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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 BICl 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.

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

Click on each resource
to view online

-

J

Click here
to watch
the video


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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BICI: The Process

......
. ..
. .

. .
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.......

* 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?

A

’O
e

« 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.

A

* 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.
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Layout

» Once you have your draft
content, you'll consider
things like hierarchy, timing
and importance.

* Is the target behaviour
(the call to action) clear?

BICI: The Process (continued)

-

« 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?

Dr Alice Cline,

Principal Behavioural
Science Specialist,
Public Health Wales

Click here
to watch
the video



https://youtu.be/8JijHFkO_fk
https://youtu.be/8JijHFkO_fk
https://youtu.be/8JijHFkO_fk
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Behavioural Science Support

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.

f
Before we get started, how would you rate your current
knowledge when it comes to developing behaviourally
informed communications?

No Knowledge High Level of Knowledge

000006000000

0000000000

~

What about your your confidence when it comes to
developing behaviourally informed communications?

No Confidence High Level of Confidence

000006000000

0000000000

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.



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

fFollow 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.

f
What is/are the objectives of your

communication? It’s okay if you only have
one objectve.

-



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

-




Be specific about
what you are asking
people to do
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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'simportant 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?

. Dr Nicky Knowles,
Principal Behavioural

Science Specialist,
Public Health Wales

Click here
to watch
the video


https://youtu.be/cIGDhIxlCTU
https://youtu.be/cIGDhIxlCTU
https://youtu.be/cIGDhIxlCTU
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Who needs to adopt the behaviour?
Who is the target population? Gender? Age? Ethnicity? Disabilities?

-

N\

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

-

A behaviour is an observable,
measurable action

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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Ul @i Are there multiple steps to doing the behaviour? What are they?
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(Where will they do it?)

-

N\

(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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Introduction The objective of the communication is for:

Your Communication

Specify

Consider

~
J

[target audience]

Assemble

-
-

Layout

e G D

Learning and Reflections

~
J

[behaviour]

-
-

~
J

[how/where/when]

-
-

©OC




Introduction Resources
Your Communication ~ ~
Specify
Consider Deciding on a : This toolis a deep dive

target behaviour : A :
Assemble and target into building a solid

population tool behavioural specification,
Layout with useful hints and tips.
Evaluate

Learning and Reflections

TARPARE: A method for selecting target audiences

The TARPARE framework is
a useful tool to use when
considering different
segments of a population.

©OC @



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

Consider the barriers
and Facilitators

©OC
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Consider

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

p Dr Melda Lois Griffiths,
Senior Behavioural

Science Specialist,
Public Health Wales

Click here
to watch
the video



https://youtu.be/EerUPCL9dMQ
https://youtu.be/EerUPCL9dMQ
https://youtu.be/EerUPCL9dMQ
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We may choose to...

Less rigour/accuracy OR Less time/resource

Discuss what our collective experiences tell us about
the barriers and facilitators experienced by the target
audience when adopting the behaviour

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.

92Jnosal/awi] aJow YO Adesndde/inobu alopy




Introduction The COM-B Model

jlouRCommunicaton A behaviour change framework, such a COM-B, can support your
Specify behavioural diagnosis.

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

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

Assemble

Layout ( Physical )

Evaluate C Capability )
. A~ i

Learning and Reflections ( Psychological >

C Reflective ) S

Motivation ) ~~~~~~~~~~~~~ g\ Behaviour

. v
C Automatic )

C Opportunity )
( Physical )

©OC @
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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... h

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

« How well do they know how to doit?

« 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
doit?

« How far do they have the self-requlatory capacity for it?

S 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?)

4 N )
- AN J
4 N )
- AN J
4 N )
- AN J
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Your Communication e N ~
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-
-
4
-
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Opportunity refers to the external fFactors 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 helpillicit a behaviour.

L]

L]

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

How faris 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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Introduction (What sort of opportunity Facilitators have you identified?>

Your Communication e N ~
Specify

Assemble

Layout

Evaluate \_ JAN )
Learning and Reflections -~ N ~

-
-
4
-

©OC @




Introduction

Your Communication
Specify

Assemble

Layout

Evaluate

Learning and Reflections

©OC

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?

L]

How well does it fit with their self-identity?

How strong is their intention to do it?

How faris it a habit or routine?

How strong a priority is it over other things they could be doing?
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Introduction Identifying barriers/facilitators to address:

Your Communication + We may have identified a whole range of different barriers and/or
Specify Facilitators, relating to all three COM-B domains

« We now need to summarise and prioritise which barriers to address

onsicer and/or facilitators to include in our communications

Assemble « The space below can be used to highlight the barriers and/or
Layout Facilitators you'll work to focus on in your improved communication
Evaluate ( Capability ) ( Opportunity ) ( Motivation )
Learning and Reflections - N N ~

- AN RN J
4 N [ N [ )
- AN RN J
4 N [ N [ )
- AN RN J

©OC @)
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Resources

-

Improving health and wellbeing:
A guide to using behavioural
science in policy and practice

Page 23 has additional
qguestions you can ask
focused on COM-B.

Behavioural
Diagnosis:
How to collect
behavioural
insights

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

4 I
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.

Layout
Evaluate

Learning and Reflections

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

@ PHW.BehSciUnit@wales.nhs.uk
\ Y,

©OC @




Draft and amend
your content
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Specify

Consider

Prioritise Key Information

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.

Layout

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

Learning and Reflections 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.

- James Smolinski,
Senior Behavioural

Science Specialist,
Public Health Wales

Click here
to watch
the video

©OC @



https://youtu.be/ayfKYUZbSDg
https://youtu.be/ayfKYUZbSDg
https://youtu.be/ayfKYUZbSDg
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Behaviour Change Techniques

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.

Review the Literature

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
Technigues’ 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.

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.q., physical skills

( Barriers Identified/Prioritised:

\_You can copy these from your work on page 31.

4 N

-
-
4

-

N
J
N




Introduction Psychological Capability e.g., knowledge, cognitive

o e el and interpersonal skills, memory/ attention/decision
processes, behavioural regulation

Specify

Consider (Barriers Identified/Prioritised: )
You can copy these from your work on page 31.

Layout 4 N N

Evaluate

Learning and Reflections

-
-
4
-

N
J
N
J
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Potential Behaviour Change Techniques

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

(Behaviour Change Technique ) (Include?)
Clearly describe who needs to do what differently, Q
when and how

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

(Provide information about the benefits of doing the behaviour O )

(Provide information about the health consequences
\OF doing the behaviour

O

(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

O OO0 O

)

(Provide a demonstration of the behaviour




Introduction Potential Behaviour Change Techniques

Your Communication
Physical Capability e.g., physical skills

Specify
Consider (Behaviour Change Technique)

Barriers relating to physical capability can be difficult to address
Layout through a communication, and therefore we haven't included
Evaluate any BCTs here. If barriers relating to physical capability have been

identified, it may be worth considering additional interventions that

eI A RE Hases could be implemented to help address and/or reduce the impact of

hysical capability barrier(s).
\p / J

©OC




Introduction Social Opportunity e.q., social influences

Your Communication

Specify ( Barriers Identified/Prioritised:
\_You can copy these from your work on page 31.
Consider
4 N [~ N\
Layout
Evaluate
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Potential Behaviour Change Techniques

Social Opportunity e.g., social influences

(Behaviour Change Technique > (Include?)

/Provide information about what other people ‘like Q

\them are doing

-
Make it clear that most people are doing the behaviour

-

social norm
\

/Provide information about others’ approval of the

\behawour

/Include statistics/figures that help to demonstrate a O

N2 D N




Introduction Physical Opportunity e.g., environmental context,

Your Communication resources

Specify

Consider

( Barriers Identified/Prioritised:
\_You can copy these from your work on page 31. )

Layout

Evaluate

Learning and Reflections

-
-
4
-

N
J
N
J
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Potential Behaviour Change Techniques

Physical Opportunity e.g., environmental context,
resources

(Behaviour Change Technique ) (Include?)

4 )
Encourage the reader to use a prompt or cue to do O

\the behaviour )

4 )
Make the preferred option the default option Q

- J
Reduce the ‘hassle factor’ of completing the behaviour O j
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Reflective Motivation e.g., intention, goals, social/
professional role and identity, beliefs about capabilities
and consequences, optimism

( Barriers Identified/Prioritised: A
\_You can copy these from your work on page 31.
4 N )

-
-
4
-

N
J
N
J
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Potential Behaviour Change Techniques

Reflective Motivation e.g., intention, goals, social/

professional role and identity, beliefs about capabilities

and consequences, optimism

(Behaviour Change Technique ) (Include?)

Include information about why people should
complete the behaviour

(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 O )

(Provide information about the benefits of doing the behaviour

O )




Introduction Potential Behaviour Change Techniques (continued)

Your Communication Reflective Motivation e.g., intention, goals, social/
Specify professional role and identity, beliefs about capabilities
and consequences, optimism
Consider
(Behaviour Change Technique ) (Include?)
e /Provide information about the health consequences O
Evaluate \OF doing the behaviour
Learning and Reflections /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

-

O OO0 O

N2 2 2 S

(Provide a demonstration of the behaviour

©OC
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Automatic Motivation e.q., reinforcement, emotions

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

4 N

- AN J
4 N )
\- AN J




Introduction Potential Behaviour Change Techniques

Your Communication . . . ) .
Automatic Motivation e.g., reinforcement, emotions

Specify

Consider (Behaviour Change Technique ) (Include?)

Layout [Reduce negative emotions towards the behaviour O j

Evaluate

Learning and Reflections [Include logos/signatures from trusted sources O j
/Raise awareness of potential future regret of doing/ Q A
\not doing the behaviour )
/Explain how doing the behaviour can help to set an O A
\example for others )
[Suggest adoption of a different/new perspective about O j

the behaviour

©OC




Introduction (Identified Behaviour Change Techniques)

Your Communication

Which BCTs are you going to use, to tackle which barrier/facilitator?
Specify What may they look like when included within your communication?

Consider 4 N )

Layout

Evaluate

Learning and Reflections

-
-
4
-

-
-
4
-

N
J
N
J
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layout and design
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Introduction
Your Communication
Specify

Consider

Click here
to watch
the video

Assemble ~
L
Evaluate

Instructions

Learning and Reflections

O Is the required behaviour clear (who, what, when, where
and how)?

CO Does the communication include one or multiple BCTs?

new to the topic?

[O Is the language simple and easy to understand for someone

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

CO Is there a clear deadline for response?

U D 2 N N

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

©OC ©


https://youtu.be/egYe5XzRs2s
https://youtu.be/egYe5XzRs2s
https://youtu.be/egYe5XzRs2s

Introduction Tone and Personalisation

Your Communication
(O Is the communication personalised beyond just the recipient’s )
Speci ?
pecify L namej )
Consider
A bl (O Is the sender’s name included with title and contact )
ssemble information?
\ J
Evaluate O s the sender a person who the recipient will recognise and )
respect? )
Learning and Reflections
O Is the communication written in language/words familiar to )
the target audience? y

Hierarchy

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)?

©OC



Introduction Importance

Your Communication

. ‘ [\
CO Have you explained why the action should be taken? ) D

Specify
Consider O Have you highlighted what the reader could lose if they do not
Assemble take action?
O Does the language and tone help the reader identify as
Evaluate someone who would adopt the behaviour?
Learning and Reflections
Timing
(O Are you sending the communication at a time when the audience\
9 is likely to have the mental and financial resources to act?
-

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

— L

CO Is the timing relevant to a calendar event?

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

—

©OC ©



Introduction Additional Resources/Notes:

Your Communication

©OC

guidance for
text messages

message principles
The g

Specify
Consider omweboes ' Dhone A facato-facs Design/layout
Design/layout i .
uidance for
Assemble guidance for °
: ebsites phone calls/
websi
( face to face
Evaluate
Learning and Reflections
Refdu‘cmg sludge F?tducmgdstudg? in
Design/layout Design/layout
guidance for guidance for
forms letters/emails
: Text message
Design/layout

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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Design Tips

To help reduce unnecessary frictions
(sludge) in communications
Adapted from the Australian (NSW) government

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.

2 Use visual elements to make
letters easier to understand.

3 Addressing the individual by
their name.

Exampla

Loram ipsumn dolor sit

The most important
infarmation should appear in
the centre of the page:

Example

Lorem ipsum dokar sit

‘four application can be
completed:

Example

Hella Ashlay.
This ia & reminder a that your court fing s overdua and that

S failure to pay could resull in additienal costs,
-

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

5  Use the active voice rather than
the passive voice.

Example

“Using this serdce saved
Paura af
1 lime and days

Example

‘aur lizarse applicatian status /L
U
@ We have assassed your .

application

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

Example

%



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.

Example

Tax notification

[ e

88

910 paople in your local area
ey thir tax on time

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

Example

® @

Applicants can utilise the Once you have applied, you

customer assistance channal chack whare your application
toencuire about the status of 5 up to with this link,
thair sngoing application.

9 Address the recipient by their
name.

Example

Dear Staven,

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

Example

Aura ol COMpoE! ready?
[T

0 Eeaf More people are putting @

their vegetable scraps into
compast’

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

12 Start each step with a verb.

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

reader.
Example
e @ Visit the website
Required documentation ‘What documentation do | St with g vk Download the form
need to provide? -
- Lorem Lorem —— Submit the form
- Dot s Diolor st amet _—
- s i e s

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

Example
Inbax

The Department of Customer Service

e, Tht i By s T sparviae |

*614 1234 4321
hack i scitng e Lk This L

i . Thar 3 & ¥t s (7

Jobn |

T /-.\\
X O—O

Visit the website Downdoad the form Submit the form

15 Add a quote from an influential
or respected person.

Example

“Be kind, for averyone
youmeet i fighting a
hard battle”
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Encourage behaviour by making it Easy,
Attractive, Social and Timely

-+ Harness the power of defaults

Make it , ,
Easy Reduce the ‘hassle’ factor
Simplify messages
Make it Attract attention
Attractive . . .
‘.. Design rewards and sanctions for maximum effect
-+ Show that most people perform the desired behaviour
Makeit | : ) : )
Social Use the power of networks
Encourage people to make a commitment to others
- Prompt people when they are likely to be most receptive
Makeit | i
Timely Consider the immediate costs and benefits

Help people plan their response to events
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Resources

4 CabinetOffice INSTITUTE
GOVERNMENT

MINDSPACE
Guidance

Sign in to your account

EAST

Four simple ways to apply
behavioural insights

Revised and updated edition

EAST NEAR-AFAR
Guidance

SharePoint article — ‘Do you want to be a
wordsmith’ — PHW comms team


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



Test, implement
and evaluate your
communications

©OC

vi
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(Testing)

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.

. Olivia Palmer, Senior
Behavioural Science
Specialist, Public
Health Wales

Click here
to watch
the video



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

Flesch Kincaid
Calculator - Flesch
Reading Ease
Calculator

Check the Flesch reading ease score
and Flesch-Kincaid grade level score
with the online Flesch Kincaid

calculator.

(& s @\

J

Type your
content into
this tool to
receive a
‘reading ease’
score



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

Usability of Documents

(Click here to read - Effort Mark: How to Test ]

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.

Seean
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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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.

-



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.

5to 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.

-
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Resources

Guest post: looking at
the different ways to
test content

you read on).

Practical methods
to test content/
gather feedback

How to test the
usability of documents
- Effortmark

How to test the usabiilty of
BOCLUMENTS Using chinigues:
paraphrase testing. plus-minus
methads, and usability testing

Practical methods
to gather
feedback on
communications

User research

Understand user needs: plan
research, prepare for sesskons, share
and analyse findings.

Information on
user research and
methods

Message u, 45_“\ _:
Testing 101 { P A

[T

@

Mastering Message
Testing: Best Practices
and Tools

Muessage testing is an essential pa

ensure

Includes useful
examples of
questions to ask
when collecting
feedback

How to Test Content
with Users

Questions to ask
when testing
content/gathering
feedback

Guerrilla testing
content - it makes it
better

Johm Ploughman is the Content
Design Manager at the Driver and
Veh ds A uerrilla

assumptions as a cont..

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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(Implementation )

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.
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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

4 N )

- AN J

(How will you implement your amended comms?)

Who else will be involved?
4 N\




Introduction (When will you implement your amended comms? )

Your Communication Can you specify a date?

Specify e ~

Consider

Assemble

Layout

Learning and Reflections \_ )
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?

4 N )

©OC @
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(Whal: will the challenges to implementation be?)

-

~

-

(What can you do to address them?)

-

~

-




Resources

Introduction

Your Communication Ve ~
Specify

Consider

Assemble

A/B testing: Guidance on A/B Testing
comparative studies

How to use A/B testing to evaluate
your digital health product.

Layout

Learning and Reflections

A/B Testing: The Key to A/B testing healthcare

Effective Healthcare
Communications |

Engagys

Changing behavior in healthcare is
hard. How do we unlock the best way
to mativate healthcare consumers
when we are trying to reach and
engage very diverse populations that
include consumers from every walk
of life? To complicate matters, we
aren't aski...

©OC



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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(Evaluation )

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.




Introduction (Whal: do you want to measure?)

Your Communication

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

Specify specification?

Consider 4 N
Assemble

Layout

Learning and Reflections

- J

(What data do you have to support this?)

4 )

©OC
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(Who else will you need to work with to access the data?)

4 I
N\ J
(How will you collect baseline data?)

4 I
N\ J




Introduction (How will you collect post-implementation data?)

Your Communication - ~
Specify
Consider
Assemble
Layout

Learning and Reflections

- J

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

4 )

©OC




Introduction (Whal: challenges to your evaluation might you encounter?)

Your Communication - ~
Specify
Consider
Assemble
Layout

Learning and Reflections

(How might you be able to overcome them? )

4 )

©OC




Introduction Resources
Your Communication -
Specify
The GCS y Evaluating
Consider Evaluation Cycle Behaviour Change
e Interventions
Assemble
Layout
Guidance on evaluation BSU guidance on
M considerations for evaluation
Learning and Reflections comms/campaigns
\ J
/
Evaluate complex
campa igns The Principles of Behaviour
(Eo;;:]; EZ:?:L%‘T;T;O:M{ Change Communications
interventions The seve lep process
Tl
;;‘:{E;?;;gib':':; ation. Multi-
Gullde tD carnpaign dimensional commumication cam...
planning: OASIS - GCS
=]
Linking evaluation WHO guidance Process vs Page 30
with the OASIS on evaluating outcome onwards, focus
Framework complex evaluation on evaluation
campagins
\_ J

©OC



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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Introduction Was the communication implemented as )

. ” . >
Your Communication intended? Was anything changed, or amended?

Specify 4 N [ I

Consider
Assemble
Layout
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CWhat were the key impacts?)

4 N [
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Introduction (Were there any unintended consequences?)

Your Communication -

Specify

Consider

N [ )

Assemble
Layout

Evaluate

Learning and Reflections

(How could the communication be modified to achieve impact?)

4 N )
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Introduction (What would you do differently next time?)

Your Communication -

Specify

Consider

N [ )

Assemble
Layout

Evaluate

Learning and Reflections

- DN J

What are the key learning points/considerations to take forward
in the future?

4 N )

©OC
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Now we've worked through the BICI process, how are you feeling
about your knowledge and confidence in developing behaviourally
informed communciations?

Before we get started, how would you rate your current
knowledge when it comes to developing behaviourally
informed communications?

No Knowledge High Level of Knowledge

000006000000

OO0000000000

~

What about your your confidence when it comes to
developing behaviourally informed communications?

No Confidence High Level of Confidence

00000000000

0000000000

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




o9 lechyd Cyhoedd
Uned Gwyddor Ymddygiad d’[g\p CGMINGU G
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