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Virtual Promise 2008

Organisations with a turnover of more than £10m

2-6 Tenter Ground, Spitalfields, London, E1 7NH
Telephone: 0207 426 8888



Basic demographics for organisations with a turnover
of more than £10m - 2008

e Average number of employees: 520
e Average annual turnover: c. £32,700,000

e Percentage of organisations’ HQ based in UK: 91%

&
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What Is your particular expertise or role?

Communications 59%
Management
Marketing
IT/Internet
Fundraising

Creative/Design W 2008

Strategy

Service Delivery

Campaigning/public affairs

PR (Wildlife Trusts only) 5%
Governance | 0%

Finance | 0%

Legal | 0%

New media (Wildlife Trusts only) |0%
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Site functionality and use of the web
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What does your organisation use the internet for?

Our own website 00%
Intranet 91%
Email for each member of staff 91%
Other information/research 82%
Purchasing stationery 82%
Purchasing travel tickets 82%
Social network page(s) 82%
Purchasing other supplies/goods/services 713%
Blogging 68%
Internal or external market research 68%
Email for key volunteers 68%
VolP (e.g. Skype) 64%
Microsite(s) 64%
Online membership or subscriptions 59%
Fundraising research (e.g. foundation/trust/grant databases) 59%
VPN/remote access 59% W 2008
Charity portal listing(s) 45%
Use of online training courses/ e-learning for staff 41%
Directory listing(s) 36%
Partner site(s) 27%
Extranet 14%
Other 23?/0
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How beneficial is having a website / web presence for:

Branding and marketing?

100% ~
90%
80%

70%

60%

| 2007
W 2008

50%

40%

30%

20%

10%
0% 0%

0% 0% 0% 0%

0%
Very beneficial Quite beneficial Neutral Not very
benefical
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How beneficial is having a website / web presence for:
Information / education?

100%

90%

80% -

70%

60%

50%

40%

30%

20%

10%

0%

100%

Very beneficial

® 2007
B 2008
17%
5%
0% - 0% 0% 0% 0% 0% 0% 0%
Quite beneficial Neutral Not very Not at all No answer
benefical beneficial (
~
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How beneficial is having a website / web presence for:

Communication?

100% -
90% -
80%
70% A
60%
50% o
40% -
30% o
20%

10% +

0%

Very beneficial Quite beneficial
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How beneficial is having a website / web presence for:
Trading?

100% -
90% ~
80% A

70% A

50% m 2007

50% A W 2008

40%

30%

20%

10%

0%

Very beneficial Quite beneficial Neutral Not very Not at all No answer
benefical beneficial (
~
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How beneficial is having a website / web presence for:
Fundraising?

100% ~

90% -

80%

70% -
W 2007

60% -
W 2008

50% 1 46% 450,
40% -

30%

20% -

9%

9%

10% A
0% -
Very beneficial Quite beneficial Neutral Not very Not at all No answer
benefical beneficial (
~
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How beneficial is having a website / web presence for:
Campaigning?

100%
90% -
80% o

70% +

| 2007
60% -

B 2008

50% o

43% 4104 41%

40%

30% o

20% -

10% +

0% -
Very beneficial Quite beneficial Neutral Not very Not at all No answer
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How beneficial is having a website / web presence for:
Customer support?

100% ~
90% -
80% -

70% -

m 2007
60% -

50% | 2008

50% -

40%

32% 32%
30% -
18% 18%

20% -

10% -
0% 0% 0%

0% -
Very beneficial Quite beneficial Neutral Not very Not at all No answer
benefical beneficial (
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How beneficial is having a website / web presence for:
Service provision?

100% ~
90% -

80%

70% -
W 2007

0/ -
60% W 2008

50%
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What facilities/functions do you currently have on your

website? Interaction and Communications (i)

Emalil newsletter

Email enquiry service

Online poling/market research

Event signs ups/registration

Ability to make a paperless job
application

User registration

69%
70%

63%

91%

Base: 22 organisations with a turnover of £10m+, 2008

93%
94%
B 2008
64% M 2007
38%
33% B 2006
43%
8 2005
50%
45%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
~
nfpSynerqgy
14 helping non-profits thrive

Source: Virtual Promise, nfpSynergy



What facilities/functions do you currently have on your
website? Interaction and Communications (ii)

Interactive training courses /
games

Chat group and/or online
community

Online customer support features

Online grant application process

No answer M 2008

H 2007

i , . B 2006
Campaigning and online activism

B 2005

Blog(s)
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What facilities/functions do you currently have on your

website? Income generation (i)

One-off donations via credit/debit
cards

Purchase of goods/services via
credit/debit card

Regular donations via direct debit

55%
Regular donations via credit/debit 48%

cards

Purchase of publications via
credit/debit card

37%

® 2007
W 2006
8 2005

86%
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What facilities/functions do you currently have on your

website? Income generation (ii)

Purchase of publications via 045%
credit/debit card 37%
36%
Banner adverts
| M 32%
cvent sponsorshi
| —:
Paid subscriptions 2
| 20,50 W 2008
Competitions/lotteries
® 2007
o . _ 7970 B 2006
Major gift donation facility
B 2005
I 00
No answer
] i 0
Page/section sponsorship m 17%
| [0)
I T T T T T T T T T 1
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What facilities/functions do you currently have on your
website? Information and education (i)

_ 100%
Downloadable files (fact

sheets, releases, etc)
100%

News and regular updates

. . 98%
Information materials °

Information about job
vacancies

: : W 2008
Links to other sites 91%
H 2007
_ B 2006
Searchable online
database(s) @ 2005
61%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% (‘
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What facilities/functions do you currently have on your

website? Information and education (ii)

68%
RSS feed(s)

Streaming video clips

Podcasts

Online picture library/resource 46%

Personalised content

H 2008

W 2007

W 2006

@ 2005

0% 10% 20% 30% 40% 50% 60% 70% 80%
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Website and web team resource allocation and
characteristics
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Do you have a dedicated budget for your website?

100% ~
90% -
80%
70%
60%
50%
40%
30%
20%

10%

0%

Yes No
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@ 2005
W 2006
m 2007

W 2008

18%

9%

Web is budgeted

16%

for by department

21

0% 1% 0% 0%

Not sure

No answer
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For what purposes do you use your budget? (i)

Website development (functionality 94%
/ features) 96%

88%
71%

82%
90%

Hosting / technical support

Website design / creative

0,
Content development and updating ;1(;2
Email marketing 71%
H 2008
Online donation software 67% | 2007
Search engine optimisation
. . 53%
Online fundraising tools 69%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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For what purposes do you use your budget? (i)

ASP (ie services used remotely eg
Flickr, credit card payment)

Online shop software

Online marketing and promotion

Online campaigning/lobbying tools

Adwords / sponsored links / pay
per click

Online consultancy
(fundraising/other)

Webcasting/digital media streaming

Data handing

Online auctions

53%
20%

47%
53%

47%
53%

41%

57%

29%

47%

29%

35%

24%

37%

W 2008
® 2007

24%
27%
6%
4%
!

0% 10% 20% 30% 40% 50% 60%  70%
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In total how many staff and volunteers (in full-time
equivalents) work on your website currently?

e Average number: 4.5

How many people are allowed to enter content onto
your website?

eAverage number: 13.5

&
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How often Is your site generally updated on average?

100% -

90%

@ 2005
80% - B 2006
m 2007
70% - W 2008

60% o

50% A

40% o

30% o

20% 1 1494.4%

10% -

0% -

Ad-hoc / as needed Hourly Daily Weekly Monthly
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When was your website last redesigned?

100% A

90%

80% A
W 2008
70% A

60% A

50% o

41%

40%
30%
20%

10%
0% 0%

In the last 6 months 6 - 12 months ago 1 - 2 years ago 3 - 5 years ago More than 5 years No answer
ago

0%

C
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What were the main reasons for the last redesign of your

website?
100%
90% -
80%
W 2008
70%
59%
60% - ’
50% 45%
41%
40% -
32%
30% -
0f - 18%
20% 14%
9%
10% - i
0%

O% ~ T T T T T 1
The old site  Re-branding  To add new To add a To add Web  New internet Other No answer
was need of functionality Content 2.0 features  officer / web

updating Management manager
System
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Is there a person responsible for content consistency?

100% - ©
= @ 2005
S o
90% - 9 W 2006
80% A m 2007
° W 2008
70% -
60% -
50%
40% -
30%
20%
e & ¥
10% - R O L o
0% - . ° , —r
Yes No Not sure
&
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Is there a person responsible for legal compliance?

100% -

90%

80%

70% A

60% o

50% A

40% o

30% o

20% H

Base: 22 organisations with a turnover of £10m+, 2008

Yes

73%
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Sort of

Not sure
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In what ways, If any, are you using an external agency on
your website? (i)

Website development
(functionality / features)

Hosting of the website /
technical support

Website design / creative

Email marketing

Online shop software

Online donation software

Online consultancy
(fundraising/other)

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% (J
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In what ways, If any, are you using an external agency on

your website? (ii)
ASP services
Online campaigning/lobbying tools
Adwords / sponsored links / pay per click
Online fundraising consultancy
Online marketing and promotion
Search Engine Optimisation
Webcasting/digital media streaming
Content development and updating
Data handling
Do not use external agency
No answer
Other (please specify)

Online auctions

0%

0%

0 0,
#ﬁ-ﬁ- 14%

34%

W 2008
m 2007
W 2006
@ 2005

0% 10% 20%
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Who has overall responsibility for your web
presence?

Communications
60%

Marketing
W 2008
IT
B 2007
Fundraising
No answer
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
&
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Do you use a content management system?

X
100% - AN TR
N (o))
o
90% -
80% - @ 2005
70% - B 2006
m 2007
60% - l 2008
50%
40% -
30%
20%
10% 7] Q o
SEEES go
0% - , h
Yes No No answer
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Do you update your site (directly) using HTML?

100% -
90% A
80% 1 @ 2005
70% - W 2006
0% 1 B oo S 3 e
0 6 S 3 o W 2008
Lo
50% -
40% A
30% -
20%
10% - X N
() § é’ ) § (c§’ 7o)
0% - T J—v—d—\
Yes No Not sure Not applicable No answer
&
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Does your organisation have a formalised emall
collection / acquisition plan?

100% ~

90% H

80%
W 2007
70% A
W 2008

60%

49%

50% A

40% A

30%

20%

0% 0% 0% 0%

Yes No Not sure Not applicable No answer

&
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Do you use emails for fundraising?

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Yes

o
N
N
o0)

34%

No
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Do you use emails for campaigning?

100% A
90% A
l 2006
80% A NS o m 2007
N g\o W 2008
70% ©
60%
50%
40%
30%
20%
S o
10% e O 2 < )
0% , mm Sl
Yes No Not sure Not applicable No answer
Q
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Do you use emails for your beneficiaries?

100% ~

90% A

80% - | 2007
W 2008

70% -

60% -

50% - 43% 45% 45%

40%

30%

20%

10%
0% 0% 0%

0%
Yes No Not sure Not applicable No answer

&
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Do you have people on your database who are only
contacted via email?

100% A

90%

80% = @ 2005

g 2
70% © W 2006
m 2007

60% H 2008

50%

40%

30%

20%

10% °

SRS 5 % 8
0% , —C © e
Yes No Not sure Not applicable No answer
&
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Which of the following services do you make use of?

Just Giving
Facebook

Google Adwords
Flickr

eBay for Charity
Everyclick

MySpace

CAF Online Giving
Amazon Associates
Bmycharity

Google Adsense
The Big Give
Youtube (Wildlife Trusts only)
Bebo

Easyfundraising

Base: 22 organisations with a turnover of £10m+, 2008

77%
73%
73%
50%
41%
36%
32 m 2008
27%
14%
14%
14%
14%
9%
9%
5%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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Do you have a dedicated web server?

100% A
90% -

S
80% - N

74%

70%

60%

50%

40%

30%

20%

10%

0%
Yes
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Are you looking at digital/interactive TV as a mass
communications tool?
100% ~

90% -

80% - @ 2005
B 2006
m 2007
H 2008

70% A

59%

60%

54%
55%

50%

40%

30%

20%

10%

0%
Yes No Not sure Not applicable No answer
&
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Are you looking at mobile telephony and SMS as a
communication tool?
100% ~

90% -

80% A m 2005

70% A W 2006

62%
64%

W 2007

57%

60%

50%

40%

30%

20%

8%

lB%

10%

5%

0%
Yes No Not sure Not applicable
&
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Are you using digital/interactive TV as a mass
communication tool?

100% A

86%

90% -

= 2005
W 2006
80% m 2007
m 2008

70%

60%

50%

40%

30%

20%

10%

2%

0%
1%
0%

0%
Yes No Not sure Not applicable No answer
&
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Are you using mobile telephony and SMS as a
communication tool?

100% -

90%

N
80% N @ 2005
70% H 2006
H 2007

60% W 2008

50%

40%

30%

20%

10% o 2

6 &L f  MEE
Yes No Not sure Not applicable No answer
&
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Does your site conform to the web accessibility initiative
(W3C) guidelines?
100% ~

90% -

82%

80% I 2005

W 2006
W 2007
W 2008

70%

60%

50%

35%

40%

(=]
=N
o
™

30%

20%

10%

0%
Yes No No answer Not sure
&
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If your site does not conform to the web accessibility
Initiative (W3C) guidelines Is this because of budget?

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Yes

E 2005
W 2006
W 2007

73%

67%

0%
0%

No Not sure Not applicable No answer

\&
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Marketing, usage measurement and user
profiling
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How are you marketing your website — offline?

Domain name on printed
material

Domain name on press

advertising

Domain name on posters

Direct marketing to target

audiences

Domain name on TV advertising

Domain name on radio
advertising

No answer

0%

78%

0%
98%

82%

W 2008
W 2007
W 2006
@ 2005

0% 10% 20%
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How are you marketing your website — online? (i)

Natural sarch serch enin. [

optimisation / marketing)

g o1
Linking 83%

77%
Social Networks T

6%
38%

Pay-per-click

6%0
Viral marketing campaigns 38%

36%

Online PR 35%

27%

Affiliate marketing 23%

0,
Online partnerships | oy 350

W 2008
W 2007
W 2006
@ 2005

0% 10% 20% 30% 40%
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How are you marketing your website — online? (ii)

Online advertising

Commercial partnerships

Cause related marketing

Digital TV

Other (please describe)

Content syndication

No answer

SMS Alerts

|

40%

Base: 22 organisations with a turnover of £10m+, 2008
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0)

e 3406

i 0)

e 20%

| 0)

15%

I 5%

i 0]

R 1206
W 2008

| 0% B 2007
W 2006

i @ 2005
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nfpSynerqgy
51 helping non-profits thrive



How are you marketing your website — email marketing?

Domain name at bottom of 95%

outgoing emails (email
signature)

Email newsletter

Email marketing (in-house
names)

Email marketing (bought-in

names)
H 2008
Viral emails & 2007
i W 2006
0% @ 2005
No answer
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
&
Base: 22 organisations with a turnover of £10m+, 2008 nfpsy ne rg y
Source: Virtual Promise, nfpSynergy 52 R Up———



How do you measure

Unique Visitors
Page/URL tracking

Email click throughs

64%

Hits 63%

64%

usage of your website? (i)

91%

Email open rates
W 2008
| m 2007
Email subscriptions B 2006
@ 2005
Repeat visits
New visitors
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 10@@
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How do you measure usage of your website? (ii)

Downloads

Number of transactions

Exit pages

Registered users

Campaign tracking

0

58%

Forms submitted 49%
i H 2008
Applications 37% W 2007
T 0% B 2006
No answer I 2005
 |o%
Other (please specify)
] 0,
We don't really measure it m
0% 30% 40% 50% 60% 70% 80% 90% lO(ﬂ/g
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How do you measure your website visibility and

effectivene

Growth in traffic

Google page ranking

Referring sites

Monitoring site feedback

Bespoke surveys

Regular visitor satisfaction survey
Media mentions

Other search engine page ranking
None of these

External evaluation

No answer

Other (please specify):

Hitwise market share

Base: 22 organisations with a turnov
Source: Virtual Promise, nfpSynergy
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7%
73%
W 2008
m 2007
g&
0%
0%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

er of £10m+, 2008
55

100% (4
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How do you measure the return on investment,

value or contribution of your website?
N ndrasing _ 7%
fundraising
We measure income - trading _ 55%
We put a value on online PR, _ 41%
brand, communication

W 2008

We measure income - other _ 18%

We measure cost savings - 14%

We don't really measure this - 5%
No answer |0%

Other (please specify) |0%
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Base: 22 organisations with a turnover of £10m+, 2008
Source: Virtual Promise, nfpSynergy 56

106% ( <

nfpSynerqgy

helping non-profits thrive



Do you carry out user surveys to better understand and
profile your online audience?
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Do you segment users into different profiles?
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Do you tailor content or services to these

different profiles?
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Do you integrate web user data with your offline
database(s)?
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Please indicate how strongly you agree or
disagree with the following statements

(
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"The internet has changed the way our charity
works"

100% A
90% A
80% A
° m 2005
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"The internet has changed the way we work with our
clients or beneficiaries"
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90% A
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"My charity iIs making the most of the internet”
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"We have a strategic plan for use of the internet"
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"Senior staff are driving our strategy for the
Internet”
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"Our trustees are involved with our internet
strategy”
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"The internet has grown as a source of income
for us Iin the last 12 months"
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"The Internet has become more important as a
cost reduction tool In the last 12 months"
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"The internet is helping us reach new audiences"
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"All parts of the organisation feel responsible for making
sure they make the best use of the internet”
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"The internet is an important aspect of my charity’s

brand and reputation management"

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Base: 22 organisations with a turnover of £10m+, 2008

60%
63%

Strongly agree

Source: Virtual Promise, nfpSynergy

64%

Agree slightly

72

@ 2005
W 2006
W 2007

Neither agree nor disagree

(
nfpSynergy‘

helping non-profits thrive



"The Iinternet has changed the way we look at reputation
management and supporter interaction"
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"Charities should be making more use of Open
Source applications”
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"Our Internet strategy Is fully integrated with the
organisation’s overall strategy and operating plan”

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Base: 22 organisations with a turnover of £10m+, 2008 nfpsy ne rq y
Source: Virtual Promise, nfpSynergy 75

W 2006
W 2007
W 2008

42%

Strongly Agree slightly Neither agree Disagree Strongly Don’t know/  No answer
agree nor disagree slightly disagree  not applicable

\&

helping non-profits thrive



"Our Internet strategy Is ratified and approved at
Board level"

100% A
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“The impact on my organisation of the internet has 'levelled out'
over the past few years as the web has become more integrated

Into everyday life”
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80%
W 2008

70% o
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What are the main constraints your organisation

faces In i1ts use of the web? Inadec
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What are the main constraints your organisation
faces In its use of the web? Inadequate skills
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What are the main constraints your organisation
faces In its use of the web? Insufficient budget
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What are the main constraints your organisation
faces In its use of the web? Piecemeal systems
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What are the main constraints your organisation faces
In 1ts use of the web? Reactive not proactive
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What are the main constraints your organisation faces
In 1ts use of the web? Lack of systems integration
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What are the main constraints your organisation faces
In 1ts use of the web? Lack of marketing integration
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What are the main constraints your organisation faces
In 1ts use of the web? Lack of marketing intelligence
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What are the main constraints your organisation faces
In 1ts use of the web? Lack of CEO/top team leadership
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