Approach to a digital
service
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Agenda

Our vision is to create
a society free from problem
debt
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Understanding the client need

Inclusive framework to
support vulnerable clients

Consideration for your own
digital journey

Do’s and don’t of digital
product design

Q&A

In Commercial Confidence



Step. g.hange

Debt Chari ty

Digital Natives

Digital natives are people born after 1985 who grew
up with the presence of digital technology orin the
information age.

Generally, millennials are seen as the first digital
natives, followed by any generations that occur after.

* 1In 2022, 86% of people used their mobile to go
online, compared to 28% in 2009

* Almost all (98%) UK adults aged 16-24 now have a
smartphone

* By 2025, itis predicted that the UK population will
reach 68.3 million and that 95% (roughly 65 million
people) will be using a smartphone

* Between 2021 and 2022, the number of minutes
spent making phone calls in the UK decreased by
9.2%

* Asof 2023, half of all nine-year-olds in the UK own
a smartphone

* 73% of clients contact StepChange through a smart
phone or device, and this is expected to increase
significantly over the next strategic period

Source: Uswitch
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Digita | service It’s a digital era

baCkEd by Currently, 78% of our clients use
our online service. That is up 6%

experts from at this point in 2023.

The demand for our online service
as for other organisations has
drastically increased since COVID.

We are continually looking for ways
to improve our journey / work with
partners to get the best outcomes
for clients.
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There are four key principles for
our inclusive framework:

1.We put clients in the driving seat

2.All roads lead to the best
outcome

3. We guide our clients every step
of the way

4. We acknowledge boundaries and
provide seamless experiences



How can you
support your
clients?

Fiver considerations:

Use of triage tools

* Establishing eligibility for
services.

* Setting expectations

* Varied forbearance tools

* Relatability
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There are five key approach
method’s StepChange take to
product design:

Prioritise accessibility

* Design responsively

* Test your design with users

* Focus on simplicity

* Keep design content
consistent
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) The key lessons we’ve learnt
Don’ts of Y

Digital Product
Design

along the way:

Overdesigned interface

e Skipping user research

* Assume your design is
“finished” once launched

* Use jargon




Thank you - . O

Questions
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© StepChange Debt Charity, 123 Albion Street, Leeds, LS2 8ER.
A registered charity n0.1016630 and SC046263. Authorised and regulated by
the Financial Conduct Authority
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