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Introduction Introduction
Behaviourally Informed  
Communications Initiative
The Behaviourally Informed Communications Initiative (BICI) aims to 
implement behavioural science theories, principles and frameworks 
in order to optimise direct communication efforts.

Throughout this initiative we’ll draw on different models, 
frameworks and theories rooted in behavioural science. The 
structure of BICI is based on ‘Developing Behaviourally Informed 
Communications’ which is a tool the Behavioural Science Unit 
published in March 2023, you can download it from the box opposite.

We follow 5 essential steps, summarised as SCALE (specify, 
consider, assemble, layout and evaluate). We’ll also be providing 
links to helpful resources that you may want to read or use 
alongside each step too.

Developing Behaviourally Informed Communications

Click on each resource 
to view online

Introduction

Click here  
to watch  
the video

Ashley Gould, Public 
Health Consultant and 
Programme Director of 
the Behavioural Science 
Unit, Public Health Wales

https://phwwhocc.co.uk/wp-content/uploads/2023/03/Developing-Behaviourally-Informed-Communications.pdf
https://www.youtube.com/watch?v=0oy1eLdn-oA
https://www.youtube.com/watch?v=0oy1eLdn-oA
https://www.youtube.com/watch?v=0oy1eLdn-oA
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Introduction

•  �During this step you’ll 
identify and refine your 
target behaviour by 
developing a ‘behavioural 
specification’.

•  �What do you want who  
to do differently, when  
and where?

Specify

•  �During this step you’ll 
conduct a behavioural 
diagnosis using the COM-B 
model to help identify the 
barriers and facilitators to 
your target behaviour.

•  �This might be a rapid  
desk-based review, or you 
may be able to gather 
insight from your target 
population using surveys 
or focus groups.

Consider

•  �This step involves 
identifying the barriers 
and/or facilitators you’d 
like your communication to 
address.

•  �Then, you’ll identify the 
relevant Behaviour Change 
Techniques you can use to 
address them.

•  �You’ll have some draft 
content by the end of  
this step.

Assemble

BICI: The Process
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Introduction

•  �Once you have your draft 
content, you’ll consider 
things like hierarchy, timing 
and importance.

•  �Is the target behaviour  
(the call to action) clear?

Layout

•  �This final stage will 
help you to plan how 
to gather feedback on 
your newly developed 
communications.

•  �You’ll also consider how 
we implement your 
communications – what 
data do you have to 
understand the impact 
of the changes you’re 
making?

Evaluate

BICI: The Process (continued)

Click here  
to watch  
the video

Dr Alice Cline, 
Principal Behavioural 
Science Specialist, 
Public Health Wales

https://youtu.be/8JijHFkO_fk
https://youtu.be/8JijHFkO_fk
https://youtu.be/8JijHFkO_fk
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Introduction

Before we get started, how would you rate your current 

knowledge when it comes to developing behaviourally 

informed communications?

Behavioural Science Support

For more information about BICI, including how it was developed 

and case studies from previous cohorts, you can access our ‘learning 

and development’ report here.

0 1 2 3 4 5 6 7 8 9 10

No Knowledge High Level of Knowledge

What about your your confidence when it comes to 

developing behaviourally informed communications?

0 1 2 3 4 5 6 7 8 9 10

No Confidence High Level of Confidence

Throughout the workbook, you’ll find regular opportunities to check-

in with our Behavioural Science Unit. We’re on hand to offer guidance, 

sound-boarding or sense-checking – whatever you need.

https://phwwhocc.co.uk/resources/behaviourally-informed-communications-initiative-bici-development-and-implementation-report/
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Your Communication 
We’ll start by reflecting on your 
current communication

Follow the link to upload a copy of your 
communication or if you don’t currently 
have a piece of communication then try 
to jot down the key points you want your 
communication to include.

What is/are the objectives of your 
communication? It’s okay if you only have  
one objectve.

https://forms.office.com/e/KaV9qYZzgv


8

Introduction

Your Communication 

Specify

Consider

Assemble

Layout

Evaluate

Learning and Reflections

What sort of data do you have to understand 

how your communication is performing? 

If you do have data, how are you using the 

data to inform your communication?
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Do you have any reflections on how your communication is performing right now?

Have you noticed an unhelpful trend? Are things stubbornly not improving? Has something  

changed recently? Or are thing just not where they need to be? Are there definitive patterns  

– by group, time, geography?
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This first step will help you to be as specific as possible about the 

behaviour your communication is going to address.

Addressing a specific behaviour (e.g., if you’re 65 or over, click the 

link below to book in for your flu vaccination before the 30th of 

September) is more effective than describing a general behaviour 

(e.g., it’s important to get vaccinated).

It’s important to be really clear on who needs to do what differently, 

where will they do it and when?

Considering health equity here is key – are there segments of the 

population who experience health/social inequalities and therefore 

warrant targeted consideration?

Specify

Click here  
to watch  
the video

Dr Nicky Knowles, 
Principal Behavioural 
Science Specialist, 
Public Health Wales

https://youtu.be/cIGDhIxlCTU
https://youtu.be/cIGDhIxlCTU
https://youtu.be/cIGDhIxlCTU
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A behaviour is an observable, 
measurable action

Who needs to adopt the behaviour?
Who is the target population? Gender? Age? Ethnicity? Disabilities?

What is the behaviour you want them to do?
What do you want them to do after reading?

Describe the target group  
in as much detail as possible, 
usually a combination of 
characteristics is best, but 
what are your data telling 
you? - e.g. over 65 year old 
males, from C2DE social 
grades, that have never 
attended ‘our service’ before 
- are the priority group of 
focus for this communication.
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How will they do it?
Are there multiple steps to doing the behaviour? What are they?

Step 1

Step 2

Step 3

Step 4

Step 5
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Where will they do it?

When will they do it?

This helps in thinking 
through the physical and 
social environment around 
your target audience, the 
contexts they are living/
thinking in (that can 
influence behaviours) - so 
describe the time/place for 
undertaking that target 
‘observable measurable 
action’ (behaviour).
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Why should they do it?
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The objective of the communication is for:

[target audience]

to...

[behaviour]

by...

[how/where/when]
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Resources

Deciding on a 
target behaviour 
and target 
population tool 

‘Improving health and wellbeing: a guide to using 
behavioural science in policy and practice’ 

This tool is a deep dive 

into building a solid 

behavioural specification, 

with useful hints and tips.

The TARPARE framework is 

a useful tool to use when 

considering different 

segments of a population.

https://phwwhocc.co.uk/wp-content/uploads/2023/07/Deciding-on-Behaviours-and-Populations-Tool-v1b.pdf
https://pdf.sciencedirectassets.com/783243/1-s2.0-S1326020023X6107X/1-s2.0-S1326020023025475/main.pdf?X-Amz-Security-Token=IQoJb3JpZ2luX2VjECQaCXVzLWVhc3QtMSJHMEUCIQDlRacxBTMge%2FXuGxkQFkS4ln%2Fn8jMULDzsk8SuvwJB4wIgbSksoNdvSX7rjdRqCkpzc3Q0Zj4C4ISIpT8oFJkeL2wqswUIXRAFGgwwNTkwMDM1NDY4NjUiDADVtOS%2FhnxXWhB8vSqQBfSOoTuddqd89an0oNja82hCvo0TpnaWngmzsi6azDtYIybAtqPkvk%2FWLmWnDC5zo%2FIj3hM%2F1SbIQicXu7uFqII61NdI%2F%2BloWTnYrIEXeyIhoHKC17HKIM5TmkrAiXFV83BNPNiSf6ghi3NC%2FSAlXtXKAynv9Ap05hXnay%2FNOQOkZwhka%2BpUKsqUyj6x0IeKYj%2Fszq2bTiWQcsZgVkY31NRAhid4sjohYP3G9GbheaB1XjItET1IlfFCpd8dXzOUhtSQNTQtLLYdXqMXDvHLt%2FfCrx7g3d56teNb%2BfO88wflFSwdC1C5OoHehKSblvGUsAPDJOTMtp5UdfrJdJFzTYx6uVWfE0I45dk4XI7poaVQlZr3KiBr2RLgK9GTGAXJP7DN0JIPrML%2FB2Rkd%2FU8B4etYkprGkza%2B%2FaSjX2Cyu%2BGKhjmInoPR6KaAMcxpE75lU8nlMzQOLx8W%2BFsVJrz03mgT7z35eAI3vLOiY3h%2BTGxZTjrTNLCu6Vgbka%2BbHF7GtohyTAPFQJGiiZQ8paxp9immTodZr7hY3yS7fQFxP9HT9YTjcd3PjG68BFnWZf0JoGXcD0EgY%2FL9Cmb2LZS%2BOd1Yeh4w%2BAWkS%2Fex34nWwBXAlSnt77tTuXhMYx9Sh0KvayX%2BqgzVNpuB%2FqAjsFGKhBlWopRgFP7u5%2FrAw295nruyw7yyK2gGmMQdfLGkbTNPbwgbhAugvDoJAPQtr9oq%2FyvQ2IWKbIDei2NvXNaaJtbR00CyyBe7InN7kUu1I%2FJ2uAhAd8RNwM80LMgXzY57GEU8gDYfyL%2FhL41rFmRPVYKIjpf8Fn7CkNl%2BL9fXqdpoj15cj7TU3KvFj%2FqSSx%2FzkPKWfkoSxQidkz%2FyuR53uUSMLf7%2B70GOrEBypl8PYD8DbbqVwWYU8K2jMtkdlFrX8NUJh%2BnGhG3oXLBciaWpdQT0Fmw0DbuAqNX7SWmyMm0UJbiPFgpVILNyhnf5aG%2FiTQRNgq4nciCybLaG4wglzBUtMiM3Bp5Cfrk6Wh%2BqiF9SlYg%2FOu%2FlgjG8eSqNvXhblCXTfNF6VU5Q%2FhK6Ke9P8rqr%2FpIz7CWf56wKRn6jRwyzw4YBY0%2FFtb%2FfJJqHcSHEh9RqB%2F%2BsmL%2BUTvL&X-Amz-Algorithm=AWS4-HMAC-SHA256&X-Amz-Date=20250226T130248Z&X-Amz-SignedHeaders=host&X-Amz-Expires=300&X-Amz-Credential=ASIAQ3PHCVTY3XQKSUYQ%2F20250226%2Fus-east-1%2Fs3%2Faws4_request&X-Amz-Signature=ee8849a11ad32ecf963367d26d3c895ccd83627367824f39a288ac43ea2d6e91&hash=88b7ccb8ae1ab3c5182491722d4806398c4c48a37c863484ca50dfe45bdcc696&host=68042c943591013ac2b2430a89b270f6af2c76d8dfd086a07176afe7c76c2c61&pii=S1326020023025475&tid=spdf-42c3efa4-384e-413b-abcb-618eae22d39a&sid=4db85cf714edc54b9f4867d7b4e18051da5fgxrqb&type=client&tsoh=d3d3LnNjaWVuY2VkaXJlY3QuY29t&rh=d3d3LnNjaWVuY2VkaXJlY3QuY29t&ua=01015b515d5256520007&rr=918021abf87d71fe&cc=gb
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To elicit the target behaviour amongst your target population  
it is important to understand what is/will stop them from engaging  
in the desired behaviour.

A behavioural diagnosis will help to identify the key aspects that our 
communication should focus on.

The scale of our diagnosis will depend on available resources including 
time, and the quality/needs around the communication being designed.

Consider

Click here  
to watch  
the video

Dr Melda Lois Griffiths, 
Senior Behavioural 
Science Specialist,  
Public Health Wales

https://youtu.be/EerUPCL9dMQ
https://youtu.be/EerUPCL9dMQ
https://youtu.be/EerUPCL9dMQ
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Discuss what our collective experiences tell us about 
the barriers and facilitators experienced by the target 
audience when adopting the behaviour
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We may choose to…

Research what local sources (research, guidance, 
reports) reveal about the barriers and facilitators your 
target audience experience when attemopting to do 
the behaviour

Collect insight from our target audience via 
appropriate networks

Commission a piece of research to gather insight data 
on a larger scale

The method you choose will likely depend on the time/
resource you have.
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The COM-B Model
A behaviour change framework, such a COM-B, can support your 

behavioural diagnosis. 

The model suggests that there are three conditions that need to be met 

before a behaviour takes place: capability, opportunity, and motivation.

Physical

Psychological

Capability

Reflective

Automatic

Motivation

Social

Physical

Opportunity

Behaviour
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Capability refers to an individual’s psychological and 
physical capability to engage in the behaviour

In communications, capability typically refers to the audience having 

the awareness, knowledge, and skills to enact the intended behaviour. 

A “capability barrier” occurs when a person cannot enact a behaviour 

due to not possessing the necessary awareness, knowledge, or skills.

Communications that intend to encourage behaviour by promoting 

awareness or providing educational information aim to address 

capability barriers. Generally, capability barriers may be the easiest to 

address using communications; it feels like informing and educating 

audiences is the natural job of communications.

To explore capability, we may want to ask...

•  How aware are they of the behaviour and what constitutes it?

•  How well do they know how to do it?

•  �How well do they understand the benefits of doing it or costs of 

not doing it?

•  How confident are they that they can do it?

•  �How far do they have the cognitive, perceptual and psychomotor 

skills to do it?

•  �How far do they have ability to make the judgements needed to 

do it?

•  How far do they have the self-regulatory capacity for it?

•  How far do they have the physical strength and stamina for it?

It’s helpful to not  

jump to conclusions  

here – it’s easy to assume 

people will *act* if they 

*know* – but humans  

don’t always do this. Are  

you really dealing with a 

knowledge gap?
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What sort of capability barriers have you identified?
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What sort of capability facilitators have you identified?
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Opportunity refers to the external factors that make 
the behaviour possible or prompt it – such as the 
physical or social environment

In practice, this refers to things like having the time, resources, tools, 

and money to enact the desired behaviour. An “opportunity barrier” 

occurs when a person cannot, and so does not, adopt a behaviour due to 

something outside their control – for example, lacking the money to pay 

a fee for a service, or lacking the access to a computer to use an online 

tool, or not doing a behaviour because ‘no one else like them’ is doing it. 

Typically, communications alone cannot easily address physical 

opportunity barriers. It’s important to spend time exploring opportunity 

barriers, so that we can build a better understanding of the additional 

interventions we may need to consider to help illicit a behaviour. 

To explore opportunity, we may want to ask...

•  How far is it considered ‘normal’ within their social environment?

•  How far are there formal rules stipulating the behaviour?

•  How much support do they have in their social networks to do it?

•  How many prompts, cues and reminders for them to do it are they exposed to?

•  How well can they afford it?

•  How far do they have access to resources or equipment that facilitate or enable it?

•  How far do they have the time to do it?

•  How easily do they have access to places where they can do it?
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What sort of opportunity barriers have you identified?
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What sort of opportunity facilitators have you identified?
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Motivation refers to the thoughts and feelings that 
direct behaviour

It is helpful to think of motivation as the beliefs, emotions and 

attitudes that drive enthusiasm, or lack of it, to enact a behaviour.  

A “motivation barrier” occurs when a person does not enact a 

behaviour due to not wanting to do it, or not believing that they 

should do it. Communications that intend to encourage behaviour by 

evoking emotion, highlighting risks of inaction, or changing opinion 

about the importance of a behaviour will typically be aiming to 

address motivation barriers. Motivation barriers can be addressed 

using communications, to encourage people to change their beliefs  

or attitudes towards a behaviour.

To explore motivation, we may want to ask...

•  How worthwhile do they think it is?

•  How much enjoyment or satisfaction do they expect to get from it?

•  How far does is it provoked by an emotion or a drive state?

•  How far do they expect it to reduce any mental or physical discomfort?

•  How well does it fit with their self-identity?

•  How strong is their intention to do it?

•  How far is it a habit or routine?

•  How strong a priority is it over other things they could be doing?
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What sort of motivation barriers have you identified?
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What sort of motivation facilitators have you identified?
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•  �We may have identified a whole range of different barriers and/or 
facilitators, relating to all three COM-B domains

•  �We now need to summarise and prioritise which barriers to address 
and/or facilitators to include in our communications

•  �The space below can be used to highlight the barriers and/or 
facilitators you’ll work to focus on in your improved communication 

Capability Opportunity Motivation

Identifying barriers/facilitators to address:
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Resources

Improving health and wellbeing:
A guide to using behavioural 
science in policy and practice 
Authors: Professor Robert West and Ashley Gould

Page 23 has additional 

questions you can ask 

focused on COM-B.

Behavioural 
Diagnosis: 
How to collect 
behavioural 
insights

‘Improving health and wellbeing: a guide to using 
behavioural science in policy and practice’ 

This tool walks you 

through how to complete 

a behavioural diagnosis in 

more detail.

https://phwwhocc.co.uk/bsu/wp-content/uploads/sites/6/2023/03/PHW-BSU-Guide-1.pdf
https://phwwhocc.co.uk/wp-content/uploads/2023/06/Behavioural-Diagnosis-How-to-collect-behavioural-insights-v1d.pdf
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Key Action

If you’d like to discuss your 
behavioural specification and 
behavioural diagnosis, now is a 
good time to reach out to the 
Behavioural Science Unit. 

Send them a copy of your 
workbook so far and one of the 
team will be in contact.

  PHW.BehSciUnit@wales.nhs.uk
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Within any piece of communication, there will most likely be key pieces 

of information that must be included e.g., an appointment time, a 

contact number or a referral number.

The aim is to keep the piece of communication as short as possible, 

sign-posting to additional information where appropriate.

In the boxes on the next page, make a note of the key information that 

needs to be included in your piece of communication.

Assemble

Prioritise Key Information

Click here  
to watch  
the video

James Smolinski, 
Senior Behavioural 
Science Specialist, 
Public Health Wales

https://youtu.be/ayfKYUZbSDg
https://youtu.be/ayfKYUZbSDg
https://youtu.be/ayfKYUZbSDg
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Key Information to Include
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Once we have identified the key information to include, we can begin 
to think about the Behaviour Change Techniques (BCTs) we may want 
to use within our communication. BCTs are the ‘active ingredients’ of an 
intervention – they help bring about the target behaviour.

BCTs that help to address opportunity barriers are different to those 
that help to address capability barriers. Therefore, it’s important that we 
use the behavioural insights we gathered during step two ‘consider’ to 
help us decide which BCTs to include.

Behaviour Change Techniques

Now is also a good time to explore the existing literature to help identify 
‘what works’ when it comes to your specific behaviour, target population 
and communications.

Sometimes, there will be published evidence about the effectiveness 
of specific Behaviour Change Techniques used within communications. 
Be sure to include your behaviour, population and ‘Behaviour Change 
Techniques’ within your search strategy.

In addition to the literature, the boxes on the next page will help you to 
identify relevant BCTs, based on the insight you’ve gathered.

Review the Literature

You may have identified barriers that relate to ‘capability’ - in the next 
section we’ll break down each COM-B domain (capability/opportunity/
motivation) into sub-domains. We’ve included a description of each 
subdomain to help you determine where you barrier/facilitator will fit. 
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Physical Capability e.g., physical skills

Barriers Identified/Prioritised: 
You can copy these from your work on page 31.
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Psychological Capability e.g., knowledge, cognitive 
and interpersonal skills, memory/ attention/decision 
processes, behavioural regulation

Barriers Identified/Prioritised: 
You can copy these from your work on page 31.
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Behaviour Change Technique

Clearly describe who needs to do what differently, 
when and how

Include?

Give clear, step by step instructions on how to do the behaviour

Provide information about the benefits of doing the behaviour

Provide information about the health consequences 
of doing the behaviour

Emphasise the consequences of doing the behaviour 
enough to make them memorable

Explain the consequences of not doing the behaviour

Provide information about the social and environmental 
consequences of the behaviour

Provide information about the emotional consequences 
of the behaviour

Provide a demonstration of the behaviour

Potential Behaviour Change Techniques

Psychological Capability e.g., knowledge, cognitive 
and interpersonal skills, memory/ attention/decision 
processes, behavioural regulation
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Behaviour Change Technique

Barriers relating to physical capability can be difficult to address 

through a communication, and therefore we haven’t included 

any BCTs here. If barriers relating to physical capability have been 

identified, it may be worth considering additional interventions that 

could be implemented to help address and/or reduce the impact of 

physical capability barrier(s).

Physical Capability e.g., physical skills

Potential Behaviour Change Techniques
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Social Opportunity e.g., social influences

Barriers Identified/Prioritised: 
You can copy these from your work on page 31.
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Social Opportunity e.g., social influences

Behaviour Change Technique

Provide information about what other people ‘like 
them’ are doing

Include?

Make it clear that most people are doing the behaviour

Include statistics/figures that help to demonstrate a 
social norm

Provide information about others’ approval of the 
behaviour

Potential Behaviour Change Techniques
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Barriers Identified/Prioritised: 
You can copy these from your work on page 31.

Physical Opportunity e.g., environmental context, 
resources
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Behaviour Change Technique

Encourage the reader to use a prompt or cue to do 
the behaviour

Include?

Make the preferred option the default option

Reduce the ‘hassle factor’ of completing the behaviour

Potential Behaviour Change Techniques

Physical Opportunity e.g., environmental context, 
resources
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Reflective Motivation e.g., intention, goals, social/
professional role and identity, beliefs about capabilities 
and consequences, optimism

Barriers Identified/Prioritised: 
You can copy these from your work on page 31.
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Behaviour Change Technique

Include information about why people should 
complete the behaviour

Include?

Explain the immediate benefits of doing the behaviour

Using language that makes people feel empowered to act

Ensure the audience will know the message is meant for them

Use familiar language and words to the target population

Prompt planning of the behaviour

Use trusted/credible sources, messengers and/or logos

Clearly describe who, needs to do what differently, 
when and how

Give clear, step by step instructions on how to do the behaviour

Provide information about the benefits of doing the behaviour

Potential Behaviour Change Techniques

Reflective Motivation e.g., intention, goals, social/
professional role and identity, beliefs about capabilities 
and consequences, optimism
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Potential Behaviour Change Techniques (continued)

Behaviour Change Technique

Provide information about the health consequences 
of doing the behaviour

Include?

Explain the consequences of not doing the behaviour

Provide information about the social and environmental 
consequences of the behaviour

Provide information about the emotional consequences 
of the behaviour

Emphasise the consequences of doing the behaviour 
enough to make them memorable

Provide a demonstration of the behaviour

Reflective Motivation e.g., intention, goals, social/
professional role and identity, beliefs about capabilities 
and consequences, optimism
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Automatic Motivation e.g., reinforcement, emotions

Barriers Identified/Prioritised: 
You can copy these from your work on page 31.
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Behaviour Change Technique

Reduce negative emotions towards the behaviour

Include?

Include logos/signatures from trusted sources

Raise awareness of potential future regret of doing/
not doing the behaviour

Explain how doing the behaviour can help to set an 
example for others

Suggest adoption of a different/new perspective about  
the behaviour

Potential Behaviour Change Techniques

Automatic Motivation e.g., reinforcement, emotions
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Identified Behaviour Change Techniques

Which BCTs are you going to use, to tackle which barrier/facilitator?

What may they look like when included within your communication?
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Is the required behaviour clear (who, what, when, where  
and how)?

Instructions

Does the communication include one or multiple BCTs?

Is the language simple and easy to understand for someone 
new to the topic?

Is there a checklist of steps and/or is the next step to take  
clear and prominent?

Is there a clear deadline for response?

Is the text concise, including only the necessary information 
included?

Click here  
to watch  
the video

Dr Jennifer Thomas, 
Senior Behavioural 
Science Specialist, 
Public Health Wales

https://youtu.be/egYe5XzRs2s
https://youtu.be/egYe5XzRs2s
https://youtu.be/egYe5XzRs2s
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Is the communication personalised beyond just the recipient’s 
name?

Tone and Personalisation

Is the sender’s name included with title and contact 
information?

Is the sender a person who the recipient will recognise and 
respect?

Is the communication written in language/words familiar to 
the target audience?

Is the most important information at the top of the page or 
emphasized using colour, size variation, and/or additional 
formatting (e.g., in a box)?

Hierarchy
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Have you explained why the action should be taken?

Importance

Have you highlighted what the reader could lose if they do not 
take action?

Does the language and tone help the reader identify as 
someone who would adopt the behaviour?

Timing

Have you allowed enough time to allow the audience to 
complete the task?

Do the number of communications align with the difficulty and 
urgency of the task?

Are you sending the communication at a time when the audience 
is likely to have the mental and financial resources to act?

Is the timing relevant to a calendar event?
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Additional Resources/Notes:

Behavioural Insights in Action

Reducing sludge 
on websites

Published 2022

Design/layout 

guidance for 

websites

Behavioural Insights in Action

Reducing sludge on the 
phone and face-to-face

Published 2022

Design/layout 

guidance for 

phone calls/

face to face

Behavioural Insights in Action

Reducing sludge 
in forms

Published 2022

Design/layout 

guidance for 

forms

Behavioural Insights in Action

Reducing sludge in 
letters and emails

Published 2022

Design/layout 

guidance for 

letters/emails

Behavioural Insights in Action

Reducing sludge in 
text messages

Published 2022
Design/layout 

guidance for 

text messages

Text message 

principles for 

screening 

services

https://www.nsw.gov.au/sites/default/files/2023-02/BIA_%20Reducing_Sludge_on_Websites.pdf
https://www.nsw.gov.au/sites/default/files/2023-02/BIA_Reducing_Sludge_on_the_Phone_and_Face_to_face.pdf
https://www.nsw.gov.au/sites/default/files/2023-02/BIA_Reducing_Sludge_in_Forms.pdf
https://www.nsw.gov.au/sites/default/files/2023-02/BIA_%20Reducing_Sludge_in_Letters_Emails.pdf
https://www.nsw.gov.au/sites/default/files/2023-02/BIA_Reducing_Sludge_in_Text_Messages.pdf
https://www.gov.uk/government/publications/nhs-population-screening-effective-text-message-use/screening-text-message-principles
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To help reduce unnecessary frictions  
(sludge) in communications 

Adapted from the Australian (NSW) government

Design Tips

2   �Use visual elements to make 
letters easier to understand.

3   �Addressing the individual by  
their name.

4   �Incorporate user testimonials 
from people the recipient can 
relate to.

5   �Use the active voice rather than 
the passive voice.

6   �Break text up into shorter, 
digestible “chunks”.

These are tips – which ones are selected to be tested in your improved communication is 
a matter of professional choice and judgement, given your consideration of the previous 
steps in SCALE - no need to include every tip in every piece of communication!

1   �Place the most important 
information at the top.

https://www.nsw.gov.au/sites/default/files/2022-08/BIA_%20Reducing_Sludge_in_Letters_Emails.pdf
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Design Tips (continued)

7   �Include data to demonstrate 
that most people are taking the 
desired action.

8   �Replace jargon and legal 
terms with easy-to-understand 
alternatives.

9   �Address the recipient by their 
name.

10   �Communicate a positive, rather 
than negative, social norm.

11   �Use headings that are short, 
simple, and relevant to the 
reader.

12   �Start each step with a verb.

13   �Ensure your text message is 
delivered by a contact with a 
name, not an unknown number.

14   �Display a diagram of the step-
by-step process.

15   �Add a quote from an influential 
or respected person.
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Encourage behaviour by making it Easy, 
Attractive, Social and Timely 

Make it  
Social

  Show that most people perform the desired behaviour

  Use the power of networks

  Encourage people to make a commitment to others

Make it  
Attractive

  Attract attention

  Design rewards and sanctions for maximum effect

Make it  
Easy

  Harness the power of defaults

  Reduce the ‘hassle’ factor

  Simplify messages

Make it  
Timely

  Prompt people when they are likely to be most receptive

  Consider the immediate costs and benefits

  Help people plan their response to events
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UBC Briefing 6: NEAR-AFAR, COM-B and the BCW  Page 1 
 

UBC Briefing 6: NEAR-AFAR as a way of implementing the Behaviour Change Wheel 

Robert West and Susan Michie, January 2019 

Many people working with the Behavioural Insight 
Team and the UK government use the MINDSPACE 
and/or EAST frameworks when developing behaviour 
change interventions.  

MINDSPACE refers to generalisations about human 
behaviour, cognition or emotion that intervention 
designers can use to make their interventions more 
effective.  

EAST refers to features of the target behaviour that 
may make it more likely to be enacted, or the 
intervention that make it more likely to be effective. 

The attraction of these frameworks is that they are 
intuitive and easy to understand. The disadvantage is 
that they represent just some of the possible 
approaches and do not link to a coherent model of 
behaviour change (see UBC Briefings 1, 2, and 3).  

COM-B provides a coherent model of behaviour 
change and the Behaviour Change Wheel (BCW) 
provides a comprehensive framework for 
intervention development. However, these are quite 
complex. 

We have devised a simple mnemonic that 
intervention designers may wish to use when 
developing behaviour change interventions using 
COM-B and the BCW. The acronym is NEAR-AFAR. 

To get people to do things, make them: Normal, Easy, 
Attractive and/or Routine. 

To stop people doing things, make them: Abnormal, 
Fraught, Aversive and Reflective. 

The table below shows how these terms link to COM-
B and the BCW.

Normal: We are more likely to do things that we 
see being done by people with whom we identify 

Target social opportunity through the intervention 
functions of modelling and environmental restructuring 

Easy: We are more likely to do things if they are 
simple, within our capabilities and require little by 
way of resources, time or effort 

Target capability and opportunity through the 
intervention functions of education, training, restriction, 
enablement and environmental restructuring 

Attractive: We are more likely to do things if we 
think they will be enjoyable, serve a purpose or 
avoid something bad happening 

Target motivation through the intervention functions of 
education, persuasion,  incentivisation and coercion 

Routine: We are more likely to do things if they are 
part of our routine so we don’t have to think about 
them 

Target automatic motivation through the intervention 
functions of training and environmental restructuring 

Abnormal: We are less likely to do things if they are 
not seen as part of normal behaviour or no-one 
with whom we identify is doing them 

Target social opportunity through environmental 
restructuring 

Fraught: We are less likely to do things if we don’t 
have the capability or confidence or if barriers are 
put in the way 

Target capability and opportunity through the 
intervention functions of restriction and environmental 
restructuring 

Aversive: We are less likely to do things that we 
expect to be unpleasant, or lead to outcomes that 
we don’t like 

Target motivation through the intervention functions of 
education, persuasion and coercion 

Reflective: We are less likely to follow habitual 
behaviour patterns if we can be led to stop and 
think to disrupt the routine or automatic flow of 
behaviour 

Target reflective motivation through the intervention 
functions of education and persuasion, and automatic 
motivation through training and environmental 
restructuring 

 

Resources

MINDSPACE
Influencing behaviour through public policy

MINDSPACE 

Guidance

A

EAST
Four simple ways to apply 
behavioural insights
Revised and updated edition

   EASY
                ATTRACTIVE        

  S
OCI

A
L 

  
 

   
   

TIM
ELY 

EAST 

Guidance

SharePoint article – ‘Do you want to be a 

wordsmith’ – PHW comms team

NEAR-AFAR

https://www.unlockingbehaviourchange.com/pdfs/5d9e2006c5307059260455.pdf
https://www.bi.team/wp-content/uploads/2015/07/MINDSPACE.pdf
https://www.bi.team/wp-content/uploads/2014/04/BIT-EAST-handbook.pdf
https://nhswales365.sharepoint.com/sites/PHW/SitePages/Do-you-want-to-be-a-Wordsmith--How-should-we-write-.aspx
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Key Action

Now you’ve developed your new 
communication, you can share 
your work with the Behavioural 
Science Unit if you’d like some 
feedback. 

Send over your new and old 
communication, along with your 
workbook to the email address 
below. 

  PHW.BehSciUnit@wales.nhs.uk 
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Test, implement 
and evaluate your 
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Evaluate
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Reaching out to our target audience whilst designing and writing 
our communication can help to ensure it’s fit for purpose. 
This can be done through a variety of different ways such as 
questionnaires or focus groups and need not be over-burdensome.

The focus of the testing will depend on the objective of our 
communication. For example, if our communication aimed to 
increase knowledge then the discussion may revolve around this.

We’ve provided some adaptable tests to get you started, you can 
pick and choose the ones that are best suited for your comms.

Evaluate 

Testing

Click here  
to watch  
the video

Olivia Palmer, Senior 
Behavioural Science 
Specialist, Public 
Health Wales

https://youtu.be/9E6cICyMOBI
https://youtu.be/9E6cICyMOBI
https://youtu.be/9E6cICyMOBI
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Reading Ease (Flesch Kincaid Calculator)

Type your 
content into 
this tool to 

receive a 
‘reading ease’ 

score

Notes

https://charactercalculator.com/flesch-reading-ease/
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Plus-Minus Testing

Click here to read – Effort Mark: How to Test 
Usability of Documents

Participants are asked to read a document and put pluses 
and minuses in the margin for positive and negative reading 
experience. Plus-minus testing is a good way to get people’s 
reactions to a document. 

You can choose what plus and minus mean for your document, 
depending on its purpose and what you want to learn. You can use 
plus–minus to:

•  �Probe for your participants’ opinions about what is clear and what 
is not clear to them

•  �Get people’s emotional reactions to a document

•  �Investigate attributes such as confidence in the organisation

•  �Identify barriers/facilitators to doing the behaviour

Decide what you want to focus on for plus–minus testing. Write 
a short set of instructions so participants know what plus means 
for this usability test and what minus means. Give or send the 
instructions and the document to each participant.

If you are doing this testing in person or sending people the 
document on paper, you might ask participants to use pens with 
different colors – perhaps yellow to mark pluses and blue to mark 
minuses (we avoid red and green to avoid issues for people who have 
color-deficient vision.) Ask participants to write comments about 
their pluses and minuses as they mark up the document.

See an  
example of  
this applied 
in practice  

here.

https://www.effortmark.co.uk/how-to-test-the-usability-of-documents/
https://www.effortmark.co.uk/how-to-test-the-usability-of-documents/
https://userresearch.blog.gov.uk/2014/09/02/a-simple-technique-for-evaluating-content/
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Notes
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Cloze Testing

Click here to read – GDS/Nielson Norman Group

For content about subjects such as finance, regulation and health, 
the Cloze test can help to measure your readers’ understanding.

In the Cloze test, participants look at a selection of text with certain 
words removed. Then they fill in the blanks.

When creating a test, you can delete words using a formula (every 
fifth word), or you can delete selectively (key words). You can accept 
only exact answers, or you can accept synonyms. Sample as many 
readers as possible for greater accuracy.

Notes

https://gds.blog.gov.uk/2016/04/06/guest-post-looking-at-the-different-ways-to-test-content/
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Flip Test

This message testing method involves showing participants a 
message (such as invite letter, or text message reminder) for a 
very short period of time, and asking them questions about what 
they remember or what stood out to them and perhaps what the 
first action is that they will now take.

5 to 10 second flip tests can help you to find out whether your 
message is clear, memorable, and engaging enough to capture the 
attention of your target audience in a short amount of time.

Notes
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Resources

Practical methods 
to test content/
gather feedback

Practical methods 
to gather 

feedback on 
communications

Information on 
user research and 

methods

Questions to ask 
when testing 

content/gathering 
feedback

Includes useful 
examples of 

questions to ask 
when collecting 

feedback

Information about 
Guerilla testing 
(taking letters/
resources into 

public domain for 
feedback)

https://gds.blog.gov.uk/2016/04/06/guest-post-looking-at-the-different-ways-to-test-content/
https://www.effortmark.co.uk/how-to-test-the-usability-of-documents/
https://www.gov.uk/service-manual/user-research
https://www.nngroup.com/articles/testing-content-websites/
https://blog.uxtweak.com/message-testing/
https://insidegovuk.blog.gov.uk/2015/11/16/guerrilla-testing-content-it-makes-it-better/
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Where possible, we should always pilot test our  

interventions (in this case, our communications) before  

full-scale implementation.

We should be prepared to revisit our communications during the 

development process should the testing indicate that we aren’t 

getting the response we were aiming for.

A pilot test may involve choosing a sub-group of the target 

population to send our newly amended communications to, and then 

reviewing the available data to understand the impact.

Evaluate 

Implementation
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Who will receive the newly amended communication?

Can you send your new comms to a sub-group of your population?  
This can allow for comparing resources e.g., new vs old 
communication, or even trialling different BCTs

How will you implement your amended comms?

Who else will be involved?
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When will you implement your amended comms?

Can you specify a date?

What will you monitor whilst your comms is 
implemented?

What are the key indicators you are going to use? More than one is 

best to help triangulate the findings. Worth a back-ref to where you 

started…what was ‘not right’ or needed boosting?
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What will the challenges to implementation be?

What can you do to address them?
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Resources

Guidance on A/B Testing

A/B testing healthcare

https://www.gov.uk/guidance/ab-testing-comparative-studies
https://www.engagys.com/insights/a-b-testing-the-key-to-effective-healthcare-communications
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Once your communication has been written, designed, and 

implemented it’s important to evaluate the impact. Even if the 

communication is part of a wider strategy, or campaign, there are 

lots of ways a communication can be evaluated.

It’s important to consider what your communication was trying to 

address when planning your evaluation. The answers you gave in the 

‘Your Communication’ section will help to inform your evaluation.

You may complete an outcome evaluation, or a process evaluation.

Your evaluation can capture a number of different things. You may 

want to capture any changes to behaviour (e.g., did the number 

of people receiving their vaccine increase compared to the control 

group?). Whether or not you can measure a behaviour often depends 

on the data you have available.

Sometimes, you may want to capture any changes to capability, 

opportunity, or motivation – depending on which one your 

communication was designed to address. You can gather this type of 

data through focus groups, surveys or interviews.

Evaluate 

Evaluation



76

Introduction

Your Communication 

Specify

Consider

Assemble

Layout

Evaluate

Learning and Reflections

What do you want to measure?  

What is the objective of your comms? What is your behavioural 
specification?

What data do you have to support this?
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Who else will you need to work with to access the data?

How will you collect baseline data?
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How will you collect post-implementation data?

What type of data will you have from your intervention 
and control groups?



79

Introduction

Your Communication 

Specify

Consider

Assemble

Layout

Evaluate

Learning and Reflections

What challenges to your evaluation might you encounter? 

How might you be able to overcome them?
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Resources

The GCS   
Evaluation Cycle 
February 2024 

Guidance on evaluation 
considerations for 
comms/campaigns

Linking evaluation 
with the OASIS 

framework

WHO guidance 
on evaluating 

complex 
campagins

Process vs 
outcome 

evaluation

Page 30  
onwards, focus  
on evaluation

Evaluating 
Behaviour Change 
Interventions   

‘Improving health and wellbeing: a guide to using 
behavioural science in policy and practice’ 

BSU guidance on 
evaluation

https://gcs.civilservice.gov.uk/wp-content/uploads/2024/02/2024-02-13-GCS-Evaluation-Cycle-FINAL-OFFICIAL.pdf#:~:text=The%20GCS%20Evaluation%20Cycle%20provides%20information%20and%20guidance,consider%20when%20planning%20and%20delivering%20a%20comms%20evaluation.
https://gcs.civilservice.gov.uk/guidance/marketing/delivering-government-campaigns/guide-to-campaign-planning-oasis/#OASIS-framework
https://www.who.int/about/communications/evaluation/campaigns-evaluation#:~:text=Questions%20to%20consider%201%20Were%20communication%20activities%20completed%3F,awareness%2Fskills%3F%20%28Outcomes%29.%204%20Were%20health%20goals%20achieved%3F%20%28Impact%29.
https://www.health.org.uk/sites/default/files/Evaluating-your-communications.pdf
https://gcs.civilservice.gov.uk/wp-content/uploads/2021/02/The_principles_of_behaviour_change_communications.pdf
https://phwwhocc.co.uk/wp-content/uploads/2024/02/Evaluating-Behaviour-Change-Interventions.pdf
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Learning and Reflections
Capture the learning
Capturing learning and reflections from implementation is a 

type of process evaluation. This type of evaluation can help us to 

understand if our behaviour change intervention (in this case, our 

communications) is being delivered as intended.

Keeping a record of what worked well, strengths, limitations and/

or considerations to make in the future help to add to the evidence-

base and further our understanding of ‘what works’ when it comes 

to changing behaviour.

We’re always keen to learn and share the work of others, if you’d like 

to share your own learning and reflections with us please email

  PHW.BehSciUnit@wales.nhs.uk 
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Which parts of amending and implementing a 
new type of communication went well?

What were the challenges?
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Was the communication implemented as 
intended? Was anything changed, or amended?

What were the key impacts?
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Were there any unintended consequences?

How could the communication be modified to achieve impact?
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What would you do differently next time?

What are the key learning points/considerations to take forward 
in the future?
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Before we get started, how would you rate your current 

knowledge when it comes to developing behaviourally 

informed communications?

0 1 2 3 4 5 6 7 8 9 10

No Knowledge High Level of Knowledge

What about your your confidence when it comes to 

developing behaviourally informed communications?

0 1 2 3 4 5 6 7 8 9 10

No Confidence High Level of Confidence

Now we’ve worked through the BICI process, how are you feeling 

about your knowledge and confidence in developing behaviourally 

informed communciations?

Be great if you could send your before and after scores to us  

– to help ensure we are offering best support to you, and colleagues 

like you – PHW.BehSciUnit@wales.nhs.uk 




	Structure Bookmarks



Accessibility Report



		Filename: 

		PHW Behaviourally Informed Communications Initiative (BICI) Workbook_eng(final).pdf






		Report created by: 

		Elana Edward


		Organization: 

		





 [Personal and organization information from the Preferences > Identity dialog.]


Summary


The checker found problems which may prevent the document from being fully accessible.



		Needs manual check: 1


		Passed manually: 2


		Failed manually: 0


		Skipped: 1


		Passed: 25


		Failed: 3





Detailed Report



		Document




		Rule Name		Status		Description


		Accessibility permission flag		Passed		Accessibility permission flag must be set


		Image-only PDF		Passed		Document is not image-only PDF


		Tagged PDF		Passed		Document is tagged PDF


		Logical Reading Order		Passed manually		Document structure provides a logical reading order


		Primary language		Passed		Text language is specified


		Title		Passed		Document title is showing in title bar


		Bookmarks		Passed		Bookmarks are present in large documents


		Color contrast		Passed manually		Document has appropriate color contrast


		Page Content




		Rule Name		Status		Description


		Tagged content		Passed		All page content is tagged


		Tagged annotations		Failed		All annotations are tagged


		Tab order		Passed		Tab order is consistent with structure order


		Character encoding		Passed		Reliable character encoding is provided


		Tagged multimedia		Passed		All multimedia objects are tagged


		Screen flicker		Passed		Page will not cause screen flicker


		Scripts		Passed		No inaccessible scripts


		Timed responses		Passed		Page does not require timed responses


		Navigation links		Needs manual check		Navigation links are not repetitive


		Forms




		Rule Name		Status		Description


		Tagged form fields		Failed		All form fields are tagged


		Field descriptions		Failed		All form fields have description


		Alternate Text




		Rule Name		Status		Description


		Figures alternate text		Passed		Figures require alternate text


		Nested alternate text		Passed		Alternate text that will never be read


		Associated with content		Passed		Alternate text must be associated with some content


		Hides annotation		Passed		Alternate text should not hide annotation


		Other elements alternate text		Passed		Other elements that require alternate text


		Tables




		Rule Name		Status		Description


		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot


		TH and TD		Passed		TH and TD must be children of TR


		Headers		Passed		Tables should have headers


		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column


		Summary		Skipped		Tables must have a summary


		Lists




		Rule Name		Status		Description


		List items		Passed		LI must be a child of L


		Lbl and LBody		Passed		Lbl and LBody must be children of LI


		Headings




		Rule Name		Status		Description


		Appropriate nesting		Passed		Appropriate nesting







Back to Top
	Next button 14: 
	Previous button 14: 
	Next button: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 

	Previous button: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 

	Radio Button 2: Off
	Radio Button 3: Off
	Next button 2: 
	Page 7: 
	Page 8: 
	Page 9: 

	Previous button 2: 
	Page 7: 
	Page 8: 
	Page 9: 

	Text Field 2: 
	Text Field 210: 
	Text Field 211: 
	Text Field 212: 
	Text Field 15: 
	Next button 1: 
	Previous button 1: 
	Next button 3: 
	Page 11: 
	Page 12: 
	Page 13: 
	Page 14: 
	Page 15: 
	Page 16: 
	Page 17: 

	Previous button 3: 
	Page 11: 
	Page 12: 
	Page 13: 
	Page 14: 
	Page 15: 
	Page 16: 
	Page 17: 

	Text Field 1: 
	Text Field 217: 
	Text Field 213: 
	Text Field 221: 
	Text Field 222: 
	Text Field 223: 
	Text Field 224: 
	Text Field 24: 
	Text Field 226: 
	Text Field 27: 
	Text Field 28: 
	Text Field 29: 
	Text Field 30: 
	Text Field 36: 
	Text Field 37: 
	Next button 6: 
	Previous button 6: 
	Next button 4: 
	Page 19: 
	Page 20: 
	Page 21: 
	Page 22: 
	Page 23: 
	Page 24: 
	Page 25: 
	Page 26: 
	Page 27: 
	Page 28: 
	Page 29: 
	Page 30: 
	Page 31: 
	Page 32: 
	Page 33: 

	Previous button 4: 
	Page 19: 
	Page 20: 
	Page 21: 
	Page 22: 
	Page 23: 
	Page 24: 
	Page 25: 
	Page 26: 
	Page 27: 
	Page 28: 
	Page 29: 
	Page 30: 
	Page 31: 
	Page 32: 
	Page 33: 

	Text Field 42: 
	Text Field 45: 
	Text Field 46: 
	Text Field 47: 
	Text Field 48: 
	Text Field 49: 
	Text Field 227: 
	Text Field 228: 
	Text Field 229: 
	Text Field 230: 
	Text Field 231: 
	Text Field 232: 
	Text Field 158: 
	Text Field 159: 
	Text Field 160: 
	Text Field 161: 
	Text Field 162: 
	Text Field 163: 
	Text Field 233: 
	Text Field 234: 
	Text Field 235: 
	Text Field 236: 
	Text Field 237: 
	Text Field 238: 
	Text Field 164: 
	Text Field 165: 
	Text Field 166: 
	Text Field 167: 
	Text Field 168: 
	Text Field 169: 
	Text Field 239: 
	Text Field 240: 
	Text Field 241: 
	Text Field 242: 
	Text Field 243: 
	Text Field 244: 
	Text Field 82: 
	Text Field 94: 
	Text Field 95: 
	Text Field 96: 
	Text Field 97: 
	Text Field 98: 
	Text Field 99: 
	Text Field 100: 
	Text Field 101: 
	Text Field 102: 
	Text Field 103: 
	Text Field 104: 
	Next button 7: 
	Previous button 7: 
	Next button 5: 
	Page 35: 
	Page 36: 
	Page 37: 
	Page 38: 
	Page 39: 
	Page 40: 
	Page 41: 
	Page 42: 
	Page 43: 
	Page 44: 
	Page 45: 
	Page 46: 
	Page 47: 
	Page 48: 
	Page 49: 
	Page 50: 
	Page 51: 

	Previous button 5: 
	Page 35: 
	Page 36: 
	Page 37: 
	Page 38: 
	Page 39: 
	Page 40: 
	Page 41: 
	Page 42: 
	Page 43: 
	Page 44: 
	Page 45: 
	Page 46: 
	Page 47: 
	Page 48: 
	Page 49: 
	Page 50: 
	Page 51: 

	Text Field 105: 
	Text Field 106: 
	Text Field 107: 
	Text Field 108: 
	Text Field 109: 
	Text Field 110: 
	Text Field 116: 
	Text Field 117: 
	Text Field 118: 
	Text Field 119: 
	Text Field 249: 
	Text Field 250: 
	Text Field 251: 
	Text Field 252: 
	Check Box 1: Off
	Check Box 2: Off
	Check Box 3: Off
	Check Box 4: Off
	Check Box 5: Off
	Check Box 6: Off
	Check Box 7: Off
	Check Box 8: Off
	Check Box 9: Off
	Text Field 245: 
	Text Field 246: 
	Text Field 247: 
	Text Field 248: 
	Check Box 10: Off
	Check Box 11: Off
	Check Box 12: Off
	Check Box 13: Off
	Text Field 136: 
	Text Field 137: 
	Text Field 138: 
	Text Field 139: 
	Check Box 19: Off
	Check Box 20: Off
	Check Box 21: Off
	Text Field 140: 
	Text Field 141: 
	Text Field 142: 
	Text Field 143: 
	Check Box 23: Off
	Check Box 24: Off
	Check Box 32: Off
	Check Box 33: Off
	Check Box 34: Off
	Check Box 35: Off
	Check Box 36: Off
	Check Box 37: Off
	Check Box 38: Off
	Check Box 39: Off
	Check Box 40: Off
	Check Box 43: Off
	Check Box 47: Off
	Check Box 48: Off
	Check Box 50: Off
	Check Box 51: Off
	Text Field 144: 
	Text Field 145: 
	Text Field 146: 
	Text Field 147: 
	Check Box 52: Off
	Check Box 53: Off
	Check Box 54: Off
	Check Box 55: Off
	Check Box 56: Off
	Text Field 1010: 
	Text Field 1011: 
	Text Field 1012: 
	Text Field 1013: 
	Text Field 1014: 
	Text Field 148: 
	Next button 9: 
	Previous button 9: 
	Next button 8: 
	Page 53: 
	Page 54: 
	Page 55: 
	Page 56: 
	Page 57: 
	Page 58: 
	Page 59: 
	Page 60: 
	Page 61: 

	Previous button 8: 
	Page 53: 
	Page 54: 
	Page 55: 
	Page 56: 
	Page 57: 
	Page 58: 
	Page 59: 
	Page 60: 
	Page 61: 

	Check Box 57: Off
	Check Box 63: Off
	Check Box 64: Off
	Check Box 65: Off
	Check Box 66: Off
	Check Box 67: Off
	Check Box 68: Off
	Check Box 70: Off
	Check Box 71: Off
	Check Box 73: Off
	Check Box 74: Off
	Check Box 75: Off
	Check Box 76: Off
	Check Box 77: Off
	Check Box 81: Off
	Check Box 82: Off
	Check Box 83: Off
	Check Box 84: Off
	Next button 12: 
	Previous button 12: 
	Next button 10: 
	Page 63: 
	Page 64: 
	Page 65: 
	Page 66: 
	Page 67: 
	Page 68: 
	Page 69: 
	Page 70: 
	Page 71: 
	Page 72: 
	Page 73: 
	Page 74: 
	Page 75: 
	Page 76: 
	Page 77: 
	Page 78: 
	Page 79: 
	Page 80: 

	Previous button 10: 
	Page 63: 
	Page 64: 
	Page 65: 
	Page 66: 
	Page 67: 
	Page 68: 
	Page 69: 
	Page 70: 
	Page 71: 
	Page 72: 
	Page 73: 
	Page 74: 
	Page 75: 
	Page 76: 
	Page 77: 
	Page 78: 
	Page 79: 
	Page 80: 

	Text Field 149: 
	Text Field 170: 
	Text Field 171: 
	Text Field 172: 
	Text Field 174: 
	Text Field 175: 
	Text Field 177: 
	Text Field 178: 
	Text Field 179: 
	Text Field 181: 
	Text Field 183: 
	Text Field 184: 
	Text Field 185: 
	Text Field 186: 
	Text Field 187: 
	Text Field 188: 
	Text Field 197: 
	Text Field 199: 
	Text Field 201: 
	Text Field 203: 
	Text Field 205: 
	Text Field 207: 
	Text Field 209: 
	Text Field 2011: 
	Next button 11: 
	Page 81: 
	Page 82: 
	Page 83: 
	Page 84: 
	Page 85: 
	Page 86: 

	Previous button 11: 
	Page 81: 
	Page 82: 
	Page 83: 
	Page 84: 
	Page 85: 
	Page 86: 

	Text Field 2013: 
	Text Field 2014: 
	Text Field 2015: 
	Text Field 2016: 
	Text Field 2017: 
	Text Field 2018: 
	Text Field 2019: 
	Text Field 2020: 
	Text Field 2021: 
	Text Field 2022: 
	Text Field 2023: 
	Text Field 2024: 
	Text Field 2025: 
	Text Field 2026: 
	Text Field 2027: 
	Text Field 2028: 


