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Summary of UR findings to date

« The following slides present a summary of the user research findings to date, aligned with the key stages of the
customer journey below:

Readiness Issue Claim Payments &
for Migration Readiness submission, post UC
Migration Notice to claim IDV & accept claim
Notice (MN) (MN) CcC support

Identify / Warm-Up

Picture Build (pre-
/ Select conversation)

 The UR findings were taken from the following reports:
— Discovery UR with existing Tax Credit claimants (19 interviews) — Apr 20
— Discovery UR with Tax Credit claimants who have naturally moved to UC (5 interviews) — Apr 20
— UR with claimants who have moved to UC via WC-led (13 interviews) — Apr 20)
— WHC-led Deep Dive 4 (Feb 20)
— WC-led Deep Dive 3 (Jan 20)
— WC-led Deep Dive 2 (Nov 19)
— WC-led Deep Dive 1 (Sep 19)



Planned Behaviour Theory

Self-efficacy

an individual’s beliefs about
their competence to cope

with a task and exercise

influence over the events

that affect their lives

Social influence

the extent to which an
individual’s behavior is
influenced by what
relevant others (e.g.
media/ colleagues)
expect him/her to do
and the extent to which
they believe others are
performing the
behavior.

Attitude

the individual’s positive or
negative feelings toward
engaging in a specified
behavior, in other words
towards behaving securely
or complying. The PBT
argues that attitude is a
predictor of behavior,
alongside subjective norms
and perceived behavioral
control (a form of self-
efficacy) This suggests that
attitude may be an important
antecedent of engagement



Perceived susceptibility is
an individual’'s assessment
of the probability of events
happening to them.
Individuals that have a
sense that it is not relevant
to them may not engage in
transition. On the other
hand feeling susceptible to
being forced to move may
result in protective
behavior. Weak evidence

Perceived severity is
the assessment of the
seriousness of
transition and its
associated
consequences. If an
individual perceives a
threat to be severe,
they are more likely to
engage in transition
communication and
move.

these constructs may well be intertwined so it is difficult to

disentangle the effects

Response efficacy is
the belief in the
benefits of the
behavior. that
transitioning is
inevitable or they will
benefit from it. On the
other hand, if an
individual has less
belief in the efficacy of
the behavior, they are
less likely to adopt it.

Response costs refer
to beliefs about how
costly performing the
recommended
behavior will be. These
costs include money,
time, and the effort
expended. If an
individual perceives
that a considerable
cost is associated with
a behavior, they will be
unlikely to follow
through with it.
Conversely, if a small
cost is incurred, the
behavior may be
adopted.
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Warm-Up Readiness for Issue Claim Payments &

Identify /Picture Readiness to submission,

Build / Select (pre- Migration Migration post UC claim

claim IDV & accept

conversation) Notice (MN) Notice (MN) support

_—_——~

Payments have been
as expected in general

Despite initial worries,
most thought the
move had gone

smoothly

—_—_———————————

Most claimants have
been looking at their
statements
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