SE — Export: Delivery & Documentation

UZ basic usability test: design & content
18/02/21- 23/02/21



What are we testing?

As part of the export section redesign, research on user needs highlighted that the SE site is lacking
information specific to moving goods from the UK to international markets, and the associated customs
and tariffs. Whilst SE doesn't offer a service specifically for this purpose, we wanted to provide self-serve
content that allows users to find other sources of help and support. We've developed a new section
https://www.scottish-enterprise.com/support-for-businesses/exports-and-international-markets/delivery-

and-documentation and want to get some user feedback on how useful the new contentis.

(More detail on the user needs can be viewed on the LK board for this project.)

Sample

Number: 10 people

Region: UK

Device: Desktop

Method: Online unmoderated basic usability test

Screener target: businesses owners/senior decision makers who are based in Scotland


https://www.scottish-enterprise.com/support-for-businesses/exports-and-international-markets/delivery-and-documentation
https://scotent.leankit.com/card/1317196607/parentcards
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Resources to help with delivery and documentation

Delivery and documentation Delverymethods

Selecting the correct International Commercial Terms (Incoterms)
Resources to help with exporting fulfiiment, including customs and tariff information.

Identify your commodity code
Check if tariffs and VAT will apply
Understand customs processes
Documentation for shipping

M OVi n g you I gOOd sa nd SerVices : . Certificates and documentation for specific sectors

Understand if you need an export licence
Once you've completed an export plan and understand the nature of trading with
international markets, you need to establish processes for getting your goods or services
to the people that want them. There are several areas to consider, from export licensing,
customs declarations and tariffs to modes of transport and how to classify your products.

Exporting of services

This phase of getting goods out to market, its associated processes and paperwork, can
involve lots of exporting terminology. The Institute of Export (I0E)'s

Key Exporting Terms & is a useful, plain English, glossary of the most common terms. \ ‘ Q Further training

Many Scottish exporters appoint expert support to help them organise some or all of their / In some areas of exporting, you or your staff may benefit from training or support from
¥ L S 2 - some of Scotland's dedicated business organisations. They provide a range of services,

delivery arrangements and shipping, customs clearances, documentation and licensing. courses and materials to help you if you decide o deal with exporting and logistics

You may want to take on these processes yourself, in which case there are several useful processes within your busin he principle training and support providers are

v inars, tri r rii ¢ T

webinars, training courses and supporting resources available. o T O e B

Government guidance British Chambers of Commerce 27
. 7 Chambercustoms &

The Government has issued ste tep guidance [’ for the exporting process. Our
directory provides links to specific advice from the Government and support from third- The Institute of Export &
party organisations if you need help in a particular area The UK Customs Acadeny 7

The Department for International Trade has also published country guides & for The Government has also provided a list of customs training.providers &

businesses interested in exporting goods or services.
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Test questionnaire: Question 1

1. Please rate your experience on the page by saying whether you agree or disagree with the following
statements:

10 responses - 10 comments Chart Data Customize ~  Export ~

| struggled to understand the _ 21
information on the page. ’
| thought the content was

digest sections.

Exporting terminology was
the content.

were easy to understand.

4 5 5] 7

[+
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Strongly disagree — Strongly agree

= 1st statement: 9 out 10 participants did not struggle to understand the information on the page

= 2nd statement: 8 out of 10 participants thought the content was broken down into easy-to-digest sections

= 3rd statement: 6 participants thought exporting terminology was explained clearly, although 4 participants had a
neutral stance when responding to this statement

= 4th statement: 8 out of 10 participants thought the dropdown headings were easy to understand



Test questionnaire: Q1 comments

Positive

"The dropdown headings made information easy to find. Having outside links was useful too. A live chat would have been
useful that was out with 9-5 as exporting happens at all hours."

"The webpage is very well organised and content is easy to understand."
"I found the page easy to navigate and the content easy to understand."
"A very easy user experience even for a novice who is starting to export."

"There is a huge amount of information on the page and | thought it was arranged into fairly obvious, intuitive sections. I'm
not sure there is a way to display all that information any more clearly to be honest. It’s not the way it’s set out that is
challenging - it’s the sheer amount of different things which now need to be taken into consideration for exporting!"

Negative
"There were too many external website links on the dropdown menus."

"Obviously a lot of reading. A bit unclear with the EU and Non- EU guidelines. maybe that should be a bit clearer. "



Test questionnaire: Q2 - Was there anythingon the page that didn’t make sense or that you didn’t
understand?

Responses | Positive |

Yes, the lack of a specific section about exporting to the EU in the wake of Brexit as many businesses are struggling Negative
with this




Test questionnaire: Q3 - Was there any information within the dropdownsthat wasn’t explained clearly?

Responses

| didn’t notice any dropdowns



Test questionnaire: Q4 - Was there anything missing from the page that you would’ve expected to find on

it?

Yes, a live chat. Maybe a community for business owners online. A specific EU section outlining the changes.
Frequently asked questions would have been good.

Yes, a list of 3rd parties that can help organisations with the process of exporting

Maybe on the first page guidelines broken in two between EU and Non EU shipping.

No

| do not think so.
It seemed very comprehensive but not sureif | noticed what would happen if things go wrong or businesses don’t set up things
legally or properly - is there help to rectify that or guide people to help.

It would be lovely to have some sort of industry or sector specific links which would take you to a page displaying the infor mation
most likely to be relevantto your particular business.

No

| thought the link for the further training could be hyperlinked when it was first mentioned instead of having to scroll down to find
the training.



Test questionnaire: Q5 - Please tell us what your next step would be if your business needed more help
with the information covered on the page?

Read more using the links on
support...
Contact one of the business

organisations providedon 0% (0)
the page

Speak to a professional
adviser (accountant/lawyer) 0% (0)
that | already...

Do more research on
available export training

Contact Scottish Enterprise

Analysis: 7/10 participantschose an action we would want them to take after reading the content which
is encouraging. For the 3 participantswho said 'contact SE', this is perhapsinevitable given the content
sits on our site and, although we don’t promote 'contact us' form on this page (because we don't have
support services connected to this content), we can expect this page to generate some enquiries.



Test questionnaire: Q6 - Overall, how did you feel about the design and layout of information on the page?

INTETTI7 I Negative

Responses

Itis ok but can be very detailed with the menus.

| think, given the complexities which Brexit has introduced into the exporting of goods to existing EU customers, this is as clear as you
could make it. There’s a lot of reading on the page and | did find myself getting a little overwhelmed as | tried to go through it all. 1t might
be easier to digest if it were displayed on multiple pages using a Next button rather than just drop down tabs.

It was OK. But could be so much better, and easier to understand. | feel that some people would be at a disadvantage readingit because
it’s not so easy. It could be more accessible, to people that might not have business knowledge already.




Test questionnaire: Q7- Overall, do you think this information would be useful for your business if you were
going to export?

No 0% (D)

Don'tknow 0% (D)

0% 10% 2% 0% 40% a0% 60% % 80% 40% 100%



Test questionnaire: Q7 comments - Overall, do you think this information would be useful for your business
if you were going to export?

Comments

Everything you needed to know was there but | would have liked more EU exporting specific information as | feel that it is the main
reason people would use the site. It was almost as though SE wanted to act like Brexit never happened which is not helpful to those
struggling with it and the mounting paperwork that has caused such confusion.

The step by step guide should be a starting point to help understand if | can do it myself or not
Obviously would take a little while to gather the information.
| did not know this information was readily available now | know where to find the information | need in future.

it is very comprehensive

| think this would definitely be a great starting point for trying to work out what | needed to do but | definitely think I’d be spending
days and a lot of money on seeking more advice.



Conclusions and recommendations

* Overall,the feedback on the page content and design was very positive with most participantsfinding it
easy to navigateand understand.

« Afew comments were made about the lack of reference to Brexit and information specific to EU and
non-EU shipping

* Onlyone participant(slide 5) commented that they thought there were too many external links on the
page, suggesting it's not an issue for the majority.

Recommendations

 The responses to Q4 (slide 8) to be discussed between project team to decide if any should be
actioned.

e Discuss if we should edit the content to include references to Brexit and make it clearer that the
information provided applies whether you are exporting to EU or non-EU regions.



