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Service Design Proposal for 'f:Lover', a donation platform

based on transparency and trust

Jeong, Kwang—Ho", Park, Hae—Lim"

ABSTRACT

This research aims to enhance donor engagement by increasing the transparency of nonprofit
donation platforms. Donations are primarily based on social trust, and a lack of transparency
on these platforms can significantly reduce donor motivation. To address this issue, the study
analyzes the user experience of existing donation platforms, identifies problems, and explores
potential improvements. The research began with a literature review to examine the social need
for donations and their effectiveness. The findings indicate that donors place a high value on
transparency and are less willing to donate when this element is lacking. Specifically, when donors
can clearly see how their contributions are being utilized, they experience greater psychological
satisfaction and are more likely to continue donating. The study analyzed various platforms to
identify issues causing user discomfort and compared elements aimed at enhancing transparency.
By employing the KJ affinity method and the Double Diamond process, the study aimed to
understand the problem’ s nature and propose solutions considering the interactions between
donors and nonprofits. A key conclusion is the critical importance of making information more
accessible and intuitive. The findings suggest that greater transparency can help build donor
trust, improve nonprofit efficiency, and contribute to a more robust giving ecosystem.
Additionally, platforms with increased transparency facilitate ongoing communication between
donors and nonprofits, fostering an environment where donors become more actively engaged
in their giving. This strategy is expected to play a vital role in promoting a sustainable culture

of giving based on mutual trust.

Keywords: Service Design, Donation, Transparency, Information Accessibility, Gamification
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