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Project Background
Anglicare is a Christian non-profit organisation 
with a heritage of service spanning 160 years. 
They provide community welfare services ranging 
from adoption, foster and aged care, to food and 
financial assistance.

We were previously engaged by Anglicare to design an 
interim solution in response to their merger with Anglicare 
Retirement Villages, and a MVP website to gradually 
optimise their web presence over time.

In this phase, we took a deep dive into their Community 
Services offering and created personas and service 
blueprints to better assist Anglicare in shaping their strategy.

Our Approach
Anglicare approached us to design several online 
functionalities, with the intention to streamline their web 
presence and promote self-service. However, as Sitback and 
Anglicare worked together, it became apparent that there 
was a need to look broader than the digital experience. As 
such, we proposed to first conduct a Service Design phase 
to understand the target audiences’ journeys and pain points 
when accessing food and financial services, as well how the 
proposed functionalities might fit into their journeys.

We started the project with a documentation review to 
understand the business procedures and processes. Then, 
we conducted a stakeholder workshop to explore business 
strategy, vision, and drivers behind the proposed online 
functionalities.

Following that, we conducted 16 interviews with 
representative Community Services users. The purpose of the 
interviews was to identify triggers, motivations, pain points 
and needs in relation to accessing community services. When 
time permitted, we incorporated usability testing to give 

Documentation 
Review

User 
Interviews

Customer 
Personas

Summary
Report

Stakeholder 
Workshop

Usability 
Testing

Service 
Blueprints

Co-Design 
Workshop



INDEPENDENTLOW DEPENDENCYSTAGES

U
S

E
R

 A
C

TI
O

N

MEDIUM DEPEDENCYHIGH DEPENDENCYFIRST ENGAGMENTREACHING OUT AWARENESS

A
N

G
LI

C
A

R
E

 A
C

TI
O

N
S

 A
N

D
 O

P
P

O
R

TU
N

IT
IE

S
S

TA
FF

 A
C

TI
O

N

ANGLICARE FOOD AND FINANCIAL ASSISTANCE IDEAL CUSTOMER JOURNEY 1 

Educate potential clients of 
Anglicare and its service offering. 
Distribute information in the form of 
pamphlets to government and local 
partners (i.e. Centrelink, churches, 
other service providers) to educate 
potential clients about Anglicare and 
what services are offered. 

Illustrate how  Anglicare's 
services can deliver real life 
positive outcomes for their 
clients. Include scenario-based 
examples in the pamphlets to make 
the services more relatable to 
potential clients. 

Depending on the urgency of a 
users' situation, Anglicare staff 
can fast-track their appointment if 
necessary. 

The caseworker also introduces 
Hannah to Anglicare's digital assets 
(e.g. website, shows them the 
location map, calendar of events and 
courses) during one of their 
appointments.    

Reserve a play area in the office. 
Have a safe space for children to 
play in so that clients can go to the 
appointment alone with minimal 
distraction.  

The caseworker tells Hannah about the 
SMS updates service and informs her 
that they will also contact her directly if 
she is about to miss the deadline for 
certain benefits and events (e.g. 
Christmas hamper and lunch). The 
caseworker finds the alert system helpful 
for flagging and categorising clients 
based on the severity of the case.  

Given her situation, her caseworker 
offers to schedule a recurring 
monthly appointment with her for the 
next 2 months. 

The caseworker also provides a 
direct office phone number to 
Hannah. 

Make pre-approved re-
occurring appointments. Allow 
caseworkers to make re-
occurring appointments for a 
certain period of time, ensuring 
resources are allocated to 
individuals in needs. 

Hannah Brodersen  

Allow fast-tracking of critically 
vulnerable clients. Have a 
guideline to help identify people 
in desperate need, this is so that 
the staff can fast-track 
appointments if needed.  

 

Educate clients about Anglicare's 
digital assets. For example, 
demonstrate the use of the self 
assessment tool and calendar.   

Expression of interest through 
the calendar. Ability to express 
interest in an event or course 
through the calendar.

SMS automated mailing list/
reminder. Users who register to the 
SMS service can receive the latest 
updates about the services and events 
they are eligible for or have expressed 
an interest in. 

Promote volunteer services to clients. 
Allow clients to become involved as 
volunteers. 

Hannah is in a desperate situation 
and doesn't know who can assist 
her. Through Centrelink, she realises 
Anglicare (as well as a number of 
providers) provide assistance to help 
people in her situation.   

Hannah receives an Anglicare 
pamphlet at Centrelink. The 
information in the pamphlet gives her 
a sense of reassurance and relief. 
(e.g. what Anglicare has to offer and 
scenarios of what Anglicare has 
done and how they have helped 
people that are in her situation).   

She finds a contact number on the 
pamphlet and immediately contacts 
Anglicare over the phone.  

She explains her situation to 
Anglicare staff and gets 'fast-
tracked' as a result. She can now 
see a caseworker for the next day. 

She is also provided with other 
information and encouraged to visit 
Anglicare's Mobile Community 
Pantry in her local area.  

Hannah needs to bring her kids 
along to the appointment as no 
one else can take care of them. 
However, she is delighted to see a 
secured play area in Anglicare's 
office. This allows her to leave her 
kids there whilst she meets with 
the caseworker. She can now be 
more honest and open up to the 
caseworker. This is because there 
are some things that she does not 
want to express in front of the kids. 

Given Hannah's situation, the 
caseworker offers to set up regular 
sessions with her. This is so that she 
doesn't need to phone up and make 
an appointment every month. 

The caseworker also gives her her 
direct contact number. Hannah is 
happy that she can call her 
caseworker directly because she 
wants to speaks to the same person 
who understands her situation and 
needs (rather than repeating herself 
all over again). 

Hannah now receives Food and 
Financial services regularly (i.e. food 
vouchers and help with her electricity 
bills). 

She likes being informed about the 
latest services and events suitable 
for her via SMS. This is because she 
doesn't have the time to be on top of 
these things whilst looking after her 
young children. 

Now that her children are old enough 
to go to school, she has more free 
time to herself. She also wants to re-
enter the workplace to gain greater 
independence. 

She starts using Anglicare's website 
which her caseworker showed her in 
their previous appointment and looks 
into the events and courses offered. 

She finds a course that's near her 
place and expresses interest in 
attending the course via the website. 

Having a part-time job makes Hannah 
more independent. Now she only receives 
support from Anglicare once in a blue 
moon. 

She doesn't need to see the caseworker 
that often but knowing that she can also 
access services from Anglicare gives her 
peace of mind. Thanks to her caseworker, 
she also knows that she could re-assess 
her eligibility using the online self-
assessment tool if her situation changes. 

Moving forward, she also wants to be 
more involved and assist those that are 
going through tough times. 

Receives help from Centrelink

Picks up Anglicare pamphlet at Centrelink

Calls Anglicare's number

Fast tracked to see case worker

Secure play area for the 
kids during her 

appointment
Case worker books in 

appointments in advance

Receives food vouchers 
and help with electricity 

bill

Reliance on case worker to 
find services 

Signs up for automated 
SMS reminders

Uses website to look at 
online calendar

Uses Anglicare's 
Food and 
Financial 

assistance 
services once in 

a while

Becomes an 
Anglicare 
advocate

Situationally dependent user 

Anglicare staff explains the 
purpose and limitations of the play 
area, i.e. not a child care service, 
but just for clients to have a safe 
space to leave their kids whilst 
they have an appointment at 
Anglicare. 

Backend system optimisation. Allow 
staff to categorise and receive alerts 
about vulnerable/highly dependent 
clients.  
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more concrete feedback on the current state.

The findings and insights from the research 
activities were translated to three personas, 
three service blueprints and a summary 
report. The service blueprints depict the ideal 
journey across touchpoints, customer-staff 
interactions, as well as business opportunities. 
To ensure the proposed journeys (both 
online and offline) aligned with Anglicare’s 
business strategy, we conducted a co-design 
workshop with key stakeholders to refine the 
service blueprints, identify how to best remove 
friction points in the journey and prioritise the 
initiatives identified based on business priorities.

Results and Outcome

►► Informed corporate strategy

►► Created shared vision

►► Identified & prioritised 
improvements

►► Enhanced service interactions

►► Streamlined service provision

This phase of research informed the Anglicare 
strategy, created a shared vision among the 
stakeholders from various business units and 
enabled the identification and prioritisation of 
online and offline improvements to enhance 
the experience of interacting with Food and 
Financial services, while simultaneously 
streamlining the provision of those services.

After completion of this phase, Sitback was 
invited to conduct a UX Design phase, focusing 
on optimising the Community Services section 
of the website and to deliver additional 
functionality for these pages.

BACKGROUND

AGE: 32

FAMILY STATUS: Divorced   

Hannah Brodersen  

NO. OF DEPENDENTS: 3 young children 

HEALTH CONDITION: No physical illnesses 

ANGLICARE FOOD AND FINANCIAL ASSISTANCE SERVICE PERSONA 1 

CHARACTERISTICS

I am recently divorced from my abusive husband. 
Being a single mum looking after 3 young children has 
been extremely difficult, as it's been both emotionally 
and psychologically draining. At first, when I left my ex 
husband's house I wasn't sure what to do, where to 
seek help or who to turn to. Thankfully, my social 
worker at Centrelink introduced me to Anglicare and 
several other community service providers. I would like 
to go back to work once all the children are old enough 
to go to school. 

FIRST ENCOUNTER 
My first encounter with Anglicare was through Centrelink. At the time, I was looking for help 
financially as I wasn't able to feed my children properly that week. I was in a desperate situation 
and my social worker gave me a list of community service providers. I initially reached out to the 
Salvation Army, which was the first number on the list, however, they couldn't help me in time so I 
then called Anglicare which was the next one on the list. 
I didn't know a lot about Anglicare before calling them as I didn't have the time or energy to do 
research. I called them immediately and made an appointment, which I found straightforward and 
easy. At my first appointment I told them of my situation and they were really helpful and 
considerate. They provided me with some food vouchers and went above and beyond by giving 
me information about other services that would be suitable for me in the long term.

RELATIONSHIP WITH COMMUNITY SERVICE PROVIDERS 
Anglicare is the only service provider I've received help from besides Centrelink. I haven't felt the 
need to seek out assistance from other service providers as Anglicare was there for me at my 
lowest point. I know that they are here when I need help. Whenever I have a problem, Anglicare is 
my go-to, I just need to ring and ask. Even when they haven't been able to help me, they have 
pointed me in the right direction. They are very proactive, and always let me know what I am 
eligible for without me having to ask them. I am very grateful for their assistance as they've gone 
above and beyond to help me. If it wasn't for them I wouldn't be where I am now. 

FRUSTRATION & PAIN POINTS 
I almost gave up at the beginning as I had difficulty getting through and speaking to someone at 
the Salvation Army. I just kept getting transferred to different departments and it was really 
frustrating. No one seemed to know what was the right number or department for me to speak to. I 
couldn't get the help I needed when I was going through a tough time.  I was really upset and felt 
helpless until I was able to speak to someone at Anglicare. 

BEHAVIOURS & MOTIVATIONS
When I need to contact Anglicare, I prefer calling them or going in person to the office. I don't 
have the time or the headspace to look up information when I am taking care of my children at 
home, they distract me easily. As well, when speaking to someone it means that they can easily 
and quickly understand what I need. I want someone to hear my story rather than just filling in a 
form as it gives me the emotional support that I need. I would like to find out more information 
online when I get the chance to have more time to myself. 

GOALS & NEEDS
I want a Case Manager to guide me through the process and tell me what I need. I trust that they 
will understand and help me with my situation. Having a Case Manager also means that I can be 
better prepared in case there are other services that I will need in the future. This is so that I can 
be more resourceful and help myself rather than bothering others.   

Low High
Concern and susceptibility to others judgement 

Low High
Willingness to seek assistance 

I really need help. I don't think I can go through this alone and I am grateful for any 
help I can get. I can't complain, they treat me nicely. 

I can't go through this myself. It's very scary to be by yourself with three kids, your 
brain's constantly on overdrive. 

Food assistance 

I received a couple of food vouchers which helped me a lot when I was having 
trouble making ends meet to feed the children. 

Financial assistance 

Anglicare helped me with my electricity bill once, I know I need to see a financial 
counsellor soon so I can budget better. 

Low HighLevel of assistance required 

I didn't have money to feed my children at one point. I needed immediate help as 
well as ongoing assistance in other aspects. 

Psychological assistance  

I can handle my emotional state, at the moment I need to focus on my children. 

Family assistance 

Perhaps when my children are older, I may need help in terms of communicating 
better with them. 

NO. OF SERVICE PROVIDERS: 1

Educational assistance 

I'm interested in parenting courses to learn about how to be a better parent. 

Low High
Awareness of services  

I don't know what services are out there, but I trust that my case worker will know 
what will suit me the best. 

Situationally dependent user 

SERVICE NEEDS 

Anglicare helped me when I had 
no one to turn to...I am grateful 
that they're always here to help 

when I need it.

Version 1.0

Sample Persona



At Sitback, we believe that everyone deserves exceptional experiences.

So, whether your customers are consumers, companies, students, citizens or staff, we exist to 
ensure your organisation provides the best possible experience, resulting in satisfied customers 

and a successful business.

As the trusted partner for companies who are dedicated to putting their customers first, we 
take a holistic approach to Experience Design and provide market-leading UX Consultancy from 
Registered Psychologists and HCI experts, alongside specialist Software Development, Support 

and Training services.

Putting people at the centre of everything we do
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