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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 7 tables on the day, so this persona/task was repeated on 

  table 7

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?

· Occasional, specific user, supported by family – potential digital disconnection

· May have language barrier

· Not a prolific user – only Skypes when family comes – indicates limited skills. 

· Tablet was a gift from family so unclear what appetite he has to user digital

· Government sites may not be accessible through tablet

· Support could come from close family, but may not be available if there’s an urgent need

· Physical issues – accessibility, eyesight may be failing

· His ability to use correct search terms

Where will your persona face difficulties on this task?

Kings Lynn

· Too much information to read through

· Confusion about which shortcut to press as two are available

· Form is too long – just need an address – length would put a user off

· Buttons don’t look like buttons

· Changing language – refuse, collections, bin, rubbish

· Too many mandatory fields – eg email address. Ranjan may not have one
· Mixed messages about use of personal data

· Telephone number available- he is more likely to ring

· Could speech readers cope with this form?
Chichester

· Better, as it’s one page?

· Landing page provides user with another option – phone number

· Does it really need to collect a name? It should only need an address

· Don’t need to ask for collection date? Or have it defaulting to today

· Mandatory email address (Ranjan might not have email address)
· No timescales to report it – when is cut off for reporting?
· Dropdown boxes – will this work on a tablet?
· What confirmation comes back afterwards?
· Do they need to know what bin type is? Reduce interaction as much as possible 
Portsmouth

· User gave up – journey was too confusing – nothing tells you “click here”

· He phones the council instead – but he would maybe told it’s quicker online (which would be very frustrating for him!)

· Doesn’t say ‘missed bins’ or ‘report’

· On the plus side, you don’t have to write anything – click through functionality 
· It’s not the first result in Google search
· List of questions without hyperlinks – but no questions about missed bins

What would make the task easier for him/her?

Should be – 

Missed bin button

↓
Address – postcode look up

↓

Confirmation returned so you know you have been successful

↓

Or ‘process gone wrong – ring council on number _____________’

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?

· Comprehension and language
· Understanding

· Sight difficulties?
· Lack of familiarity with council website and process – who is responsible?

· Memory problems?

· Might end up on claims website? Vulnerability and safeguarding
Oxfordshire

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

· Prioritising postcode – why not street name or clickable map?

· Map looks cluttered – smaller icons?

· Can all people read maps? Could map be clearer?
What would make the task easier for him/her?

· Fewer pages

· Simpler map

· Map on first page? Needs area information to reduce map from the whole county

· Form needs simplifying

· Plain English

Leicester

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

· ‘Pothole’ not in title text
· Too much copy, not user-focussed

· Call to action buried in copy

· Multiple hyperlinks – which one to use?
· Too many communication options – directing to phone lines / postal addresses

· No need for a second page

What would make the task easier for him/her?

· Declutter webpage – keep photos

· Use plain English

· Clearer call to action – single button leading to contact form

· Information on available help to complete form

· Emailed copy of the form you have completed

Richmond

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

· Too many steps from Google search – landing page could be better

· Too much contact information

· Reliant on customer to handle differentiating between roads the council is / isn’t responsible for

· Vague about needing contact details – no guidance on why they are needed

· Form for reporting is complicated

· Helpline / phone number only on first page

What would make the task easier for him/her?

· How to improved

· Plain English

· Lose first screen

· Clear call to action

· Step by step form

· Alternative reporting options – eg Facebook – either reporting or logging into council site using Facebook, therefore completing some information automatically

· Clearer direction around giving contact details

· Apps?

· Helpline on every page
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?

· Understanding the parking ticket

· Accessibility to website from her mobile phone

· Dyslexia

· Money to pay fine

· Reading small text and colour and font

· Amount of words on page

· Distractions from text (moving images, ads)

· Lack of familiarity with Government website conventions (only uses YouTube and Facebook)

Camden

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

· Jargon (parking fine – called ‘penalty charge notice’)

· Consistency in use of language

· Too many call to actions – layout

· Body text same size as surrounding text

· Non-clickable icons are confusing. Shouldn’t be above the page title

· Page 2 is a generic online payments page – confusing – and repeats the task in a different language

What would make the task easier for him/her?

· Less text

· Fewer calls to action
· Fewer steps and repetition

· Larger font and distinction in size of surrounding text

· Fewer distractions
· Consistency in design (some links underlined)

· To know where she is in the process (“step 1 of 6”)

· FAQs on first page (within page content)

· Information before she starts
Malvern

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

· Not sure if on correct page – landed on the wrong page

· She would be confused

· Small font and bold text distraction

· Process shouldn’t start with an appeal

· Page 2 – generic payments page – no example of reference, not user friendly, too many unnecessary fields

· Time out

· Payment review system – too much going on 

What would make the task easier for him/her?

· Extending or removing time out

· No receipt option

· Only asking relevant questions

· Breaking the process down across pages – one task per page

· Distinction between title headers and buttons

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

· Too much text

· Too much irrelevant content

· Jargon

· Font size

· Hidden links

· Call to action hard to find

· Not responsive design

· Distracting text from pay button

· Not very user friendly and accessible

What would make the task easier for him/her?
· Shortening the journey

· Clear call to action

· Relevant information at the right time

2nd table to do this persona/task

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

· She might not have a bank account number. 
· She might want to appeal – need to put the information on the actual ticket

Malvern Hills

· Has a picture to help user recognise the ticket. 

· It’s clear.

· What does ‘mandatory’ mean? (not a straightforward, simple word)

Barrow in Furness 

· Too long. 

· Explains in too much detail. 

· Too many clicks and a confusing form.

Camden

· Options are clear. 

· Clear language. 

· Does it only offer online as an option?

· Get rid of postal option.

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

· Take her straight to the phone number on face to face

· YouTube videos to show her how to do stuff

· Web chat – allows to talk in text language

· Language needs to be consistent with what’s searched for on Google 

· Pay via text? (Too costly?) Or by Paypal?

· Payment via where she works if it’s a local business

· QR codes on the ticket – take you straight into the payment form

· Twitter account to start the initial contact

· Improve information on illegal parking to prevent a ticket.

Persona: Ex-offender (Gary)

Task: Apply for a council house

(Looked at Somerset, Portsmouth, North Tyneside)

Where will your persona face difficulties on this task?

· Literacy – 

· Linguistics

· Confidence

· Frustration

· Stigmatised – ex-offender

· Managing expectations

· Too many options

· Clear language

· Images?

· Preparing documents needed in advance

· Trust issues with the system – 

· Suspicion of government

· Government already has his info in ‘the system’ so he may have a sense of ‘why do I have to tell you again?’

· Service isn’t actually available in a way that caters for his needs

What would make the task easier for him/her?

· A better website! More money from government to build better websites

· Put a form online

· Make the phone number immediately visible
· Maybe put a video from a peer online to demonstrate how to do it

· Don’t stress people out by telling them there’s a time out

· Put the form across several pages – with a progress bar!

· Use the data in a clever way – input once, use many times!

· Only ask what’s essential

· Gary’s unlikely to get a council house so he should be signposted to appropriate options immediately

· Have a ‘calculator’ online

Persona: In social housing (Sarah)

Task: Apply for help with school uniform costs

 (Looked at York, Lancashire, Allerdale)

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

· Limited internet access

· No money on phone

· Skills

· Limited technological know-how

· Limited income

· May not have belongings (eg a charger)

York

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

· Not applicable to her child because of age
· Talks about income related – may not be in receipt of benefits

· PDF – no printer and on smartphone. Will need to go to library and charge for printing out form

· Fill in half of form before get told that cannot have the voucher

· Not clear what applying for on the print form

What would make the task easier for him/her?
· Clear eligibility criteria on front page

· Smartphone compatible – non PDF

· Making the eligibility form interactive so it sends you in the right direction

· Giving advice if you’re not entitled to a school uniform

· Giving solutions to problems

Lancashire

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

· Telling what can find / poor Google description. Use of the word ‘grant’

· First sentence does not make sense – too much jargon

· Confusing as to what is provided by council – not sure if it falls under ‘very exceptional’

What would make the task easier for him/her?
· Improved language (plain English)

· Remove misleading information

· Give examples of exceptional circumstances

Allerdale

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

· Not sure about where to click, as result in Google says it’s the A-Z page

· It’s a PDF form

· First title is free school meals – doesn’t mention clothing

· Unclear on what the eligibility criteria is – eligibility checker is a long process
· Too many pages and keeps talking about free school meals

What would make the task easier for him/her?
· Have clear and concise links to both free school meals and clothing pages

· Clearer information

· Eligibility form needs to be earlier in the journey


Persona: Elderly (Elsie)

Task: Report a missed bin

Why can’t your persona use digital services independently?

· No kit – not sure what it all is

· Doesn’t want to – sees it as a generational thing

· Confidence

· Education / perception

· Cost

· Time to learn the internet

· Not wanting to put upon friends / family
What help would your persona need to use digital services?

· Signpost to someone / somewhere to get digital help

· A home visit (with cake!), to show what the internet is
In general, what can councils do to better digitally include people? 

· Get anyone who visits to help promote the internet

· Work on the trust / identity issue

· Work with voluntary sector to create peer-to-peer support
· Use work others have done

Persona: With a disability (Paul)

Task: Report a pothole

Why can’t your persona use digital services independently?

· Paul has never used the internet / hasn’t got a computer

· Attention span

· Time factor – to give him the necessary skills / educate him

· He will need extra assistance

· Finance
What help would your persona need to use digital services?

· Specialists in dealing with people who have autism – have better disability awareness

· Compaid is a good organisation to offer assistance

· Googlemaps – panoramic photos (adding bookmarks to show where the pothole might be, ie “just point to it, Paul”)
In general, what can councils do to better digitally include people? 

· Councils need to make report forms simpler and easier to use

· Free access to internet at libraries and One Stop Shops

· Training and raising awareness of what people can do online

· Computer buddies to aid people who are not familiar with online and digital services

· Making people aware of places to access digital services

· Increasing access to broadband

· Consistency on websites – helping build familiarity. Maintain the identity throughout (trust).

· Providing different learning methods, ie IPads, etc.
Persona: Low literacy (Irena)

Task: Pay a parking fine

Why can’t your persona use digital services independently?

· No access (mobile or computer) – could possibly access via her children
· Presume she’s probably not working due to language limitation

· Language barrier

· Low income

· No computer skills

· Potentially socially isolated

· Single parent – perhaps little free time to learn skills

· Lack of confidence

· ALTHOUGH – she has English speaking children who are probably computer literate (though young)

What help would your persona need to use digital services?

· Greater awareness of other agency support available – frontline and services.

· Training / technology access – internet and hardware

· Signposting to:-

· Awareness training

· Access to up-to-date information base of community help

· Scenario procedures

· Report on analysis and act on the customer need:
· Enable resource decisions

· Assign a value to digital inclusion needs

· Enable hardware / internet access for free or cheaply

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

· Refer people who need help

· Library and 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

What help would your persona need to use digital services?

· Parking fine – does she understand / can read the parking fine?

· Make content usable – in plain English, to the point, etc

· Hook her up with local groups / agencies to help her engage

· One-to-one support to transact / appeal / pay online – over the phone?

· She might prefer a gateway experience – self service support on a computer 

· Learn what gateway can do

· Access training opportunities for computers

· Agency support – signposting

· Free internet access in the area – library / gateway

Persona: In social housing (Tony)

Task: Apply for help with school uniform costs

Why can’t your persona use digital services independently?

· No broadband, no computer

· No money for data contract

· No obvious support organisations

What help would your persona need to use digital services?

· Pub with free wifi

· Using friends’ networks

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

· Motivate the public to use technology

· Educate them about  the capabilities (eg Skype, social media)

· Can anything be done for Tony if the interest isn’t there?

· Tony has decided to not be included – it’s a choice

· Some people need the assistance and are willing

Persona: Unemployed (Jack)

Task: Apply for a taxi license

Why can’t your persona use digital services independently?

· Limited internet experience

· Some ill health

· No friends locally

· No local library

· Doesn’t have mobile phone

· No home computer

· Some concern about security

· Needs help to get started

· Doesn’t want charity 

· Could use nearest town library to use computer / IT buddy

What help would your persona need to use digital services?

· Some IT skills needed for taxi driving

· Could son help a little bit?

· Could use library / local college

· Adult education – courses

· Barclays bank? (digital buddies scheme)

· Council gateways

· CAB / Job Centre

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

· Go back to basics – simple easy-to-use websites

· Work with partners

· Why are we all doing the same things individually?

· Invest in staff

· Invest in digital

· Member and senior management buy-in[image: image1.emf] 
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