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Usability testing overview  
Background: 

All client facing online screens under development in the STP outward facing services were 
taken to usability testing to ensure the designs achieved the best user experience possible 
while meeting ATO’s required outcomes. Testing was conducted at the start of March 2017 
and included the testing of some very early screen designs in order to have the maximum 
influence on our design.  

Testing Process 

The screens tested covered: the employee commencement service, payroll event data 
display, part and end of year payment summaries and the future superannuation guarantee 
display to an employee. These were tested with the appropriate user groups. For example 
payroll event displays along with aspects of commencement and super displays were tested 
with business and tax practitioners while the employee commencement and super screens 
were more fully tested with individuals.  

A basic static prototype of the employee commencement process was developed in 
collaboration with internal stakeholders. Although the prototype had some shortcomings, 
which were known prior to going to test it still provided a good approximation of the proposed 
online solution and enabled valuable discussion and feedback.  

Participants: 
Individuals: A cross section of 10 individuals (diverse age and backgrounds) were recruited 
to participate in the employee focussed 1 hr one-on-one sessions. Two participants were 
unable to attend.  
 
Businesses: Six business (employer) representatives were recruited to attend a focus group 
session however three were unable to attend. Of the business participants attending two 
managed all payroll functions – one for between 10 – 19 staff and the other for approximately 
60 staff. The third participant was a BAS agent who ran his own business providing services 
to a diversity of business clients. 
 
Tax Representatives: Three tax agents and two BAS agents were recruited to participate in 
one-on-one phone interviews to discuss their expectations as a representative of an 
individual or business. 
 

Next steps: 

Some of the feedback could not be incorporated in the initial deployment but provides 
options for consideration in future design. For example, the potential of an additional tab in 
the ATO Online home page titled ‘my employment’ may be an improvement to differentiate it 
from the current display under ‘my details’ tab. We will monitor client usage and feedback 
once the facility goes live and conduct further user testing if deemed required. 

User testing feedback regarding choice of super fund and display of super information to 
individuals will be combined with feedback from other key stakeholder groups e.g. the 
superannuation industry; to inform the future design. Getting this right is extremely important 
for achieving not only the best client experience but ensuring a minimal level of enquiries to 
employers, funds or the ATO once the data is displayed. 
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This initial user testing was considered to be the first in an ongoing series of testing over time 
to ensure continual improvement based on user experiences and stakeholder feedback as 
insights occur through more interactions undertaken in the system. 

 

 

 

Starting from 1 July 2017, businesses can opt-in to Single Touch Payroll (STP) and from 1 July 

2018, businesses with 20 or more employees will have to report to the ATO as required under 

the STP legislation.  The STP project means changes will be made to: 

 ATO Online (ATOO) 

 Business Portal 

 Tax Practitioner Portal 

New employees will be able to complete their Tax File Number (TFN) declarations and 

superannuation standard choice forms by logging into MyGov then selecting the link to ATO 

using the new ‘ATO Online commencement service’ or in future do so through their 

employer’s business management software.  Individuals with STP enabled employers will also 

be able to view their payroll and super data reported by their employer to the ATO at each 

payroll event. 

STP enabled businesses will be able to retrieve the electronically lodged employee 

commencement forms via the Business Portal.   They will also be able to view STP data they 

have reported to the ATO. 

Tax Practitioners will have a new STP section in their portal to access their business clients’ 

payroll information (those who are employers and reporting through STP). Additionally, they 

will be able to view the information for their individual clients where the clients are employed 

by an employer who is reporting through STP.   

The new ‘user interface’ screens for these processes were tested to mitigate any unintended 

consequences, such as an increase in enquiries to the ATO/employer/tax practitioner and/or 

super funds; or an increase in calls/enquiries regarding underpaid super to the ATO via 

Employee Notifications. 

 

 

 

 
  

Background 
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The majority of participants saw advantages in supplying their details to a new employer via 

an online service such as STP, although there was some uncertainty about whether the 

submitted information would be sent to their employer and then the ATO, or vice versa. 

Individuals did not see any advantage in going through the process and then printing out the 

material to give to their employer. 

The majority of participants demonstrated typical behaviour by not reading all the 

information displayed.  Instead, they attempted to work through a process/ form only 

looking for help if they were unsure how to complete a section; however some users 

preferred to work through a process and rather than seek clarification or information, they 

guess or assume what is required and enter details on that basis alone.  This behaviour 

reflects the goal of the majority of users of online services, in that they want to achieve their 

goal / complete their task as quickly and easily as possible.  To support that aim, they expect 

“easy, fast facts” that demand a minimum amount of reading and little cognitive effort. This 

aspect is especially important to some areas of the process that caused the most uncertainty 

for participants; for example, the withholding amount and debts.  

Feedback from each of the user groups indicates that some minor changes to the user 

interface will promote user engagement and support ease of use for all parties.  Those 

changes include: 

 The addition of a clearly identifiable Home page that meets user expectations based 

on their learned online experiences.  Include a simple explanation of what the process 

is designed to achieve, together with an obvious link to begin.  

 Provide page titles for each screen. 

 Group together related fields to help users make sense of the information they are 

being asked to provide. 

 Provide clear directions or examples for fields to help users move easily and 

confidently through the form. 

The term, Super Guarantee Contributions, was not familiar to any of the participants and 

some were also confused about whether the super amount was deducted from their wages; 

or it was paid by their employer in addition to their wages. There is an opportunity for the 

ATO to make this information clearer by changing the name in the screen display from SGC 

to something more relevant and meaningful to employees.  When asked for suggestions, 

participants indicated that a name/term that included the word ‘employer’ would make sense 

to them, e.g. Employer Super Contributions. Most said they didn’t check their super funds on 

a regular basis and in general, they expected their employer/s would be doing the right thing 

in respect of their obligations to pay Superannuation Guarantee.  

 

Employers and tax professionals want to see the same information displayed in the same 

manner to promote ease of understanding and communication. These groups also said there 

needs to be a comprehensive communication strategy initiated as soon as possible to inform 

and engage all stakeholders with STP.   

Executive Summary of Results 
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Positive findings 
All participants voiced positive opinions about the advantages to be gained from providing 

individuals who are commencing employment, with the opportunity to confirm their taxation 

details (e.g. tax file number) and select their preferred super fund as part of a new employee 

online process; and to have that information sent electronically to the ATO and the new 

employer.  Some of the main reasons provided were: 

 Individuals said it would mean less paperwork, be quicker, and provide more certainty 

about the process than the current manual method.  They also said it would be 

quicker and easier for them to make a decision about choosing a super fund. 

 Employers said it would save them time currently spent following up TFN’s and Super 

Choice forms that some new employees are tardy in returning; or time they have to 

spend dealing with incorrect or missing information on forms returned by new 

employees. 

 Tax professionals said it would provide better visibility of Super Guarantee 

Contributions for employers and employees, which would promote more engagement 

by individuals and encourage greater employer compliance.   

 Navigating forward within the tool using the Next button was self-evident for most 

participants along with the options: Back / Cancel / Save and exit. 

User behaviours 
All participants demonstrated a propensity for completing the new employee process as 

quickly and easily as possible.  This task-driven engagement with online processes is well 

documented in Human Computer Interaction (HCI) research that confirms: “forms are just a 

means to an end [and] users should be able to complete forms quickly and without 

confusion”.1 Session participants confirmed that finding in a number of ways as they worked 

through the process, for example: 

 The majority of participants skim read to get an understanding of the process and 

questions they needed to answer.  Users do not ‘read’ web content, but rely mainly on 

visual cues, multiple-choice options and short field descriptions to complete online 

forms.  Some participants indicated they would look under tabs and headings in the 

online form to help them work through the process; only a couple of participants said 

they would read instructions provided in a separate ‘welcome pack’ if it was provided; 

while others said they wouldn’t use the pack at all - but would just attempt to 

complete the process by working through the online screens. 

                                                

1
 Bruce Tognazzini. “Form Design Quick Fix”, Nielsen Norman Group, 3 Nov, 2013 (online) 

Key Findings 
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 They looked for “easy, fast facts” to provide them with guidance about what 

information was required at certain points and where they could go for help when 

needed. As such, they preferred to use in context help (question mark icon) and 

would only make use of the online tool if that first option didn’t provide them with 

the information they needed to confidently answer the question.  

 

 Staying on the relevant page for each step, while continuing to move forward through 

the process, was a consistent expectation; for example, participants who noticed the 

orange pill icon alert Update required on the My contact and employer details page, 

were dissatisfied with having to break the process they’d started and navigate away 

from the page to update their details.  They expected to click on the icon and be 

presented with the appropriate screen to update information, or alternatively, be 

presented with an Edit option on each line of the My contact details. 

 

 The ability to navigate directly to the screen/s they want by using the progress 

indicators at the top of the screen, as well as via the Back and Next buttons at the 

bottom of the pages was something all participants expected. 

 

 They expected any messaging to be displayed adjacent to the relevant field/s for fast 

and easy understanding; and not placed at the bottom of the page where it was 

missed or ignored because it seemed to relate to another field. 

 

Key findings 

Landing page does not meet user expectations 

Participants were asked to follow a simulated process of logging in to ATO online via myGov, 

after which they were presented with the landing page. 

All were surprised/ confused about what was displayed.  They were expecting to see a 

distinctive Home page with a title to indicate what it was, for example, “New employee 

details” or “Tax File Number and Super information”. Participants said it was “confusing”. “It 

looks like an inbox [for mail]” and it didn’t have a name to confirm this was the place to begin 

completing the new employee process.  Even after starting, or actually completing the 

process, some participants remained confused about what was happening and asked where 

they would complete the TFN. 

With no clear indicators about where/ how to begin the process, some participants said they 

would select the “Tax” tab in the top navigation bar to begin and were surprised when they 

located (or were directed to) the correct starting point under “My details”. Most believed “My 

details” would be the location for personal information such as name and address etc. The 

red message icon at the top of the page, added to their confusion, with some participants 

clicking on it expecting “something” to happen. 

Individuals 
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The lack of information and familiar attributes expected as common markers for a Home 

page, confused participants and made it difficult for them to know how to start, or even if 

they were in the right place, to begin the new employee process.  A few suggested that 

because this new employee process would be an extremely common occurrence, the starting 

point should be provided by one of the quick links on the page. 

 

Recommendation 

Consideration should be given to introducing a new Home page prior to this current screen.  

It should be clearly named using terminology that would make it clear to users what it was 

for, and where to start the process. Alternatively, include an appropriately named quick link 

for users to begin the process. 

Employment details 
Most of the participants managed to choose Employment details from the dropdown list 

under “My details” although some weren’t confident that was the right choice to make.  In 

addition, offering that choice last in the list of options did not make sense to some who 

made comments around the fact that dealing with employment issues would be much more 

common than overseas travel notifications. 

Selecting the ADD tab was intuitive for the majority of participants and 

they clicked on it to begin entering details for the new employment; 

although a couple of participants said it didn’t give them any indication 

of what they were doing. 

A number questioned the meanings of the status indicators in the 

Employer list or why they would be presented with the option to cancel 

a submitted form – especially if the system displayed it as “Accepted”.    

Participants did not demonstrate a strong interest in having this 

historical information available, with only one participant saying it 

might be useful for individuals in a limited number of circumstances. 

Recommendations 

 Relocate the option for Employment details higher up in the dropdown list, preferably 

immediately below Personal details.  

 Consider including some wording in the header to alert users that this is the correct 

way to begin, for example, Employment details, including Add a new employer. 

 ‘Hide’ details for previous financial years but provide the option to expand and view 
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Employment details 

My contact and employer details 

The majority of participants managed to find this option under “My details”, although a 

number only arrived at that point after looking around at the options presented and some 

realising that only viable possibilities were offered in the prototype.  As previously noted, 

participants expected to stay on the page to update their contact details and not have to 

follow the link provided to do so. 

Entering the employer ABN did not pose problems for participants, although one did expect 

an example of the ABN format to be indicated within the field.  

 
Most participants said the magnifying glass search icon was not the appropriate icon to use 

as they equated it with conducting a search in the same way they would search using Google.  

There is no indication that clicking the icon will search the ABN database and subsequently 

confirm the employer ABN, name and branch number if relevant.  Instead of the icon, 

participants expected to see the term ‘confirm’ or ‘verify’  

Participants said they would contact their new employer if, after entering the ABN, it returned 

the message that the ABN was not current. 

The Employer branch number also confused most of the participants who asked questions 

such as: “What has this got to do with my tax?”, “It’s not important to me”, and, “What are the 

ramifications if I don’t fill in this part?” 

At this point, there were also some questions about navigation as approximately half of the 

participants asked: “Is clicking Next or Enter the same thing?”  Also the option to Save and exit 

appeared unnecessary because at this point in the process, a user had only entered the 

employer’s ABN details. 

Recommendations 

 Replace the magnifying glass icon with the word that more distinctly indicates what is 

happening in the process, i.e. use the term ‘confirm’ or ‘verify’. 

 Reduce the level of potential user uncertainly by including an additional note 

alongside the Employer branch number such as, “if provided by your employer”. 

Employment details 

The question, “On what basis are you paid?” was interpreted by participants as a question 

about the regularity or pattern of payments, e.g. fortnightly and not about the contractual 

element of their employment, i.e. full time etc. 
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In addition, participants were confused about the reason why the same selection was 

displayed again below with radio buttons. 

Participants were unsure about the Employee number /payroll ID field and whether it could 

be left blank.  Although it is not marked as a mandatory question, some believed they had to 

enter some information. 

The “Preferred name” question invoked a notable amount of questioning and discussion as 

participants did not understand the reasoning or need to ask this question.  They largely 

thought they were completing a legal and formal document; therefore a preferred name 

would not be necessary or desirable. “It’s a bit too casual.” 

 

Recommendations 

 Promote better user understanding of the question by changing the wording to: “On 

what basis are you employed?” Remove the first field with dropdown box and allow 

users to make a selection from the Employment type options already displayed with 

adjacent radio buttons. 

 Consider adding a direction such as, “if known”, to the “Employer number / payroll ID” 

field to indicate to users that it is an optional field, or allow users to input N/A, if it is 

not applicable to them.  

 Delete the option to provide a preferred name. 

 

 

Withholding payments 

All of the participants indicated they were aware of the implications associated with this 

selection and believed the option for in-context help did not provide sufficient support for 

users.  Most said a short warning or alert should be displayed on screen to ensure users 

made a well-considered decision, especially if they selected the NO option, which may result 

in negative consequences at a later date, e.g. they could have an unexpected tax bill at the 

end of the financial year because insufficient tax had been deducted from their wages. 

The whole section associated with Your loan debts was confusing for the majority of 

participants.  First, they were surprised to even see loan debts displayed.  It was not 



 

UNCLASSIFIED  EXTERNAL 11 

something they expected to encounter as part of the new employee process, and no 

information was provided to help them understand why it was included. Next, participants 

did not comprehend the option offered to change loan debts.  They questioned how a debt 

could be changed and under what circumstances that might occur.  

If the YES option was chosen, participants were presented with a list of possible loan debts 

with the current debt/s selected by default.  Most understood what information this section 

was attempting to display, but were unfamiliar with the types of debts listed, except for the 

HELP debt.  One participant thought the use of the word “consequences” was inappropriate. 

“It sounds harsh.  Don’t use that.  Use something similar to Centrelink’s wording… Check how 

this may affect you.” 

Most participants saw the next question about increasing the rate or amount withheld as a 

possible avenue to pay off a debt more quickly, but after selecting the YES option, they 

became confused by the choice to withhold “by a higher rate” or “increase the amount to be 

withheld”.  The difference between the two options was not clear, and no information was 

displayed to help them determine what the difference might be.  It was only if, after selecting 

the first option of a higher rate, that it became obvious the higher rate was a percentage rate.  

However, this information introduced another element of uncertainty because it was not clear 

whether the percentage was a percentage of the debt, percentage of their wages, or 

percentage of tax withheld. 

The 2nd option to increase the withheld amount per pay was easily understood and most 

participants said this would be the option they would select if it applied to their 

circumstances. 

It was unclear why the option to determine eligibility for a tax offset or rebate was included in 

this part of the process.  There was no clear indication of marker to alert participants to this 

option and all were confused about: why it was being presented; and whether it was related 

directly to the prior selection to increase the amount of payment withheld. 

 

 

 

Recommendations 

 If loan debts must be displayed at this point in the process, a message should be 

included to advise users about the relevance or linkage between the debt/s and the 

new employee process.  As an example, “You may authorise your employer to 

increase income tax deductions to help repay this debt.”  In addition, consider 

rewording the question, “Do you want to change your loan debts?” to clarify the 

meaning for users, e.g., “Do you want to make a change to repayments towards your 

loan debt?”  

 Support the users’ ability to make informed decisions by adding an alert adjacent to 

the NO option; and include a hyperlink to the relevant information on ato.gov.au. For 

example, “Please consider this option carefully before making a selection, especially if 

you have more than one payer at the same time. Click here for more details.” 
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 Alter the current wording and information architecture in this area to make it easier 

for users to understand the two options offered to increase the withholding amount. 

For example,  

 

Do you want to increase the amount of tax withheld from your regular payments? 

 

Select your preference below: 

OR 

 

 

If possible, make the question related to claiming a tax offset, clearly visible in the process 

(rather than revealing it after a user selects NO to the withholding question).   

 Insert a distinct question about tax offset claims to alert users they are moving 

forward to a new section in the process before displaying the options available.  For 

example,  

“Determine your eligibility and offset amount for the Zone or overseas forces tax offset.” 

 

 

 

 

Increase the withholding rate from your payments 
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Positive findings 
All participants voiced positive opinions about the advantages to be gained from providing 

individuals, who are commencing employment, with the opportunity to complete their tax 

and super information online; and to have that information sent electronically to the ATO and 

the new employer. The ability to select their preferred super fund as part of the new 

employee online process was particularly welcomed by individuals.  Some of the main 

reasons for the optimistic responses provided by all participants were: 

 Individuals said it would be quicker and easier for them to make a decision about 

nominating a super fund and also, providing TFN declaration information online 

would go some way towards reducing the amount of ‘paperwork’ they currently need 

to do when starting a new job.  For example, new employees need to provide: bank 

details; personal information, including emergency contacts; and (in some instances) 

copies of qualifications and references. 

 Employers said it would save them time currently spent following up Super Choice 

forms that some new employees are tardy in returning; or time they have to spend 

dealing with incorrect or missing information on TFN declaration forms returned by 

new employees. 

 Tax professionals said it would provide better visibility of Super Guarantee 

Contributions for both employers and employees, which would promote more 

engagement with super by individuals, and encourage greater employer compliance 

in respect of their Super Guarantee obligations. 

User behaviour  

Individuals’ low level of engagement with super  

Most of the participants involved in this testing said they were not very interested in super 

and rarely, if ever, checked their super fund balances, or did any research to determine if their 

current (or potential) super fund was a good option for them.  The one exception was a 

mature-aged participant who had worked in the finance sector and so was more aware of the 

importance of super and making super choice a considered investment. 

Additionally, participants demonstrated a lack of understanding about who pays super.  At 

least half of the testing cohort believed super was an amount deducted from their pay by the 

employer and weren’t aware it was paid in addition to their wages.  This is almost certainly 

due to a lack of understanding about super in general, but may also be associated with the 

way some employers include super as part of an ‘employment package’. 

Super fund choice 
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The younger participants demonstrated previously well-documented attitudes towards super 

in that they: 

 believed retirement was “too far away” to be thinking about it; 

 faced more pressing concerns about career or purchasing a home/ paying a 

mortgage, or raising a family; 

 didn’t ‘understand’ it anyway; and 

 thought that when they started a new job, they’d be more likely to select the 

employer’s default super fund because it would be quicker and easier to do so.  

 

Key findings 

Super choice as part of the online process 

When arriving at the Super fund choice as part of the online process, most participants 

skimmed over the initial information about checking fund performances before making a 

decision. Employers said that some of the younger, new job starters would ask their parents 

which super fund they should choose and then follow that advice. 

 

Unfamiliar terminology 

None of the individuals who participated in the usability testing understood the term, Super 

Guarantee Contribution, although they were all aware that an employer was obligated to pay 

super on their behalf. (No discussions were had about exceptions, for example when the 

worker earned less than $450 in a calendar month). This lack of familiarity with the term 

Super Guarantee Contribution, creates a disconnect between individuals and the super 

system and poses a barrier to greater community engagement with super. 

When participants were asked to suggest a name/term that would be more meaningful to 

them, suggestions were generally around the use of the word, ‘employer’, e.g. Employer 

super payments, or Employer super contributions.  

Participants experienced a heightened level of confusion when presented with a draft 

‘account balance’ for super, which included the term ‘reportable’ contributions.  They were 

unsure who was ‘reporting’ and when it was explained to them; the overall response was 

further uncertainty about why there would be differences in the amounts shown. 
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Making a selection 

Most participants said they would nominate their employer’s super fund because “I’m lazy”, 

and doing that would be quick and easy; or they’d choose one of their existing funds.   

 

1. For some, the 1st option was redundant, as choosing not to nominate a fund at that 

time, would mean their super would default to their employer’s super fund, which is 

offered as the 3rd option.  

 

2. Participants who chose to nominate one of their existing funds (or were shown this 

option during the session) were very pleased with the drop-down menu that 

displayed their current super funds and relevant balances.  “Oohhh. I like that.  It lists 

all my funds and balances.” They thought this was an excellent inclusion in the process 

and it would encourage them to consider more carefully, which fund they should 

choose.  It would also prompt them to take steps to consolidate funds when they had 

more than one.  

One participant questioned how often the list of current funds was updated and said 

having this information displayed would be helpful, especially if an individual had only 

recently opened a new fund.  

It was mentioned by a couple of participants that the word ‘transfer’ wasn’t 

appropriate and it should be replaced by the word, ‘consolidate’. Some also wanted to 

see a strong message or alert that was “in your face” to make users take more notice. 

3. Some participants said that no fund should be displayed in the text field (My SMSF 

was displayed during testing) and this field should be left blank.  It was also 

suggested that where an individual had only a few funds (say 5 or less), that all the 
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funds should be displayed, and that the drop-down menu would then only be used to 

display the list of current funds when the individual had 5 or more current funds. 

 

4. The last selection, ‘…not eligible for super choice’ confused all the participants, with 

some becoming quite angry/confused because they understood super choice could 

not be denied.  When that option was explained to them, the general consensus was 

that it should be accompanied by some explanatory text. 

Employers said that including information in a ‘welcome pack’ about an employee’s 

(non) eligibility to choose their own super fund is important, and providing 

information about any reasons why super fund choice is not an option, would be 

helpful for new staff. 

5. Most participants believed the order of options presented should be varied slightly, 

so that the option currently in 1st position is moved to 4th place (last) on the list. 

 

6. A question was also raised by a participant about having the option to choose a new 

super fund (other than the employer’s default fund) during this process.  She 

expected that option would be part of the process, saying, “It doesn’t look like it gives 

you an option to choose a new one…maybe this is something I need to do externally”. 

 

Displaying super information 
 

Most individuals said they didn’t regularly check their super balances and just assumed that 

the information provided on their payslips was correct. Some said if the option was available 

to view their super information online they may do so. The majority of participants said they 

expected to see all information about their Super displayed under the Super tab and that My 

Details would be the area where they would look for personal details such as name and 

address etc. 

1. The majority said the ATO would not be the first source they would go to if they 

wanted to check their super details. Approximately half of the participants said their 

initial action would be to check their payslips for the super amounts recorded and 

then compare that with the details provided by their fund.  If it appeared there was a 

discrepancy, i.e. the amounts in their super fund were less than reported on their 

payslips, they would approach their employer.  

 

 

2. Participants believed that: “the ATO information is a true reflection of what is 

happening” and would be worried if they saw differences between amounts shown on 

the ‘statement’ e.g. reportable/ paid etc. Confusion around the meaning of headings 

and terminology used, coupled with inconsistencies in amounts shown (due to a 

number of factors they were not aware of), would subsequently dissuade individuals 

from checking their super online via the ATO because they couldn’t understand what 

was being displayed. 
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If they did see differences in the amounts presented, they would contact their super 

fund or their employer to find out why, because no information is provided on that 

summary screen about possible reasons for variances in the amounts. One participant 

suggested information should be provided to advise users why there may be 

differences in amounts, and what actions they could take to reconcile those 

differences.  That information should include advice about what action they could 

take if an employer was failing to make the full to their super fund. 

 

3. In general, participants said they would be interested in seeing only a simple 

‘statement’ that showed what amount was reported by the employer for a particular 

period, e.g. at the end of each quarter, together with the amount that was actually 

paid for that same period.  They were somewhat overwhelmed when presented with 

too much information, saying they were “unfamiliar with that much detail” and 

believed it wasn’t necessary “unless I’m an accountant or it’s needed for my tax return.” 

 

 

Summary and declaration 
 

Participants liked the summary screen, which met their expectation for completing an online 

form/process.  Most said they would skim through the information presented to confirm it 

was correct; and a number said they would like an option to edit information in each field, or 

to click on the section title to be taken directly back to that area where they could make any 

final changes before submitting. 

All of the participants said they liked to see the “submitted’ confirmation but were unsure 

whether their form had been sent to their new employer or to the ATO. They were uncertain 

about what the “submitted” status actually meant and some more information about that 

would be helpful to them 

A few said they would print out a hard copy and keep for their records, and a few said they 

would either keep a pdf copy or record the receipt ID #. 

A couple of participants mentioned the term “print friendly version” was not necessary, with 

one saying, “Is there an unfriendly print option?” While it is only a minor point, the majority 

of users want to see the minimum amount of text needed to convey a message and dislike 

“screen clutter”. Others were unsure what would be printed: just that page or a full summary? 

The term Next steps is misleading and caused some confusion because it gave participants  

the impression there are more stages still to be undertaken in the process - when they have 

just been presented with the confirmation that their form has been submitted. “Next steps 

aren’t actually steps.  I think I’ve finished.” 

Most were unhappy with the message that they may have to print a copy for their employer.  

One thought it would be a “waste of time” to go through the online process, only to print out 

the information and pass it on to their employer when they could just fill in the manual form. 

Another suggested there should be an option to email the full summary to the employer. 
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Recommendation 

 Provide information to the users about where the form has been sent, and what will 

happen next, e.g. “If your employer is enabled for Single Touch Payroll, they will 

receive an electronic copy and a copy will be lodged electronically with the ATO.”   

 Consider providing the option to email the form (or summary information) to the 

employer if they are not STP enabled. 

 Reduce wording on the print icon and indicate what will be printed, e.g. “Print 

summary”. 

 Replace Next steps with: 

o  Do you want to check?  > Employment registration 

> Your super 

 

Pay details 
The initial few participants were asked to view the Pay details in the prototype where they 

could select an employer from past and current employers.   

As part of the scenario participants were asked 

where they could go, within the process, to view 

information the employer had reported to the ATO. 

All selected the fictitious employer, Viva Las Veggies 

and were subsequently presented with their Year to 

date pay summary for 2016 – 17 relevant to that 

employer.  Participants managed to correctly 

interpret the information displayed (sometimes with 

the assistance of the facilitator).   

The next set of participants was presented with a 

paper prototype of an alternative Pay details 

screen, which provided a listing of employers.  From this view, participants could select an 

employer from the current year and previous years, and see year-to-date payment 

information. They were however, unsure about why finalised records from previous financial 

years were displayed, as they did not see when / why they would need to go back. 

The majority of participants appeared to understand whichever option was presented to 

them during the sessions.  

Generally though, only a small number of participants thought this information would be 

useful to them.  Most said if they were looking for these pay details prior to the end of the 

financial year, they would first check their payslips or approach their employer for the 

information. ATO online would not be the obvious choice for them to look in the first 

instance.   

Most said they would be happy to have all this pay information regularly uploaded into their 

tax records to be pre-filled into myTax for the end of the financial year; negating the 

obligation for the employer to issue a payment summary. “That would be great…so much 
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easier for everyone.” Only a couple of participants thought they would still like to receive a 

payment summary from their employer, either via email or hard copy. One stated that 

checking the payment summary online was “a bit cumbersome… I’d still like to have the paper 

one; but I really like it all being pre-filled.” 

 

Recommendation 

Consideration should be given to the amount of information (especially historical data) to be 

provided as part of this process, given participants did not demonstrate a strong appetite for 

it. The 2nd prototype was more positively received than the 1st; but given participants did not 

envisage situations where they would need to delve into historical data, an opportunity exists 

to provide current year to date information in the preferred format, with hyperlinks or 

chevrons to access historical data.   

 

Response to STP 
In general, tax professionals had heard a limited amount of information about STP and were 

supportive of its introduction.  Some of their comments were:  “I can see the benefits”; [we] 

can: “understand efficiencies it creates” but they did raise a number of concerns, including: the 

cost of upgrading business software, the (perceived) potential for fraud, and the difficulties it 

could pose for older workers and those who do not have (or want) access to myGov. e.g. 

“Some people struggle with online and don’t know how to use it.” 

They also mentioned that it may take some time for businesses to make any adjustments 

necessary as a result of STP, e.g. “Having to change current processes can be a lengthy 

process… There are lots of changes at the moment.” 

The tax professionals were shown a draft of the STP reporting screen that would be available 

to employers and this elicited a number of questions such as: 

 Are these figures the same as what is lodged in a Business Activity Statement (BAS)? 

 Is this information going to the ATO on a weekly basis? 

They also said they want: 

 the option to drill down further for more detailed information and to have the same 

view as the employer – especially around tax time; 

 to see prefill data with the option to edit; and, 

 to see how prefill data was calculated because they would cross-match information 

with their records e.g. bank accounts 

The tax professionals thought most employers and employees will be happy with the system, 

but some employees will still want to receive a hard copy of their annual payment summary. 

Tax professionals 
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Participants liked that it gave them a real time view of the business and its obligations and 

the STP reporting data “will help businesses keep track of what they have done.” “It will make it 

easier, and businesses will be more accountable in terms of cash flow – useful to view when a 

business isn’t trading cost effectively.”  

This higher level of transparency was particularly relevant with regards to superannuation 

guarantee obligations. The tax professionals indicated that the super summary would be very 

useful and they would definitely approach the employer if they believed the summary 

indicated non-compliance in relation to Super Guarantee.  One agent speculated on how STP 

might promote better compliance, saying: “some businesses aren’t motivated to pay super 

throughout the year but knowing this is available to employees in real time, might motivate 

them to do the right thing.” There was however, a strong view that super information should 

be accompanied by a disclaimer to let individuals know that there may be legitimate reasons, 

i.e. timing of payments, or ‘ordinary times earnings’, which could account for differences in 

amounts displayed in their super account. 

This group of tax professionals all said they would like the information available through the 

tax agent portal. Furthermore, they would like to see additional information brought into the 

system wherever possible, e.g. “This would be fantastic if the information can be used for all 

payroll requirements, e.g. workers compensation.” 

 

Response to STP 
The business representatives who attended the focus group had only a vague awareness of 

STP gained mainly through conversations with friends / colleagues, but after being shown the 

introduction to STP, they thought an online process for new employees would be beneficial 

for a range of reasons.  Their current processes for new employees are largely managed 

manually, so they believed any shift to an online process would make things faster, more 

efficient, and more accurate. 

 

According to this group, most employers currently notify their employees by email when 

payment summaries are ready and then the summaries are provided in electronic format; 

except in some circumstances where the employee requests a printed copy.  They thought 

that having payment summary information available to employees online (via the STP 

process) was a move forward and would be beneficial for their own internal payroll and 

administration processes.  

The main consideration, expressed by one payroll administrator, was that her company had a 

high proportion of mature-age individuals, many of whom were not comfortable using 

computers or accessing online services, so they would be highly likely to continue to want 

their pay information delivered in hard copy.  

They expected their nominated tax practitioner would have access to the same information 

and the same screen views.     

Business representatives 
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Overall, the employer group was positive about the opportunity to report payroll data to the 

ATO through their business software and in line with their usual pay schedule, but raised 

some questions about the potential costs associated with upgrading their current systems to 

comply. 

The group also said there needed to be early and comprehensive promotion of STP using a 

variety of communication channels: preferably television and radio, but also through direct 

contact from the ATO (emails / small business newsroom etc.), industry bodies and social 

media.  One employer said “some people would be worried about it” and therefore it was 

imperative that timely and accurate information was disseminated to employers.  

They responded positively to the sample email / letter template for new employees and 

offered the following suggestions for improvement: 

 Include the employer’s address, the relevant contact person and their contact number;  

 An explanation if the employee was not eligible to choose their own super fund; and, 

 The full name of the employer’s default super fund 

 

Employers were then shown draft copies of the proposed screens: 

 Employer details 

 Super fund choice 

 Employment details 

 Employee on-boarding forms, and 

 STP reporting  
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The following feedback was captured in relation to each of those screens. 

Employer details 

 The screen needs a name or title to indicate what it is for, e.g. “Employee 

Commencement Form” 

 The field for ABN needs to indicate the correct format for completion,  i.e. XX XXX 

XXX XXX 

 The employer address should be included with the employer’s name  

 Employer branch number should include: If known, or if provided by your employer 

Super fund choice 

 Reorder the options to make “I don’t want to nominate a super fund now” the last 

available choice 

 Display the employer’s default super fund, if that option is selected 

Employment details 

 Provide a title for this information to make clear to users what they are seeing, e.g. 

“Employment history details”. 

 Support users’ ease of understanding by making the meaning of the various status 

categories more obvious.  Consider making the terms “rejected”, “submitted”, “saved” 

etc. hyperlinks to explanations. 

Employee on-boarding forms 

 Provide an appropriate name / title for the screen that will promote ease of 

understanding, e.g. “Employment commencement forms” 

 Include the current status for each employee form, e.g. “current” or “submitted - in 

progress” 

 Provide “last updated” information 

STP reporting 

Participants were very positive about this screen and the data they could access from this 

point.  One echoed the sentiments of the group, saying, “This would be very useful for me.” 
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ATO Design would recommend further testing be conducted if significant changes to the 

interface or process is made prior to release. 

Thank you for allowing ATO Design to be involved with your project. Our aim is to work with 

project teams to design and develop user-friendly products that meet both corporate and 

user goals.  We hope we have been of some assistance in meeting those goals.  

 

  

Next Steps 



 

 

 


