
Concise and  
clear description 

of what SOSE 
will do and how 

it can help

Homepage

Concise statement 
of SOSE purpose, 
vision and values -  

make sure it's 
inclusive of all user 

groupss

Who runs SOSE and 
how decisions are 

made (incl re 
applications for 

products/services/ 
grants);

How SOSE will fit with other 
enterprise support 

providers (SE -  BG -  SDS -  
FBS -  Councils -  Chambers -  

Third sector)  would be 
useful to communicate the 

role of each – and how it 
differs from others

economic 
development 

Vs helping 
businesses

Distinct sections for the 
following stakeholder 
groups (and possibly 

more):  3rd sector; pre- 
start; start up; 

established businesses

How SOSE are 
using their 
funding incl 
analysis of 

effectiveness

Funding 
transparency

Contact us

webchat

tell how we 
can contact 

SoSE

video 
conference

email 
and 

phone

Face 
to face

out of hours 
don't need 

24/7 but 
evenings and 

weekends

Discovery 
research insights

Beta research 
-  staff

How we are 
responding

office locations, 
maps, contact 

phone number, 
email and 

enquiry form

opening hours, 
no evening or 
weekend to 
start with

biographies 
of board 

members will 
be available

mission 
and 

targets

full strategy 
and 

operating 
business plan

community 
support

feedback 
link to 
survey

provide 
feedback

Social media 
presence

Case 
studies

About the 
region NewsServices Current 

vacancies

SoSE 
performance 

info
General

Use plain and 
clear language 

to ensure 
accessibility/ 
inclusiveness

Avoid jargon that might 
confuse or imply SOSE 

will serve only some 
groups (e.g. avoid 
business jargon as 

social enterprises will 
be put off)

Be careful not to 
over promise or 

you risk 
disappointing 

users

Participants feel that 
previous enterprise 
agencies have made 

promises but not 
delivered – resulting 

in cynicism.

Make the website 
personal where 

possible e.g. include 
profiles of real staff 
members who can 

be contacted

Keep the 
website up to 
date or users 

might stop 
using it

All content should 
reflect need for 

SOSE to be 
transparent in all 

areas

Graphics would 
be appreciated 

e.g. to show 
application 
processes

Clear guidance 
should be 

provided on 
the application 

processes

won't be on the 
SoSE website, 

we are 
signposting to 

FBS initially

Career 
opportunities

SOSE 
(whitelabelled) 
services – even 
if they are listed 

elsewhere

Should be easy to 
find which ones 
are relevant to 

users 
organisation

Businesses tend 
to be busy during 

day so need 
access to advice 
and training out 

of hours

majority were keen to see lists of 
specific products and services, as 
well as info about these, on the 

website. This remained true even 
if such information was already 
provided in one or more other 
places e.g. Scottish Enterprise 

website, Single Entry Portal

A few individuals 
however felt it 

could be 
confusing to have 
services listed on 

multiple sites

include: price/ cost 
info; whether 

funding is available; 
where delivered – 

and by whom; 
conditions attached

should be 
pushed out 

through social 
media as well 

as website

 pay attention to 
how content might 
be searched/sorted 

by different 
stakeholder groups.

Must be 
kept up 
to date

Additional SOSE 
'Corporate' Info

no user 
need found 
during UR

KEY

User needs for the website

SOSE should keep track 
of what products and 

services are being used 
i.e. to understand the 

needs of local 
individuals/ orgs

Discovery research insights
2 workshops with:
-  start ups,
-  pre-  start ups
-  established organisations

Beta research
skype calls with:
-  SE account managers 
and -  SoSEP members

Information about the 
region including:
• what you would need to 
know if you wanted to 
invest
• how to invest
• social, cultural and 
economic  info/ history

This might include 
content re 

geography and 
transport, social and 

economic issues, 
housing and schools

market the 
region e.g. to 
tourists and 

investors.

information for 
investors – 

especially concrete 
information about 

what they can invest 
in and what the 
steps might be.

Inspiring case 
studies to 

communicate 
the value of 

SOSE

Capturing real 
experiences of local 

people – potentially incl 
some negative 

experiences – rather 
than being 

unrealistically positive

examples of how 
organisations 

have benefitted 
from SOSE/ SoSEP 

support

case studies showing 
impact of enterprise 

support. These should 
engage and inspire users – 

but be careful not to 
promote a misleading/ 

unrealistic view of what can 
be achieved

Particularly
• Facebook
• LinkedIn
• Twitter

considered an essential 
way to raise awareness – 
especially Facebook and 
Twitter. These should be 

used to ‘push’ content and 
can drive interest to 
Corporate Website if 

necessary

Youtube video 
being made by 
SoSEP -  might 

be reused?

Reuse 
some 
SoSEP 
cases

some events are online on 
SEP and various times for 

events
- 

for advice, this is in contact 
us and won't be out of 

hours to start with

Gaps

from Branding guidelines:
Relationship:
Peer to peer, Honest,  Trusted, 
Confident, Optimistic, Not 
patronising, it’s about collaboration 
and recognising what already exists.

from Branding guidelines:
We do not use buzzwords, jargon or 
empty marketing speak.
We are not speaking from a policy 
perspective but from and to the people, 
businesses and communities of the 
region.

from Branding guidelines:
We are straight- talking, honest, 
inclusive and credible. And we 
talk from the South of Scotland 
not to it from the Central Belt.

from Branding guidelines:
We are optimistic and enthusiastic but grounded in 
reality. We talk about outcomes and deliverables not 
vague intentions and unspecified targets. If we talk 
about help and support then it must be connected to 
a clear and unambiguous outcome. Ambition and 
transparency go hand in hand.

Sectoral 
information

Clear 
messages 

about what 
the Agency will 
do and not do

A bit of everything 
as this will be first 

port of call for 
most (especially 
local companies)

Who we are 
and what 

we do

Mission, 
values

Support that is 
available (for 

my 
company/com

munity)

How the 
Agency will 

operate 
(Operating 

Plan)

Examples of how 
the new agency 

will be 
different/operate 
differently from 

others in the past

Targets and 
measurements

Type of 
Services 
on offer

How to 
access 

services

Pitch – why 
do 

business 
here

Quality 
of life in 
the area

there will be a work for us section 
with:
-  current vacancies
-  how job application process works 
-  process is via SDS website

will be only 
via social 
media to 
start with

not Facebook 
for now, will 

see if there is 
a need later.

starting with 
LinkedIn and 

Twitter 
(account 
created)

part of the 
comms 

plan

some Youtube 
video made 
for SoSEP 

could be used 
too

might have a 
Youtube 

channel later 
if need arise

content 
plan is on 

the go

no user need 
found as we 

did not do any 
UR with job 

seekers

Events

done 
on FBS

not sure this 
can be filtered 
like that -  could 

work via 
keyword on FBS

This will be done via 
analytics, GA on SoSE 

but also analytics from 
FBS, including search 

terms if they have 
made an enquiry on 

FBS

will be done 
once we know 

the product 
SoSE offer, but 
not on day 1

 not on day 1
- 

further testing 
needed when we 

know the SoSE 
products

Regional 
projects 

and 
intiatives

Does this 
also answer 
the needs 

above?

Mission 
and targets 
section in 

Who we are

Our Board 
section, plus 

board 
biographies

is there 
content 
for this?

is there 
content about 
how decisions 

are made?

sounds like the 
list of products 

and short 
description?

 card sorting 
done, could 
do treejack 

too

 GA should 
help once the 
website is up 
an running

there is no user needs found yet but 
should think of Text phone for hard 
of hearing and deaf users until we 
have webchat -  textphone is still 

best if poor broadband

need some 
high level 

explanation of 
the process

able to 
download 

documents 
online so they 
can print them

Beta research
skype calls and face to face  
with:
-  community organisations
 -  Third sector

give the 
confidence 

to get in 
touch

"I want someone I 
can pick up the 

phone and call" - 
"I want a person 

name on it"

brief overview, 
simple, about 

what the agency 
will do

"don't assume we 
know everything"

I would want to 
speak instead of 

making an enquiry.
The human element 
is very important to 

us. We have built 
relationships

Footer links looks at:
Regional project and 

initiative:
we want to see what 

other people are doing, 
and opportunities to 

network

want to see all the 
regional hubs 

(including small 
ones like 

community 
organisations)

Beta research 
-  communities

Environment  is 
really importnant 
should be in the 
vision and one of 

the target

I don't go on 
social media, 
news should 

be on the 
website

social 
media 

won't be 
enough

 “You don’t want 
to be reading 

something that is 
5 years old”! Have 

‘Last updated’

Website should 
have the info, but 

access to an 
advisor who will 
point you in the 
right direction

community 
group are not 

going to be 
on twitter

You need to 
mention 

communities not 
just economic 
develpoment

 Find people 
doing similar 

things and 
connect

Map of who 
is doing 

what in the 
region


