which digital channels our 
audiences use and allocate our resources 
accordingly

We use reports generated from our data to 
monitor and benchmark the performance of 
our products and services

Our staff and volunteers use strong 
passwords to keep our systems
and devices secure

… … … …

FAOO

Digital Maturity Assessment

Digital Planning Group

Governance & Processes



12

FAOO

Digital Planning Group / Digital Working Group / Digital Transformation Group / Digital Repositioning Group

• 4-6 Representatives from key teams (Digital, Fundraising, Data & CRM): 

• decision makers or influencers

• ‘champions’ identified during interviews and survey

• Terms of reference for the group:

• Objectives

• Membership

• Frequency

• Key tasks specific to your organisation

How to manage your digital transformation

FAOO

• First task of the group: What DIGITAL means for our organisation

Defining digital
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FAOO

Principles by which digital should be understood, planned and delivered. 

Digital principles are not intended to be constraining or too rigidly adhered to.

Digital Principles

FAOO

Digital Principles

Many examples https://digitalprinciples.org/

https://digitalprinciples.org/
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FAOO

Recommended process

Suggest Plan Produce Optimise Review Share learnings

FAOO

Suggest Plan Produce Optimise Review Share learnings

Idea generation Confirm Gather information Promote Official project review
Gather feedback and 

results

Scope Define project team

Draft content 

Proof of Concept

Amend

Measure Update or retire
Produce key learnings 

and insight report

User/Market research Set up KPIs
Review production

User testing
Optimise / Amend Archive

Promote learning 

internally

Schedule Approve

Fast Track

Amend / update existing

Book and manage 

project resources
Publish
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Digital Maturity Assessment

Digital Planning Group

Definition & process

Governance & Processes

Questions ?

FAOO

Prioritise audience groups

Audiences & Journeys
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PatientFamily Friend

Members

Journalist

Donor

Volunteer

Event participant

Corporate partnerProfessional Politician Staff

Celebrity

General public

Students Job candidate Etc.

Who are we trying to reach

Information

SupportTraining

DonateEvent

Job

Contact

Campaign

Shop

News

Join

Sponsor

Volunteer

Etc.

What we want them to do

FAOO

PatientFamily Friend

Members

Journalist

Donor

Volunteer

Event participant

Corporate partnerProfessional Politician Staff

Celebrity

General public

Students Job candidate Etc.

Who are we trying to reach

Information

SupportTraining

DonateEvent

Job

Contact

Campaign

Shop

News

Join

Sponsor

Volunteer

Etc.

What we want them to do

It gets 
complicated

Who manages 
the data?

+
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Prioritise your audience

5 - 7 audiences max

FAOO

Prioritise audience groups

User personas

Audiences & Journeys



18

FAOO

FAOO
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FAOO

Quick practice – 10 minutes

Table 1 Table 2 Table 3 Table 4 Table 5 Table 6

Who Individual Donor Campaigner High Value Donor
Beneficiary / 

Patient / User

Corporate 

Partner
Event participant

Name & Age

Why are they on 

the website

What we need 

to get from 

them now

What could be 

the next step of 

engagement

Create a very simple persona
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FAOO

Prioritise audience groups

User personas

• User centered mindset

• Highlight challenges of call to actions

• Prepare good…

User journeys / Experience maps

Audiences & Journeys

FAOO

Test your personas on other sites

Before creating a user journey: Mystery shopping
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FAOO

Example of mystery shopping / benchmark

FAOO

Action plan… prioritised



22

FAOO

User journeys (example 1)

FAOO

User journeys (example 2)
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Prioritise audience groups

User personas

User journeys / Experience maps

Audiences & Journeys

Questions ?

FAOO

Map your Digital ecosystem

Tools & Technology
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Map your Digital ecosystem

• Technology platforms in place: 

• Website

• CMS

• CRM

• Marketing Automation / Emailing tool

• Project Management / Collaboration

• Donation Platform

• …

• Document : 

• Who’s in charge

• Cost and who pays for it

• Supplier and end of contracts

• Plan to change it?

Tip: Some info can be gathered in the questionnaire

FAOO

Audit your performance

• Analytics

• Scoring tools

• SEO (Search Engine Optimisation)

• Accessibility

• Cookies

• Mobile results

• Broken links

• …
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FAOO

Quick chat – 10 minutes

Product Since when Satisfaction Plan to change?

Content Management 

System (CMS)

Example: 

Wordpress

Donation Platform iRaiser

Email marketing Mailchimp

CRM Salesforce

Discuss your key digital tools

And share your details if you have similar challenges and needs
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FAOO

https://silktide.com/

FAOO

https://silktide.com/
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FAOO
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Test your website

• User journey (as persona)

• Make a donation on your website

• Landing page

• Form

• Thank page

• Thank you email

• Test email 

FAOO

Getting new tools

• Gather requirements (and prioritise)

• Discovery sessions / demos

• Official tender process with scenarios 
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FAOO

New website

FAOO

CRM

Salesforce NPSP

https://www.salesforce.org/products/nonprofit-
success-pack/

• 10 free licences…

• BUT you need a Salesforce partner for the setup

• €100k-€150k

MS Dynamics
Microsoft Cloud for Nonprofit (MC4N)

https://www.microsoft.com/en-gb/nonprofits/microsoft-
cloud-for-nonprofit

• You need a partner for the setup

No Code

https://www.softr.io/

https://www.stackerhq.com/

• Similar to a bespoke solution 
but flexible and cheap

• Fairly new approach

• Can be connected to Google 
Spreadsheet

https://www.salesforce.org/products/nonprofit-success-pack/
https://www.microsoft.com/en-gb/nonprofits/microsoft-cloud-for-nonprofit
https://www.softr.io/
https://www.stackerhq.com/
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Quick chat – 10 minutes

What CRM / Donor database do you have?

What are the benefits

What are the inconvenient 

CRM

FAOO

Tools & Technology

Questions ?
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Data & Insights

Document your meetings

FAOO
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Data & Insights

Document your meetings

KPIs or OKRs

FAOO

Digital KPIs or OKRs

Key Performance Indicators (KPIs)

• performance metrics 

• can apply to events, services, income...

• Measure the success

Objectives and Key Results (OKRs) 

• Metric that outlines org and team "objectives” along with measurable 
"key results" that define the achievement of each objective. 

• The rising popularity of OKRs is mainly attributed to tech companies (like 
Google) who have adopted this technique for their planning.
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Digital KPIs or OKRs

Examples of digital KPIs

• Donation / fundraising amount

• Online volunteer sign-ups

• Marketing spend per conversion

• Website traffic

• Click-through rates (CTRs)

• Social media followers by platform

Example of digital OKRs

• Objective: Increase digital knowledge

• Key results: attend masterclass, prepare a plan 
digital transformation, create personas with teams

• Deliver a successful running event

• Increase participants from last year by 10%

• Setup Peer to Peer fundraising

• Raise over €10k online

• …

FAOO

Quick chat – 10 minutes (if we have time)

Create OKRs

Table 1 Table 2 Table 3 Table 4 Table 5 Table 6

Objective
Increase traffic to 

the website

Explore new 

social media 

channels

Produce a series 

of videos

Improve online 

donations

Get more 

volunteers
Replace the CRM

Key result 1

Key result 2
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Data & Insights

Document your meetings

KPIs or OKRs

Analytics dashboards

FAOO
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Data & Insights

Document your meetings

KPIs or OKRs

Analytics dashboards

Upskilling programme

FAOO
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FAOO

Data & Insights

Document your meetings

KPIs or OKRs

Analytics dashboards

Upskilling programme

(Industry) benchmarks
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FAOO

https://adroitinsight.com/benchmarking-reg-interest/

https://adroitinsight.com/benchmarking-reg-interest/
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Data & Insights

Document your meetings

KPIs or OKRs

Analytics dashboards

Upskilling programme

(Industry) benchmarks

Conferences and masterclass!

Questions ?

FAOO

Final questions / Feedback
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Masterclass spreadsheet

https://bit.ly/BertieFAOOTemplates

• Digital Maturity overview

• Interviews

• Staff questionnaire (simple)

• Full digital maturity questions

• Definition of Digital

• Production Process

• Personas

• Mystery Shopping

• User journeys

• Audit Digital Properties

• Website plan

• OKRs

FAOO

If you have more questions or if you need help

Mobile +44(0)7905 265 462

Email b@bertie.in

Websitehttps://bertie.in

Linkedin linkedin.com/in/bertie

Twitter @cafedumonde

Telegram https://t.me/bertieb

Bertie Bosrédon /bow-ray-don/ 

Based in Madrid (Spain)

Office registered in the UK
85 Great Portland street

First Floor

London W1W 7LT

United Kingdom 

Bertie Digital Services ltd registered in England no. 07919880

https://bit.ly/BertieFAOO
https://bit.ly/BertieFAOO
b@bertie.in
https://bertie.in/
http://linkedin.com/in/bertie
http://twitter.com/cafedumonde/
https://t.me/bertieb
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FAOOOrganisations I’ve worked with since 2012

Animals

Dogs Trust

League Against Cruel Sports

World Animal Protection

Children

Archie Foundation

Bliss

The Children’s Society

Children with Cancer UK

Place2Be

Save the Children Spain

Social Research Unit

Tommy’s

Together for Short Lives

UNICEF Austria

UNICEF Romania

Disability

British Institute of Learning Disabilities

Contact

Humanity & Inclusion .be .ch .de .fr .lu .uk

National Paralympic Heritage Trust

QEF – Queen Elizabeth Foundation

RNIB

Scope

Elderly

Age UK

Rowcroft Hospice

Royal Star & Garter Homes

St Barnabas House

Thames Hospice Care

Environment

Argan Care

Eden Project

Environmental Investigation Agency

Greenpeace MENA

Practical Action

Royal Parks Foundation

Sustrans

Health

Alzheimer’s Society

Blood Cancer UK

Breast Cancer Care/Now

Cure Parkinson’s

CW+ 

Dementia UK

Haemophilia Society

JDRF

Lymphoma Action

Macmillan Cancer Support

Maggie’s

Mind | Local Minds

Music Support

North West Air Ambulance

Oxford Hospitals Charity

Pancreatic Cancer UK

Samaritans

Sight Research UK

Sue Ryder

Human rights

Amnesty International

Article 19

Dignity in Dying

Women for Women International UK

International

Ada Microfinance

Alternatives Humanitaires

Cherie Blair Foundation for Women

Disaster Emergency Committee

Handicap International Federation

Human Relief Foundation

Humanitarian Alternatives

International Committee of the Red Cross

International Tibet Network

Light for the World International 

Reall

Sightsavers

UNICEF PFP International

UN World Food Programme

Membership

ACEVO

BOHS

Charity Retail Association

CharityComms

Chartered Society of Physiotherapy

Engineers without Borders UK

Institute of Corporate Responsibility

Institute of Food Science & Technology

Regent Street Association

Royal College of Physicians

Samec Trust

Sutherland Cranial College of Osteopathy

The Union

UCISA

UK Council for Psychotherapy

Military

Army Cadet Force Association

Blind Veterans UK

Combat Stress

Poppy Scotland

Religion & Spirituality

Bible Society UK

Christian Aid

Feba

Gompa Services

International Nepal Fellowship

Jesuits in Britain

Scripture Union

Tearfund

United Bible Societies

Social welfare

Brathay Trust

Cardinal Hume Centre

Changing Faces

PayPal Giving Funds

Red Kite Housing

Refuge

St John Ambulance

The Fire Fighters Charity

Willow Foundation

WCMT


