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Introduction

We’re going to look at five common issues I see in my 
travels across charity websites. 

I’ll show you the issues with some examples.

And give you some pointers to look out for.

Plus useful links.

Go back to your desk and do your own healthcheck!
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About me

A career in websites for charities including RNIB and 
KnowHow NonProfit. 

Background in psychology and information 
management. 

Now work as a consultant helping charities with their 
websites and other digital comms. 
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Your website

Your website should still be your primary digital asset. 

It should: 

• inspire support 

• give information and raise awareness

• be a gateway to services

• build brand awareness and community

• be a hub for your other comms. 

4 Madeleine Sugden - @madlinsudn



Your website

But often it is: 

• one of those jobs you just don’t have time for

• run by a volunteer

• not integrated with what you do or how you fundraise

• an embarrassment

• getting no traffic.

 But it doesn’t have to be like this!

5 Madeleine Sugden - @madlinsudn



1. Findability

The issues

▪ External search – eg Google

▪ Internal search – your own website

▪ Navigation and architecture on your site
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External search

The issue

▪ Ads get in the way.

▪ Search doesn’t find you at all.

▪ Your organisation is way down the results.

▪ Information is not accurate
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External search

The issue

▪ AI search results now appearing.
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External search

Be your own mystery shopper

▪ Search for your name

▪ Search for your cause and location

▪ Search for questions

▪ Are you found?

▪ Is the information accurate?

▪ Do other ads appear first? Or AI results?

9 Madeleine Sugden - @madlinsudn



External search

Take action

▪ Review your metadata

▪ Use keywords in your copy

▪ Review page titles and writing for the web

▪ Invest in paid search

▪ Keep your website tidy

▪ Use trackers and tools

10 Madeleine Sugden - @madlinsudn

Find out more

▪ On-page SEO tutorial from Third Sector Lab

▪ SEO for charities: How to get found online through 
Google Search – Empower

▪ Google Ads and Google Grants Management for 
charities – Platypus Digital

https://www.youtube.com/watch?v=ejVB1P6teEw&list=PL6lXMn_QJvaH3M8iBfbUeXCs_SnNAuVtc&index=33
https://empower.agency/insights/seo/seo-for-charities-how-to-get-found-online-through-google-search/
https://empower.agency/insights/seo/seo-for-charities-how-to-get-found-online-through-google-search/
https://www.platypusdigital.com/what-we-do/google-ads-management-for-charities/
https://www.platypusdigital.com/what-we-do/google-ads-management-for-charities/


Internal search

The issue

▪ Your search gives bad results
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Internal search

Be your own mystery shopper

▪ Search for popular content or actions

▪ Search for questions

▪ Is it easy to find the search on the page?

▪ Are important landing pages prioritsed? 

▪ Are search results well presented?

▪ Is it easy to tell what is a download and what is 
a web page?
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Internal search

Take action

▪ Keep your website tidy – delete old news stories or 
campaign pages

▪ Prioritise content over news or blogs in search

▪ Improve the layout and appearance of results

▪ Customise your error page (404) to be helpful 
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Navigation and architecture

The issues

▪ Long lists which make sense if you are internal

▪ Buried important pages

▪ Menus which don’t work on mobile 

▪ Most sites now have an expanding-mega menu 
which helps surface pages at levels 1 and 2. But 
what happens deeper?
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Navigation and architecture

Be your own mystery shopper

▪ Is the structure clear and logical?

▪ Can important pages be found easily?

▪ Check with your users that your system makes sense to 
them
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Navigation and architecture

Take action

▪ Limit top-navigation to between 3-6 items

▪ Expanding lists no more than 10

▪ Check consistent language

▪ Think keywords and active voice.
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2. User journey

The issues

▪ People come to your website for different things

▪ They won’t spend very long so the journey needs to 

be clear and smooth

▪ A bad user journey and poor user experience costs 

you money
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User journey

▪ How many clicks does it take?

▪ Do you have to fill in a form?

▪ Do you get a thank you?

▪ Are the error messages helpful? 

▪ Is there a dead end?
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Identify key tasks and test these yourself



What to look for

▪ Long forms

▪ Dead links

▪ Unclear pathways with long descriptions

▪ Poor accessibility

▪ Old information / dates

▪ No contact details

▪ Shouty error messages

19 Madeleine Sugden - @madlinsudn

User journey



How to fix

▪ Check what actions work for your audience – 
phone / email / form?

▪ Simplify and remove friction

▪ Make links and buttons clear
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User journey



3. Content

The issues

▪ Too much

▪ Not enough  

▪ Badly written

▪ Out of date information

▪ No strategy or analysis
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Content

Check your site

▪ Does your website’s content answer your 
audience’s questions?

▪ Is it easy to skim read?

▪ Does it work on mobile? 

▪ Does it inform / persuade / entertain?

▪ Is it accessible?

▪ Are people using it?
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How to make it work

▪ Think about what your audience want. What might they 
be going through. Keep it simple. 

▪ Think about the tone of voice and the language and 
reading age. 

▪ Images should enhance the page. 

▪ Evergreen content is useful as part of your comms 
planning.
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Content



Take action

▪ Use Hemmingway or Grammarly to check 
readability

▪ Remember writing for the web rules

▪ Remember accessibility – no click here links!

▪ Check your stats.
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Find out more

▪ 5 minute guide to web content writing for non-profits 

– Digital Charity Lab

▪ Hemmingway Editor app

▪ An introduction to accessible web content and 

development – Jonathan Hassell webinar

Content

https://digitalcharitylab.org/5-min-guides/5-minute-guide-to-web-content-writing-for-non-profits/
https://hemingwayapp.com/
https://www.hassellinclusion.com/webinars/an-introduction-to-accessible-web-content-development/
https://www.hassellinclusion.com/webinars/an-introduction-to-accessible-web-content-development/


4. Integrated comms

The issues

▪ Website and active comms are often managed 

separately

▪ Offline or off-platform promotions and campaigns 

not reflected on the website

▪ Social channels not promoted on website

25 Madeleine Sugden - @madlinsudn



Integrated comms

Check your comms

▪ Are current campaigns or news stories on the website?

▪ Can your supporter find mention of an appeal you have 
sent them information about?

▪ Are these messages prominent or findable via search?

▪ Does your newsletter promote your other channels? 
Does your website promote your newsletter?

▪ Are you using tracking or mirror pages to monitor 
effectiveness?

26 Madeleine Sugden - @madlinsudn



How to make it work

▪ Think about the user journey of your audience.

▪ Map out your channels and how you use them to help 
plan future work

▪ Make space for topical content on your  website – a 
blog or news or pages you can link to

▪ Include a call to action in your comms which links to 
the website
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Integrated comms



5. Environmental impact 

The issues

▪ The digital footprint of your website has an impact on 

the environment

▪ Poor backend systems and content design adds to 

the load
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Environmental impact

Take action

▪ Check the file size of your images

▪ Reduce your use of video

▪ Avoid custom fonts

▪ Switch to green hosting
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Find out more

▪ 10 ways to make your website more sustainable – 

Digital Culture Network

▪ Check your website’s carbon footprint

https://digitalculturenetwork.org.uk/knowledge/10-ways-to-make-your-website-more-sustainable/
https://www.websitecarbon.com/


Summary - Five things your 
website needs to do well in 2025

01. Findability

Can people find you and 

your information? 

> Review and boost SEO

02. User journey

Are actions easy to take? 

> Remove friction and 

check user experience

03. Content

This content working for 

your audience?

> Check readability, 

accessibility and usefulness

04. Integrated 

comms

05. Environmental 

impact

Check your footprint.

> Reduce the load 
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Are your comms aligned?

> See your website as the 

hub



Thank you

Any questions? 

Madeleine Sugden

madlinsudn@gmail.com

@madlinsudn
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