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* Here is a picture of an envelope.

* Do you have any emotional reaction
to envelopes like this?

* If so, what?




Relationship:

why your organisation has a form
why your user fills it in

Conversation:

the questions and answers

Appearance:
what it looks like




Relationship: why have a form anyway?
Forms organise but also create distance.

* In favour of forms:
— Reduce personal contact
— An orderly way of collecting information
— The start point of a process

— Finish up as records ACTUALLY, IVE FORGOTTEN
WHY WERE ASKING

THE QUESTIONS |

* Against forms:
— Reduce personal contact

— Create barriers between
organisations and people

— Inflexible: processes change,
the form stays the same




Top tip:
find the person who uses the data on the form




Relationship: what makes a user fill them in?
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Increase rewards Reduce effort

- Perceived rewards - Cognitive effort
- Immediate, not deferred - Emotional effort

Establish trust



HM Revenue
& Customs

Pension coding form

HM Revenue
& Customs

Tax Return 2009
Tax year 6 April 2008 to 5 April 2009




Conversation:

the questions and answers

Appearance:
what it looks like













Do any of the following apply to you? (Answer Yes or No)

A.

B.

Do you have a communicable disease; physical or mental
disorder; or are you a drug abuser or addict? OJyes CIno

Have you ever been arrested or convicted for an offense or crime
involving moral turpitude or a violation related to a controlled
substance; or been arrested or convicted for two or more offenses
for which the aggregate sentence to confinement was five years
or more; or been a controlled substance trafficker; or are you
seeking entry to engage in criminal or immoral activities? Jyes[Jno

Have you ever been or are you now involved in espionage or
sabotage; or in terrorist activities; or genocide; or between 1933
and 1945 were you involved, in any way, in persecutions
associated with J&zi Germany or its aﬁies‘? CJyes[JnNo

Are you seeking to work in the U.S.; or have you ever been
excluded and deported; or been previously removed from the
United States; or procured or attempted to procure a visa or

entry into the U.S. by fraud or misrepresentation? [CJyes[InNo
Have you ever detained, retained or witheld custody of a child

from a U.S. citizen granted custody of the child? CJyes[JNo
Ea%v: %% .e:gabggcgﬁglﬁdl? }lé.:. visa or entry into the U.S. E P
when? where?

Have you ever asserted immunity from prosecution? CJyes COno



Top tips for a better conversation

* Ask questions that the users can answer
— from their own heads
— from materials that are to hand at the time they fill in the form

* Use plain language
— write to this particular user as an individual
— use a consistent, neutral-to-friendly tone of voice

* Offer help

— on the web, with a specific web link
— on the phone, with a real person
— in person



Appearance:
what it looks like
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* We just learned about:
— contrast
— size
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Ton perrwides Ievakilast iy vonir svmam pleass Bz this andey dorm o the

[ A T Ry ) AR L

DESIRED SEAVICE TINE

B0 - Al am TAS = K ESam RAS - % R
Styl e fi By = 7, W S BT = Bilham LAVER B
LS = ThSam

Cobordl birvakisss 1 anailabile alier Tam

* QOffer other formats

CONTINENTAL EREAKFAST  #Holpedr  12m
Juces
ibrargr Joee Toomain baies Airapelruii baleor
COLD STLECTION
* Put the message about ol ol
Beretaliny terapelnuii Segmenis  Prunes
large print in <l el
Rhiie Toaat Paln au (ssoslsi [Fo— -
HEVERASES
Al Eberadfrinated Colles Tea
COOKED BREAKFAST waiabe froom 7 wm £16.%0

Trabaibes yomor sl Truss the Uistine nasl Hresbisn sogrties ah Feal
s il Gl st o Pl Yo s s sl G e Bilkumiing

L e S Turimatas
Minsbruame Elakrel lergme Elash Hronu

Blark Pudding Fork Saneage Segriarian Supape
Hark Hacen

large print

FPECIAL AEQUELTE

Nimbar of breakiiaty rteied
Pipase charge oy acsousi

Loasz hare Aaor fim

For guass wha haws pasd for g bed sad bresicless way, there will bo @ wrall
charge of £3 00 pat toom I ceom amrnice
S L g U I e Mo DD T W S &5 ) ks
ity PRk Pl o Wi o Tl ol weeh i Sarary G
L B L o ek, WS FLEy WY 11 inges 3bot npradanty Dud, panne ne
Ao § EopErTo, b wel B ey T e yoa




* | will give you ONE of these two tasks:
— “Look for something to help you plan your assignment”
— “Find out how to contact the Open University”




Student Horme Tutor Hormme Intranet Home
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The Qpen
University

Skills for OU Study © &z | [ Search |

Assignments and exams

Preparing for your assignments

o Types of assignment - Essay style questions, reports, oral

assignments, short-answer questions,
o Understanding the guestion - know exactly what the assignment

guestion is asking you to do .

o Stages in planning assignments — how to organise yourself and your

materials, Contains examples of essay-style assignments,
ASSESSMENT QUERY

The craft of writing

Checlk out the Assessment site

° Write like a professional - using supporting evidence, paraphrasing, for help with queries about the
guotes and referencing. assessment of your studies with
o Use the appropriate writing style — how to express yourself, the Qpen University,

o Introductions and conclusions - what they are meant to do,

o Dividing your wiork into paragraphs - know when a paragraph should

start and end. REMEMBER

o Using linking words - how to make your logic flow,

o Enalish for learning - need help with grammar and spelling?

. ) ] ] . Exam techniques are something
o Reading list - for more help with assignment writing P T T



User never glances at the header until the task
requires header-type information

i
&
Skills fior QU Study & &z Search

o "{-‘ i ]
Assignments anc¥ams
5] 9

Prepaipg Taj 'wuruilgf%m
ruse SRS e

QUASERETS, TErTe, oral

ey

.

T " 3 i g

Pl @il wiaE U I Signinet

g FTREMants - haw Lo orgarise yoursell and your

myberials, Cor 'H.w"-; exampies of eseyy-shyle Fspgnments.
The eraft ﬂrltj\g
i\ \
Vinke -){ijl - WG Supporing endencs, paraphrisng,

quotes and reldpen r‘q.

g shile — Bow bo Express yoursell
what thay g meant to 9.
bl - kndrw whsen & pie sgrsch should

suds - hew 1o make your lngic Maw
areng = jeed help with grammar and spefing?

Bk - Tor mar Hp wilP EgrumEct wrkrg

Looking for ‘planning’

ey

i
i

Skills Far {ILI‘SH;-—-—""' ==y ez N | Seawch |

Agsignments and exams

Fﬂllllgﬁi‘ﬁ"r asslgnments % Y e

Tmes ol YSSlogment Ty, <';_-u_.|,u|-ﬂl:u:ﬂr"l""|:-.:'|\ oral
avsgnmergs, WG =

o que *"hq;_--'
Ll GO
queshon 1s .JI|I'| g yous bo do

@.ﬂ: .i.'ﬁ._-\.;.:'m: [ Ty g
2303 i planiend DESIOAMSNEE - how 0 ongimedg vt
st il .'_u:rl“l". siamples of £seyy-shrle H5DEUTRITE-

Toi0 LB

The craft hﬂqq
Vit J"Id prafe

quotes fnd relensn: '1;
porioriste i stds

nake your kgic Bow

with grammas and spelng ™

Looking for ‘contact us’



Reading forms is different from using them
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Top tip:
test the form — ideally where it will be used

Completing the I-94W U.S. Immigration
We found 20 photos matching i-S4w.

F'Urm Click "search” above to see!
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photostream
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Daoing the usual paperwork aboard Swiss flight L 64 from Zurich, Switzerland to Miami, Tags
FL on Movernber 17, 2007.
Immigration Forms



An improved form

* Reorganised

— separated employer
and employee sections

— boxes around topics

* Better wording

* Direct links to online
help for employer

* Shows how hard
forms design can be

@ HM Revenue
& Customs

P46: Employee without a Form P45

Section One To be completed by the emgl ayes

Plese oomplete s tian aona and then hand the form bad to your present emplove o you lster fedese
a farm P45 fram your peevous employes hand ©§ to your poes e @msoyes

Use capet al bet fers when comgleting ths faom.
Your details

Bational surance number
Thix is wery impartart in getting yaur tax and ben efits right

Tithe - errter MA, MRS MIES, M5 ar ather tithe

Surmame o family name

Firstar given name(s)

Gender. Erter ' in the appropriate bo

MNale Fernale

Your present cifoumstancoes

Foead &l the: foll oweng stabements canefully and enter %

in the one bax that spples fo you

A - This is my first job since last 6 Aprll and
I v vt oy e i) s i v i’y
Alawance o tacable ncapacty Benefit
o & state of aooupational pension

[

B - This i now my anly ol bt since Lt § Apel
1 havwee el anather job, or hase rece e d
tacahle lolseeker's Allowandce of ncapscity
Beredit. | do not recesve a stabe of
ooougutions | pe s on.

R
€ -1 have ancther jabor receve a 5t abe or
aeupational pendan
LG

Date of birth DD A Y'Y

fudd ress
Heonre arflat rumber

Riext of ad dress induiding house rame or i name

Pestonde

Studenit Loans

M wou beft & course of Higher Education before last

& Agril aned received vour first Student Loan

e tabment on of dfter 1 Semember 1938 and

o have not fully repaid your Student Loan, e e %
i e O 1 jyows e requined to nepa y our

Student Loan through pour bank o buiding

sooefy account donot enter an X in b D)

Signature and date
1 can confirm fat this information is conmect

Sgrature

Date ODMM Yy

HMRC D208
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