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Melissa Eggleston 
UX & Content Strategy Consultant 
melissa@melissaegg.com 

Website Look Like? 

What Would A 
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90 

Minute Workshop 
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25 min – Trauma-Informed/UX Ideas 
15 min – Partner Work 
20 min – Survivor Sensitive Features 
20 min – Action Plans with Pals 
10 min – Q & A (but ask anytime) 
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Why Am I Here? 
•  Who is this Melissa Eggleston anyway? 
•  Elizabeth Johnson (NCCADV Board Member) 
•  Trauma-informed 
•  User experience (UX) 
•  Overlap of trauma-informed with UX 
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What is User Experience? 
 
User experience is the way a person feels about using 
a product, system or service.  
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UX the Discipline 
 
“User experience is a discipline focused on designing 
the end-to-end experience of a certain product.” [or 
website, service, system, etc.]   

 -  Rui Barroca, Product Designer 
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Trauma-Informed Approach 
•  Realizes the widespread impact of trauma and 

understands potential paths for recovery; 

•  Recognizes the signs and symptoms of trauma in clients, 
families, staff, and others involved with the system; 

•  Responds by fully integrating knowledge about trauma 
into policies, procedures, and practices; and 

•  Seeks to actively resist re-traumatization. 

- From Substance Abuse and Mental Health 
Services Administration (SAMHSA) 
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What symptoms of trauma 
might affect a website 
visitor?  
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6 

Trauma-Informed Principles 



@NCCASA     @melissa_egg 

Trauma-Informed Principles 
1.  Safety 
2.  Trustworthiness and Transparency 
3.  Peer Support 
4.  Collaboration and Mutuality 
5.  Empowerment, Voice and Choice 
6.  Cultural, Historical, and Gender Issues 

- From Substance Abuse and Mental Health 
Services Administration (SAMHSA) 
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Overlapping Principles with UX 
1.  Safety  
2.  Trustworthiness and Transparency 
3.  Peer Support 
4.  Collaboration and Mutuality 
5.  Empowerment, Voice and Choice 
6.  Cultural, Historical, and Gender Issues 
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Other Guiding Principles 
•  Non-profits are on a tight budget. 

•  We need “do-able,” not radical, design improvements.  

•  This concept of a trauma-informed website and 
survivor sensitive features is new and evolving. 

 

•  Let’s build on available research and resources. 
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Foundation for Your Website 

Communication Plan 
 - Relates back to your mission 
 - States the objectives of your website 
 - Prioritizes your target audiences 
 - Documents your key messages 

Download editable document at melissaegg.com/blog 
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“Every use of your website or mobile app is a 
conversation started by your site visitor.” 
 
 

- Ginny Redish, Author, Letting Go of the Words 
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Questions? 
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5 
Important Ideas 
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1. Make it obvious in 5 seconds 
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“Oh it’s a ___________, where 
I can _______________” 
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2. Reduce cognitive load 
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“I’m tired just looking at it.” 
•  Is this clickable or not?  
•  What do they do? 
•  Where am I? 
•  What can I do here? 
•  Where should I start?  
•  Is this the navigation? Or is that the navigation? 
•  Where is _________? 
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“Within a fraction of time, people build a first visceral 
‘gut feeling’ that helps them to decide whether they 
are going to stay at this place or continue surfing to 
other sites.”   

-  Google study, 2012 
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“Within a fraction of time, people build a first visceral 
‘gut feeling’ that helps them to decide whether they 
are going to stay at this place or continue surfing to 
other sites.”   

-  Google study, 2012 
 

Key Factors: Visual Complexity, Prototypicality 

Faster than the blink of an eye (!) 
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3. Increase readability of text 
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Ideal Text 
 

•  Less than 600 pixels wide 
•  Readable at Grade 9 or lower 
•  Inviting – not like a “wall of words” 
•  Edited through the FREE Hemingway 

Editor tool 
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4. Fix broken links, typos, errors 
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A broken link  
is a broken promise. 
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Use Free Online Resources 
•  Broken Link Checker   

 https://validator.w3.org/checklink 
 
•  Spell Checker 

http://tools.seochat.com/tools/free-spell-checker/ 
    http://respelt.com/ (low cost) 
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5. Be more inclusive with content  
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https://nccadv.org/
get-help/domestic-
violence-
information 
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Partner Exercise 
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Partner Exercise Instructions 
•  Together, please look through the websites listed 

and discuss them. 
  
•  Talk about what’s working or not working in light of 

some of the principles we just discussed. 
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5 Ideas Toward Trauma-Informed  
1.  Make it obvious in five seconds  
2.  Reduce cognitive load  
3.  Increase readability of text 
4.  Fix broken links, typos, errors  
5.  Increase inclusive terminology and images 
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5  

Survivor-Sensitive Features 
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1. Improve safety alerts and exits 

!	
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@NCCASA     @melissa_egg 



@NCCASA     @melissa_egg 



@NCCASA     @melissa_egg 



@NCCASA     @melissa_egg 

Improve safety alerts and exits 

1.  Have impossible to miss safety information 
2.  Ensure it’s easy to click on exit 
3.  Break the back link 
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2. Adjust “contact us” 
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3. Make “get help” links stand out    
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4. Make it more mobile-friendly 
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Why is mobile important  
for survivors?  
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What makes a website 
mobile-friendly?  
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SPEED 
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Speed Test Tools 

•  https://developers.google.com/speed/pagespeed/insights/ 

•  https://tools.pingdom.com/ 
 

•  https://www.webpagetest.org/ 
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5. Upgrade Your Images 
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No Triggering Images 



@NCCASA     @melissa_egg 

5 Survivor-Sensitive Features 
1.  Improve overlay and/or exit  
2.  Ensure “get help” button is prominent 
3.  Adjust “contact us” for safety 
4.  Make it more mobile-friendly 
5.  Upgrade your images 
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Small Group Exercise 
•  Get in groups of three 
•  Have a computer or at least a phone with you 
•  Take an action plan handout or take notes on your 

computer 
•  Go through your websites and see what needs to 

change 
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10 Ideas to Apply to Your Site 
1.  Make it obvious in five seconds  
2.  Reduce cognitive load  
3.  Increase readability of text 
4.  Fix broken links, typos, errors  
5.  Increase inclusive terminology + images 
6.  Improve safety alerts + exits  
7.  Ensure “get help” button is prominent 
8.  Adjust “contact us” for safety 
9.  Make it more mobile-friendly 
10. Upgrade your images 

Start with the 
ones that are 
most do-able! 
 
 

Pick some for the 
short term, some 
for the long term. 
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Further Resources 
NCCADV 
Webinar on 
August 11th  
2 – 3pm 

melissaegg.com/blog 
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Let’s start the trend of 
trauma-informed websites! 


