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• we as government think people care about the legislation. Actually people just 

want to know what to do

• we make the assumption that people are trying to break the rules

• we think we know our users

• we think we need to sound smart / complicated / vague

• we think users care which department we are

• we treat content and comms the same way



LEGISLATION VS WHAT TO DO
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POLICY VS WHAT TO DO
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POLICY VS WHAT TO DO
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POLICY VS WHAT TO DO
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•The ACT Traffic Act vs the Road Rules handbook
•The Migration regulations vs Home Affairs website

EXAMPLES WHEN YOU’RE TOLD ‘JUST LINK TO THE LEGISLATION’
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Don’t do this thing otherwise we will punish you

1. do this
2. then do this
3. then do this thing

PEOPLE WILL DO THE RIGHT THING IF WE TELL THEM WHAT THAT IS
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1. do this
2. then do this
3. then do this thing

By the way, if you don’t, these are the consequences

PEOPLE WILL DO THE RIGHT THING IF WE TELL THEM WHAT THAT IS
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COS THEY’RE JUST LIKE US, RIGHT?

WE THINK WE KNOW OUR USERS
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WE THINK WE NEED TO SOUND A PARTICULAR WAY 
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WE THINK WE NEED TO SOUND A PARTICULAR WAY 
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WE THINK WE NEED TO SOUND A PARTICULAR WAY 
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vs



WE THINK USERS CARE WHICH DEPARTMENT WE ARE
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TREAT COMMS AND CONTENT THE WRONG WAY
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Content Comms

Structure and design Structured, designed and has metadata Sparkly

Push / pull People outside the organisation have a question that they want answered and mightn’t 
know that they’ve come to you for the answer

‘By the way’ content
‘You might be interested in …’

Sarah’s mental model Static (but up to date) and is in some kind of database eg, website or digital service Moving and temporary – news articles, 
speeches, social media

Creation Content design (what’s the most user-centred way to convey and manage 
this information)

Decide what to say and where to put it

Measurement Can users find the content they’re looking for? Can they understand it? Does this change behaviour?

Strategy Describes the elements used and how content is crafted. Content strategy covers 
image styles, writing tone, overall “look” of video production graphic design, 
governance, workflow, deciding what works and what doesn’t. A good content strategy 
means that content cannot be spontaneously delivered. Instead, effective content starts 
with a user need and moves through development, testing, crafting, and approvals.

Covers public relations, marketing, advertising, 
internal and external communications, social media, 
government relations, media relations, and crisis 
management

Origin UX (user driven) Marketing (business driven)



WHEN WE TREAT CONTENT LIKE COMMS
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WHEN WE TREAT COMMS LIKE CONTENT
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COMMS AND CONTENT WORKING TOGETHER
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(Social media
Comms)

Digital service
(Changeable small 
pieces of content)

A specific piece of 
web content

(Stable content)



• Turn the policy into a ‘to-do list’
• Then put the to-do list into the order in which users should approach it
• Start with the assumption that people will do the right thing if they know what that is
• Get to know your users
• Use plain English (and fight those that resist ‘dumbing down’ their content)
• If your content crosses over into other departments’ or agencies’ content – point to that content
• Make sure your content and comms are created and used together to create a seamless user 
journey

IN CONCLUSION
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