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INTRODUCTION
When we went into lockdown in March 2020, 
charities adapted by offering online services, 
growing digital fundraising and working remotely. 
We saw some initial promising signs of this in the 
2020 report. In this year’s report we wanted to 
answer two big questions: ‘Have charities started 
to embed digital change for the long term  or not, 
and if so what does this tell us about the future of 
the sector?’ and ‘What resources and support do 
charities need to better use digital to achieve their 
aims as we emerge from the pandemic?’ 

The Charity Digital Skills Report is now in its fifth 
year and is the annual barometer of digital skills, 
attitudes and support needs across the sector. 
We’ve tracked how these have changed year on 
year across the sector and also analysed how 
other key building blocks in creating the right 
foundations for digital change are progressing, 
including understanding user needs, leadership, 
strategy and governance. 

This year, we’ve redeveloped the survey and asked 
new questions to uncover the trends in these areas 
as well as other topics, such as the future of work 
and what charities anticipate doing with digital as 
we come out of the pandemic. 

Our report aims to help:

    Understand the key trends in how charities’ use 
of digital has changed over the last year, so that 
you can benchmark your organisation.  

    Learn how other charities are changing their 
ways of working and developing their plans for 
digital as we reach the next phase of  
the pandemic. 

     Track progress made over the last five years and 
what this means for the sector.

    Measure where charities have skills gaps but also 
what they need from forms of support such as 
funding and learning and development. 

We are pleased to be working with Catalyst 
again on the report. Catalyst is a collective of 
individuals and organisations (like charities, 
funders, agencies and freelancers) helping UK 
civil society grow in digital.  They are building an 
ecology of interconnected support initiatives, 
shared infrastructures, learning networks and 
community spaces that help charities and civil 
society organisations harness the power of digital, 
data and design to respond to the changing needs 
in their communities. The report will be an essential 

resource for their work helping civil society rebuild 
from COVID-19 in a more responsive, sustainable, 
equitable way.

The findings this year do show some positive 
change in how charities have begun to use digital 
during the pandemic. 

We’ve seen a lot of adaptation and innovation 
from charities over the last year and we hope that 
our findings will help charities to reflect on their 
progress and compare this in relation to the sector. 
We also hope that they can better make the case 
for where support and funding for digital is most 
needed. Most of all, we hope that charities can 
continue to harness that creative spirit as they 
develop their new ways of working, building on the 
skills and confidence they have gained so they can 
reach more of the people they support.  
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BACKGROUND TO THE RESEARCH
Organisation income groups to indicate size
The following income groups are used to indicate organisation size, combining  
categories from the survey because they show a clear relationship with digital skills. 

  Small: £0 -£100,000          Medium: £100,001 - £999,999          Large: £1 million + 

Digital maturity stage definitions
We use the following classifications of digital maturity stages  
which participants self-selected based on the associated statements. 

    Barely online: We’re struggling to use the 
basics and have low digital skills, but we get by 
(we’re barely online).

    Curious: We have some digital basics in place, 
such as social media or remote working, with 
ambitions to do more (we’re curious). 

    Starting Out: We’re developing our use of 
digital across the organisation but we don’t 
have a strategy in place yet (we’re starting out).

    Advancing: Digital is part of our strategy, but 
we’ve not embedded this yet. We’re investing 
in technology and developing our skills  
(we’re advancing).

    Advanced: Digital is integral to our 
organisational strategy and embedded in 
everything we do (we’re advanced). 

For the purposes of this report, we combined the 1% of respondents who selected ‘barely online’ 
with the 12% who selected ‘curious’.  Overall, we found a clear relationship between digital stage and 
digital skills responses, showing that the classification is relevant and meaningful to respondents.

NB: All survey data was rounded up to the nearest decimal point.  
Percentages may not total 100 due to rounding.

We developed this year’s survey in March–April 2021 as the 
UK was beginning to emerge from the latest lockdown. 
We knew we had a short window in which to gather data 
on charities’ reflections on a year of digital disruption 
and their intentions for future models of delivery, ways of 
working and income generation. 

Between April and June, 365 charity professionals shared 
their views on how they were using digital, what they’d 
done to adapt during the pandemic and where they saw 
digital as part of their future plans. We also asked about 
the impact this had on where they now need funding and 
support and where they saw the barriers to progressing 
with digital. 

This year, we are pleased to have more responses from 
small and medium sized organisations. Close to 90% of 
respondents were from registered charities and 49% were 
from organisations with turnover under £1 million. Over 
a third of responses (36%) came from CEOs or those in 
leadership teams, closely followed by those in digital roles 
(31%). It is helpful to have this breadth of insights in  
the report.

We’ve reported all relevant data from the entire period 
the survey was open (26 April–7 June 2021). We have also 
shared relevant highlights about what the data reveals on 
the key trends for different sizes of charities and stages of 
digital maturity. Throughout this report we have adopted 
the following definitions and combined survey responses 
to aid the analysis.
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SURVEY OVERVIEW
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KEY FINDINGS 

THE IMPACT OF COVID-19 
    The scale of charities’ adaptation to the pandemic is 

clear given that 83% changed their services in response 
to demand and close to 8 out of 10 (78%) used digital to 
reach new audiences.

    The positive signs about how charities were using digital 
to adapt at the start of the crisis are reinforced by our 
findings about the changes that have embedded over the 
last year. Just over two thirds (67%) continue to deliver 
all work remotely, whilst 41% are collaborating or sharing 
learnings with others about digital.

    However, digital inclusion has proven a challenge for 
digital service delivery, with over 1 in 5 (22%) cancelling 
services because their users don’t have the skills or 
tech to use them. That is up from 15% at the start of the 
pandemic, showing how digital inclusion is still a pressing 
issue for the sector and a real area of concern when 
reaching beneficiaries. 

    Almost half (45%) had to provide their users with devices, 
data or support to get online or access services.

    Meanwhile, 20% have cancelled services because they 
don’t have the skills or tech needed to deliver them, a 
similar figure to the start of the pandemic.

    27% have cancelled services because they think they 
would be less valuable online.

COVID-19 CHALLENGES
    Digital inclusion has proved to be the biggest 

challenge faced this year. Just over half (52%) are 
worried about excluding some people or groups 
and 24% are concerned that their audience is 
not online. 12% of charities themselves have 
struggled with basic tech access.  

    Remote working has been the second greatest 
challenge, with 38% saying that they have found 
remote working challenging, exhausting  
or isolating.

    Just under a third of charities (31%) say their staff 
are burned out from the demands of intense 
remote working. In particular, 35% of staff from 
large charities say their colleagues are affected  
by this.

In last year’s report we shared some 
promising initial findings about how 
charities were using digital to respond to 
the pandemic. This year we can reveal the 
scale of change across the sector. 

There have been some very positive 
developments. Basic digital skills are 
improving and we are now seeing more 
charities taking a strategic approach. 
Charities are also making digital more of 
a priority generally and are planning to 
invest further in the coming year. 

However, digital inclusion, burnout from 
remote working and poor IT are key 
barriers. Furthermore, digital fundraising, 
data use, service development and 
developing an online presence are 
significant areas for development. Across 
the sector, foundations need to be put in 
place, including skills, infrastructure and 
taking an inclusive approach  
to technology. 
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FUTURE OF WORK
    Just over two thirds of charities (68%) are planning 

a hybrid model for their working arrangements.

     Only 7% are planning for everyone to return to 
their office or usual workplace.

     92% say that it is either very important or 
important for them to work for an organisation 
that is actively developing digital skills and 
capabilities, a 6% increase from last year, with the 
number of people saying it is very important rising 
from 52% to 65%.

STRATEGY
    60% of charities now have a strategy in place for 

digital. This is a very positive increase from 2020, 
when just under half, or 49% of charities had a 
digital strategy in place (51% of charities did 
not have a digital strategy).

FUTURE DIGITAL PLANS
     Over two thirds (67%) now see digital as a priority for their organisation, which is encouraging, 

with a similar number (63%) planning to invest more in digital skills. 

     67% are planning to invest more in digital infrastructure and systems and 59% will be investing 
more in data skills and infrastructure. 

    Half of charities now see digital fundraising as a priority.

    The majority of charities are now committed to digital service delivery, with 73% planning to 
continue delivering in this way and 71% offering them within a hybrid delivery model.

DIGITAL ASPIRATIONS
    For the second year running, charities see improving their digital channels as their top priority 

for the next year, with 42% rating it as key.

    Using data more effectively has risen up the table to become the second most important 
priority at 30%. This shows how the sector is beginning to value the role of data and  
insight further.

    For just under a third of charities there are still vital digital foundations that they need to 
get in place, with 29% wanting to take a more strategic approach and 28% keen to improve 
infrastructure or systems. Both of these areas have increased in importance over the last year.

    Just over 1 in 4 (27%) now see diversity of users as a priority.
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BARRIERS TO DIGITAL 
PROGRESS
     IT has risen to be the biggest barrier 

facing charities, rising from being 
the sixth greatest barrier to the most 
important one for just under a third 
(32%) of charities. This is likely to 
have come to the fore due to the 
dependency on remote working

     There is also an increased appetite to 
understand the people that charities 
support, with 32% wanting to know 
how their audience is using digital. 
Compared to last year, this has risen 
from eighth place at 28% to second 
place at 32%.

    Skills are still a significant challenge. 
In 2020 they accounted for the second 
greatest barrier, whilst this year they 
took third place at 32%.

DIGITAL FUNDING
    Almost two thirds (62%) say that their need for digital 

funding has increased. Last year, just under half (48%) 
had not accessed any digital funding. This suggests that 
there is still a significant unmet need.

    In terms of the most important change that funders 
could make, almost half of the charities we spoke 
to (47%) want to include core digital costs in all 
applications. This is very similar to the 45% of charities 
who told us this last year. There is an urgent need for 
funders to better respond to this. 

    There is potential for funders to up their game with 
a more developed ‘funder plus’ support model. 35% 
would like training for staff and volunteers and 27% 
would like better digital inclusion support. 

    More than a quarter of charities (26%) would like 
funding to bring in external tech expertise and advice.

TOOLS, PRODUCTS  
AND SERVICES
    Just under half of charities (46%) are 

developing their own tools, services 
and products for their organisation. It 
is worrying that 44% feel they are poor 
at undertaking user research to inform 
these. 

    Just over 1 in 4 (27%) are poor at regularly 
engaging with users to identify service 
design improvements, as opposed to 
the 62% who did not do this last year. 
This suggests that some charities are 
undertaking more user research. 

     There is scope to share learning more, 
with 48% saying they are fair at this. 
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ACCESSIBILITY
    A third (33%) say that they are either poor or don’t know if their products are accessible to users, 

compared to 57% last year who felt they did not ensure products are accessible to all users. This suggests 
an improvement in this area and that accessibility has become more of a priority, but it is still an area of 
concern, especially as many charities will have developed new digital products, services and tools this year.

     72% think that their design and delivery is inclusive to some extent, which is encouraging.  
73% think they are accessible to all users to some degree.

    64% think that their products are designed for service users with different accessibility  
needs to some degree.

TECH ETHICS AND MANAGING RISK 
     Just over a third of charities (35%) are looking into the challenge of choosing ethical suppliers.

     However, more than a half (54%) are looking at platform dependency. 

     Almost 1 in 4 (24%) are looking at how algorithms make decisions. 

    Just under a half are not looking at the impact of the tech they use on their carbon footprint (48%).

DIGITAL SAFEGUARDING 
    Charities have had to review their practice. 51% 

have had to assess whether tools  
are safe and secure, 46% have had to identify 
safeguarding risks as part of a service and 39% 
have had to look at their GDPR compliance.

DIVERSITY
    65% think that their design is informed by 

research with diverse users to some  
extent, with 58% making some efforts to 
monitor diversity of users to some degree.

    Diversity seems to be more of a priority, 
with over half (57%) looking at better 
representation amongst decision makers.

    Just over 1 in 4 (27%) now see diversity of users 
as a priority.
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LEADERSHIP
    As we emerge from the pandemic, charities want stronger digital 

leadership from their CEO and boards. For the third year running, charities 
would like their CEO and board to provide a clear vision of what digital 
could help them achieve. This has declined from 66% last year but is still 
the most urgent need.

    Meanwhile, understanding trends and how they affect your organisation 
remains in second place, although it has fallen from 62% last year to 37%. 

    More than a third of charities (36%) would like their CEO or board to 
develop or embed a digital strategy, down from 55% last year but rising to 
the third most important priority.

BOARDS
    Only 1 in 5 (20%) say that skills are low amongst their trustees, compared to 

31.5% last year. This is very encouraging.

    However, 38% think there is room for improvement in digital skills at board 
level, which has grown from 34.5% last year. 

     Taken together, over half of charities (58%) believe that their board has low 
digital skills or room for improvement. This has fallen  from 66% in 2020, 
which is encouraging, but still indicates a need to increase digital skills at 
board level. 

    Whilst there is still a digital skills gap on boards, close to 7 out of 10 charities 
(68%) are unclear on or don’t have a plan for how to grow these skills. 

     Just under a third (32%) of boards have provided buy-in and support for 
digital, whilst only 14% of organisations have a digital trustee. This indicates 
room for improvement.
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DIGITAL ROLES AND RESPONSIBILITIES
    42% have someone leading on digital as part of their role  

or in addition to their main work.

     Around a quarter of charities have either an in-house digital team (25%)  
or a dedicated digital lead (23%).

    However, 14% don’t have anyone pushing forwards with digital.



SKILLS
    The amount of charities rating themselves 

as having excellent basic digital skills 
has almost doubled, with 56% putting 
themselves in this category compared to 
29% last year. 

    The lowest five skills overall are digital 
fundraising, user research to inform new 
services, advanced data use (such as using 
web data or statistics to plan services), SEO 
(Search Engine Optimisation) and use of 
digital in service delivery.

    Using managing and analysing data is still 
a skills gap. 49% rate themselves as fair and 
36% as poor this year, which is significant 
and, taken together, has not changed 
greatly from 46% and 42% in these two 
categories last year.

    On a related note, there is also potential 
for charities to improve their advanced data 
use. 35% see themselves as either fair or 
poor (50%) at this, compared to 8% and 
60% respectively last year. 

    Learning more about users is an area where 
charities also feel that they have a skills 
gap. 39% think they are fair at this and 
43% think they are poor. Last year, 52% 
said they were fair and 39% said they were 
poor at understanding how their audience 
uses digital, so there is further room for 
improvement here. 

    Keeping up to date with trends is still a 
challenge. This year, 47% say they are fair at 
this (compared to 44% last year) and 39% 
say that they are poor.  

    For every single skill, those at the earliest 
stages of digital (we described this as 
‘curious’) rated their skills lower than those 
who were at all other stages. In turn, those 
who were starting out rated their skills 
lower than those who described themselves 
as advancing. Charities who described 
themselves as advanced rated their skills the 
highest across every area. 
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DATA
    Data is a big concern for charities this year. Getting more 

from their data has risen from second to first place this 
year, with just under half (47%) seeing it as key.

    Using, managing and analysing data is still a skills gap. 
49% rate themselves as fair and 36% as poor this year, 
which is significant and, taken together, has not changed 
greatly from 46% and 42% in these two categories last year.

DIGITAL FUNDRAISING
    Digital fundraising skills also haven’t changed much since 

last year, which is surprising as it’s an area where more 
charities have had to up their game during the pandemic. 
31% rate themselves as fair and 44% as poor, which has 
barely changed from 33% and 45% in these areas in 2020. 

    Charities are also struggling with a shortage of digital 
fundraising skills. Just under a third (32%) have limited 
skills in this area, citing this as the third biggest challenge 
with digital during the pandemic. 



DIGITAL SERVICE DELIVERY
     There have been some improvements in 

digital service delivery although there is still 
some way to go. 47% rate themselves as fair 
and 28% as poor, compared to 43% and 40% 
for these categories last year. It is a concern 
that this hasn’t improved further during a 
year when the sector has greatly expanded its 
online service offering. 

    For the first time this year, we asked about 
safeguarding. 48% see themselves as fair at 
this, with almost 1 in 4 (23%) rating themselves 
as poor. This is worrying. 

DIGITAL MARKETING
    Charities rated themselves as having very similar levels of skills to last year. 

    Charities feel confident about their use of social media, with 31% rating themselves as excellent, similar to 
32% last year. However, there is still room for development, with 55% only rating themselves as fair. 

    Social media as a skill is directly linked to the stage of digital maturity as well. Those charities who gave 
themselves the highest rating for excellence in this category were those in the advancing category (34%) 
or advanced category (51%). 

     There is still a lack of confidence around digital marketing. In terms of email marketing, 50% rate 
themselves as fair and 26% as poor. 36% said they are fair and 39% told us they are poor at SEO and ads, 
which represents a significant skills gap. This could have an impact on the take up of digital services and 
support from charities. Charities also think they have a skills gap in making the most of their website and 
analytics, with 43% seeing themselves as fair and 41% as poor. This has barely shifted since 2020.
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UNDERSTANDING USERS 
    Understanding how audiences use digital is still a skills gap in the sector. 57% see themselves as fair and 

26% as poor. Last year, 52% said they were fair and 39% poor at understanding how their audience uses 
digital, so there is still plenty of room for improvement here.

    44% think they are poor at user research to inform new services, which is a similar rating to 2020.  
This is a worry as understanding user needs is essential to developing good digital services. 



CALLS TO ACTION
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TEN CALLS TO ACTION

Charities have shown 
innovation and adaptability 
during the pandemic, with 

83% changing their services 
in response to demand and 

close to 8 out of 10 (78%) 
using digital to reach new 
audiences. We encourage 

charities to reflect, evaluate 
and learn from what has 
worked and what could 

have been developed from 
the last year and factor this 

into your digital plans.

Digital inclusion has  
become a major issue for  

the sector during the 
pandemic, with just over 

half (52%) of charities 
worried  

about excluding some 
people or groups.  

Organisations such as  
The Good Things Foundation 

and FutureDotNow can 
help charities, but further 
investment is also needed 
by funders so that charities 

can continue supporting 
their communities with 

training, devices  
and data.

Look at how you can 
improve remote working 
so that your colleagues’ 
wellbeing is a priority. 
Just under a third of 

charities (31%) say their 
staff are burned out from 
the demands of intense 

remote working. Whether 
it’s limiting the amount of 
time staff spend on video 

calls, mandating time off or 
changing your expectations 
of colleagues, review how 

you work and plan how 
to make it more effective, 

productive and motivating 
for everyone.

60% of charities now have 
a strategy in place for 

digital, which is a positive 
improvement on last 

year. We believe charities 
need to approach digital 

strategically and that they 
need support from  their 

board to do this. Those who  
don’t have this in place may 

benefit from  support so 
they can develop their post 

pandemic digital  
game plans.

It’s encouraging to see 
that over two thirds of 

charities (67%) now see 
digital as a priority for 

their organisation, with 
similar numbers planning 

investment in digital 
infrastructure. As charities 

look to ramp up their 
use of digital further, we 

encourage you to develop 
clear criteria for making 

decisions for prioritisation 
in order to make  the  

right choices that  
ensure sustainability.

1 2 3 4 5

https://www.goodthingsfoundation.org/
https://futuredotnow.uk/
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Using data more  
effectively is now a key 

priority for charities. 
Charities can grow 

their skills in this area 
by connecting with 

organisations such as 
Datakind UK and the  

Data Collective.

IT is now the biggest 
barrier for charities’ 

digital progress and we 
recommend that charities 
tap into the support and 
communities offered by 

Catalyst and Charity Digital 
to help. This requires 

significant investment and 
funders have a vital role  

to play here. 

Funders need to up their 
game with digital funding. 

Almost half (47%) of 
charities want to include 

core digital costs in all 
applications and there is a 
clear need from charities 
in this year’s report for 

additional support from 
funders, such as guidance 

and training. Funders 
should step up to meet 

these demands.

For the third year running, 
charities have told us that 
their most important need 
from their leadership team 
is a clear vision for digital. 

Leaders either need to 
provide this or they must 

seek out training and 
support to help them 

develop this. 

There’s further  
work to be done on 

understanding user needs. 
44% of charities think they 
are poor at user research 
to inform new services, 

which hasn’t changed since 
2020, whilst a third (33%) 
say that they are either 

poor at knowing or don’t 
know if their products are 
accessible to users. There 
are resources available on 
Catalyst to help charities 

develop their work so that it 
meets user needs. 

109876

https://datakind.org.uk/
https://data-collective.org.uk/
https://www.thecatalyst.org.uk/
https://charitydigital.org.uk/home
https://www.thecatalyst.org.uk/
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1%
1   WHAT STAGE IS YOUR CHARITY AT WITH DIGITAL?

60% of charities now have a strategy in place for digital. This is a very 
positive increase from 2020, when 51% of charities did not have a  
digital strategy. 

We use the following classifications of digital maturity stages which 
participants self-selected based on the associated statements. 

     Barely online: We’re struggling to use the basics and have low digital 
skills, but we get by (we’re barely online)

     Curious: We have some digital basics in place, such as social media or 
remote working, with ambitions to do more (we’re curious). 

     Starting Out: We’re developing our use of digital across the 
organisation but we don’t have a strategy in place yet  
(we’re starting out).

     Advancing: Digital is part of our strategy, but we’ve not embedded this 
yet. We’re investing in technology and developing our skills  
(we’re advancing).

     Advanced: Digital is integral to our organisational strategy and 
embedded in everything we do (we’re advanced).
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OVERALL TRENDS

Barely online Starting Out Advancing AdvancedCurious

44%

28%

16% 12%



DIGITAL STRATEGY INSIGHTS

     This year, 41% of organisations do not have a 
digital strategy in place, compared to 51% last 
year.  They feel they are barely online, curious 
or starting out. 

     This means that 60% of those surveyed 
now have a strategy in place and describe 
themselves as advancing or advanced, 
compared to 49% last year. 

     This is a very positive indication of change, 
especially as this finding has been fairly 
static for the last two years. It is the biggest 
improvement we have seen in this area since 
the report began in 2017.

1

DIGITAL STAGES INSIGHTS

     Barely online: The proportion of organisations 
struggling with the basics has fallen from  
2% to 1%.

     Curious: This year, 12% specified that they are 
curious, the same as last year. 

     Starting out: 28% of organisations are starting 
out and don’t have a strategy yet, compared to 
37% last year. The fact that less organisations 
now see themselves in this category is also an 
encouraging development.

     Advancing: This year 44% say that they are 
advancing and that digital is part of their 
strategy, compared to 39% last year who told 
us that their organisational strategy includes 
digital (or they have a digital strategy).

     Advanced: There are signs that more charities 
are confident that they have advanced with 
digital. 16% told us that digital is integral to 
their organisational strategy and embedded 
in everything they do. This is a noticeable 
increase from 10% last year.

SIZE AND STAGE

     We analysed the relationship between the size 
of charity and their stage of digital. The picture 
is mixed and organisations of different sizes 
are all at different stages. However, there is 
clearly a relationship. 64% of micro and small 
charities (with an income of under £100k) 
describe themselves as curious or starting out, 
compared to 42% of medium sized charities 
(income between £100k and £1 million) and 
40% of large charities (annual income  
over £1 million).

     This shows that small charities would benefit 
from funding or support specifically to help 
them progress with digital. 

     Charities also vary in their likelihood of having 
a strategy depending on size. Only 36% of 
micro and small organisations have a digital 
strategy, whilst 57% of medium (£100k to £1 
million turnover) have a digital strategy and 
69% of large charities (over £1m turnover)  
have a strategy. 
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WHAT STAGE IS YOUR CHARITY AT WITH DIGITAL?
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WHAT IS YOUR SET-UP IN TERMS OF DIGITAL 
RESPONSIBILITY IN YOUR ORGANISATION, 
INCLUDING STAFF AND VOLUNTEERS?

42% of charities have someone leading on digital as part of or 
in addition to their work, and just under a third have support for 
digital at board level. 

For the first time we asked charities about their  
digital responsibilities.

     42% have someone leading on digital as part of their role or in 
addition to their main work.

     Just under a third (32%) of boards have provided buy-in and 
support for digital, whilst 14% of organisations have a digital 
trustee. This indicates room for improvement.

     Around a quarter of charities have either an in-house digital 
team (25%) or a dedicated digital lead (23%).

     However, 14% don’t have anyone pushing forwards with digital. 

     Overall, these results show how some charities now have 
leadership and clear roles and responsibilities for digital, whilst 
others have yet to put this place.
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   We have someone leading on digital as 
part of or in addition to their main work

   We have buy-in and support for digital  
at board level 

   We have an in-house digital team 

   We have a dedicated digital lead

   We all have digital responsibilities

  We have a digital trustee

   We don’t have anyone pushing forward with digital 

  We have digital champions 

  I don’t know 

  Other

   We have someone leading on digital 
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 HOW WOULD YOU RATE YOUR 
ORGANISATION’S SKILLS IN THE 
FOLLOWING AREAS INTERNALLY?

The amount of charities rating themselves 
as having excellent basic digital skills has 
almost doubled, with 56% putting themselves 
in this category compared to 29% last year. 
However, there is still room for significant  
improvement in most areas, such as using 
and managing data and cybersecurity, 
demonstrating that the sector still needs 
support with skills development. 

56% 42% 1%
Basic digital skills  
(such as email, video calling)

Using digital for  
internal communication

41% 46% 12% 2%

Understanding of digital 
and how to apply it

15% 69% 15% 1%

Cybersecurity
25% 50% 20% 6%

Using, managing,  
and analysing data

12% 49% 36% 3%

Keeping up to date  
with digital trends

12% 47% 39% 2%

Learning about our users from 
website and analytics data

13% 39% 43% 5%

Advanced data use (such as using 
web data or statistics  to plan service)

10% 35% 50% 5%

3

Excellent Poor Don’t know/Not applicableFair
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 HOW WOULD YOU RATE YOUR 
ORGANISATION’S SKILLS IN THE 
FOLLOWING AREAS INTERNALLY?

3

ANALYSIS

     The amount of charities rating themselves as 
having excellent basic digital skills has almost 
doubled, with 56% putting themselves in this 
category compared to 29% last year. 

     Similarly, 41% rate themselves as excellent 
at using digital for internal communications, 
compared to 23% last year. However, there 
is still room for improvement as 46% rate 
themselves as fair in this area and good internal 
communications are even more essential for 
remote working.

     Defining what digital is and how to apply it is 
still an area that needs to be clarified. 69% rate 
themselves as fair at this, which hasn’t changed 
much from 65% in 2020, despite adoption of 
tech over the last year.

     There have also been some improvements in 
charities’ cybersecurity skills, with 25% rating 
themselves as excellent, compared to 18%  last 
year. However, 50% see themselves as fair at this, 
compared to 54% last year, so there is further 
potential for improvement. 

     Using managing and analysing data is still a 
skills gap. 49% rate themselves as fair and 36% 
as poor this year, which is significant and, taken 
together, has not changed greatly from 46%  
and 42% respectively in these two categories  
last year.

     On a related note, there is also potential for 
charities to improve their advanced data use. 
35% see themselves as fair or 50% as poor at 
this, compared to 8% and 60% respectively  
last year. 

     Keeping up to date with trends is still a 
challenge. This year 47% say they are fair at this 
(compared to 44% last year) and 39% say that 
they are poor.  

     Learning more about users is an area where 
charities also feel that they have a skills gap. 39% 
think they are fair at this, whilst 43% think they 
are poor.

     For every single skill, those at the earliest stages 
of digital (we described this as ‘curious’) rated 
their skills lower than those who were at all other 
stages. In turn, those who were starting out 
rated their skills lower than those who described 
themselves as advancing. Charities who 
described themselves as advanced rated their 
skills the highest across every area. 

     The survey definitively shows that more resources 
and capacity is equivalent to better digital skills. 
For every single skill we asked about, there is a 
clear relationship between size and skills ratings 
across the respondents.

     Overall, 1 in 3 charities (over 33%) feel they have 
poor skills in digital fundraising (44%), user 
research to inform new services (44%), making 
the most of their website (41%), search engine 
optimisation (39%), data use (36%) and keeping 
up to date with digital trends (39%). 

     Basic digital skills have vastly improved. Last year 
just under 1 in 5 (18%) rated themselves as poor. 
This year, only 1% gave themselves this rating. 

     Overall, the skills are very similar by size of 
charity. However, small charities rate their skills 
lower overall for every skill. 

     The lowest five skills overall are digital 
fundraising, user research to inform new 
services, advanced data use (such as using web 
data or statistics to plan services), SEO  
(Search Engine Optimisation) and use of digital 
in service delivery.
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4  HOW WOULD YOU RATE YOUR 
ORGANISATION’S SKILLS IN 
TERMS OF ENGAGING WITH YOUR 
AUDIENCES, CLIENTS, BENEFICIARIES 
OR CUSTOMERS?

Charities feel confident about their use of social 
media, with 31% rating themselves as excellent, 
but there are significant skills gaps in email 
marketing, online service delivery and  
user research. 

31% 55% 1%13%
Social media

Understanding how your 
audience uses digital 

14% 57% 26% 3%

Email marketing

17% 50% 26% 7%

Use of digital in  
service delivery

17% 47% 28% 8%

Digital safeguarding

17% 48% 23% 12%

Making the most of our 
website and analytics

12%

11%

36%

43%

44%

41%

8%

5%

User research to  
inform new services

12% 36% 40% 13%
SEO (Search engine  
optimisation) and ads

Digital fundraising

9% 31% 44% 16%

Excellent Poor Don’t know/Not applicableFair
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4  HOW WOULD YOU RATE YOUR 
ORGANISATION’S SKILLS IN 
TERMS OF ENGAGING WITH YOUR 
AUDIENCES, CLIENTS, BENEFICIARIES 
OR CUSTOMERS?

ANALYSIS

     Similar to last year, charities feel confident 
about their use of social media, with 31% rating 
themselves as excellent, similar to 32% last year. 
However, there is still room for development with 
55% only rating themselves as fair. It has been 
overtaken by basic digital skills and using digital 
for internal communications though as the 
highest rated skill in the survey. 

     Social media as a skill is directly linked to the 
stage of digital maturity as well. Those charities 
who gave themselves the highest rating for 
excellence in this category were those in the 
advancing category (34%) or advanced  
category (51%).  

     However there is still a lack of confidence around 
digital marketing. In terms of email marketing, 
50% and 26% rate themselves as fair and poor 
at this, which is similar to last year. 36% and 
39% told us they are fair and poor at SEO and 
ads, which has fallen slightly since last year 
but nevertheless represents a significant skills 
gap. This could have an impact on the take up 
of digital services and support from charities. 
Charities also think they have a skills gap in 
making the most of their website and analytics, 
with 43% seeing themselves as fair and 41% as 
poor. This has barely shifted since 2020. This is 
a particular concern for medium size charities 
(£100k– £1m) where 58% feel this is poor, whilst 
being relatively consistent for other sizes. 

     Digital fundraising skills also haven’t changed 
much since last year, which is surprising as it’s an 
area where more charities have had to up their 
game during the pandemic. 31% rate themselves 
as fair and 44% as poor, which has barely 
changed from 33% and 45% in these areas  
in 2020. 

     Understanding how your audience uses digital is 
still a skills gap in the sector. 57% see themselves 
as fair and 26% as poor. Last year, 52% said they 
were fair and 39% poor at understanding how 
their audience uses digital, so there is still plenty 
of  room for improvement here.

     There have been some improvements in digital 
service delivery although there is still  some 
way to go. 47% rate themselves as fair and 28% 
as poor, compared to 43% and 40% for these 
categories last year. It is a concern that this hasn’t 
improved further during a year when the sector 
has greatly expanded its online service offering. 
For the first time this year we asked about 
safeguarding and 48% see themselves as fair at 
this with almost 1 in 4 (23%) rating themselves as 
poor. This is worrying. 

     44% think they are poor at user research to 
inform new services, which is a similar rating to 
2020. This is a worry as understanding user needs 
is essential to developing good digital services.
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5

0 10 20 30 40 50

47%Get more from our data

38%Grow our reach

37%Deliver our strategy more effectively

36%Spend less time on administrative tasks

35%Deliver better services

34%Support more people

33%Attract more donations

32%Improve our brand and reputation

27%Attract more funding

25%Engage and support volunteers more effectively 

23%Develop more digital services

21%Develop our staff and retain talent

15%Influence policy makers and the media

2%Other

 WHAT ARE THE KEY THINGS YOUR 
ORGANISATION COULD DO IF IT 
INCREASED ITS DIGITAL SKILLS? 

Charities think that getting more from their data 
is the number one thing they could achieve if 
they grew their digital skills.  
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5  WHAT ARE THE KEY THINGS YOUR 
ORGANISATION COULD DO IF IT 
INCREASED ITS DIGITAL SKILLS? 

ANALYSIS

     Getting more from data has risen from second 
to first place this year, with just under half (47%) 
seeing it as key.

    Growing reach has fallen to second place, 
decreasing from 66% to 38%.

    Delivering strategy more effectively holds steady 
as the third most important area of potential.

    Efficiency and productivity remain important. 
Spending less time on administration and 
the efficiencies that follow is the fourth most 
important priority at 37%.

    Just over a third (35%) think increasing skills will 
help them deliver better services. 23% think it 
will help them develop more digital services. 

    There is a connection between digital skills, 
donations and funding. A third (33%) think that 
increased skills will equate to more donations 
and 27% to more funding. Strangely, the former 
represents a decline since 2020, when 59% 
wanted to grow skills with the aim of improving 
online fundraising.

    32% want to increase skills with the aim of 
improving brand and reputation, whilst 15% 
want to influence policy makers and the media. 
The latter compares to 36% last year, which is 
surprising, and indicates charities may need 
more support in this area. 

    21% want to develop staff, which has fallen 
hugely from 49% last year. Just 1 in 4 (25%) think 
they need to grow skills so they can manage 
volunteers, decreasing from 39% last year. 
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6 HOW WOULD YOU RATE YOUR BOARD’S DIGITAL SKILLS? 

58% of charity boards’ digital skills are low or have room for improvement. 
This has declined since last year and there has been a small improvement  
in charities rating their trustees as good or excellent. These are positive 
signs but boards still need to upskill significantly if they are to help their  
charities plan effectively for a digital future. 

ANALYSIS

     There have been some improvements in boards’ digital skills this year, which 
isn’t surprising given that boards will have had a steep learning curve during 
the pandemic. 

     1 in 5 (20%) say that skills are low amongst their trustees, compared to  
31.5% last year. 38% think there is room for improvement in digital skills at 
board level, which has grown from 34.5% last year. However, taken together, 
the amount of boards with low digital skills and room for improvement has 
fallen to 58% compared to 66% in 2020, which is encouraging. 

     There has been a corresponding small  increase in boards who have 
good digital skills (24%), up from 19% last year, and those in the excellent 
category, rising from 4% to 7%. 

     Whilst these are encouraging signs, we would urge caution in seeing  
them as indicative of significant improvement. There is still further  
potential for boards to grow their digital skills. 

     There is no difference between the strength of digital skills on the board  
and the stage digital organisations are at. 
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7 ARE THERE ANY PLANS TO INCREASE  
DIGITAL SKILLS ON THE BOARD? 

Whilst there is still a digital skills gap on boards, close to 7 out of 10 
charities (68%) are unclear on or don’t have a plan for how to grow 
these skills. 

ANALYSIS

     Despite the digital skills gap on boards shown in the previous  
question, some charities still haven’t made progress in this area.

     The most common responses to this question were ‘don’t know’ at 37% 
and ‘no plans’ at 31%, attracting a very similar response rate to last year.

     11% are upskilling their trustees and just 2% are investing in training, 
compared to 4% doing the latter last year. It’s a surprise that more 
charities are not doing this given the skills gap.

     Surprisingly, there has been little fluctuation in recruitment for digital 
trustees, with only 8% planning to do this. The fact that this has barely 
shifted despite the digital disruption triggered by the pandemic is a 
concern in itself.

     9% of boards have good digital skills, a very small increase from  
7% last year.

     Overall, this paints a picture of a sector that is aware of a digital  
skills gap on boards but is struggling to close it. 

Don’t knowNo, we don’t 
have any plans 

in this area

Yes, we are 
upskilling our 

trustees in how 
we use digital

Our board 
already has 

strong digital 
skills

Yes, we are 
recruiting a 

digital trustee

OtherYes, we are 
investing in 

digital training 
for trustees
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8 IN ORDER TO PROGRESS 
WITH DIGITAL, WHAT 
SKILLS, KNOWLEDGE 
OR BEHAVIOUR WOULD 
YOU MOST LIKE TO 
IMPROVE AT CEO OR 
BOARD LEVEL? 

Charities want to see better 
digital leadership from their 
CEO and board. Despite the 
digital disruption caused by 
the pandemic, charity leaders 
still need to offer a clear vision, 
understanding of trends and 
strategic thinking about digital. 

52%A clear vision of what digital could help them achieve

36%Ability to develop or embed a good digital strategy

29%Understanding of data

24%Understanding of digital tools

20%Personal digital knowledge

18%Ability to adapt quickly to change

3%Other

37%Understanding digital trends and how they affect your organisation

33%Confidence to move the organisation forward with digital

28%Understanding of the costs of digital

23%Digital leadership skills (e.g. being more collaborative)

19%Understanding of service design

14%Consideration of the unintended consequences of digital
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8 IN ORDER TO PROGRESS WITH 
DIGITAL, WHAT SKILLS, KNOWLEDGE 
OR BEHAVIOUR WOULD YOU MOST 
LIKE TO IMPROVE AT CEO OR 
BOARD LEVEL? 

ANALYSIS

     For the third year running, charities would like 
their CEO and board to provide a clear vision of 
what digital could help them achieve (52%). This 
has declined from 67% last year, but is still the 
most urgent need.

     Meanwhile, understanding trends and how they 
affect the organisation remains in second place, 
although this has fallen from 62% last year to 
37% this year.

     More than a third of charities (36%) would like 
their CEO or board to develop or embed a digital 
strategy, down from 55% last year but rising to 
the third most important priority.

     1 in 3 charities would also like to see their 
CEO or board being more confident moving 
their organisation forward with digital, falling 
from 57% to 33%. This may indicate increased 
confidence with digital during the pandemic, 
but there is obviously still room for improvement 
given that strategy is the key priority that 
charities would like to see from their CEO  
or board.

     Just under a third of charities would like their 
CEO and board to have a better understanding 
of data (29%) and the costs of digital (28%). 
These have fallen from 42% and 39%  
respectively last year, but are nevertheless a 
skills gap in a fundamental part of the digital 
leadership toolkit.

     Close to 1 in 4 (24%) would like their CEO or 
board to have an understanding of digital 
tools, falling from 41% last year. 20% would like 
their CEO or board to have personal digital 
knowledge, falling from 37% last year. This could 
be because more CEOs and boards have had to 
use digital during the pandemic.

     23% would like to see better digital leadership 
skills from their CEO or board, although this has 
fallen by 10% from last year. 

     On a positive note, the number of charities 
who would like to see their CEO or board adapt 
quickly to change has dropped from 41% to 18%. 
Again, this is likely to be a positive by-product of 
the pandemic.

     There are still gaps in the understanding 
of more advanced areas of digital such as 
service design (19%) and consideration of the 
unintended consequences of digital (14%). 
Whilst both of these have declined markedly 
since last year, there is still room  
for development.



9 HAS THE PANDEMIC CHANGED 
YOUR ORGANISATION’S SERVICES 
IN TERMS OF DIGITAL IN ANY OF THE 
FOLLOWING WAYS? 

Charities have adapted hugely during the 
pandemic, with 83% changing their services in 
response to demand. However, reaching digitally 
excluded beneficiaries is challenging.

THE IMPACT OF COVID-19

Yes No

We’ve seen demand  
for our services increase70% 30%

We started offering online services83% 17%

We cancelled services because we haven’t  
had the skills, staff or tech to deliver them online20% 80%

We cancelled services because our users  
lacked the tech or skills to access them online22% 78%

We cancelled services because we felt  
they would be less valuable online27% 73%

We changed our services in response to demand83% 17%

We used digital to reach new audiences78% 22%

We are developing joint digital products, services 
or projects with other not for profit organisations 36% 64%

We provided our users with devices, data or 
support to get online or access services45% 55%

35 THE CHARITY DIGITAL SKILLS REPORT  2021
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9 HAS THE PANDEMIC CHANGED 
YOUR ORGANISATION’S SERVICES 
IN TERMS OF DIGITAL IN ANY OF THE 
FOLLOWING WAYS? 

ANALYSIS

     In this question we wanted to revisit our findings 
from the early stages of the pandemic about 
how digital has changed charities’ services. 

    70% have seen an increased demand for their 
services and 83% started offering online services, 
which supports the anecdotal evidence we’ve 
heard from charities over the last year.

    The greatest increases in demand were seen by 
those in the advanced and advancing categories.  

    However, digital inclusion has proven a challenge 
for digital service delivery, with over 1 in 5 (22%) 
cancelling services because their users don’t 
have the skills or tech to use them. That is up 
from 15% at the start of the pandemic, showing 
how digital inclusion is still a pressing challenge 
for the sector and a real area of concern when 
reaching beneficiaries. Almost half (45%) had to 
provide their users with devices, data or support 
to get online or access services.

    Meanwhile, 20% have cancelled services because 
they don’t have the skills or tech needed to 
deliver them, a similar figure to the start of  
the pandemic. 

    27% have cancelled services because they think 
they would be less valuable online, which may 
be due to the skills factors for staff or users, or 
simply the nature of the intervention. 

    Those most likely to cancel services because 
users lacked the skills or tech or because they felt 
that their services would be less valuable were 
those in the curious or starting out categories. 

    There is scope for charities to partner more on 
joint digital products, services and projects.  
64% still aren’t doing this. 

    There is no significant relationship between  
the size of the organisation and response to  
the pandemic.

    Overall, the scale of charities’ adaptation to the 
pandemic is made clear in our finding that 83% 
changed their services in response to demand 
and close to 8 out of 10 (78%) used digital to 
reach new audiences.
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10 HAS THE PANDEMIC CHANGED YOUR 
ORGANISATION’S OPERATIONS IN TERMS OF 
DIGITAL IN ANY OF THE FOLLOWING WAYS? 

The positive signs about how charities were using digital to 
adapt at the start of the crisis are reinforced by our findings 
about the changes that have embedded over the last year. Just 
over two thirds (67%) continue to deliver all work remotely, 
whilst 41% are collaborating or sharing learnings with others 
about digital.

   We have changed or recruited roles  
to accommodate new responsibilities

   Other

    The pandemic has not changed our 
operations

   We have been delivering all of  
our work remotely

   We needed to train and support our  
staff and volunteers to use digital tools

     We are collaborating/sharing learning  
with others around digital

   We have increased our digital fundraising
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CHARITIES ALSO TOLD US THAT:

“We have extended and at times replaced 
our in-person services with digital services; 
we have moved to a more localised model 
for digital, e.g. we had to close our national 
online community because of staff cuts/
restructuring caused by the pandemic but 
were able to offer some equivalent and 
additional support services via social media 
through our local centres’ accounts instead.”

“Had to offer virtual service delivery when 
we couldn’t see clients face-to-face, some 
of this has continued post pandemic e.g. 
blended delivery.”
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10

ANALYSIS

     Just over two thirds (67%) are delivering all 
work remotely, which is consistent with the 66% 
operating this way at the start of the pandemic.

    More than half (54%) needed to train their staff 
to support staff and volunteers, compared to 
61% at the start of the pandemic.

    It is positive to see that 41% of charities are 
continuing to collaborate and share learnings 
around digital, not far off the 47% doing this at 
the beginning of the pandemic.

    Just under a third (30%) have grown their  
digital fundraising, following on from the third 
planning virtual fundraising events at the start of 
the pandemic.

    30% have changed or recruited roles to 
accommodate new responsibilities, which is 
broadly consistent with the data we saw at the 
start of the pandemic.

    The findings from last year’s report about 
changes to charities’ operations were indicative 
of the longer term findings we have seen over 
the last year about how charities have adapted. 

    Those advancing were more likely to need to 
train their staff and volunteers.

    Those advancing and advanced were better able 
to fundraise online and were more likely  
to be collaborating and sharing learning  
around digital.

    Small charities were less likely to have  
been delivering all work remotely and to 
collaborate/share learning with others  
around digital.

HAS THE PANDEMIC CHANGED YOUR 
ORGANISATION’S OPERATIONS IN TERMS OF 
DIGITAL IN ANY OF THE FOLLOWING WAYS?
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11 OVER THE COURSE OF 
THE PANDEMIC, WHAT 
ARE THE BIGGEST 
CHALLENGES YOUR 
ORGANISATION 
HAS FACED OR IS 
CONTINUING TO FACE IN 
RELATION TO DIGITAL? 

Charities’ top 3 challenges over 
the pandemic have been digital 
inclusion for their users, remote 
working and wellbeing and 
finding the funds for tech.

0 20 40 60

We’re worried about excluding some people or groups from our services 52%

We’ve found remote working difficult, exhausting or isolating 38%

Finding the funds to invest in the devices, software or infrastructure needed 35%

Limited skills and experience in fundraising online 32%

We needed to help our audience access or use devices and data 32%

We have been hit financially by COVID-19 29%

We’ve been firefighting/struggling to plan ahead 28%

Our audience’s use of digital is changing rapidly 27%

Developing our  digital safeguarding 26%

Our audience is not online 24%

We needed to undertake research with our users 22%

We struggled with basic tech access 12%

Other 9%

Staff who work on digital have been Furloughed or lost their jobs 6%

Staff returning from Furlough needed additional support with digital skills 5%

None of the above 2%
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11 ANALYSIS

In this question we wanted to hear charities’ reflections on a 
year of profound change. They told us that:

     Digital inclusion was the biggest challenge charities 
faced, with 52% worried about excluding some people 
or groups. 32% needed to help their audience access or 
use devices and data and 24% were concerned that their 
audience is not online. 12% of charities themselves have 
struggled with basic tech access.  

     Remote working has been the second greatest challenge, 
with 38% saying that they have found remote working 
challenging, exhausting or isolating. This echoes 
the finding from Blackbaud’s Future of Work report 
about remote working, which found that despite 
feeling supported by their employer, 48% of charity 
professionals felt that their wellbeing had deteriorated 
over the past year.

     Funding has also been an issue during the pandemic, 
with 35% of charities finding it an issue to get the funds 
for the devices, infrastructure and software needed. 

     Meanwhile, charities have been fighting battles on 
several fronts which have prevented them making 
progress with digital. 28% have been firefighting 
and struggling to plan ahead and 29% have been hit 
financially by COVID-19. 

     Charities are also struggling with a shortage of digital 
fundraising skills. Just under a third (32%) have limited 
skills in this area. 

     Organisations are also grappling with how their 
audiences are using digital, with 27% citing rapid 
changes in this area as a challenge and just over 1 in 5 
(22%) needing to undertake user research. 

     Smaller charities have struggled slightly more with 
accessing the basic tech that they need during the 
pandemic. Those with turnover under £100k were 10% 
more likely to struggle with this than large charities. 

     Small charities have struggled more with ‘Limited skills 
and experience in fundraising online’. 44% found this 
an issue compared to 26% of large charities. 

OVER THE COURSE OF 
THE PANDEMIC, WHAT 
ARE THE BIGGEST 
CHALLENGES YOUR 
ORGANISATION 
HAS FACED OR IS 
CONTINUING TO FACE IN 
RELATION TO DIGITAL?

https://hub.blackbaud.co.uk/insights-flipbooks/the-future-of-work-2021?utm_source=justgiving&utm_medium=blog&utm_campaign=npinsights
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12 AS WE EMERGE FROM THE 
PANDEMIC, DO YOU ANTICIPATE 
ANY OF THE FOLLOWING?

Charities have a renewed sense of what’s 
important, citing digital as a priority and 
planning to invest more in online skills, 
infrastructure and systems.

67%

67%

59%

50%

73%

47%

71%

62%

30%

29%

36%

34%

20%

42%

21%

34%

3%

4%

5%

16%

7%

11%

8%

4%

Digital will be a priority for the organisation

We will be investing more in our digital skills 

We will be investing more in our digital 
infrastructure and systems

We will be investing more in data skills and 
infrastructure (e.g. CRM, analytics)

Digital fundraising is more of a priority

We will continue to deliver services online

We plan to develop a new digital strategy

We will offer services online and in person

Yes NoNot sure/too early to say
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12 AS WE EMERGE FROM THE 
PANDEMIC, DO YOU ANTICIPATE ANY 
OF THE FOLLOWING?

ANALYSIS

We wanted to find out about charities’ immediate 
concerns as we come out of the pandemic.  
They told us that:

     Over two thirds (67%) now see digital as 
a priority for their organisation, which is 
encouraging, with a similar number (63%) 
planning to invest more in digital skills. 

     67% are planning to invest more in digital 
infrastructure and systems and 59% will be 
investing more in data skills and infrastructure. 

     Half of charities (50%) now see digital 
fundraising as more of a priority.

     The majority of charities are now committed to 
digital service delivery, with 73% planning to 
continue delivering in this way and 71% offering 
a hybrid delivery model.

     Finally, just under half (47%) want to develop a 
new digital strategy. 

     Lower numbers of small charities, however,  
were likely to see digital infrastructure and skills 
as a priority. 

     These are all indications of a sector that is 
growing in confidence with digital and sees it as 
a priority. 

     Those in the advanced category were most likely 
to see digital as a priority and to be investing 
more in skills and infrastructure. Smaller charities 
were less likely to be investing in these areas.  
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13 AS WE COME OUT OF THE PANDEMIC, WHICH 
OF THE FOLLOWING BEST DESCRIBE YOUR 
WORKING ARRANGEMENTS FOR THE FUTURE?

More than two thirds of charities (68%) are planning hybrid 
working arrangements.

ANALYSIS

     Just over two thirds of charities (68%) are planning a hybrid 
model for their working arrangements. Medium and large 
charities were more likely than small ones to be planning for 
hybrid working.

     10% still don’t know, whilst only 7% are planning for everyone 
to return to their office or usual workplace.

     There are a small number of remote first charities, with 6% 
continuing to work remotely and 3% planning that all their 
staff will now be working in this way. 

     A larger proportion of advanced charities are more likely to 
be moving to hybrid remote and in person working.

     Large and medium sized charities are more likely to be 
adopting hybrid working, combining remote and in person. Some people  

will be working 
in the office and 
some remotely  
(hybrid model)

We don’t know  
at this stage

Everyone will 
return to working 

in an office 
or their usual 

workplace

We’ve always 
worked remotely 
and will continue  

to do so

OtherEveryone will 
now be working 

remotely

68%

10%

6%

6%
3%

7%
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14

DIGITAL ASPIRATIONS

0 10 20 30 40 50

Improve our website, online presence or social media 42%

Use data more effectively 30%

Create a digital strategy/integrate digital into our organisational strategy 29%

Improve our infrastructure or systems 28%

Ensure we reach and meet the needs of more diverse users 27%

Improve our online fundraising 23%

Develop our digital culture 22%

Improve our online service delivery 19%

Develop the use of digital in our business model 15%

Decide what next for our digital services 14%

Develop my own or my colleagues’ skills 14%

Support staff to work remotely without compromising wellbeing 12%

Improve our data security, privacy or GDPR compliance 11%

Recruit digital staff or staff with digital skills 10%

Review emerging digital trends and opportunities 9%

Improve digital skills on our board and leadership team 8%

Develop our digital safeguarding 6%

Other 2%

WHAT DO YOU SEE AS YOUR  
TOP THREE DIGITAL PRIORITIES 
FOR THE NEXT 12 MONTHS?
THINK ABOUT THE CORE AREAS 
THAT YOU ARE FOCUSING ON 
AND INVESTING TIME AND 
MONEY INTO CHANGING  
AT THE MOMENT.

For the second year running, charities’ 
 top priority is improving their digital 
channels. However, using data more 
effectively has risen to be the second  
more important priority. 
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14 ANALYSIS

     For the second year running, charities see 
improving their digital channels as their top priority 
for the next year, with 42% rating it as key.

     Using data more effectively has risen up the table 
to become the second most important priority at 
30%. This shows how the sector is beginning to 
value the role of data and insight further.

     For just under a third of charities there are still vital 
digital foundations that they need to get in place, 
with 29% wanting to take a more strategic approach 
and 28% keen to improve infrastructure or systems. 
Both of these areas have increased in importance 
over the last year.

     Just over 1 in 4 (27%) now see diversity of users  
as a priority.

     Online fundraising is a priority for just under a 
quarter (23%) of charities, down from 41% last year, 
which is surprising.

     Developing a digital culture is down from 47% last 
year to 22%, which may indicate charities’ growing 
confidence in this area.

     Some charities still have aspirations around 
improving digital services, with 19% prioritising 
digital service delivery, 14% keen to decide what  
is next for digital services and 15% are interested  
in developing the use of digital in their  
business model.

     Skills and ways of working are a priority for some 
charities, with 14% keen to develop their own 
or their colleagues’ skills, 12% keen to help staff 
work remotely without compromising wellbeing, 
10% keen to recruit staff with digital skills and 8% 
want to improve digital skills on their board and 
leadership team.

     Only 11% see data security, privacy and GDPR 
compliance as a priority and just 6% are making 
digital safeguarding a priority. This may be because 
they are confident in the policies and processes that 
they have in place.

     Only 9% of charities see reviewing trends  
as a priority.

WHAT DO YOU SEE AS YOUR  
TOP THREE DIGITAL PRIORITIES 
FOR THE NEXT 12 MONTHS?
THINK ABOUT THE CORE AREAS 
THAT YOU ARE FOCUSING ON 
AND INVESTING TIME AND 
MONEY INTO CHANGING  
AT THE MOMENT.

For the second year running, charities’ 
 top priority is improving their digital 
channels. However, using data more 
effectively has risen to be the second  
more important priority. 
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15 WHAT DO YOU SEE AS THE BIGGEST 
BARRIERS TO ACHIEVING YOUR  
PRIORITIES AND GETTING  
THE MOST FROM DIGITAL?

Charities say that IT is the biggest challenge, rising 
from being the sixth greatest barrier to the most 
important one. Understanding users and skills are 
the other most important barriers. 

0 20 30 4010

We need to sort out our IT (e.g. hardware, internal systems) 32%

Staff are burned out from intense remote working demands  
(e.g. Zoom fatigue, information overload) 31%

Our organisation lacks confidence with digital 29%

Our audience is struggling with digital 21%

Lack of leadership 14%

Lack of understanding/buy-in from our trustees 12%

Other 8%

We need to know more about how our audience is using digital 32%

Our culture  needs to change 31%

We are facing other challenges that are seen as higher priority 27%

We have been hit financially by COVID-19 15%

Our competitors are using digital better than us 14%

We don’t know where to start or how to get there 10%

We lack digital skills or expertise 32%

We don’t have the funds to invest 31%

We’re not agile enough 24%

Digital changes very rapidly and it is hard to keep up 15%

Uncertainty around COVID-19 12%

We need to decide whether to focus on online or in-person  
services, as we don’t have resource/capacity to do both 10%
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15 WHAT DO YOU SEE AS THE 
BIGGEST BARRIERS TO 
ACHIEVING YOUR  
PRIORITIES AND GETTING  
THE MOST FROM DIGITAL?

ANALYSIS

     IT has risen to be the biggest 
barrier, facing close to a third of 
charities (32%). This has increased 
from being the sixth greatest 
barrier to the most important one. 
This is likely to have come to the 
fore due to the dependency on 
remote working during  
the pandemic.

    There is also an increased appetite 
to understand the people that 
charities support, with 32% 
wanting to know how their 
audience is using digital. This has 
risen from eighth place at 28% 
last year to second place in 2021. 

    Skills are still a significant 
challenge. In 2020 they accounted 
for the second greatest barrier. 
This year they take third place  
at 32%.

    Burnout is also an issue. Just 
under a third of charities (31%) 
say their staff are burned out from 
the demands of intense remote 
working. In particular, 35% of staff 
from large charities were worried 
about burnout.

    Just under 1 in 3 charities (31%) 
feel that their culture needs  
to change.

    Funding is still a challenge, 
although it has dropped from 
being the biggest barrier to the 
sixth most important at 31%. It is 
a concern that just under a third 
of charities feel this is a barrier 
to progress. 15% of charities 
have been hit financially by the 
pandemic and this is holding 
them back from digital progress. 

    Just over 1 in 4 charities are 
dealing with barriers that indicate 
a lack of clarity for digital: 29% lack 
confidence and 27% are facing 
other challenges that are seen as a 
priority. Meanwhile, just under 1 in 
4 (24%) don’t think they are agile 
enough and 15% feel that digital 
changes very rapidly and it’s hard 
to keep up. 

    Charities are also concerned that 
their users aren’t online, with 
21% citing that their audience is 
struggling with digital. This echoes 
the challenges we saw previously 
about digital inclusion.

    More than 1 in 10 charity 
professionals are concerned about 
leadership. 14% think there is a 
lack of leadership and 12% want 
more understanding  
from trustees. 

    14% are worried that their 
competitors now pose a major 
threat to digital progress. 

CHARITIES ALSO  
TOLD US THAT:

“We’re trying to do too many 
things at the same time, we 
struggle to prioritise.”

“Our digital lead is part time 
and we are limited to the 
amount of hours they work. 
There is only so much we can 
do in the time we have.”

“Capacity – staff have other 
roles –not understanding time 
taken to do digital user led 
service design etc.”
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16 HOW IMPORTANT IS IT TO YOU TO WORK FOR AN 
ORGANISATION THAT IS ACTIVELY DEVELOPING ITS 
DIGITAL CAPABILITIES AND SKILLS?

More than 9 out of 10 told us that this was either very important or 
important, a 6% increase from last year. 

ANALYSIS

     92% say that this is either very important or important, a 6%  
increase from last year, with the number of people saying 
it is very important rising from 52% to 65%.

     Only 7% were neutral about it, with less in this category  
than the 13% last year.

     It is slightly more important for those working in large  
organisations to be working for an organisation that is actively 
developing digital capabilities and skills, with 96% of those in  
large charities specifying this was very important or important to 
them, compared to 86% of small charities. 

65%

7%

1%

27%

Very important Important I’m neutral 
about it

Not at all 
important
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17 ARE YOU DESIGNING AND DEVELOPING YOUR OWN 
DIGITAL TOOLS, SERVICES OR PRODUCTS SPECIFIC  
TO YOUR ORGANISATION?

Just under half of charities (46%) are developing their own tools, services 
and products for their organisation. 

ANALYSIS

     Just under half (46%) are developing their own digital tools,  
services or products for their organisation.

     30% are however not doing this, whilst 24% aren’t sure. 

     Larger organisations are more likely to be designing digital services,  
with 54% of large organisations doing this compared to 16% of small ones. 

     This question was a filter for the following questions around service design. 
Approximately 190 respondents completed these. 

Yes No Not sure

SERVICE DESIGN

46%

24%

30%
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18 HOW WOULD YOU RATE YOUR 
SKILLS IN THE FOLLOWING AREAS?

Whilst there have been some improvements, 
charities are still struggling with making 
solutions available to others for reuse, 
accessibility and sharing learnings with others.  

Excellent Poor Don’t knowFair

Making our digital solutions available to others to use  
(e.g. commercial sales, white-labelling, open source)10% 22% 30%39%

Following agile development practices13% 47% 18%22%

Making use of digital standards or patterns

Ensuring products are accessible to all users

16% 31% 24%29%

17% 51% 9%24%

Trialling simple versions as early as possible17% 48% 13%22%

Regularly engaging with users to identify improvements17% 49% 7%27%

Using existing tools to test concepts19% 50% 13%18%

Sharing learning openly21% 48% 8%23%
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18 HOW WOULD YOU RATE YOUR 
SKILLS IN THE FOLLOWING AREAS?

ANALYSIS

     There have been some improvements in making 
solutions available to others. Last year 89% did 
not make their solutions available for others to 
use. This year 39% say that they are poor at this, 
although 30% don’t know if their organisation is 
doing it.

    There have been some improvements in 
following agile development practices. In 2020,  
68% did not follow agile development practices. 
This year, 22% say they are poor at this, whilst 
18% don’t know.

    The majority of charities are struggling with 
following digital standards or patterns, with 
29% saying that they are poor at this and 24% 
saying that they don’t know if their organisation 
is using them. This compares to 71% last year 
who said that they do not make use of digital 
standards or patterns.

    A third (33%) say that they are either poor at or 
don’t know if their products are accessible to 
users, compared to 57% last year who felt they 
do not ensure products are accessible to all 
users. This suggests an improvement in this area 
and that accessibility has become more of a 
priority, but is still an area of concern, especially 
as many charities will have developed new 
digital products, services and tools this year.

    22% think they are poor at trialling simple 
versions as early as possible, whilst 62% last year 
did not do this. This suggests that charities have 
made some improvements in this area, albeit 
with room to improve.

    Just over 1 in 4 (27%) are poor at regularly 
engaging with users to identify service design 
improvements, as opposed to the 62% who did 
not do this last year. This suggests that some 
charities are undertaking more user research. 

    There is scope to share learning more, with  
48% saying they are fair at this. 

    Half of charities are fair at using existing tools to 
test concepts, compared to 57% who didn’t do 
this last year. This suggests an improvement. 
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19 ARE YOU LOOKING AT ANY OF 
THE FOLLOWING CHALLENGES 
IN TECHNOLOGY?

There is some awareness of key issues, with 
just over 1 in 3 charities (35%) looking into 
the challenge of choosing ethical suppliers. 
However, just under a half are not looking 
at the impact of the tech they use on their 
carbon footprint (48%). 

Yes Not sureNo

Choosing ethical suppliers35% 31% 35%

Potential risks of depending on one platform or technology54% 29% 17%

How algorithms make decisions24% 52% 24%

The impact of the platforms or tech we use on our carbon footprint24% 48% 29%

Retraining staff whose jobs may be automated16% 59% 25%

Increasing the diversity of those driving decision making57% 25% 18%

Ethics around data about our users54% 24% 22%

Potential unintended consequences of our digital and design decisions43% 32% 25%

Sustainability and funding for digital beyond the first year62% 21% 17%
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19 ARE YOU LOOKING AT ANY OF 
THE FOLLOWING CHALLENGES 
IN TECHNOLOGY?

ANALYSIS

     Just over a third of charities (35%) are 
looking into the challenge of choosing 
ethical suppliers. However 66% either 
aren’t or aren’t sure. 

     However, more than half (54%) are 
looking at platform dependency. 

     Almost 1 in 4 (24%) are looking at how 
algorithms make decisions. 

     Just under a half are not looking at the 
impact of the tech they use on their 
carbon footprint (48%) and 29% aren’t 
sure if they are. 

     59% of charities are not looking at retraining staff whose jobs 
may be automated, indicating that the impact of automation  
on the workforce is not seen as a priority by charities currently.

     Diversity seems to be more of a priority, with over half (57%) 
looking at better representation amongst decision makers.

     More than half (54%) are looking at ethics around  
data about users.

     43% are looking at the unintended consequences of their  
digital and design decisions.

     62% are looking at sustainability and funding of tech  
beyond the first year. 

In summary, this indicates positive awareness of some key issues, but also areas for improvement. 
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20 TO WHAT EXTENT DO YOU FEEL THAT  
THE DESIGN AND DELIVERY OF YOUR ONLINE  
(AND ALTERNATIVE OFFLINE) SERVICES,  
DIGITAL TOOLS OR PRODUCTS ARE . . .

Charities are making efforts with improving diversity and 
accessibility, although there is room for improvement. 

ANALYSIS

     72% think that their design and delivery is inclusive to  
some extent, which is encouraging, whilst 73% think they are 
accessible to all users to some degree.

     65% think that their design is informed by research with diverse 
users to some extent, with 58% making some efforts to monitor 
diversity of users to some degree.

     64% think that their products are designed for service users with 
different accessibility needs to some degree.

     Over half (57%) are collecting feedback on how effective their 
products, services and tools are to some extent 

A great deal Not at allTo some extent

Inclusive of all your users, whatever 
their needs or situations?20% 72% 9%

Accessible to all your users,  
whatever their needs or situation?18% 73% 9%

Informed by user research  
with diverse communities?18% 65% 17%

Designed for users with  
different accessibility needs?22% 64% 14%

Collecting feedback on  
how effective they are?24% 57% 19%

Monitoring accessibility  
and diversity of users? 20% 58% 22%

62% 17% 21% Sustainable and funding for  
digital beyond the first year?
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21 HAVE YOU FACED ANY OF THE FOLLOWING 
SAFEGUARDING CHALLENGES THIS YEAR IN  
RELATION TO DIGITAL SERVICES?

Charities have had to update their policies and review processes  
as part of their move to online services. 

ANALYSIS

     More than half (55%) had to update their safeguarding policies and  
13% have had to develop a policy from scratch.

    Charities have had to review their practice. 51% have had to assess 
whether tools are safe and secure, 46% have had to identify  
safeguarding risks as part of a service and 39% have had to look  
at their GDPR compliance.

   39% have supported staff to implement safeguarding measures.

    From the trends about digital safeguarding we have seen elsewhere in 
the report, there seem to be some contradictions, for example 48% see 
themselves as fair at this, with almost 1 in 4 (23%) rating themselves as 
poor. When asked about their top 3 digital priorities for the future just 
6% rated digital safeguarding as important. Taken together, all of these 
insights may indicate that charities undertook work at the start of the 
pandemic to improve digital safeguarding, but it is no longer a burning 
issue for them. However, there is clearly room for improvement.

   Updating existing safeguarding policies

   Assessing whether the tools we use are safe and secure

   Identifying safeguarding risks associated with a service

   Our GDPR compliance

   Supporting staff to implement safeguarding measures

   Developing a safeguarding policy from scratch

0
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60 55%
51%

46%
39% 39%

13%
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22 WOULD YOU SAY YOUR NEED TO ACCESS  
GRANT FUNDING FOR DIGITAL HAS CHANGED?

ANALYSIS

     Almost two thirds (62%) say that their need for digital funding has increased. 
Last year, just under half (48%) had not accessed any digital funding. This 
suggests that there is still significant unmet need.

     Just over a third (37%) say their need has stayed the same.

     Interestingly, the group with the most significantly increased funding needs 
were medium sized organisations, with 73% agreeing with this statement, in 
comparison to 56% of small charities and 56% of large charities. 

DIGITAL FUNDING

It has increased It has stayed the same It has decreased

62%

37%

1%
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23 WHAT ARE THE THREE MOST 
IMPORTANT CHANGES 
FUNDERS COULD MAKE IN 
TERMS OF THEIR DIGITAL 
FUNDING AND WHAT THEY 
WILL FUND?

There is clearly an unmet need 
across the sector for digital funding, 
with almost half wanting funding to 
include core costs in all applications. 
Charities also want a better digital 
‘funder plus’ model and resources to 
bring in external expertise.  

0 20 30 504010

Scope to include core digital costs in all applications

Digital inclusion support, devices and data for our community

Time to develop our approach to digital as part of our recovery

User research and scoping

More emergency/COVID-19 response funding

Training for staff and volunteers in digital

Bringing in external tech expertise and advice

Further development of our existing digital solutions

Developing new or innovative solutions

Other

Core digital staff

Computers, devices and software or subscriptions for the organisation

Someone internally to lead on digital change

Monitoring and evaluation to assess effectiveness of digital

47%

35%

28%

27%

26%

24%

21%

20%

17%

17%

17%

15%

7%

5%
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23 WHAT ARE THE THREE MOST 
IMPORTANT CHANGES 
FUNDERS COULD MAKE IN 
TERMS OF THEIR DIGITAL 
FUNDING AND WHAT THEY 
WILL FUND?

ANALYSIS

     Given that there is a strong need for digital funding 
across the sector, we wanted to find out what 
funders could do to help. 

     The most important change that funders could 
make for almost half (47%) of the respondents is  to 
include core digital costs in all applications. This is 
similar to the 45% of charities who told us this last 
year. There is an urgent need for funders to better 
respond to this. 

     There is potential for funders to up their game with 
a better digital ‘funder plus’ model of support. The 
second most important change, for 35% would be 
training for staff and volunteers

     Charities also want funding for digital 
staff, with 28% wanting funding for this 
and 18% needing additional resources 
for someone internally to lead on digital 
change. This is the third most  
important change.

     Over a quarter  (27%)  would like  
funders to enable them to give digital 
inclusion support, devices and data for 
their community. 

     More than a quarter of charities (26%) 
would like funding to bring in external 
tech expertise and advice.

     A quarter (24%) would also like access to 
hardware and software, showing that this 
basic need is not being met by funders.

     Charities would also like time and 
space to plan and review. 21% would 
like funding for time to develop their 
approach to digital as part of their 
recovery and 17% the space to develop 
new and innovative ideas.

     Finally, funding could help charities 
to understand their audience and to 
assess their impact, with 17% requesting 
funding for the former and 15% 
preferring funding for monitoring and 
evaluation of their digital solutions. 

     The top funding requests from small 
charities are: training for staff and 
volunteers (47%); computers, devices 
and software or subscriptions for the 
organisation (33%) and digital inclusion 
support (33%).

     The top priority for both medium 
and large charities is the scope to 
include core digital costs in all funding 
applications. They similarly prioritise 
training for staff, digital inclusion support 
and core digital staff costs.
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24 IN THE LAST YEAR, HAVE YOU 
MADE USE OF ANY OF THE 
FOLLOWING DIGITAL MATURITY 
DIAGNOSTIC TOOLS OR BEST 
PRACTICE FRAMEWORKS IN YOUR 
ORGANISATION OR TEAM? 

Charities are using a variety of  
frameworks and tools. 

ANALYSIS

     Overall, 61% of charities are using frameworks 
or tools to help with digital. They use a variety 
of options.

     29% are using The Charity Digital  
Code of Practice.

     24% are using Cyber Essentials. 

     18% are using NCVO’s Digital Maturity Matrix.

0 20 30 4010

Charity Digital Code of Practice

Cyber Essentials

Government Digital Services (GDS) Principles

The section on digital media in the Fundraising Code of Practice

Other

NCVO Digital Maturity Matrix

SCVO Digital Check-Up

Data Orchard Maturity Model for Data Evolution

No, we haven’t

CAST Better Digital Services Design Principles

Digital Leadership Framework (Digital Leaders)

The New Reality Report

Yes, but I can’t remember which

29%

18%

13%

24%

6%

6%

13%

4%

5%

9%

39%

8%

4%

DIGITAL BEST PRACTICE
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25 HOW OR WHERE HAVE YOU LEARNT 
MOST ABOUT DIGITAL OVER THE LAST 
YEAR (WE’RE ASSUMING MOST WERE 
DELIVERED ONLINE)? 

ANALYSIS

     Webinars are now the most popular choice to learn 
about digital, with over half (53%) having used them 
over the last year. 

     Just under half (46%) accessed resources and  
guidance online.

     Close to 4 out of 10 (39%) charities have learned 
through problem solving by searching online or  
using Google.

     Almost a third (31%) have learned from others in their 
organisation, showing that peer learning matters. 

     The range of responses spread across a variety of 
methods shows how charities have found a ‘pick and 
mix’ approach to digital learning helpful, including 
blogs and newsletters, asking other organisations and 
professional networks. 

DIGITAL EDUCATION
20 40 60

Webinar 53%

Resources and guidance online 46%

Google and searching online 39%

Training sessions 33%

From others in my organisation 31%

Conferences or workshops 28%

Online course 28%

Blog posts and newsletters 27%

Asking other organisations 23%

External expert advice 22%

Online communities (e.g. Facebook groups) 22%

Professional networks we belong to 19%

Peer learning sessions with other charities 19%

Tech for Good communities 18%

YouTube 16%

Case studies/Service recipes 12%

Podcasts 11%

Mentoring or coaching 8%

Guidance from my manager 6%

Other 5%

None of the above 2%

0
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26 IN THE LAST YEAR, HAVE YOU MADE  
USE OF DIGITAL SUPPORT OR GUIDANCE 
FROM ANY OF THE FOLLOWING SOURCES? 

Whilst 23% of charities have not accessed any help,  
31% have been on training courses and 35% have used 
digital agencies. 

ANALYSIS

     35% have accessed help from digital agencies, and   
1 in 5 (20%) from freelancers and 14% from digital experts. 

     31% have accessed digital training courses.

     23% have not accessed any help. 

     17% have made use of support from infrastructure 
organisations (such as NCVO or ACEVO). 

DIGITAL SUPPORT NEEDS 

10 20 30 40

Digital agencies 35%

Digital training courses 31%

None of the above 23%

Digital freelancers 20%

Catalyst 19%

Infrastructure or member organisations  
(e.g. NCVO, ACEVO, etc.) 17%

Digital transformation or strategy experts 14%

Digital volunteers 11%

Intermediaries and support providers 7%

Mentoring 7%

Ad-hoc advice (e.g. Digital Candle) 6%

Other 6%

Non-financial support from funders  
(directly or via a third party) 6%

0
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27 IS THERE ANYTHING ELSE YOU’D LIKE TO TELL US  
ABOUT HOW DIGITAL SKILLS COULD HELP YOUR CHARITY? 

KEY SURVEY COMMENTS

“We need to build digital skills  
and resilience internally so knowledge  
and experience is broader than in the 

hands of a few.”

“Working remotely happened really 
quickly for us but with IT support and 

some digital confidence in the team, this 
was pretty seamless. More digital training 

would be useful.”

“Funders need to better  
understand how digital integrates with 

face-to-face service delivery and not 
insist on having digital for digital’s sake. 

This is a big issue we are facing as a 
charity right now. Also, internally, people 

want digital to be the magic solution 
yet there is a high level of resistance 
to using digital due to issues around 

risk, safeguarding, data, legal – it’s not 
very well understood. We are being 

asked to create digital products without 
clear evidence of need/what problem 
digital is going to help solve – this is 

very much driven from funders wanting 
digital because they have been told it’s 

important to our audience, as well as 
internal pressure to have shiny  

digital products.”

“Our client base are adults  
with learning disabilities and it has therefore 
been challenging to engage with many of our 
clients online/virtually. We have managed to 

support some clients to access online groups/
video call meetings by accessing funding 

support from the local authority, however this 
involves a large commitment of staff time to 

support them to learn how to use  
new technology.”

“Board-suited digital skills  
training would be really welcome to 

equip us with know-how to ask the right 
questions/evaluate value-added of digital 

investment to date/prospectively.”

“2020 was an incredible year where we made 
huge progress on digital. To maintain this 

going forwards our culture needs to change to 
be more accepting of digital in service delivery 

and our leadership needs to align on  
our digital priorities.”
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27 IS THERE ANYTHING ELSE YOU’D LIKE TO TELL US  
ABOUT HOW DIGITAL SKILLS COULD HELP YOUR CHARITY? 

“I think there remains  
a huge language and understanding 

barrier around digital – even the word 
digital means so many different things 

to different people and can switch 
people off quite early on. Listening 

and empathy skills must come first, to 
learn and understand where someone 

is at with regard to digital. The ultimate 
aim being to make digital work for 

them, so effectively to almost become 
an enabling, unnoticeable tool, rather 
than something that ‘gets in the way’. I 
learned a mantra from an ex colleague 

who I worked on a digital transformation 
project with and I try to always be 

mindful of this in my approach: People, 
Process, Technology, in that order.”

“1. It’s so frustrating to be one of very few people in an 
organisation actively pursuing change – it needs to be 

driven from the top but trustees/bosses often don’t have 
the basic skills themselves and don’t like being told. 2. Any 
developments also need to receive recognition, or at least 

interest, e.g. I have made training videos and delivered 
online training but little interest is shown and no one wants 

to join in or learn how to do it.”

“The pandemic has  
accelerated the pace of change 

towards digital delivery and made 
us do things that we might not 
ever have done. On the whole, 

our audience has responded well 
to our digital offer – we have had 
larger numbers attending online 
events and courses. We have not 
paid out any travel expenses and 

our carbon footprint has  
been reduced. We are also able 
to work in flexible teams across 
different geographies which is  

extremely useful.”

“We need to be confident to work in both digital and 
non-digital ways and to support our service users to do the 
same, whilst retaining their choice of how the services are 
delivered to them. We received funding to allow some of 
our most vulnerable service users (asylum seekers) access 
to devices and data to enable group and peer support.”
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