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What we tested

 We tested the latest OM Wireframe
https://taobl1x.axshare.com/#id=8pdqr7&p=project opp support section

overview&fn=0&dp=0




Who we tested with

* We tested:
* 6 potential customers
* Using Video calls (Microsoft Teams)



Results Summary

There are two paths that are clear to customers. The text around
the Enquire path suggests a conversation. When users click
through they see a standard Contact Us form and little language
to sustain their expectations

The Apply path does meet expectations.
The form is clean, clear and easy to understand

The Account Creation is at the appropriate time in the journey
and IS expected

The Document requirements (Passport, Driving License, Other)
were acceptable to all participants



Recommendations

* Review the details page and consider adding language or depth
to the contact us form to suggest it is more than what it appears
to be.

* Review language on Service Descriptions to see if it can be
“Socialised” a bit to sound less like “Business Speak”.



Business support for a project or opportunity

Ta||0red Support page Get tailored support for a new project or
opportunity
* Low Carbon and Net Zero, ol e e e
are often viewed as a Cost e i i
. + Hels fockblag yeur ki -
to businesses, and they do e e B
not hear enough about the -
benefits to them What kind of opportunities and projects can we support?

Reducing carbon or
improving
sustainability

Lecking to reduce your
carbon foosprint, improve
your environmental

* Otherwise the page works
well

Getin touch

Subenit an enguiry foem

Phone: 0300 013 3385




Get tailored support for a project or opportunity in
sustainability

Low Carbon e e B s i

=

One to one support fora green or low carbon

* Lack of visibility around project

benefits to the business TP A

ducing your carbon usage mak wcmwuor-hmmmwmpw
mew investors, and open up opportunities with and suppliers who are k to work with

* Project types also suffer

|f you've found an opportunity to miske your business greener, we can werk directly with you to develop

from the same 'wiqu“f'f:r;“wﬁzznmuomm .
” thirdparty support.

“perspective disconnect

What type of support is available?

* Some users found the N _
T’ ” e e e e
language quite “Scary e o e

» Access to our net zero disgnostic tool to get insights into how you can adapt your cperations in

= - A
- W Sippor it P P gsnng

2 business benefit
* Help 3 the i # your

Halo I .

=p g 9
= Support from a range of partners and stakehclders

What types of projects are eligible?

There are lots of different ways you may be lodking to become 1 Projects we typically

support in this area indude:

« Oppertunities to reduce your carbon usage and improve energy efficiency

» Opp ities to make your busi o prody friendly or

= Opp it op and services for the green ecornomy

* Projects that the Sceetish G 1ts ambiti achieve net zero carbon
emissions by 2045,

This support isnt designed to help you find a new cppertunity = you'll need to already have identfied an
i a proj ind to help you achieve it. You'll need to have done some research to
show what outcomes you expect and what challenges you'l liesly face.




Outcomes your project will need to deliver

To be eligible for support, you should ly be -] of the following

preject o opportunity:
Low Carbon (part 2) e e e et
+ Reduced carbon emizsions, improved e 2 part izt
* Some users thought they e
were expected to deliver e
« Impeoved productiity or reduced costs
all the outcomes
* People skim headings and What businesses are eligible?
lists. The paragraph needs Ve derf have any s eyt round thing i company siseor seccr. Wi more
interestad in the opportunity you've found, how it could help your business and how it could benefit the
to be condensed. wider aconrmy, Howevr,yo will st be wading i Socelnd,

Wie'te particularly interested in supporting businesses that

* Will create or safeguard jobs = especially anes which are green, fair and lasting

* Are comymitted to or working ds fair work principles — such as paying the real living wage,
giving employees an effectve voice and i ing in werkplace develop Yeu can find cut
meee st the Fair Werk Corvention

» Are comymitted to low carbon and sustainable practizes

& Are nEw eXpOrters of iNNOvascrs

The more of these values you can meet, the more licely we'll be able to offer you support.

Businesses that aren't eligible

Our support senices arent available to compenies who are involved in the fellowing sectors or
activites

* Banking insurance or sub-prime lending

* Garbling

* Aduit entertainment

» Tobacco

= Lozally traded senvices

» Any activity that could have 2




Low Carbon (part 3)

The steps were welcomed

The Two buttons
suggested Two paths only.

The Enquire Button
suggests a conversation.
This expectation is not
supported when they see
what looks like a Contact
us form on the next
screen.

Businesses that aren't eligible

Our supp arent
activities

» Banking, insurance or sub-prime lending

» Gambling

* Adult entertainment

* Tobacco

« Lozaly traded services

* Any activity that could have 3 negative impact on human rights

The application process

During the application you'll be asked to create an account, which will let you save your application to
return to later. You'll then need to provide:
* Personal details — such as your name, contact number and relationship to the business. Youll also
need to provide some 1D such as 3 scan of your passport o driving licence
¢ Business details - such as your Companies House number or other registration number, as well as
your address, tumoves, number of employees and cther basic information
o Project details = such as the activities you're plamning, the cutcomes you expect and risks you've
idertified

Step1 - Step2-wellreview  Stepd - ctivityplsn  Step 4 - project
apply or enguire your spplication support

Youcangetintouchto  We'll let you know within  If your spplication i= Vie'll defiver the support
discuss your idea witha X days if we can help. successful we'lldraft  set outinthe activity
specialistfrst ccyou  Wemaygetintouchto  an activity plan that planin colsboraticn
canjump straight tothe  discuss youridea details what supportwe  with your business. This
application. further beforegivinga can offer you. support will end when
firm offer. the project
is compiete.

Next steps

Get in touch Ready to apply?

Before you apply. you can getin touch o If you're confident that your idea and the
discuss your idea with a member of the activities you're planning are eligble for
team, who can answer any Questions you speciakst support, you can start the:
have and let you know whether you might application straight away.

be suitable for specialist support.




Enquire T T ——

* This looks like a standard
Contact Us form that does — =
not reassure people that a e ki st = i
conversation is being | | |

Sta rted . Company name and trading address - °
I

[[] rvereadand agres tothe consent statement

The perscral details and informaticn provided will be used to answer your snauiry and keep you updated on
23 progress

They will be stored on cur syster which is shared with other public sector bodies

By ticking the box and dicking submit you confirm that you have read and agreed to the terms of our privacy




Apply

This supports what people
expect from the journey.

The Sign In messages are a
little confusing anc could
be suppressed on first
view.

The main CTA on the page
is not 100% obvious but
everyone got there
eventually

A

-
Z

Scottish Enterprise

Tell us about your project or opportunity

Complete this form if you're interested in receiving specialist business support from Scottish
Enterprise. If we think your project or opportunity might be suitable, one of our specialists will be

in touch to speak to you in more detail about your project. This will help us make a full
assessment.

Once you've submitted the form, we'll review it, and get back to you within 5 business days.

Already started an application? Sign in to continue your application

If you need help, contact us on 0300 013 3385.

Your project or opportunity

Your business details

our ¢ ct details

Review and submit Save and exit




Your project or opportunity

Your Project (part 1) a—

Deszcribe the project or opportunity you're hoping we can help
you with (max 400 words)

* Noissues

* Formi s clear and clean

400 words

* Easyto use

What are the timescales of your project?
| conamrorv@@| oo | oMo @)

Tell us about the challenges you're facing

You could talk about any barriers or knowledge gaps, why you need
help and how you think we could help. (max 100 words)

100 words

Tell us about anything that might prevent you from achieving the
goals you've set out for your buzaness. [max 100 words)

100 words




In what areas do you require further support?

You could tell us the support you think you need to help push your
project forvard. [max 100 words)

Your Project (part 2)

100 words

* Noissues
. Will this project or opportunity deliver any of the following
* Formi s clear and clean outcomes for your business?

You can select more than one.
* Easyto use New jobs crested (in Scotland)
Protect exizting jobs [in Scotland)
Improve wage. skill levels or workpiace practizes

Reduce carbon emiszions, improve environmental
performance or contribute to Scotland's low carbon economy

Expand into new sectors or trade with the rest of the UK for the
first time

Grow international sales

Increase turnover from new products, services or businesz
models

Adopt a co-operative or employee-oaned busineszz model

Improve productivity or reduce costs

g
O
a
a
a
a
O
O
(]
a

None of the above




Create an account

All participants expected
an Account to be created
at this point in the journey

é ScottishEnterprise

Create an account

To save your progress, you need to create an account.

Already have an account Sign in

Email address

Create password

Password must be at least 8 characters and contain at least 3 of
the following: a lowercase letter, an uppercase letter, a number
and a symbol

| # |

Confirm password
| |

D I've read and understand the Privacy Policy

D I've read and agree to the Terms and Conditions

Create an account



Verify Email

) s LB .
+ As expected. Z ScottishEnterprise

* Follows expected website

patterns Verify your email address

We've sent a verification code to name@example.com. It will
expire in 5 minutes.

Verification code
Check your junk or spam folder if you can't find your code

Submit code Send new code




3 ScottishEnterprise

Phone Number

. As expected. Add a phone number for security
. Set up multi-factor authentication by providing a phone number.
* Follows exPeCted website We'll send you a code or an automated phone call to verify your

patterns number.

Country code

Select a country/region

Phone number

We'll use this number when you sign in to double check it’s you.
We won't use it for any other purposes.

How would you like to verify your number?

or




Verify Phone

_ - .
- As expected. Z ScottishEnterprise

* Follows expected website
patterns

Back

Verify your phone number

We've texted a code to 07764 225681. It will expire in 5 minutes.

Verification code

Submit code Send new code




Confirmation Message

* As expected.

* Follows expected website 2~ ScottishEnterprise
patterns

* Other testing has shown Your account setup is complete
that these Interstitial

pages smooth the flow
between sections quite
well.

Thanks, we've successfully verified your email address and phone

number. You can now continue to the rest of the application.

Continue to application




Your Business Detail

* Users noticed the
“Completed” label and
moved onto “Your
Business Details”

m

Scottish Enterprise

Tell us about your project or opportunity

Complete this form if you're interested in receiving specialist business support from Scottish
Enterprise. If we think your project or opportunity might be suitable, one of our specialists will be
in touch to speak to you in more detail about your project. This will help us make a full
assessment.

-
z

Once you've submitted the form, we'll review it, and get back to you within 5 business days.

If you need help, contact us on 0300 013 3385.

Your project or opportunity

Review and submit Save and exit



Your Business Detail

* Nice easy question

* Everyone selected Yes and
progressed without
issues*

*Not testing validation or
data lookup at this stage of
wireframe

A

Scottish Enterprise

Your business details

-
z

In this section, you'll need to provide some information about your company. If your company is
part of a group, remember that you'll need to provide the information for your parent company.
< Go back

Is your business registered at Companies House?

O Yes O No



Your business details

In this section, you'l need to prowide some irfotrnl-ﬁmabfmt your compeny. i your company is
Your BUSInESS Detall part of a group, remember that you'll need to provide the information for your parent company.

* Everyone selected Yes and
progressed without
issues* 1= your business registered at Companies House?

@© v QO

< Go back

Buziness name and registered address
*Not testing validation or This is the official address your business is registered to at

. Companies Houze. It may not be where you actually do busines=s
data lookup at this stage of -
wireframe

Start typing your business name, registered address or postcode

What is your Companies House registration number?

This should be 8 numbers or 2 letters followed by 6 numbers. You'll
find 1 on the Companies Housze website or on letters you've
received from Companies House.

What type of organisation is your business?
IDleueselec!

Incorporation date

DO/MMAYYY B




Your Business Detail (2)

Made sense to everyone

Minor disconnect in
language between
“Director” and “Add
Partner”

Nobody had their SIC code
on hand or memorised

Enter the full names of up to 4 directors

If you have less than 4 directors, you must enter them all if you
have more than 4 directors, you must enter 4. You should include
your own details f you're a director.

Director’s first name

poMM/YYYy il
Add snother partner

Do you have a different trading addresz?

Your trading sddres=s = where you do business. it's the address your
customers and suppliers would usually use.

O No O Yesz, | have a different trading address

Which zector is your business in?

Iﬂeueselect v I

what is your SIC code? (Optional)

Thiz stands for ‘standard industrial clazzification of economic
activities". It will be listed on Companies House as your ‘nature of
businezz". If you don't knowr your SIC code, you can skip this
qQuestion

I




Your Business Detail (3)

Some vagueness around
Fair Work. Most are aware
of Living Wage and related
accreditation

Carbon Emissions seem to
be focused on our needs
and not pitched in a
manner that makes sense
to businesses.

What iz your main business activity?
Tell uz a bit about what your business does - for example, what
products or services you provde.  (max 100 words)

100 words

How many full time equivalent (FTE) employees do you have in
Scotland?

Only include current, permanent employees. Full time is over 30
hours a week. Two employees workong 15 hours a week would make
one FTE employee. Zero hour contracts don't count towards FTE
employees.

Iz your business committed to or aspiring to fair work practises?
This includes paying the real living wage, avoiding inappropriate
use of zero hours contracts, imvesting in skills and training, teking

action to tackle the gender pay gap, and promaoting genuine
workforce engagement, such as trade union recognition

O ve= (O o

Iz your buziness committed to or aspiring to measure and reduce
The Scottish Government haz committed to Scotland being a net

zero society by 2045 and businesses have a significant part to play
in helping the country achieve this target

Oves ONo




0000

Your Business Detail (3)

* All makes sense

£2m - £2439m

0000000000
!
H

£33 o rizen.

0000000000

emp00. Cem
£330060 - £ I

£m - £199m

o}
o]
o
e]
e}
Q em-ramm
o]
e}
o]
e}




Your Business Detail (4)

All questions made sense

The form was clean and
clear enough that the long
length did not negatively
impact anyone

Is your company part of a group?

O yes (O no

Has your business ever been subject to a Decree or County Court
Judgement?

OYes O No

Does your business currently have any missed payments that you
still owe HMRC?

These doesn't include agreed deferred payments due to COVID-19.

O Yes O No

Is your business subject to any legal proceedings in course,
pending or threatened?

O ves O nNo

Have any of the directors of your business ever been disqualified
from holding directorships?

O Yes O No

Are any of the directors of your business a Sanctions Restricted
Person?

This is any person or entity that is (a) listed on the Sanctions List, (b)
located in or incorporated under the laws of any Sanctioned
Country, or (c) otherwise a target of Sanctions. For more
information, see the UK government list of current sanctions.

O ves (O no




? Scottish Enterprise ‘ Sign out

Contact Details Tell us about your project or opportunity

Complete this form if you're interested in receiving specialist business support from Scottish
- H n ” Enterprise. If we think your project or opportunity might be suitable, one of our specialists will be
NOtICEd compIEtEd Ia bEl in touch to speak to you in more detail about your project. This will help us make a full
assessment.

Once you've submitted the form, we'll review it, and get back to you within 5 business days.

If you need help, contact us on 0300 013 3385.

Your project or opportunity

Your business details

Your contact details




Contact Details (1)

Nice and simple

Did not surprise anyone

? ScottishEnterprise Sign out \

Contact details

< Go back

First name

Last name

Email address

Contact number

Company website




Contact Details (2)

* In this round, nobody had
any problems with the ID
documents

*  Everyone approved of
IDV at this point

Your position in the business
If more than one option applies, select the most relevant.

Owner or sole trader
Director

Partner

Company secretary
Trustee

Other authorised representative

Which of the following identification documents can you
provide?

This will help us confirm your identity. To see how we’'ll store and
protect this personal data, you can read our privacy notice.

A scanned image of my passport
A scanned image of my driving licence

Neither of the above

| certify that the personal details I've given are accurate to the
best of my knowledge. | also confirm that either:

® | am a Director, Authorised Signatory, Company
Secretary, Trustee or other appointed officer of the
organisation that I'm creating an account on behalf of

® | am a sole trader or am authorised by the sole trader
to create an account on their behalf




_-'2 Scottish Entcr])risc

Review And Submit Tell us about your project or opportunity
e CTA (Review and Su bmlt) Complete this form if you're interested in receiving specialist business support from Scottish
Enterprise. If we think your project or opportunity might be suitable, one of our specialists will be
was very clear to everyone in touch to speak to you in more detail about your project. This will help us make a full

assessment.
Once you've submitted the form, we'll review it, and get back to you within 5 business days.

If you need help, contact us on 0300 013 3385.

Your project or opportunity

Your business details
Your con i

Review and submit Save and exit




-
- Fiw . )
'_///" ScottishEnterprise Sign out

Application review

Application Review (1)
Your application has not been submitted yet. If you need to change an answer, just click ‘edit"
Before you submit, you can download a copy of your completed application.

* Clear and easy to use
(After Lorem Ipsum
explained) < Go back

“pdi ” Your project or opportunity Edit your answers
* The “Edit your answers

link was welcomed Describe the project or opportunity you're hoping we can help you with
Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do eiusmod tempor incididunt ut
labore et dolore magna aliqua. Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris
nisi ut aliquip ex ea commodo consequat.

Duis aute irure dolor in reprehenderit in voluptate velit esse cillum dolore eu fugiat nulla pariatur.
Excepteur sint occaecat cupidatat non proident, sunt in culpa qui officia deserunt mollit anim id est
laborum.

Tell us about the challenges you're facing

Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do eiusmod tempor incididunt ut
labore et dolore magna aliqua. Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris
nisi ut aliquip ex ea commodo consequat.

Will this project or opportunity deliver any of the following outcomes for your business?

New jobs created (in Scotland)
Grow international sales

How many new jobs will you create?

5to10

What new sales do you expect to achieve from expanding into international markets?
£150,000 to £249,999




Application Review (1)

* Clear and easy to use
(After Lorem Ipsum
explained)

* The “Edit your answers”
link was welcomed

* Easy to scan this document

About your business Edit your answers

What is your business’ trading name?
Example Company Ltd.

If you have one, what is your C
AB123456

What is your primary trading address?
247 Fake Street
Kinning Park

Glasgow
G2 7EF

What is your main business activity?
Loremn ipsum dolor sit amet, consectetur adipiscing elit. sed do eiusmod tempor incididunt ut

labore et dolore magna aliqua. Ut enim ad minim veniam, quis nostrud itation ullamco
nisi ut aliquip ex ea commodo consequat.

How much does your business use Scottish suppliers?
Most of our supplies come from Scottish suppliers

How much do you spend annually on Scottish suppliers?
£150,000 to £249.999

What was your annual turnover at your most recent year end?

Of this turnover, how much came from international sales?
£B5,000 - £249999

What was your ] i year end?
£250,000 - £499,.999

Of this turnover, how much came from international sales?
£B85,000 - £249.999

How many full time equivalent (FTE) employees do you have in Scotland?
m

Is your business committed to or aspiring to fair work practises?
Yes

Is your business committed to or aspiring to measure and reduce operational carbon
emissions?

Yes



Contact Details (3)

* Clear and easy to use

* The “Edit your answers”
link was welcomed

* CTA was very clear

Contact details Edit your answers

Contact name

Jane Doe

Job title

Chief executive

Email
janedoe@example.couk

Contact number
O77TTTITTIT?

Company website

www.example.couk

Consent to use of information provided in this application

By submitting this expression of interest form, the appli ' ledges that the inf

provided in this may compri pany inf ion and personal data (as defined in the UK GDPR
(which imports into UK law; the terms of the General Data Protection Regulation (EU) 2016/679 as a
consequence of the UK leaving the European Union) and the Data Protection Act 2018 ("Data Protection
Law’).

Any personal data provided in the application will be p d by Scottish Enterprise, for the purp
of progressing the expression of interest and in connection with any future funding and/or support.
wihich includ ing out appropriate checks and audits, administration and

All processing will be carried out in d with Data P ion Laws, and held in accordance with
Soottish Enterprise’s privacy notice. Individuals can find information on their rights in respect of the
personal data we process by visiting our privacy notice.

To achieve the aim of getting the best support to those we work with, the information provided in this
expreasion of interest form may be shared with and used by our partner organisations. These include
Busi G Scottish G »ent, Highlands and Islands E: Skills Devel

Scotl ‘mdSou‘thof“ land E: ise. Find out more about our partner organisations. Personal
data may also be shared with our suppliers, where they are engaged to undertake activities on our

behalf.

By submitting this expression of interest form, the applicant confirms that it is the controller of personal
data it provides within this expression of intereat and that this p | data can be pr d by
Scottish Enterprise for the purposes outlined above. The applicant. if successful. will also be the data
controller for the | data provided as evids

[[J rve read and agree to the consent statement

Download application summary ¥



ScottishEnterprise

Success Message Application submitted

successfully
* Nice clear message

Ref: ABCD123456
.

Ref. number was most
appreciated

Further info TBC




Recommendations

* Review the details page and consider adding language or depth
to the contact us form to suggest it is more than what it appears
to be.

* Review language on Service Descriptions to see if it can be
“Socialised” a bit to sound less like “Business Speak”.



fin



