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Research Approach

Purpose
« To improve the understanding of what customers want from the online domestic channel
» To test the strategic design principles

» To perform usability testing on the domestic website wireframe prototype, to validate initial concepts
for future state layout/design.

« Toinform the next design iteration

Location
« Taylor McKenzie test lab in Glasgow (61, 14th & 29t March)

Customer Profile:
« Scottish companies, non retail, turnover > 500K and not currently receiving support from us

Sample

*  Number: 17 customers

« Country: Scotland

* Device: Desktop

« Type: Face to Face testing
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I don’t want an
account at this stage.
| am only making an

enquiry”

“I just wouldn’t
scroll”

www.scottish-enterprise.com

““I love things on

the internet that

are simple such
as HMRC”

“The Stats look
Great — are
they real?”

““l am not in that category
‘FAQ’s were anymore so | am not sure
cool” in the live how you can help me”
chat box.

“l would apply
online as long as
the form is not 10

pages long”
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Initial Findings: Two Rounds of Testing

Information

General

Customers confused where to go for the right information

Customers often unsure of which organisation they are
dealing with

Customers unclear why they get grant/support rejected
Connect with Peers is redundant because of LinkedIn
A good navigation structure goes a long way

Avoid confusing overlaps in navigation options

One thing per page is a good adage once into the site

Requesting Customer Details

Don’t ask for too much information too early in the
journey (eg high degree of surprise in asking for
Companies House information). Less of an issue with
Round 3

Belief that inputting details would result in “being
marketed to”

Communication

Majority of users preferred telephone number to call if
they got stuck

Live Chat mixed reviews

Businesses are interested in help from organisations
(such as SE) BUT only if it is relevant to them

Language needs to be clear

The journey to get to relevant information should be
simple and quick

Large and impressive Stats are popular (but users
questioned if they were real)

Information "Below the Fold” remains a very real barrier fc
some users seeing the actual CTA’s

Content

Users expect most things to be clickable

Users expect interaction to be quick so indicated time it
takes seen as irrelevant

The “Search Bar” was used as the preferred bailout
method, when the user struggled to find what they were
looking for. This was less of an issue with Round 3

Menu Options were well received (though sometimes
missed initially)

Too much content not well received (eg
Learning/Development section showcase because not
relevant to them at this time)

Case Studies are good but need to be directed to me and
my sector



Research: Home page

Most people clickedon __— Q

the video

Most people gravitated /

towards this navigation

Less used than last time
due to popularity of
navigation
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The STAT’s were
modestly well received,
although authenticity
was questioned

Modestly well received
but too far bellow the
fold



Hypothesis — Home page video

We thought that

« Adding a short but descriptive video to the home page would enhance customers confidence in us
and what we do.

To Verify this

 We added a Video placeholder to the top of the Homepage Wireframe in all versions tested
(Hero Slot)

We observed

* Most people clicked on it. When it did not run they stated that they would have watched a short
video.

From that we learned
« People are willing to invest a short amount of time watching a Hero video
Recomendations

* It is worth developing a short video around customer needs to trial on the

live site
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Hypothesis — Home Mission & About Us

We thought that

* Adding sections describing our Mission and More About Us to the home page would make customers
more confident in us and what we do

To Verify this
« We added these sections to all versions of the SE.COM wireframes tested

We observed
« They had the opposite effect on users than expected

From that we learned

« Users become suspicious if we talk about ourselves too much. It looks like we are selling or pitching
and this suggests that there is something lacking in us or that we are commercial in some way

Recomendations

« Remove these sections from future home page designs



MENU X

BUSINESS SUPPORT
Get funding >

Grow my business >
Develop my team >

Begin or expand exporting >

Develop a product or service >

Home >

Connect to Peers

What can we heip you find?

LEARNING
Read latest news >

View publications >

Find events in my area >
Read success stories >

Read the blog >

RESOURCES

Find facilities >

Find services >
Connect with peers >
Read business guides >

Find templates >

ABOUT US
Find out more about us >
Get in touch >

View annual accounts >
Visit the media centre >

Find information >

—
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Connect to Peers

Signin

Connect with other businesses like yours

We help you expand your network by connecting you to key people across all indus

Connect with peers like you

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Aenean
euismod bibendum laoreet. Proin gravida dolor sit amet lacus.

Proin sodales pulvinar sic tempor. Sociis natoque penatibus et magnis
dis parturient montes, nascetur ridiculus mus. Nam fermentum, nulla
luctus pharetra vulputate, felis tellus mollis orci, sed rhoncus pronin.

MAannAant ma A v nAaAre nAar -

Connect me to my peers now >

Provide advice and insight to peers

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Aenean
euismod bibendum laoreet. Proin gravida dolor sit amet lacus.

Proin sodales pulvinar sic tempor. Sociis natoque penatibus et magnis
dis parturient montes, nascetur ridiculus mus. Nam fermentum, nulla
luctus pharetra vulputate, felis tellus mollis orci, sed rhoncus pronin.

Luvimant ta haln AthaAare <

| want to help others =




Hypothesis — Connect to Peers

We thought that

» By offering a Connect to Peers section of the site that customers would use the opportunity to benefit
from peers connections as well as help others.

To Verify this
 We added a Connect to Peers section to the wireframe menu and ensured that all test participants
viewed it

We observed

» People were fairly negative about the idea and most stated that this is what they use LinkedIn for.
They would also not expect Scottish Enterprise to get involved in this area and that it is a potential
minefield.

From that we learned

» People Use LinkedIn. They don’t need Scottish Enterprise to recreate LinkedIn on a smaller and
more isolated manner.

Recomendations

 Remove this facility from future designs

* Investigate how using LinkedIn could have the desired effect
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Our support helps Scottish businesses

to innovate, grow and reach new markets
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Our support helps Scottish businesses

to innovate, grow and reach new markets

We can support your business in a number of ways

Funding and grants Leadership skills and training Business development and a
From stantups 1o ¥ "

{JCON > companies, large and small, we've got ICON > in your team of recrult new talent, we can ICON > you may be wondering wh to tum t
Rinding options that wil elevate your heip. right support. Our team of specialst
business ‘advisers can help you to ke the ne

ce.
Gettunding> Develop my.team > Grow my business >
Product or service development Exports and international markets.

Got an dea, a project, or a research
< JCON > opportunity thafl make the workd a smarter,

greener, more efficent piace o iive? We'l
heip your dreams become a reaity

Develop a product of service >

Intornational trade is essentialfor any size

How can we help you?

Ihavea... I want information about...

Choose from the following 0

Choose from the following $

Get information now >

Here's some numbers we're proud of from the past year

6.2« 64~

in funding distributed

businesses supported

Latest guides for businesses

Completing a grant application
1 January 2018 | 8 minute read

Lore ipsum dolor sit amet, consectetur
‘adipiscing eit. Aenean eusmod,

Read more>

Doing business in China
1 Jarwary 2018 |9 minute read

Lore ipsum dolor sit amet, consectetur
‘adipicing eit. Aenean eusmod,

Read more >

View all business guides >

7.8«

jobs created for Scotland

Latest reports and publications

Brexit outiook for Scottish economy
1 January 2018 | 16 minule read

Life sciences strategy for Scotland: 2025 Vision
1 January 2018 15 minute read

View all reports and publications >

Events for businesses

0 0

SME networking 1] pigital workshop
January | Glasgow, Groen Holel January | Glasgow, Groen Hote
230pm 330pm
Find out more > Find out more >
View all events >
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Th is pag e was wel I Business Funding & Grants [ o Funding
received Business funding and grants

From start-ups to well-established companies, large and small, we’ve
got funding-options that will elevate your business.

Signin

Answer a few simple questions to find out what your business is eligible for. Our tailored suggestions will help you
take the iext step. It takes less than-1 minute.

The tailoring options —
were widely used

Gota
Get tailored suggestions > quostion?

Business start-up support Growing an existing
business?

This navigation options Ny ~_
were clearand well — EAN

To get started you'll need an up-to-date Once you have an up-to-date business plan Want to develop a project in Scotiand o

= and business needs. already have in place. Can you make them markets?
receive B

am on-board? Scottish Investment Bank financial advisers
help you with this ‘can help you with this.
Before seeking outside investment, know
¥ or

Funding expansion

And it's a free service.

Help me with my business plan > Get ready for investment >

Know your investment options >

How it works

The process of getting funding has never been easier - simply follow these steps to get your application started.

1 2 3

Are you eligible? Apply for support

Think your business has the potental to grow and o get help from a financial reaciness specialst, \oe we've received your inital enquiry we'll be in
expand in international markets and beneft the ntact your Business Gatoway or Scolish 1ouch witnin 5 days with a progress update. We can
Scottish economy? I yes, then we want to talk to Enterprise adviser. Dor't have an adviser yet? Get then let you know what funding options you are
you. Find out what your Business is elgile for in 1 toueh and get the ball roling. eligie for.
s than 1 minute,

Know your options

Don't just take our word for it

Darren Wilson is the director of

lain MacDonald is the director of
Kabloom, an innovative start-up

Buttonfix Limited, producer of a

producing eco-friendly gardening Brand ogo revolutionary fixing system used in Brand ogo
products construction
“It's hard to do these things on your own...it can really help you get “We heard about Scottish Enterprise's "Make it to Market' grant online

that boost to push you forward.” and followed up with a couple of calls with one of their advisers. The

grant enabled us to double our product offer.”

Read full success story > Read full success story >

Ken Scott is group engineering

r Araminta Campbell is a textile
glrsctorlglt f}lex;nde; Denr:S. oneh of G designer and founder of Araminta, a Brand logo
inevcrCe edRoLS Bedcox producer of handmade, luxury textiles

“Scottish Enterprise has been a great help for us, without doubt.
They were able to listen to our plans, understand what we were
hoping to achieve, recognise the benefits to Scotland.”

“I've been able to create a new product range and successfully take it
to market because of the grant | received. Without that at
there's just no way | would've been able to achieve it."

Read full success story > Read full success story >

Footer



Business start-up support

To get started you'll need an up-to-date
business plan outlining your growth potential
and business needs.

If you don’t have one, Business Gateway can
help you with this.

Help me with my business plan >

Growing an existing
business?

Once you have an up-to-date business plan
you can start to think about what finances you
already have in place. Can you make them
work better for you? Is your management
team on-beard?

Before seeking outside investment, know
your options.

Get ready for investment >

Funding expansion

Want to develop a project in Scotland or
expand your business into international
markets?

Scottish Investment Bank financial advisers
can help you with this.

And it's a free service.

Know your investment options >
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: LOGO . : - What can we help you find?
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Business Funding & Grants

Business start-up support

Funding for growing businesses

Funding for business expansion

Signin

Business funding and grants

From ;sfa'"rﬁupa,tp well-established companies, large and sr'n'élﬁl,ﬁwe’ve
got funding-options that will elevate your business.

Answer a few simple questions to find out what yeu

iess.is eligible for. Our tailored suggestions will help you

ta_l§e,me'néil step. It takes less than-1 minute.

Get tailored suggestions >

To get started you'll need an up-to-date
business plan outlining your growth potential
and business needs.

If you don't have one, Business Gateway can
help you with this.

Help me with my business plan >

Growing an existing

business?
ool

Once you have an up-to-date business plan
you can start to think about what finances you
already have in place. Can you make them
work better for you? Is your management
team on-board?

Before seeking outside investment, know
your options.

Get ready for investment >

How it works

Want to develop a project in Scotiand or
expand your business into international
markets?

Scottish Investment Bank financial advisers
can help you with this.

And it's a free service.

Know your investment options >

The process of getting funding has never been easier — simply follow these steps to get your application started.

1

Are you eligible?

Think your business has the potential to grow and
expand in international markets and benefit the
Scottish economy? If yes, then we want to talk to
you. Find out what your business is eligible for in
less than 1 minute.

2

Apply for support

To get help from a financial readiness specialist,
contact your Business Gateway or Scottish
Enterprise adviser. Don't have an adviser yet? Get
in touch and get the ball rolling.

Know your options

Once we've received your initial enguiry we'll be in
touch within 5 days with a progress update. We can
then let you know what funding options you are
eligible for.

Gota
question?
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Leadership Skills & Training

Leadership skills and training

Whether you're looking to develop the skills in your team or recruit new
talent, we can help.

Answer a fow usa 9
wil e it the skils you need. 1t takes lesa than 1 minute.

Gor e aggestons >

Take on a graduate

Leadership coaching

Need a mentor? Recruiting
international talent

The tailoring options
were widely used
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Investing in talent Championing our rural leaders

Embracing digital tourism

s 8 range ot senices 1
Tt o e 0

Building best practice in manufacturing

O rue i et 1 2 s v 1

Don't just take our word for it

Ryan Roberison director at Joseph

Matthew Jack is CEO and lead
architect at Moon Collder, a tech Roberison, a seafood distibutor that
company developing next-generation | "% has quadrupied s tumover

artficial inteigance piatiorm

“Sinca going into mentoring our annual turover has mors than
doubled, and we expect It to continue to grow.”

the programmas t's created for us.”

R suczess sty > Resc 4l sucsass sty >

Rosle Hill Is business development

Signin

[

“Scottish Entorprise has boen working protty closely with us for the
1ast 15 years or s and the growth of the business Is down in part to

Fraser Haran Is CEO of Westcrowns
Group, a mult-millon pound glass, o manager at Ireland Alloys, a metal
ik . (o
glazing and flooring producer processing company who recruited a
graduate to help them expand
lon, with the first month trading rosulting In &
000"

“Scottish Entarprise has boen roally helpful. As thoir staff come to 4 I

, they 0 and for the organ!
development and point us In the right direction.” tumover of $18

ot success shory > Read A suocnss sory >

Footer




Need a mentor?

If you want to grow or develop
your business, who better to
encourage and support you

than someone who has
already made that journey?

We can match an experienced
mentor to your business to
help you navigate through

specific pain points.

Leadership coaching

Learn how to thrive and adapt
as a medern leader in a global
and competitive marketplace.

Access our leadership training
programmes.

Recruiting
international talent

Are the specialised skills and
experience your company
needs to grow in
short supply?

Are you struggling to navigate
the UK's immigration system?
TalentScotiand can help.

Take on a graduate

Want to benefit from someone
eager to put their talents and
qualifications to work on a
specific well-defined project?

Our ScotGrad programme will
find you the right graduate to
help your company or social

enterprise grow.

Find a business mentor >

How to lead a successful team >

Find out more >

Find out mere about ScotGrad >
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_. LOGO —: " What can we help you find?

Leadership Skills & Training

menu =1

Find a business mentor Leadership coaching Recruit talent internationally Take on a graduate

Leadership skills and training _—

Whethe\r'yybu’fe,lqoking to develop the skills in your tqamor‘fé&hit new
~—_ftalent,wecanhelp.

Answer a few simple questions to tell us a bit more‘éiioat your business. We'll give you some tailored options that
will help with the skills you need. It takes less than 1 minute.

. - Get tailored suggestions > e i

Need a mentor?

If you want to grow or develop
your business, who better to
encourage and support you

than someone who has
already made that journey?

We can match an experienced
mentor to your business to
help you navigate through

specific pain points.

Find a business mentor > ’

Leadership coaching

Learn how to thrive and adapt
as a moedern leader in a global
and competitive marketplace.

Access our leadership training
programmes.

How to lead a successful team >

Recruiting
international talent

Are the specialised skills and
experience your company
needs to grow in
short supply?

Are you sfruggling to navigate
the UK's immigration system?
TalentScotland can help.

Want to benefit from someone
eager to put their talents and
qualifications to work on a
specific well-defined project?

Our ScotGrad programme will
find you the right graduate to
help your company or social

enterprise grow.

| Find out more > ‘

Find out more about ScotGrad >

Gota
question?



Next Steps

Research:

« Two more user research sessions will be conducted as part of the Discovery Stage
— Focus group session with Women Entrepreneurs, exploring their views on:
» The role, formation and mobilisation of networks to help Scottish businesses scale and expand
» Business support services required for exporting
» Business support services required for trade
— Focus group usability testing with Scottish companies that have an in-depth relationship with us and those who
have used some of our services in the past

Concept Development:

» At least one more revision will be made to the concept user experience design to aid with further
research and the collation of insights.

Scottish Enterprise
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www.scottish-enterprise.com



