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More than 17.4 
million smartphone 
users in Australia in 

2018, growing to 
19.3 million in the 

next five years.

Statista 2018



88% of Aussie 
youth surfed the 

net daily, with 78% 
accessing via a 
mobile device. 

Consistent across 
gender and 

location.

ACMA 2017



Background 

• The Department invested in the development of a multi-platform mobile phone 
application “Jobfit” to investigate how emerging technologies can provide job 
seekers with a greater range of online self-service options that assist them to 
identify career and job opportunities, and provide them with resources and skills 
to make them more job ready. 
• At the heart of the application was the concept of measurement and feedback. 

By measuring a user’s performance and providing feedback, Jobfit tries to 
motivate jobseekers to increase activity in areas associated with outcomes.
• Offer positive reinforcement to help job seekers stay motivated using game 

design methodologies (gamification). 



Background (Cont.) 

• The Jobfit application was developed by 3rd 

Sense in collaboration with the Department. The 
application aimed to keep jobseekers motivated 
while they are looking for work… like a fitness 
app for career development. 
• Importantly, self-service technologies such as 

Jobfit also have the potential to support an 
important objective of the Department’s 2015-
17 strategic plan—to explore innovative new 
service delivery models.



Purpose and scope

• The pilot/trial took place in the first quarter of 2017. The Department invited 
consultants across 6 providers and 11 sites to participate in a trial of Jobfit. 
• The purpose of the trial was to: 

• Recruit new users under providers’ guidance
• Learn about the usability of the app
• Understand the influence the app may have on jobseekers
• Receive feedback about the usefulness of the app
• Collect suggestions that will improve uptake of the app
• Understand readiness for release to public



Evaluation: Two-stage methodology

Jobseeker Focus Groups

Date: February 2017.
Location: Brotherhood St. 

Lawrence (Geelong 
and Ballarat).

Participants: 10 per site, mix of 
age, gender, 
educational 
backgrounds, 
barriers.

Duration: 2 hours.

Service Provider Survey

Date: March 2017.
Recruitment: Promoted by 

Department, 
voluntary, 
confidential.

Sample: 29 respondents, 
four providers, six 
sites, 3 states. 

Format: 27 questions, mix 
of nominal, scale 
and free text.

Completion: 20 minutes.



Guiding conceptual framework
• A review of the academic literature in the areas of information system use and 

gamification was undertaken. Resulting framework used to guide the evaluation.

Service 
quality

System
quality

Support
quality

Effective 
use Outcomes

Wellbeing
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IS Success
Model Self-Determination

Theory
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User characteristics

Labour market

* Outcomes evaluated using service provider survey.



Jobseeker Focus Groups



Focus group findings – in their words
System quality
“I think they're [quizzes] very productive and you 
learn a bit from them. The next time you're going to 
do them you'll get them right, so there's things that 
you didn't know before that you'll get”

“The achievements are important, yeah, what you 
earn at the end.  You know, you get your 3,000 or your 
2,000 points.  If there was no achievement, there'd be 
no way you'd sit there and do the quiz for no 
outcome.  They're good questions”

“Could you have, rather than a question, a map of the 
area?  So, you can click on where you're prepared to 
travel to or where you'd like to travel to?”

“Yea, I'm not actually sure how those options that 
have been set up translating to information.”

“It's a little bit small to read everything”

Service quality
“I've noticed going through them and doing quite a 
few of them that the answers are really specifically 
obvious.  So, a lot of them will have three slightly 
ambiguous and then it will just be all of the above (or 
such), so I found it really easy to just get into the 
pattern where you just sit there, and say, that one, 
that one, that one”

“if you've got any time for reading or you're actually 
genuinely interested in looking for work, then you've 
got a lot of information on there to find”

“I went to the Internet and typed in 'job fit,' and 
nothing came up, only job centers”

“I feel like it reads and I can use it more as a notebook 
or a diary…it feels more like a personal organising
app.”



Focus group findings – in their words

Support quality
“If you did get an answer incorrect, I've noticed one 
thing that it does give you the correct answer and 
then elaborates on it a little bit more, so that's quite 
helpful”

“I got a lot of push notifications, so every time I 
opened the thing it was telling me, 'if I wanted to do 
this I might do that...’”

“it reminds you to kind of get back on there and press 
the button that you've actually done that today.  So, 
it's like a reminder, which is fantastic”

“explaining to people that aren't as tech savvy that if 
people want to use it, this is how you use it and take 
them through?” 

Effective use
“A lot of people say, 'well, what do you want to be? 
and I say, 'I dunno.'  So, I guess if there was something 
to guide you on your strengths that would be helpful; 
especially for school leavers”.

“If you want a hook, you could make me choose the 
hook that you want to hook me with”

“I didn't do it because I don't have a compatible 
phone”

“There were errors… 3768 error code for iPhone 5”

“I don't really understand how they work and there 
was nothing in the app that says how like what they 
use for or what they're intended for.”



Focus group findings – in their words
Effective use (Cont.)
“It goes up too quickly, and it doesn't come down.  
You know when normal dials would come down ... like 
an energy level in a game, it goes down when you use 
it.”
“both sides go up when you do it and that's really 
confusing, isn't it?  Is it meeting in the middle or is it 
going across?  I thought the circle on the left would go 
all the way into the right and then go into the red?”
“Look for work feature should be built in.”

Autonomy/wellbeing
“It doesn't matter if you're talking about job fit or if 
you're talking about fit bit or a quit smoking 
application.  The goal is to reinforce and to encourage 
you. 
“I think, also, with the coins that people can rack up, 

they could use that to purchase a new hat for their 
avatar or whatever.”
“she [daughter] did it with me, we did it together”
“It works good with it wrapped around, because 
[consultant] is here giving a different understanding.”

Controls (user characteristics, labour market)
“I would download the app but I don't have space on 
my phone”
“Expensive, too.  If you want to get onto the Internet 
and do all that kind of stuff, there's another bill”
“I'm dyslexic and there's a lot of reading.  Is there any 
way to change the font or make it a little bit bigger?”
“There's no quiz on employment barriers, either, is 
there?  That would be good; give an understanding of 
what is standing in that ...”



Summary of recommendations
Desired functionality
• Ability to search jobs (link to other apps)

• Tapping into the hidden job market (social network 
tools)

• Assess barriers to finding work (strengths and 
weaknesses)

• Opt-in and out of features (esp. invasive features 
such as location-based services)

• Clear permissions – who sees the data

• Connect with existing social media tools

• Link to relevant external sites (rather than 
reproduce content)

• Improve incentive design (real incentives)

• Better benchmarking (info on dashboard)

• Customisable avatar (personalize your look)

• Goal setting seems contrived

Areas for improvement
• Accessibility issues – interface design

• Make the app intent clearer (replace consultant?)

• Make points system clearer (seems random)

• Motivation and assumptions need to be checked 
(e.g., finding a job not only about motivation)

• Better matching to local labour market 
opportunities (too generic)

• Voice activation for people with learning problems



Service Provider Survey



Provider survey findings (outcomes)

26.4
Average number of JSK 

participating/consultant 38%
Consultants observing 

positive change because 
of Jobfit use

34%
JSK improved 
employability

14%
Observed some negative 

consequences

31%
Recommended new 

features



Top 5 features
• Fast facts (82%)

• Activities (76%)

• Quizzes (76%)

• Mindset questions (75%)

• Goals (73%)

Bottom 5 features
• User profile (52%)

• Registration (52%)

• Fly-out menus (50%)

• Checklists (50%)

• Onboarding (48%)

Provider survey findings (outcomes)



Key conclusions



Bringing it all together…

• System quality: quizzes, fast-facts, activities viewed positively, but need 
updating*. Onboarding and registration processes need improvement.
• Service quality:  need to link app to local labour market opportunities*, and 

provide integrated jobsearch. 
• Support services: best results when Jobfit was used within BAU, supported by 

consultant and jobsearch training. Variation in consultant quality was an issue.
• Effective use: intent and assumptions need to be clearer. More usability testing 

required, particularly across devices and operating systems. 
• Outcomes: moderate evidence of engagement, though good potential identified 

across JSK and providers audiences. 
• Autonomy/wellbeing: limited evidence that JSK became more independent. 

Significant variation in capacity observed.

* Improvements already made since original report.



Where to from here?



Case study: Buy or build?

• US Dept. of Education launched 
competition to encourage app 
developers to come up with 
gamified solutions to help youth 
assess education and employment 
options.
• Winner was Thinkzone’s Hats and 

Ladders – users construct career 
decks via self assessments, 
activities, challenges, aligned to 
500+ career profiles.



Case study: Diagnostics 2.0

• Rockerfeller Foundation used 
Knack to profile youth.
• NYC Centre for Youth 

Employment used Knack to 
onboard unemployed youth and 
discover career preferences.
• TATA Strive (education arm of 

TATA) used Knack to match 
training to strengths.



Case study: Build work-ready skills

• Puts the player in the shoes of 
the plant manager at Seimens. 
• Tool to generate interest among 

the youth for working with 
manufacturing industry. 
• This was helpful for the company 

as well, because a player who 
has spent hours in virtually 
running a factory would perform 
better in real terms as he is 
already familiar with the whole 
process.
• Marriot Hotels has a similar app.



Case study: Augment or replace? 

• Powered by IBM’s Watson AI, 
Nadia is intended to provide 
customer support to NDIS 
participants.
• Infinitely scalable, always-

available, remembers every 
transaction, perfect information 
recall.
• Scary… but is this the future of 

employment services.



Looking to the future

1. Genuine user-centred design: better engagement with intended users is 
needed to ensure better take up, and clearer mandate. Consider market-driven 
procurement models.

2. From self-awareness to self-service: use mobile apps as a mobile assessment 
centre, with links to tailored support services.

3. Build industry relevant skills: partner with organisations to develop pathway 
training and simulations, mobile app becomes distribution platform.

4. Remove information asymmetry: use mobile apps to push useful information 
out to JSK (and consultants), build better analytics/ dashboards that are 
meaningful and relevant, and utilize AI and chatbot technologies.

5. Democratise access to better support services: mobile apps can be used to 
link JSK to best-of-breed services, thereby removing labour market 
inconsistencies. 


