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	Persona
	Task

	Someone who is elderly
	Report a missed bin

	Someone with a disability
	Report a pothole *

	Someone with low literacy
	Pay your parking fine *

	Someone who has offended
	Go on the list for a council house

	Someone who is in social housing
	Get help with school uniform costs

	Someone who is unemployed
	Apply for a taxi licence


* We had 8 tables on the day, so these personas/tasks were repeated on 

  tables 7 and 8

Morning practical exercise

We asked groups to look at a persona and a task and to answer the following questions:-

1. What issues does your persona have that may affect his/her ability to complete the task?

2. Where will your persona face difficulties on this task?

3. What would make the task easier for him/her?

Afternoon practical exercise

We asked groups to look at a persona and to answer the following questions:-

1. Why can’t your persona use digital services independently? 
2. What help would your persona need to use digital services?
3. In general, what can councils do to better digitally include people? 


Persona: Elderly (Ranjan)

Task: Report a missed bin

(Looked at Kings Lynn, Chichester, Portsmouth)

What issues does your persona have that may affect his/her ability to complete the task?

· Limited knowledge

· No instructions for website

· Only 1 choice of how to report missed bin: the website

· No advantage of reporting online (for Ranjan)
· Language difficulties (possibly)

Where will your persona face difficulties on this task?

· The language within the site changes – the website starts clear but gets very complicated

· Too much information (not simple)

· Too many pages – even a few pages into the website, Ranjan still has not been able to report

· The websites ask for a lot of information that the council already has

· Type size is very small and hard to read

What would make the task easier for him/her?

· A simple form

Persona: With a disability (Jane)

Task: Report a pothole
(Looked at Oxfordshire, Leicester, Richmond)

What issues does your persona have that may affect his/her ability to complete the task?

· Confidence

· Where / how to start

· Trust in the site (entering personal details)
· Unfamiliar site
· Is it going to be simple (easy to understand)?

· Will the form be short? Clear? Simple?

What would make the task easier for him/her?

· Minimal compulsory fields on the form

· Clear instructions

· Short form

· If many pages, restrict a page to 1-2 questions only

2nd table to do this persona/task

Oxfordshire

Where is your persona going to face difficulties in the journey?

· Might not know postcode

· Map may be hard to understand

· Category should already be selected

· Form doesn’t make it clear what fields are mandatory

· Shouldn’t have to register or confirm

· May not use email, so can’t confirm report

Leicester

Where is your persona going to face difficulties in the journey?

· Title of page (Highway Maintenance) may be confusing

· Content – too much text

· Call to action is buried at bottom

· Too many options on page

· No online option

· Too much jargon and not plain English

Richmond

Where is your persona going to face difficulties in the journey?

· Too busy

· Call to action is in middle of paragraph

· Don’t need first page

· Options should be same size

· Too many pages before form

What would make the task easier for him/her?

· Use plain English (more relevant text)

· Separate services into different sections

· Fewer choices

· Call to action at top of page

· Add online option to report pothole

· Use pictures and icons to make navigating easier

· Tell us the information we need to fill in the pothole report (ie location, map)

· Tell us what happens next

Persona: Low literacy (Bex)

Task: Pay a parking fine
(Looked at Malvern Hills, Barrow in Furness, Camden)

What issues does your persona have that may affect his/her ability to complete the task?

· May not have bank account / credit card

Malvern Hills
Where will your persona face difficulties on this task?

· First page you land on is ‘Appeal an excess charge notice’. This is technical language. Also, we didn’t search for ‘appeal’ – we searched for ‘pay’, so it feels like you’ve landed on the wrong page.

· No context info on the payment page / form

· Lots of fields – most not needed

· Reference to ‘Add to list’ is very confusing

What would make the task easier for him/her?

· Put ‘pay‘ at the top and ‘appeal’ beneath (ordering)

· Use plain English

· Explain what ‘Reference’ number is needed

· Don’t ask for unnecessary information. 
· Make form as simple as possible

Barrow in Furness
Where will your persona face difficulties on this task?

· Very text heavy. Lots of official pre-amble. Lots of scrolling

· Terrible on a phone!

· Does have ‘read out loud’ option, but too much info on page

· ‘Pay’ button goes to somewhere generic – have to click again

· Final ‘pay’ link goes to Capita, which has a different look and feel – possible trust issue

· Intimidating options – red text, ‘Fines starting with ER’ – what does that mean?!

· Asks for ‘PCN, ‘account name’ without giving contextual info (what are these things?)
· Payment not clear. Amount isn’t clear

What would make the task easier for him/her?

· Web chat would be more useful.

· Make the actions very obvious – ‘pay’, ‘appeal’

· Consistent branding and messaging would help

· Needs to be optimised for mobile

· ‘How to pay a parking fine’ video on Youtube

· Better explanation of technical terms (eg ‘requires a UK postcode’)

Camden

Where will your persona face difficulties on this task?

· Page is called ‘Penalty charge notices’, not ‘Parking fine’ – confusing and intimidating. Needs better / clearer page title

· Payment option is at the top

· Only option is to pay online

· Goes to generic payment page with lots of intimidating info, eg account link. Another click needed

· Trust issue = the payment address is Northampton but it’s for Camden – no explanation

· Final page is simple and clear… once you reach it

What would make the task easier for him/her?

· Should go straight to parking fine payment

2nd table to do this persona/task

What issues does your persona have that may affect his/her ability to complete the task?

· Dyslexia

· Mobile phone access – can’t access desktop

· Comfortable with technology

· Reading large text which may not be in plain English

Malvern Hills

Where will your persona face difficulties on this task?

· 1st search takes you to ‘Appeal an excess charge notice’, not a parking fine

· Payment button at the end of this text

· Inconsistent use of terminology (sometimes excess charge, sometimes PCN)
· Entering registration number – why?

· Why asking for address information?

What would make the task easier for him/her?

· Put pay at top

· Combine pages

· Consistent use of terminology

· Simplify form

· Plain English

Barrow in Furness

Where will your persona face difficulties on this task?

· Too long (4 pages)
· Click ‘pay now’ on page 2 which takes her to another list (ie can’t pay now!)
· Too many options – without an explanation

· Page 4 – can finally pay!!

· Doesn’t tell her what information she needs in order to pay

What would make the task easier for him/her?

· Strip content

· Plain English

· Link directly to pay page

· Blank sheet of paper – start from scratch

Camden

Where will your persona face difficulties on this task?

· 3 pages (2nd page not necessary)

· Heading on page 1 – inconsistency in using terminology – sometimes ‘Parking fine’, sometimes ‘Penalty charge notice’

· Box on right side of page 1 duplicates text on page 1

· Related information – distraction

What would make the task easier for him/her?

· Take out page 2

· Streamline information on page 1

· Use consistent terminology

· Button instead of text (makes it stand out)
In general, what would make the task easier for him/her?

· Site that can be flexibly used on a mobile phone

· Assistance with using social media

· Text in plain English

· Transactions at the top of the webpage

· Webpage accessible for people with dyslexia

· Make use of Youtube

· QR code on ticket

Persona: Ex-offender (Gary)

Task: Apply for a council house

(Looked at Somerset, Portsmouth, North Tyneside)

What issues does your persona have that may affect his/her ability to complete the task?

· Will he be suitable or eligible for a council house?

· We must make sure he can access internet on his device. His Blackberry may be very old.

· He will probably get frustrated if info is presented in a long, complicated way.

· He probably won’t know where to go for help while applying (eg libraries)

Where will your persona face difficulties on this task?

· Too much writing / info for him to read

· Can he actually apply online? Or must he go in person to the council offices?

· Problem of scanning original documents required by council

· He may be able to read form but can he write to fill it in?

What would make the task easier for him/her?

· Only put specific, necessary info on website (not history of council houses)

· Have limited text. Include pictures possibly?

· Put criteria near the top – if someone isn’t eligible, there’s no point in going further

· Think of user first – not council’s aims / needs

· Say – Do you want a house? Are you in work? Your options are: x, y, z

· Make it clear where/who to contact to help him

· Make links between council website and govt depts. – eg DWP, prison records, etc so the form ‘fills itself out’. (Though what about data protection?)

· Use plain English

· Have a button which tells Gary what official info he will need before he starts to fill the form in, eg National Insurance number

Persona: In social housing (Sarah)

Task: Apply for help with school uniform costs

 (Looked at York, Lancashire, Allerdale)

As a single parent, I want to user the internet to see if my school offers grants for free school uniform

What issues does your persona have that may affect his/her ability to complete the task?

· Low income

· Limited internet access

· Possible low self esteem 

· Possible low literacy (teen mum)

· Vulnerable environment

· Single parent

· Willing but unable

· Something preventing her from asking school direct

· Could use computers at library (with possible assistance) to search on the internet

· Could take smart phone to somewhere with Wifi

· Access

· Literacy

· Confidence
York

Where will your persona face difficulties on this task?

· Makes you download a PDF form

· Further info links are below application link

· Misleading info

· Not plain English
What does work for this task?

· Good heading

· Visually drawn to the link

· Form also covers free school meals and transport

· Allows her to take a form home

Lancashire

Where will your persona face difficulties on this task?

· This service has been discontinued – she has to decide whether she is an ‘exceptional case’

· It mentions free school meals with no link or explanation, so she’d need to do more research to understand what that is
· Jargon and complex language – plain English needed!

· Unnecessary info (data)

· Doesn’t answer the question

Allerdale

Where will your persona face difficulties on this task?

· Takes you to the A-Z pages – not the specific page. You then have to select ‘school clothing’
· Takes you to Cumbria Council’s website and you land on free school meals page – not uniform page
· Then have to click again for another bullet list

· Then have to click again and another page titled ‘Free school meals’

· Have to click again to open an online application again titled ‘Free school meals’

· Makes National Insurance number and other details compulsory

· Too many clicks

· Bad use of terminology

· No ‘plain English’

In general, what would make the task easier for him/her?

· Plain English

· Sample questions

· Less clicks

· Clear instructions / pointers

· Contact number

· Keep important / relevant info at the top.



Persona: Unemployed (Emma)

Task: Apply for a taxi license

(Looked at Birmingham, St Albans, Melton)

What issues does your persona have that may affect his/her ability to complete the task?

· Lack of confidence

· No personal access

· Cost?

· No business reason

· Unaware of the implications of this as a career

· Isolated

Birmingham

Where will your persona face difficulties on this task?

· P1
· In the wrong order

· Choices aren’t clear

· P2 
· Page is far too long

· Page relates to existing drivers, not new / prospective ones.

St Albans

Where will your persona face difficulties on this task?

· P1 
· Unclear what is required

· Unclear which application is needed

· Need to call a phone number to get application form for a criminal records check
· Needs clear steps

· P2 

· Massive form combining application with policy

· Sexist pictures

· Daunting

· Easy to get lost / to give up

Melton
Where will your persona face difficulties on this task?

· P1 
· Legalese / jargon – no contact details

· List not clear – which should I click on?
· No call to action

· P2 
· Title is different to title of link we clicked to get to it
· No process / clear instructions

· Not in order

· P3 
· Not an ‘online’ form

· No explanation of this from previous page

· Really long form

· Daunting!

· No validation

· Doesn’t know what she needs to complete the form. 

· May get to the end and not be able to save or print it in a library

Persona: Elderly (Elsie)

Task: Report a missed bin

Why can’t your persona use digital services independently?

· Never had a computer, never needed one

· Doesn’t feel she can get out to use a public access terminal

· Doesn’t know anyone that can help

· Unwillingness to learn how to use computers

· Can do it over the phone

What help would your persona need to use digital services?

· Opportunities for day centres to offer skill-sharing (place of interest where someone with Elsie’s profile may go)

· Family members who may be able to help

· Tablet technology often easier to use/learn

· Potentially put tablets into libraries etc, rather than terminal

· Likely to learn from peers too

· Security awareness to alleviate concerns

· Introduce a theme that interests and gets people into digital for the first time (eg politics for Elsie)
· For Elsie, perhaps aim for assisted digital

In general, what can councils do to better digitally include people? 

· Understand our customers and their characteristics – customer insight

· Do your demand analysis (eg what’s happening currently) rather than make assumptions

· Re-design is cheaper and more efficient than what you did before

· Customer experience is better

· Need better machines and infrastructure like Wifi

· Invest in places that offer access, eg libraries

Persona: With a disability (Paul)

Task: Report a pothole

Why can’t your persona use digital services independently?

· No access to kit (ie no access to mobile phone, computer etc)

· Has autism

· Is anxious about specific things

· Access

· Skills and confidence

· Trust

What help would your persona need to use digital services?

· Face by face interaction with someone he can trust

· Joining a train society to indulge his interest/hobby of railways

· Someone in day care, sheltered accommodation or family could help

· Provide some sheltered accommodation that provides free wifi, tablets, etc.

In general, what can councils do to better digitally include people? 

· To do digital things better – ie easy, fast, simple, plain English, real user testing

· Make sure pages are findable

· Ensure journey through webpage is easy 

· Use data information to target specific users in your communities

· Improve access to a computer terminal in offices and partners’ offices

· Work better with our partners and voluntary and community infrastructure organisations to make use of all resources and data (eg volunteers)

2nd table to do this persona/task

Why can’t your persona use digital services independently?

· No equipment – no capability to  arrange for himself

· No experience / skills

· Never tried

· Lack of knowledge / motivation

· Trust is a big issue
· Overall customer experience – if bad once, could put him off forever

· Need someone he trusts to help him

What help would your persona need to use digital services?

· Sheltered accommodation supporting him – provide equipment

· Autism charities

· Involve trains somewhere in the training / support

· Training on a train

· Training in a library

· Train app

· Train videos

· Gradually introduce pothole reporting content – report from afar, rather than getting too close

· Show him the result – filled potholes

· Pothole reporting terminal at train stations

In general, what can councils do to better digitally include people? 

· Marketing of training and opportunities

· Not online marketing

· Actually tell people what we can do to help

· Ongoing support needed
· Cut through paperwork/process to arrange

· Improve customer journey and user experience

· Improve accessibility (eg using assistive technology) for sites / apps

· Show the value and outcomes to the customer – positive reinforcement

· Nudge

· Face-by-face
· Identify customers based on their entire need – don’t view them as single users of services

Persona: Low literacy (Irena)

Task: Pay a parking fine

Why can’t your persona use digital services independently?

· Language – can’t speak much English – no friends

· Use Google translate?

· Has phone – email only

· No access to computers

· No debit cards

· Children can use computers – Irena can’t

What help would your persona need to use digital services?

· Advice – would need to ask questions about bank, debit cards

· Translation

· Equipment – access to laptop

· Needs penalty charge number, registration details

· Explain why she got the fine

· Ask about courses

· Kids via library

· Language course

· Video?

· Lots of visuals, pictures

In general, what can councils do to better digitally include people? 

· Refer people who need help

· Library – resource Wifi

· School – resource Wifi

· Advertise Google translate

· Identify language speakers in council

· Icon on desktop – Google translate

· Use pictures

· Simple and clear

· Symbols on parking fine, easy URL

· Easy videos

2nd table to do this persona/task

Why can’t your persona use digital services independently?

· Has no computer

· Doesn’t understand English well

· Low confidence

· Lack of support

· Lack of IT skills

· Financial difficulties / low budget

What help would your persona need to use digital services?

· Translation – face-by-face

· Skype

· Community groups

· Profile review to see what help is available

In general, what can councils do to better digitally include people? 

· Be more realistic about how bad it is

· Promote digital literacy

· Find out why users aren’t online

· Make services so good, users choose to use them

· Embed digital inclusion into whole council

Persona: Ex-offender (Tom)

Task: Apply for a council house

Why can’t your persona use digital services independently?

· No access

· No knowledge

· No motivation

· Lack of self confidence

· Pride

· No necessity – not a need/want

· Alcoholism – access to help

· Possible temper issues

· Low concentration / high frustrations

What help would your persona need to use digital services?

· Require 1 on 1 sessions

· Ongoing help

· Venue with trained / experienced helpers

· Look for charities that specialise in his area eg help for heroes / probation / larger organisations

· Need to be signposted – Shelter

· Needs to be encourage / reassured

· Pride restoring

· Someone to open his eyes – work / support groups / forums

· Someone to help improve his educational skills

· Someone with experience of working with potentially violent people

In general, what can councils do to better digitally include people? 

· Make resources more available / accessible

· Make online services clear and easy to find

· A support telephone line

· Be more ‘in the community’ – go to the customer

· Train staff

· Create useful apps

· Personalisation

Persona: In social housing (Tony)

Task: Apply for help with school uniform costs

Why can’t your persona use digital services independently?

· Ignorant and reluctant

· Pre-conceptions

What help would your persona need to use digital services?

· Daughter can help / do it

· Support worker in common room

· Call school to signpost

· SMS (text message) – link to tool?

Persona: Unemployed (Jack)

Task: Apply for a taxi license

Why can’t your persona use digital services independently?

· Doesn’t have means to

· No place to do, no money, locale can’t support

· Lack of confidence

What help would your persona need to use digital services?

· Equipment (smartphone / computer)

· Training (technical)

· Emotional support (confidence boost)

· Income (to be able to pay services) – job as a priority

· Online identity (email address, facebook account)

· Technical assistance with filling in the application

In general, what can councils do to better digitally include people? 

· Provide access points in as many places as possible 

· Improve web services’ interfaces

· Pressurise 3rd party suppliers to improve their offering

· Training in cooperation

· Promotion and advertising offline (stationery, fleets, etc)
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