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What we tested
• We tested the Green Jobs wireframe

• Starting at Service Description
• Skipping “Create Account”
• Filling in and reviewing application

https://taob1x.axshare.com/#id=p0tbqp&p=green_jobs_service_description&g=1

https://taob1x.axshare.com/#id=p0tbqp&p=green_jobs_service_description&g=1


Who we tested with
• We tested: 

• 5 potential customers
• Using Video calls (Microsoft Teams)



What we wanted to learn
Primary questions

• Does the Application Journey have any major issues?

• How long will it take users?

• How hard will they find it (Evidence etc.…)

Secondary Questions
• How do people think they can gather the evidence? 

• is it something that they have available? 
• would they know where to go and source the information?
• how long would it take people to gather the information together?

• Does the new language on the “project plan” make sense to people? 



Results Summary



Results Summary
Does the Application Journey have any major issues

• It is not obvious that it is SAVING as you go. (Do you have to submit each section or does it save each field) 
• Fair Work is not well understood by customers. It feels like an absolute barrier to some It is not understood 

WHY we are asking for it
• Put all the things that would disqualify a user Up Front (Or make it feel that way)
• RETAIL on the banned list is too ambiguous.
• Green Jobs is not just about Jobs (a bit...)

How long will it take users?
• A bit too long. It started to wear down people about mid way.
• Fair Work was the breaking point for some

How hard will they find it (Evidence etc…)
• It is quite straight forward but they might flag a bit toward the middle
• A bit repetitive
• None of it seems unnecessary BUT there is a lot of it.
• Smaller companies would be put off. Larger companies probably get it. 



Results Summary (2)
How do people think they can gather the evidence?

Accounts are easier
Project & Business Plans are not

Is evidence it something that they have available? 
Accounts are on hand or easy to generate
Project & Business Plans are not readily to hand

Would they know where to go and source the information
Yes

How long would it take people to gather the information together 
Finance info would be quick
Project/Business Plans could take longer
Quotes would be as long as the supplier takes to provide them 

Does the new language on the project plan” make sense to people? 
Yes BUT it is not obvious from the top of the Important Information page
Evidence format was not always understood (TEMPLATES)



How Might We
How might we:
• Make the Apply Button less of a Cognitive Disconnect 

(It does not do what it says)

• Add Templates at the right time
• Reassure users that their info is being saved
• Set expectations around time to complete 

(Or totally change their mindset; Modular, Sections at your own pace…) 

• Make response to Eligibility obvious to the user
• Make Fair Work easier to understand for users
• Make it clear Fair Work impacts your application  
• Put disqualifiers up front



Service 
Description

• "A wall of words" A11Y Quote
• “50K Is a lot for a lower limit”
• “It looks like a lot of work”
• Confusing language, calls, claims, 

projects, policies



Check Your 
Eligibility 

• “Why am I seeing this AFTER 
hitting APPLY”

• “I have already done a Post Code 
checker”

• “It does not tell you if you are 
eligible”. (See Separate Eligibility 
Option Testing) 

• RETAIL is misunderstood by many 
companies who are NOT RETAIL. 
Needs more description. 



Important 
information 
before you 

apply
• At the top of this page 

some people were 
disheartened. Further 
down the page it 
became more enticing 
(Missing Template and 
does not say SEE 
BELOW)

• Pictures or Video would 
help (A11Y)



Personal Details

• People tried to click
more than one PERSON
TYPE



Business 
Details

• Sectors don't fit everyone that 
well

• SME definitions are Vague if 
you have 15 employees but a 
large turnover over £10 Million 
Which takes precedence

• Does Sector impact eligibility
• Sectors are not well 

understood



Fair Work 
Principles

• People don't have much 
understanding of what this is

• If it is exclusionary then put it 
earlier in the process

• It is viewed as an All or 
Nothing barrier quite often



About Your 
Project

• Needs Templates (And Links to 
Them)

• “Does it SAVE if I leave the 
page?”. 

• People are not sure what is 
required

• Key section where people 
want a SAVE BUTTON

• Will progress be lost if I close 
this



Project Costs & 
Funding 

• Consultants and Contractors is 
a spurious distinction

• Total Eligible costs is a bit 
Vague



Impact of 
funding on 

your project

• All the sections look the same 
and are hard to differentiate



Financial 
Information
• Year end should be a Date and 

a Month
• TEMPLATES, TEMPLATES, 

TEMPLATES
• Suggested different 

submission framing such as 
"THAT YOU HAVE SUBMITTED 
FOR THE LAST FINANCIAL 
YEAR"



Public Sector 
funding

• Taking "De Minimis" 
out of the heading 
has massively 
improved this.





Declarations
• Good



Review, Submit 
& Confirmation 

phase

• Fine

• Like the Reference Number



Timescales
Service Description
• 4 to 10 mins

The Form
• 20 to 30 mins raw typing time

Total
• 24 to 40 mins without having to get documents or even think 

too deeply.



Evidence
• Varies with Sector
• Accounts are on hand or easy to find
• Business Plans are dependant on how much their business 

has changed recently
• Project Plan....
• Would get Quotes for work
• LINK TO TEMPLATES AT POINT OF NEED
• There is no Project Plan Template. Just a Business Plan 

template



More Quotes
• “It isn’t very well explained (Service Description)

• “I could read this page and easily apply this” (Service Description)

• “I would have been off making a cup of tea by now" (About your project)
• "None of it seems unnecessary - there's just a lot of it"
• "I would be starting to zone out and think nah, this isn't for me" (Fair Work section)
• "This is getting a bit like a riddle" (Impact of funding section)
• “That wall of words is off-putting. I’d prefer to see it broken down a wee bit” (dyslexic)
• “Overall that’s quite a straightforward application”
• “It feels like there is a massive gap there” (Eligibility Response) 
• “I would leave the website at this point, and go make a plan based on this page” and then 

come back with my Word Doc (About your Project)
• “I have completed my Eligibility and I have no idea if I am eligible?”



fin
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