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What we tested
• We tested the latest OM Wireframe

https://taob1x.axshare.com/#id=8pdqr7&p=project_opp_support_section_
overview

https://taob1x.axshare.com/


Who we tested with
• We tested: 

• 5 potential customers

• Using Video calls (Microsoft Teams)

• Scenario: 
Covid has disrupted your business over the last year, and 
you are looking for new income streams. 
You are not sure how to do that. 
You want us to help you with that



What we focused on
• Customer Understanding of language

• Happy path customer flow



Results Summary
• The service descriptions have specific issues and this also varies 

with customer Industry

• There was more reticence than last time, over using Personal  
Documents requirements (Passport, Driving License, Other)



Recommendations
• Review Language around Low Carbon

• 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”.



Tailored Support page

• Page had added content 
but it was not needed in 
this scenario there were 5 
services that appealed to 
people. (Everything but 
Low Carbon) 



Service Description 
Page

• Lack of visibility around 
benefits to the business

• Project types also suffer 
from the same 
“perspective disconnect”

• Some users found the 
language quite “Scary”



Low Carbon (part 2)

• Some users thought they 
were expected to deliver 
all the outcomes

• People skim headings and 
lists.  The paragraph needs 
to be condensed.



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. 



Enquire 

• This looks like a standard 
Contact Us form that does 
not reassure people that a 
conversation is being 
started. 



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



Your Project (part 1)

• No issues

• Form is clear and clean

• Easy to use



Your Project (part 2)

• No issues

• Form is clear and clean

• Easy to use



Create an account

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



Verify Email

• As expected. 

• Follows expected website 
patterns



Phone Number

• As expected. 

• Follows expected website 
patterns



Verify Phone

• As expected. 

• Follows expected website 
patterns



Confirmation Message

• As expected. 

• Follows expected website 
patterns

• Other testing has shown 
that these Interstitial 
pages smooth the flow 
between sections quite 
well.



Your Business Detail 

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



Your Business Detail 

• Nice easy question

• Everyone selected Yes and 
progressed without 
issues*

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



Your Business Detail

• Everyone selected Yes and 
progressed without 
issues*

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



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



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. 



Your Business Detail (3)

• All makes sense



Your Business Detail (4)

• All questions made sense

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



Contact Details

- Noticed "Completed” label



Contact Details (1)

• Nice and simple

• Did not surprise anyone



Contact Details (2)

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

• Everyone approved of 
IDV at this point



Review And Submit

• CTA (Review and Submit) 
was very clear to everyone



Application Review (1)

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

• The “Edit your answers” 
link was welcomed



Application Review (1)

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

• The “Edit your answers” 
link was welcomed

• Easy to scan this document



Contact Details (3)

• Clear and easy to use 

• The “Edit your answers” 
link was welcomed

• CTA was very clear



Success Message

• Nice clear message

• Ref. number was most 
appreciated



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”.
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