Content Strategy: Writing for the user

Improving government content

Australian Government
Austrade



Sarah Crundwell
Content Designer
Austrade

sarah.crundwell@austrade.gov.au

https://www.linkedin.com/in/sarah-
crundwell-74087597/



http://austrade.gov.au
https://www.linkedin.com/in/sarah-crundwell-74087597/

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

Part 2

Division 2.1
Section 5AB

Speeding and other dangerous driving
Speeding and other dangerous driving offences

(3) However, a person who is convicted or found guilty of a failing to
stop offence that was committed before the commencement of the
Road Transport Legislation Amendment Act 2016 (No 2), section 21
(the pre-commencement offence) is a repeat offender in relation to
the offence only if—

)

(5

(a)

(b)

the person has been convicted or found guilty of a failing to stop
offence within 5 years before being convicted or found guilty of
the pre-commencement offence; or

the person is convicted or found guilty of 1 or more failing to
stop offences concurrently with being convicted or found guilty
of the pre-commencement offence, and 1 or more of the failing
to stop offences were committed before the pre-commencement
offence.

Subsection (3) and this subsection expire 5 years after the day this
section commences.

In this section:

failing to stop offence means—

(a)

(b)

(©)

an offence against section 5C (Failing to stop motor vehicle for
police); or

an offence against section 7 (Furious, reckless or dangerous
driving) (the current offence) that is an aggravated offence
because a circumstance mentioned in section 7A (1) (a) (i)
existed at the time of the current offence; or

an offence against the Road Transport (General) Act 1999,
section 60 (1) (which is about requiring people to disclose the
identity of a driver), if the requirement is to give information
about the driver of a motor vehicle who is alleged to have
committed an offence against section 5C.
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Road Transport (Safety and Traffic Management) R33
Act 1999 01/02/20
Effective: 01/02/20

by the ACT Ci l—als at www legislation.act.gov.au
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POLICY VS WHAT TO DO

Government

ROAD RULES
HANDBOOK

JANUARY 2019

WARNING: You risk serious traffic
offences, if you are found to be driving a
vehicle with suspended registration or

Miscellaneous

Throwing objects at vehicles

It illegal to throw objects at, or place
objects in the way of, motor vehicles or
bicycles so as to risk the safety of drivers,
riders or passengers. This offence also
applies to throwing objects at other
wvehicles, and covers actions such as car
drivers throwing objects at other car
drivers, or pedestrians throwing objects at
cars or trucks. These laws recognise the
significant risk to the safety of road users
posed by this type of behaviour.

Eailing to stop for police

You must stop for police when you are
given a signal to do so. Make sure you
find a safe place to pull over, such asan
emergency break down lane or side street.

Drivers who commit the offence of
*failing to stop for police’ are subject

to a maximum penalty of 12 months
imprisonment and up to $15,000 in fines,
increasing to three years imprisonment
and up to $45,000 for repeat offenders.
Drivers can also have their licence
suspended and vehicle seized. The
registered owner of a vehicle which was
used to commit the offence can also face
serious penalties if they do not provide
information to police about who was
driving the vehicle when the offence was
allegedly committed.
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POLICY VS WHAT TO DO
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Migration Regulations 1994

Statutory Rules No. 268, 1994

made under the

Migration Act 1958

Compilation No. 185

Compilation date: 1 July 2017
Includes amendments up to: F2017L00831
Registered: 20 July 2017

This compilation 1s in 4 volumes

Volume 1: regulations 1.01-5.45
Schedule 1
Volume 2: Schedule 2 (Subclasses 010-801)
Volume 3: Schedule 2 (Subclasses 802-9953)
Schedules 3-5. 6D, 7TA. 8-10 and 13
Volume 4: Endnotes

Each volume has 1ts own contents




POLICY VS WHAT TO DO

Subclass 500
Student visa

Visit Australia to participate in a course of study.

\

| s\.'l ,

When you have this visa

Overview About this visa Eligibility Step by step

° See education provider responsibilities and how we manage the Education program.

Stay With this visa you can Things to note

Up to 5 years and in line with your enrolment.

Cost

From AUD620, unless exempt.

e participate in an eligible course of study
e bring family members to Australia with you
« apply online in or outside Australia

be enrolled in a course of study in Australia
hold Overseas Student Health Cover (OSHC),
or fall in one of the exemption categories
must be 6 years or older

prove you have a welfare arrangement, if you

are under 18

Processing times See all conditions Check your eligibility

) . Note:
Processing times vary

o Asubstantive visa ceases to be in effect if
another substantive visa is granted

o Applications are received Australian Eastern
Standard Time (AEST) (or Australian Eastern
daylight standard time (AEDST) when

applicable)
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See education provider responsi

O Step 1
Before you apply Show steps v

Outside Australia - Apply for your visa at least 6 weeks before your course starts

In Australia - Allow plenty of time to apply for your next visa, avoid waiting to the last day your current substantive visa
expires in case of unexpected complications, as we may not always be able to help you.

) Step 2
Gather your documents Show steps v

o000 )

To see what you will need to provide evidence of, use the Document Checklist Tool. Before you use this tool please read
the disclaimer.

Enter your country of passport and education provider to get an accurate document checklist. Choose the option ' have
not decided on a provider yet'in the tool if you have not yet chosen a provider.

The tool will tell you what you will need to provide evidence of. If the tool says you need to provide evidence of a certain
thing, select 'Show steps’ to see what kind of evidence we might accept.

Re-check the document checklist based on the country of passport and education provider just before you submit your
application to be sure you have the most current list. The Document Checklist Tool is updated twice a year on 31 March
and 30 September.

C) Step 3
[
L

Apply for the visa

You must apply for this visa online. You can be in or outside Australia when you apply.
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EXAMPLES WHEN YOU’RE TOLD ‘JUST LINK TO THE LEGISLATION’

* The ACT Traffic Act vs the Road Rules handbook
* The Migration regulations vs Home Affairs website
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PEOPLE WILL DO THE RIGHT THING IF WE TELL THEM WHAT THAT IS

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

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

By the way, if you don'’t, these are the consequences
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WE THINK WE KNOW OUR USERS

COS THEY’RE JUST LIKE US, RIGHT?
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WE THINK WE NEED TO SOUND A PARTICULAR WAY

2
o
Australian Government
Department of Foreign Affairs and Trade

Telephone: 02 6261 2214
Secretary Facsimile: 02 6273 2081
Email: frances.adamsen@dfat.gov.au

File Number: 17/27526#13

¥ May 2019

Mr Grant Hehir
Auditor-General

Australian National Audit Office
GPO Box 707

CANBERRA ACT 2601

D finnt.

Thank you for the opportunity to comment on the proposed Australian National
Audit Office report on Australian Government Coordination Arrangements in Torres
Strait. Please find enclosed a summary response and response to
recommendations relevant to the Department of Foreign Affairs and Trade.

The Department of Foreign Affairs and Trade is committed to working
collaboratively with our partner agencies and Papua New Guinea to ensure the
integrity of the Torres Strait Treaty, and the traditional way of life it protects. I
welcome your recommendations for ongoing improvements in this area. [ am
pleased to advise we have taken steps to impl t the r dations

I would like to thank the Australian National Audit Office audit team for their
considerable efforts and professional conduct in preparing this report.

Yours sincerely

e —

Frances Adamson

R G Casey Building, Barton ACT 0221  www.dfat.gov.au
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WE THINK WE NEED TO SOUND A PARTICULAR WAY

* sign out ()
% @ need help 0

Australian Government
Welcome

All in
one place
A fast, simple way to
access government
online services
One login

Last sign in. 29/12/2015, 08 40 11
Austrakan Eastern Standard Time (AEST)

Inbox Profile Update Details Services Settings One password
One destination

Current notices

* Register for 3 My Heaith Record today

My Health Record Is a secure online summary of your health mformation and can include
any curent medical conditions, allergies and prescriptions  You can view and update your
My Health Record 24 hours/7 days a week online via myGov. Register for 3 My Heath
Record and knk 10 your myGov account today

Australian Organ Donor Register Registration

We encourage all Austrakans 10 register thes donation decision on the Austrakan Organ
Donor Register. Go to the Organ Donor details page in your linked Medicare Onine

Boniint b mminbins e ki o sn Sais s s sl i Mot ol Srt s b

Username or email

Forgot username

Password

Do not show others your password

Forgot password

Sign in

or

Create an account
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WE THINK WE NEED TO SOUND A PARTICULAR WAY

Q@ Latestnews Events&training Newsletters Contactus Policy and Legislation

! Australian G

Department o
Government Business Individuals Publications About us %

Your partner in public sector governance and managing public resources

Government-> Business - Individuals >

Investment Funds Find a grant opportunity related to COVID-19 (GrantConnect) Careers

Advertising Government Business Enterprises Find a grant opportunity related to COVID-19 (GrantConnect)
Travel Arrangements Selling to Government (Procurement) Waivers of debt, act of grace payment, CDDA Scheme
Procurement

Shared Services Program

See all Government - See all Business - See all Individuals >
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WE THINK USERS CARE WHICH DEPARTMENT WE ARE

ACT

Government

Australian Government
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TREAT COMMS AND CONTENT THE WRONG WAY

Structure and design

Push / pull

Sarah’s mental model

Creation

Measurement

Strategy

Origin

Structured, designed and has metadata

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

Static (but up to date) and is in some kind of database eg, website or digital service

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

Can users find the content they’re looking for? Can they understand it?

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.

UX (user driven)

Sparkly

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

Moving and temporary — news articles,
speeches, social media

Decide what to say and where to put it

Does this change behaviour?

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

Marketing (business driven)

18



WHEN WE TREAT CONTENT LIKE COMMS

i
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WHEN WE TREAT COMMS LIKE CONTENT

Check-in

Manage
Trip

Book
Flights

My QFF
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COMMS AND CONTENT WORKING TOGETHER

(Social media
Comms)

Wine to Japan

What to consider

Digital service A specific piece of
(Changeable small web content
pieces of content) (Stable content)

Writing for the user: Improving government content
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IN CONCLUSION

* 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
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