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#Case Study

Over 244,000 tuned in to Nickelodeon
Monday night (June 29) to catch
Alicia Keys host and moderate the
‘Nick News' special, ‘Kids, Race and
Unity’

The special aims to amplify the voices and
experiences of black kids across the country.

Also set to simulcast on TeenNick, Nicktoons and
the Nick app and YouTube channel, Kids, Race
and Unity will feature the leaders of the Black
Lives Matter movement answering questions
from real kids. It also will offer tools for families.
to have constructive conversations about race and
inclusivity and highlight teenage activists who
are fighting racial injustice.

Read more

UK government accused of
‘explaining away’ Covidirace issues

T
Ministers have been slow to tackle systematic - g
racism and racial inequality during the pandemic,
and persist in trying to explain away
disproportionality in death rates, the head of the
Covid-19 public inquiry has been told in a leaked
letter from black, Asian and minority ethnic
leaders.
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Hello, I'm Lee

Big Issue vendor Lee
Welham is straight back
onto his pitch on Monday
after he and fellow seller
Andre Rostant raised almost
£4,000 running the London
Marathon less than 24 hours
earlier.

Lee, who sells the magazine
at the Round Church in
Cambridge, told The Big
Issue he loved the challenge
of tackling the prestigious
26.2-mile race despite
running into difficulties in
the second-half.

The 37-year-old had vowed
to complete the marathon
with no training and passed
the halfway mark of the race
in two hours and six
minutes before posting a
time of five hours and six
minutes overall. Meanwhile,
Andre completed the race in
six hours and 56 minutes. s ¥ L. 3
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Lee Welham, 36 | Cambridge

Music +

Lee is joining fellow community members Jan and Mae
for a weekend music session at the house of St. Barnabas

@29

Networking +

Lee is invited by Carol for a cup of coffee and to help him Add networking +
utilize his sales skills in new opportunities

Share something new

Swipe up

Need help? Contact Us

Dream Pitch The Big Issue UK's new

vendor support program



1 The challenge proposed by the client was to develop a digital proposition for The Big
ove rview Issue’s print magazine that is sold by the vendors, who are primarily in precarious living
conditions. The Big Issue wants to explore possibilities of involving the community and
developing proposal that brings their vendors into the forefront.

The pitch project is a two part solution that updates and links The Big Issue’s current
digital channels to the physical vendors and client interactions

Desk Resedrch

227,000 people in UK 52% blame wider problems, Rise in Big Issue Vendors
17% blame individuals

Overall, Crisis estimated that around 227,000 people In 2022, the number of Big Issue vendors increased by
were experiencing the worst forms of homelessness 10% because more people need an income or an
— rough sleeping, sleeping in vans and sheds, and additional source of income.

stuck in B&Bs — across England, Scotland and Wales
in 2021.

homelessness is ad consequence of societal issues
outside a person’s control than down to a person’s
poor choices, with 52 per cent blaming wider
problems compared to 17 per cent on the
individual.



While some customers have a strong relation to the cause and the vendor, others

Usel‘ Resed I“Ch have fleeting interactions and a sense of pity for them. Vendors also lack a sense
of individuality in their current position and feel like an outsider to the society and
Big Issue UK.

“I can make a song and
perform it. But there are so
many obstacles blocking me
and even don't have the
opportunity to show my
abilities.”

“I want to be a sales manager.
One day and I wish to study at

Birkbeck University...But I'm
not sure where to start.”

“1 don’t trust myself as | am
not in the reliable situation.”

Did you know that The Big Issue is a social enterprise and it
supports people in precarious living?
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What are your biggest struggles as someone struggling through
homelessness?

Employment

Housing

acceptance

Communication

/




The issue at hand is the escalating problem of homelessness in London, coupled with fragmented community interactions, a lack of
acceptance, and perpetuated stereotypes. This multifaceted problem has resulted in a disconnect between the homeless population and
the wider community, hindering efforts to address the underlying causes of homelessness and provide effective support and solutions.
The rising numbers of individuals experiencing homelessness, combined with negative perceptions and biases, have created barriers to
fostering inclusive and compassionate communities that can work together to tackle this pressing social issue
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Carol is a retired teacher living in Hammersmith, London. She has Meet David, a remarkable individual who is not just a vendor for
been an avid social leader and community member and loves The Big Issue, but also an incredibly talented artist. David's
dedicating her time to a good cause. She recently got passion for art has been a driving force in his life, providing
introduced to big issue and its cause through David and the solace and inspiration during challenging times. As he sells The
magazine. Big Issue magazine, David's dream is to share his artwork with

the world and, in turn, find a means of supporting his livelihood.
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User Journey

Channels social media, vendors Vendors, magazine Vendors, magazine Vendors, magazine
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See the big issue vendor on Customer might engage in constmer deuo!es to buy the The customer leaves \-Nlth 2 The customer might discuss
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vendor approaches the customer with the  vendor mentions the purpose vendor receives payment vendor wants to get a loyal
R95p°nse : Vendor Magazine cover visible vendor approaches behind big issue through cash customer but it is difficult to sell
relationship with the price, knowledge of the top story, the same copy in the month.

fragmented relationship
and requires more effort
from customer which
often many want to make
but fail to keep

Insights Ability to add self into a single touchpoint is in a cashless one product is not
the pitch. difficult to sell. economy, require enough to connect

alternate mode of the customer to the
collection than cash vendor




Problem Statement :------» Hypothesis EEEEE] <

The challenge proposed by the client was to
develop a digital proposition for The Big
Issue’s print magazine that is sold by the
vendors, who are primarily in precarious living
conditions. The Big Issue wants to explore
possibilities of involving the community and
developing proposal that brings their vendors
into the forefront.

Trying to encompass the complexities of the three phases
within a digital proposition would be destructive. Instead,
we focus our intervention on the discovery and post
transaction phase. By focusing on these key areas we can
supercharge the key interactions.

Discovery Transaction Post Transaction
Finding a Retention
vendor R Pprodach funnel
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AWARENESS Evaluating a Magazine [ disengaging
vendor purchase C with vendors
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CONSIDERATION LOYALTY ADVOCACY

Desighed Solution

To increase awareness and consideration
for the vendor and Big Issue’s purpose, the
vendor is placed within the content. While it
may be hard to compete with other
generalised magazines, The Big Issue can use
it's power of the vendors and their stories of
struggle and success to engage its audience
in a meaningful discussion and garner loyalty

To improve loyalty and advocacy the big
Issue needs to provide more than one
channel (currently that of the magazine), and
better ways of community support and
integration for the vendors. This can also
change people’s perspective on
homelessness and make the topic more
relatable and actionable.



Information Architecture

NEW SERVICE A personalized page that selects short and Each article is supplemented by a short form excerpt
PROPOSITION long form articles based on past selections about how the issue affects homelessness and the
and interests. vendors

A place to discover community views and
engage in public discourse through integrated
THE BIG ISSUE APPLICATION commenting

Volunteer to turn words into action by

articipating in in-person events relevant to the
: Hyper Local P
' The Big Issue has already creatgd ' topic of various articles.

@ °n application and website during

COVID, however, they are looking
at ways to curate and improve
experience

\_ J . Each big issue vendor is able to manage a
Dream pitch Vendor’s Discovery Vendor's page page that acts as their community fundraiser

and support network to pursue their

An initiative that provides vendors the professional and personal goals
EXISTING SERVICE ability to aim and achieve small wins
AND DELIVERY while working with The Big Issue, UK

QR code stickers specific to the W

vendors j

While some parents will pick up the phone in the moment they are experiencing distress around
feeding, other know they want help but have constraints around when they can call (i.e. work, phone
access, domestic violence etc). For these parents and carers, they would benefit from the ability to
book a slot to suit their needs, situations and schedules.

THE BIG ISSUE PRINT MAGAZINE




9:41

Discover

Viewpoint

Hyper Local e

Racial Justice

Over 244,000 tuned in to Nickelodeon
Monday night (June 29) to catch
Alicia Keys host and moderate the
‘Nick News' special, ‘Kids, Race and
Unity!

The special aims to amplify the voices and
experiences of black kids across the country.

Also set to simulcast on TeenNick, Nicktoons and
the Nick app and YouTube channel, Kids, Race
and Unity will feature the leaders of the Black
Lives Matter movement answering questions
from real kids. It also will offer tools for families
to have constructive conversations about race and
inclusivity and highlight teenage activists who
are fighting racial injustice.

Read more

UK government accused of
‘explaining away' Covidirace issues

T
Ministers have been slow to tackle systematic - g
racism and racial inequality during the pandemic,
and persist in trying to explain away
disproportionality in death rates, the head of the
Covid-19 public inquiry has been told in a leaked
letter from black, Asian and minority ethnic

leaders.

|
Read more

Discover A visual and personalised new board that

focuses on the “big issues” that matter to you

Partnering with local charities
and organization for integrated
event volunteering calendar
for readers looking to change
their engagement into action

Ability to engage with The Big  HyperLocal

Issue community and create
a healthy and open space for
public discourse

: Viewpoint

My opinions on this front vary. I would like to hear the
other side of the story as well. There seems to be a
significant writer’s bias in this situation. @jason505 is

right! There are factors that have not been taken into
consideration on the current economic liabilities.

CO UK government accused of ‘explaining away’ COVID race issues
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Racial Justice

UK government accused of ‘explaining away’
Covid race issues A

Ministers have been slow to tackle systematic racism and
racial inequality during the pandemic, and persist in trying
to explain away disproportionality in death rates, the head of



User Journey
Phase

Consideration

Awdreness
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Racial Justice

Support our vandors through thair dreams with a
little bit of your love, resource and time,

~ The government published its draft terms of reference for
the inguiry in March and stated that the main topics
would be the response to the pandemic and its impact in
England, Wales, Scotland and Morthern Ireland. It said the
inquiry would also produce a factual narrative account of
what happened
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Translating words to action
“In context” is a content subsection that builds the vendors stories into
the featured news to create greater empathy and relatability.
Further volunteering opportunities within the news can capture
audiences at the right moments.

My Pitch

It is an online news and media hub that allows for
strategic public discourse, involving individuals with
customized news choices, integrated interactions and
events

Touchpoint: Introducing and updating the existing digital
proposition to include competitive features can broader audience
and make the product more robust to support the vendors and the
enterprise.

Subscription Partnerships

Backstage
integration needed

My pitch works on a subscription plan and becomes a go
to hub for the customer for their volunteering and social
impact engagements.

Partner with other charities and organizations. This could
become a way for them to market their events and also
add onto the big issue legacy.



User Journey
Phase

Interactions

Backstage
integration needed
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Locating the vendor
Vendors can be located on their Pitch and often venture
the same neighbourhoods to build loyal clientele.

Partnerships and Integration

Partnerships with google maps can allow for the
integration of Vendors into mainstream maps as a
legitimised individual business.

Convert

Parsons-Greg

Purchasing a magazine
The physical magazine is still very crucial to the vendor
and customer interaction.

Individualised QR code on the magazines

Vendors can add their QR codes onto the magazine which
allows each magazine to be traced back to the vendor
and connect the customer with them.
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I'm living in the community and I've got a
roof over my head. | was on the streets for
five-and-a-half years until a lady did a
crowdfunding thing for me in 2019. Everyone
chipped in around the area and that's how
they got me aroom in a shared house. |
haven’'t been back on the streets since. | feel
safer, more secure, and | know I've got
somewhere to go at night rather than
worrying about where I'm going to sleep.

I've got a tremendous community around
me. The customers like me because of who |
am and because I've got a passion about
me. | suppose they just like having me
around, and they know | never cause any
problems or put people under pressure to buy
a magazine. When I’'m on my pitch, | just smile
and chat. That's how | get people to buy from | >

me, it's what the people like. | just stand there
with a cheerful face, always happy, and |
cheer all the children up. | suppose that’'s how
a customer becomes a regular.



Hello, I'm Lee

e £ .| DreamPich AR jndividual page dedicated to the vendor’s
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Antragosaci ETELEN A 7T progress and engagement with his/her
£4,000 running the London -

Marathon less than 24 hours L . : o . CO m m U n ity-

earlier.

Lee, who sells the magazine
at the Round Church in
Cambridge, told The Big

o v chal o0 " din =W | engagement page also acts as a record for

of tackling the prestigious

e £ - employment where community members can
| ' support and vouch for the vendor.

running into difficulties in
the second-half.

The 37-year-old had vowed
to complete the marathon

* with no training and passed
r e a m I c the halfway mark of the race
in two hours and six

minutes before posting a
time of five hours and six
minutes overall. Meanwhile,
Andre completed the race in
six hours and 56 minutes.
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Support your Vendor

Music +

Lee is joining fellow community members Jan and Mae
for a weekend music session at the house of St. Barnabas

@29

Networking +

Lee is invited by Carol for a cup of coffee and to help him Add networking +

utilize his sales skills in new opportunities

Share something new

Swipe up

Need help? Contact Us
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Support your Local Vendor
L)
Touchpoint: Each of the vendor who register their dream can get a distinctive Dream Pitch Support :People can support vendors
sticker(QR code).Vendors can promote/sell their dream with the magazine on the The Big Issue version of crowdfunding that supports dreams by sharing their assets, knowledge,
street. People can check vendors dream pitch through TBI web/app at the vendors dream by a community of readers and internal skills, network anything they want.
assigned section members of the Big Issue. The key steps include:
Dream setting: By using goal setting
process, Vendors can set their dream and
they have to pitch it on the web/app.
Backstage

integration needed



These strategies and design ideations were presented to Paul Cheal, CEO of the big issue, and he was
impressed by the in depth research and innovation ideations conducted by the team. The suggestions for

new interaction experience for their application and web was considered by the lead designer and developer
and is currently under consideration for further development.

“We have been considering
integrating our vendors into a
map for visibility. Especially with a

proposal like Dream Pitch, it is
important.”

User Testing and Validation Interactions

-Katy, director of The Big Issue
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Heatwaves are Britain's new normal — and : '
our homes can't stand the heat MARYLEBONE %
“ agree, we need to do a better job in
highlighting our vendors and the 3 i,
. . Tt MAYFAIR
purpose of the magazine in our
content.” R 5
e -Katy, director of The Big Issue
“It is an interesting proposition to | &
build in comments into the articles.
We currently are finding new ways to 8 o
. . . . " B
Improve interaction with the content.
-James, Journalist ce




