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We leverage our student and alumni
volunteers' skills from the University of
Washington’s Communication Leadership
graduate program to assist small
businesses and nonprofits, crafting
meaningful, real-world solutions.




WEBSITE CONTEXT

Communication Leadership Consulting offers communications

. : e Consult.
support through applied learning opportunities. Zoneult

Change.

They pair student and alumni volunteers of the
Communication Leadership graduate program with partnering
small businesses and nonprofits in the area to craft meaningful

deliverables that have a real-world impact.

PARTICIPANT INFORMATION

Two major groups of participants —
One with a bit of context on the consultancy.
The other with no context at all.

3 USER TASKS

1. Asavolunteer, find a potential project opportunity to help an organization through the consultancy.
2. Asaclient, find information on how to request for a volunteer for help with your marketing needs.
3. Asaclient, find out how much a volunteer from the consultancy would cost you.



TASK 1

As a volunteer, find a potential project opportunity to help an organization through the
consultancy.



DETAILED USER JOURNEY

About Us Volunteers Clients Resources
Consulting

Request Consultation

Consult. Create.
Change.

Welcome to Communication Leadership Consulting!

We leverage our student and alumni volunteers' skills
from the University of Washington’s Communication
Leadership graduate program to assist small
businesses and nonprofits, crafting meaningful, real-
world solutions.

Born out of a student initiative during COVID-19,
we've become a cornerstone of our community,
serving nearly 200 clients in Puget Sound - and we're

Okay, this should be easy, | see the Volunteer tab — must be in that!
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Alright, now let’s Join the Impact, | guess? The text is not too
clear...

Request Consultation
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Questions  Responses @ Settings
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CommLead Consulting Volunteer Form

Fill in the form below to register as a volunteer for the Comm Lead Consultancy program for Autumn '23. Earn
hands-on, real-world experience to add to your portfolio, while supporting local small businesses and nonprofit
organizations.

Note: *This form is only to sign up for the pro-bono (unpaid) work opportunities.*

NP B F®e

For any questions, please reach out to_samkat@uw.edu

Full Name: *

Short answer text

Email Id: *

Ahh, this is confusing. | was expecting a list of projects that | could
volunteer for...but | don’t find anything of that sort...



a Fall Signup Commlead Consulting Form [ vy A © © m : 0

Questions  Responses @ Settings

What are the kind of roles are you most interested in? *

Social Media/ Marketing D
Brand/ Communication Strate
gy Tr
Copywriting/ Content Writing &)
UX Research/UI Design &
-1509 =
1 5 A) Video/ Audio Production
Other..
(I}
e

Share a link to your resume, CV or portfolio website. *

Short answer text

‘ Is there any currently listed project you are really interested in? Tell us more.

Long answer text

Ahh, this is very confusing!! The form asks for projects | am interested
in, but | can’t find a list to choose from! Maybe | should go back?
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Questions  Responses @ Settings
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CommLead Consulting Volunteer Form

Fill in the form below to register as a volunteer for the Comm Lead Consultancy program for Autumn '23. Earn
hands-on, real-world experience to add to your portfolio, while supporting local small businesses and nonprofit
organizations.

_2 O% Note: *This form is only to sign up for the pro-bono (unpaid) work opportunities.*

For any questions, please reach out to_samkat@uw.edu

Full Name: *

Short answer text

Email Id: *

NP0
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It’s getting a bit frustrating now!! | have to go back??
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Okayyyy, nothing in here!

About Us Volunteers Clients Resources

Shape The Future

Request Consultation




Psych Level

OBSERVATION

After this point, majority of users did one of two things -

- Two people went back to the form, and simply submitted that, thinking that was it.
- One person completely gave up and contacted the consultancy via email directly.

Participant journey



USER JOURNEY: USER 1

Fills out the

Clicks the :
Open Clicks the CommLead Consultin form, Sees the
website | —® | Home Page | —» \{gLu?rJfrir — | \Volunteer Join the Volunteer Eorm 9| — last question
top menu and goes
back.
Is there any currently listed project you are really interested in? Tell us more. +
Long answer text Volunteer
“Well, this is very confusing. | guess they don’t have &

any projects for me to choose from, since | don’t see a
list of current projects?”

Scrolls the entire
page, does not
see anything
relevant, thinks
this is it and
completes the
form

Submit < CommLead Consulting <

Confirmation Volunteer Form

OBSERVATION
The participant went directly to the volunteer tab, had a bit of confusion since the form asked to list any current projects

she is interested in, but she hadn’t seen any list to choose from. After going back to the Volunteer page, and STILL not
finding anything, she goes back to complete the form —and thinks the process is complete. Did not see the ‘Job Board’

button on the Homepage.



USER JOURNEY: USER 2

Clicks the
Client tab
from top
menu

Scrolls through,
doesn’t find
anything, goes to
Volunteer tab

Open
website » | Home Page | —

—» | Client | —» —» | \olunteer | =%

“To see opportunities, | guess | should find
the existing clients with the consultancy”

III

“Okay, this is starting to get frustrating

“It’s too frustrating! | don’t think they have any
current projects listed? Or for sure | would have
found them within the Volunteer or Client pages”

OBSERVATION
The participant wasn’t sure what the Volunteer and Client tabs stood for. Overall, very frustrating
experience, did not see the ‘Job Board’ button on the Homepage.

Scrolls through,
doesn’t find
anything, goes to
homepage

—» | Home Page

\

Scrolls
through,
gives up.

\

Exits website in
frustration



USER JOURNEY: USER 3

Clicks the
Volunteer
tab from
top menu

Fills out the .
CommLead Consulting| _| form, Clicks | —» Submit

Volunteer Form submit Confirmation

Clicks the
Join the
(mpact butto

Open

website Home -

Page

—» | \/olunteer |—»

“That was easy!”

They did not realize there
About Us Volunteers Clients Resources i ership About Us Volunteers Clients Resources was a l_]ob Boa rd’ With a”
opportunites listed!

Shape The Future

Consult. Create.
Change. =

ip Consulting!

We leverage our student and alumni volunteers' skills
from the University of Washington’s Communication
Leadership graduate program to assist small
businesses and nonprofits, crafting meaningful, real-
world solutions.

Born out of a student initiative during COVID-19,
we've become a cornerstone of our community,
serving nearly 200 clients in Puget Sound - and we're

OBSERVATION
The participant went directly to the volunteer tab, and after appointment confirmation thought the process
was complete. They did not realize there was a ‘Job Board’ with all opportunites listed.



ASSESSMENT

Not one participant (even with context of the consultancy) saw the link to where the
volunteer opportunites were listed!

-
change. I
About Us Volunteers Clients Resources

Welcome to Communication Leadership \
Consulting!

We leverage our student and alumni volunteers'
skills from the University of

Washington’s Communication Leadership
graduate program to assist small businesses
and nonprofits, crafting meaningful, real-world
solutions.

C o ns u It C reate Born out of a student initiative during COVID-19,
L] u we've become a cornerstone of our community,
Ch 4L serving nearly 200 clients in Puget Sound - and
ange n we're just getting started. Join us in creating
| impactful communication.
Welcome to Communication Leadership Consulting!

Request

We leverage our student and alumni volunteers' skills Job Board

Consultation

from the University of Washington’s Communication
Leadership graduate program to assist small

businesses and nonprofits, crafting meaningful, real-
world solutions.

Born out of a student initiative during COVID-19,
we've become a cornerstone of our community,
serving nearly 200 clients in Puget Sound - and we're

Expected User Flow



RECOMMENDED CHANGES

Change. -

Include a description of what ‘Job Board’
means before the button.

Or Change the text to — ‘Find Project
Opportunities’

Beyond the scroll

#2

About Us Volunteers Clients Resources

Include the ‘Job Board’ button on the
volunteer page as well — with a bit of
description.



TASK 2

As a client, find information on how to request for a volunteer for help with your
marketing needs.



USER JOURNEY: USER 1 & 2

Sees the
‘Request

Scrolls

Clicks the

Open Client tab . through, Request
website ) —> | Home Page) == { o top ) > 1 Cllent 7™ goesback | > Home Page] = | Consultation’ | —* Communication
menu tab on Supportform
Hdomepage
P . . . “It would have been easier to _
This is again confusing. Why am | seeing such a . Fills out relevant
bi c about th b lients when | understand if there was some information
g comic abou enum ”er OfC 1ents wnen elaboration on what ‘Request
want to request for help? Consultation” meant!”
User 1
Submit
Confirmation

“It would have been nice to see the kind of work
the consultancy does with the clients they have

worked with”
User 2

OBSERVATION
Both participants went directly to the client tab, hoping that like in the previous task, they will find information for clients in

the client tab. Was frustrated when this was not the case. But finally found the page.



USER JOURNEY: USER 3

Sees Request
Consultation

Open Request Submit
: —» | Home Page| —» 9 —> : .
website g fr(:nn;:s:]ntdhe Communication Support Confirmation
form
homepage
screen
“I see the button twice, highlighting its “It would have been nice for the form __
importance, that’s nice” to be opened in another tab since it
7 . ”n
is a google form
-
Consult. Create.
OBSERVATION

The participant saw the button immediately. But thought if there was an explanation elaborating on the process of getting a
volunteer, it might have been an extra push to complete the form.



ASSESSMENT

Two participants went directly to the client tab, hoping that like in the previous task, they will find

o o
w information for clients in the client tab. Was frustrated when this was not the case. But finally
found the page.

aa  One participant saw the button immediately. But thought if there was an explanation elaborating
L @
" onthe process of getting a volunteer, it might have been an extra push to complete the form.

Consult. Create.
Change.

2
5 %




Client List

W NATURE & HEALTH
v of Wi
UNIERSITY of WASHINGTON N IVERSITY of WASHINGTON
Earthlab
DEPARTMENT OF LINGUISTICS

Study Abroad

FRENCH &
ITALIAN
DEPARTMENT STUDIES

OF HISTORY

Sﬁﬁ[? BEST BUBRIES
. )
SEATTLE NaZe'3

Haw Can WWa Haln?

#3 #5
* Add the ‘Request Consultation’ tab here as  Include what we did with each client - a

well. brief summary.
e Add a bit of explanation on what the ‘request

consultation tab means
#4
* Change the infographic to be more intuitive —

and maybe not the first thing it shows on the

client page.



TASK 3

As a client, find out how much a volunteer from the consultancy would cost you.



USER JOURNEY: USER 1 & 2

Clicks the
‘Client’ tab
from top
menu

Scrolls
through, finds
the ‘rates & fee
waiver’
sectio

Open

website —» | Home Page —> Rates & fee

waiver Section

— Client —

“Pretty straightforward. Though | would have liked
some more explanation on the rates. “I know this is not part of the task, but

User1 when | try to request a fee waiver, | don’t

have access to the form strangely”

“That was easy, everything is here. Pretty sure the third
option is not per hour like the rest of them, so a bit of

context would have been nicer”
User 2

OBSERVATION

Both participants went directly to the client tab, hoping that like in the previous task, they will find information for clients in
the client tab. Both were glad that the information was in the correct place. But would have liked a bit more explanation on
the break down of fees.



USER JOURNEY: USER 3

Clicks the

Open Resources _
website » | Home Page > tab from > Guides &
top menu tutorials

“This was simply frustrating. There were no clear
instructions — had a lot of confusion, and even after |
found the rates, I’'m not sure | would pay. | would like
to see that this amount is actually worth it.”

OBSERVATION

Scrolls
through,
Doesn’t find
anything, goes
back to

Home Page | —»

Rates & fee
waiver Section

Tried to click images
in the ‘What we
Offer section’ hoping
to find rates. Goes
back up, to the clien

\

Client

\

Scrolls
through, finds
the ‘rates &
fee waiver’
section.

The participant was very frustrated throughout the process. She would have liked to see more information

on payment details and see the kind of work the consultancy did with previous clients.



ASSESSMENT

- Participants went directly to the client tab, hoping that like in the previous task, they will find
— / information for clients in the client tab. Both were glad that the information was in the correct
place.

But would have liked a bit more explanation on the break down of fees and see the kind of work
the consultancy did with previous clients.
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RECOMMENDED CHANGES

Rates & Fee Waivers #6

v oateructurs mina o belance ooy parinersinedi il aicommiiment o compenaaiing sesdbrmaherever possEibi ° Ad d a b |t Of exp I anat i on text e I a b or at| ng
on the brasledoum of the prices

nitial Consultations min - 1hr o'Charge oo ® Add a SeCtion Of hOW the process Works

Small Projects <50 hours $37 / hr $43 / hr
as well.
Quarter-Long Projects ~ 75 hours $2,829 $3,271
Fee waivers are available to partially, or fully cover these rates. # 7
Waivers are awarded based on need, values ali it, and value. Fee waiver requests are evaluated by a committee of students and staff.

For questions about rates and fee waivers, contact Alex Stonehill at stonehil@uw.edu

e Add a section of what the consultancy
e has done with previous clients — to
showcase the expertise of the
consultancy volunteers.

N e o o o o e e e = = e = e e e e e e e e e e e e e e e e e e e e - - - - — =



OVERALL INSIGHTS & KEY THEMES

#1 Having ALL Volunteer related information #2 Have more information on rates, #3 Website Copy needs to be updated —to
in the Volunteer Tab & ALL Client related process, work previously done. be clearer and informative.
information in the Client Tab

All users wanted a bit more explanation One person had confusion with what the
All users were unsuccessful in finding the ‘Job about rates & fees Volunteer and Client tabs meant.
Board’ where all the volunteer (and paid)
opportunites are listed — even though it was All users would have liked to see work All users were confused by the term ‘Job
on the Homepage. done by the consultancy previously. Board’, since there was no explanation.

Two users explored the ‘client’ page before
returning to the home screen to find ‘Request
Consultation’.

AboutUs Volunteers Clients Resources |V AboutUs Volunteers Clients Resources ‘tes & Fee Waivers
Ourfee structure aims to balance GomMUy partners! 1SS Wh & COMMITEN 1o GoMpENSating Students wherever possibi
On Campus Partnerships Off Campus Partnerships
r - T — r - R — Initial Consultations 45min - 1hr No Charge No Charge
Consult. Create. Consult. Create. . i
mall Projects < 50 hours $37/hr $43/hr
Change. = Change. =

Quarter-Long Projects ~ 75 hours $2,829 $3,271
Welcome to Communication Leadership Consulting!

Welcome to Communication Leadership Consulting!

For questions about rates and fee walvers, contact Alex Stonehill at stonehil@uw.edu

tive during COVID-19,
f our commun ity,

iget Sound - and we're

join us in creating impactful

These are the ‘ideal’ task flow end points (the red dots indicate touch points)



THANK YOU!
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We leverage our student and alumni
volunteers' skills from the University of
Washington’s Communication Leadership
graduate program to assist small
businesses and nonprofits, crafting
meaningful, real-world solutions.




