Human-centred
design for digital
services

Digital transformation training programme
Module #2




A few | ) ZzO0Mm house rules before

we start
Make sure your name is displayed

e Keep your video on unless you have connectivity
ISsues

e Mute if you're not speaking

e Don’t hesitate to ask questions by raising your hand or
using the chat



Where we are

2. Human-centred design for
digital services



Learning objectives

Explain the concept of human-centred design
Appreciate the value of user research

Introduce the basics of how to conduct user research
Interviews



1. Introduction to human-centred design

2. Doing user research in government



1. Introduction to human-centred design

Definitions
Different types of design

Human-centered focus

2. Doing user research in government
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Designing services is about
creating services that efficiently
meet the needs of their users.



User User need

needs to

build a
new
storage

a retailer

unit



User Service User need

to build

a new

storage
unit

wants
a retailer authori-

sation




User needs express people’s
goals, values and aspirations.



© 5-min group discussion

Are you involved in the delivery of
any services”?

What user needs do they solve?



User needs # requirements



Requirement:
Se=iE o wifi on
| P 5 WIH g} the train

HOTSPOT
| \0 ON TRAINS! |




The message could not U ser n eed .
be sent
Your email "39 Club Grace Complete -
Quotation" could not be sent. Please Se n d a n e m a I I
contact your email admin for additional
support. Your email has been returned

to your drafts folder. Wit h a n
Open email attaChment

Contact Support

Close




User User need

a worker

travelling needs to
send their
to a _
presentation
conference

beforehand

by train




User Service User need
a WOI"_(Gr to send their
travelling wants on-board presentation

toa connectivity beforehand
conference

by train




Designing services is about
creating services that efficiently
meet the needs of their users.



User User need

need to
a group of plan a
friends long
week-end




User Service User need
wants to
p know when to plan a
a group o the next long
friends

public week-end
holiday is




Example

2irectgov

Home | Contacts | Do it online | Newsroom | Video

* Crime and justice
* Education and learning
* Employment

~ Employment terms
and conditions

*» Time off and
holidays
* Environment and
greener living

» Government, citizens
and rights

* Health and well-being

* Home and community

* Money, tax and benefits
* Motoring

* Pensions and retirement
planning

» Travel and transport

Browse by people

* Young people

* Britons living abroad
* Caring for someone
* Disabled people

* Parents

Employment
Bank holidays and British Summer Time
P Bank holidays are holidays when banks and many other businesses are closed for the day. Public holidays are

holidays which have been observed through custom and practice. Find out about the bank and public holiday dates
and when the clocks go forward and back for British Summer Time.

Bank and public holidays in England and Wales

England and Wales 2012 2013 2014 2015

New Year's Day 2 January™ 1 January 1 January 1 January
Good Friday 6 April 29 March 18 April 3 April

Easter Monday 9 April 1 April 21 April 6 April

Early May Bank Holiday 7 May 6 May 5 May 4 May

Spring Bank Holiday 4 June* 27 May 26 May 25 May
Queen's Diamond Jubilee S June - - -

Summer Bank Holiday 27 August 26 August 25 August 31 August
Christmas Day 25 December 25 December 25 December 25 December
Boxing Day 26 December 26 December 26 December 28 December™

= substitute day

There are different bank and public holidays in different parts of the UK. There are currently six permanent bank holidays in England and Wales and an
additional one in 2012. Christmas Day and Good Friday are public holidays.

The expected bank and public holidays for England and Wales are listed in the table above.
Special bank holidays
There are laws that allow the dates of bank holidays to be changed, or other holidays to be declared, for example to celebrate special occasions.

There is a a special bank holiday in 2012 to celebrate the Queen’s Diamond Jubilee. The 2012 late May bank holiday has been moved to Monday 4 June
2012 and an Jubilee bank y will be on Tuesday 5 June 2012.

Substitute days
When the usual date of a bank or public holiday falls on @ Saturday or Sunday, a 'substitute day' is given, normally the following Monday. For example




Example

Ut} GOV.UK v Topics v Government activity

-» Coronavirus (COVID-19) | Latest updates and guidance

Home > Working. jobs and pensions > Holidays. time off. sick leave. maternity and paternity leave

U K ba n k ho lid ays Related content

Holiday entitlement

School term and holiday dates

England and Wales Scotland Northern Ireland

The next bank holiday in England and Wales is

15 April

Good Friday

Upcoming bank holidays in England and Wales

2022

15 April Friday Good Friday

18 April Monday Easter Monday

2 May Monday Early May bank holiday

2 June Thursday Spring bank holiday

3 June Friday Platinum Jubilee bank holiday
29 August Monday Summer bank holiday

26 December Monday Boxing Day

27 December Tuesday Christmas Day (substitute day)



0 10-min group discussion

According to you, which website
best answers user needs, and
why?



Example

virectgov

* Crime and justice
* Education and learning

~ Employment
~ Employment terms
and conditions
* Time off and
holidays

Environment and
greener living

Government, citizens
and rights

Health and well-being

* Home and community

Money, tax and benefits

Motoring

* Pensions and retirement
planning

Travel and transport

* Young people
* Britons living abroad

* Caring for someone
* Disabled people
' Parents

Home | Contacts | Do it online | Newsroom | Video

\ Topics » Government activity

- Coronavirus (COVID-19) | Latest updates and guidance

Home > Working. jobs and pensions > Holidays. time off. sick leave. maternity and paternity leave

Employment
Bank holidays and British Summer Time
Bank holidays are holidays when banks and many other bu:

holidays which have been observed through custom and pr:
and when the clocks go forward and back for British Summ

e e

Related content

UK bank holidays

Holiday entitlement

School term and holiday dates

England and Wales

Scotland

Northern Ireland

Bank and public holidays in England and Wales

England and Wales 2012 2013 The next bank holiday in England and Wales is

New Year's Day 2 January™ 1 January .

Good Friday 6 April 29 March 1 5 Ap rl l

Easter Monda 9 il 1 April 3

L o e Good Friday

Early May Bank Holiday 7 May 6 May

Spring Bank Holiday 4 June*™ 27 May

Queen’s Diamond Jubilee 5 June - Upcoming bank holidays in England and Wales

Summer Bank Holiday 27 August 26 August 022
202

Christmas Day 25 December 25 December

Boodng Dy 26 December 26 December 15 April Friday Good Friday

* substitute day
18 April Monday Easter Monday

There are different bank and public holidays in different parts of the UK. There are curre!

additional one in 2012. Christmas Day and Good Friday are public holidays. 2 May Monday Early May bank holiday

The expected bank and public holidays for England and Wales are listed in the table abov . x
2 June Thursday Spring bank holiday

Special bank holidays

There are laws that allow the dates of bank holidays to be changed, or other holidays to | 3June Friday Platinum Jubilee bank holiday

There is a a special bank holiday in 2012 to celebrate the Queen’s Diamond Jubilee. The I .

2012 and an additional Jubilee bank holiday will be on Tuesday 5 June 2012. 20 August Monday Sumrer Gari hiliday

Substitute days 26 December Monday Boxing Day

When the usual date of a bank or public holiday falls on a Saturday or Sunday, a "substity
27 December Tuesday Christmas Day (substitute day)



1. Introduction to human-centred design

Definitions
Different types of design

Human-centered focus

2. Doing user research in government






Example

l o U At some point you may come back to read this line or maybe not.

And then vyou will read this line next.

You will go back to read this body copy if you want to know more. It takes the most
effort to read because it has a lot of text in a small font in a light weight with tight line
spacing. Many people will skip paragraphs like this unless if they aren’t engaged right
away. This is why it’s important to draw attention to your message using visual hierarchy. the paragraph-

Yow’ll probably
read this before




typography
grids
iImagery
colour

page furniture
& space



typography e hierarchy

grids e legibility &
readability

> @ accessibility

iImagery
colour

page furniture
& space






Please

Do Not
Drive
Or Park
On
Grass

ON GRASS




A few content design tips

e Put the most important information first

e Avoid having questions as titles and using
capital letters

e Use common words and short sentences

e Avoid acronyms and abbreviations



“Most people make the mistake of
thinking design is what it looks like [... ]
People think it’s this veneer — that the
designers are handed this box and
told, ‘Make it look good!” That’s not
what we think design is. It’s not just
What it looks like and feels like.

- Design is how it works.”

Steve Jobs, former CEO of Apple




Visual




company About Product Pricing

Fuel decision-making
with rapid, remote testing

Rapidly test anything from prototypes to copy, or round up user
feedback — all in one place. Collect actionable insights across teams and
create better user experiences, together.

Get started free




Visual




0 10-min group discussion

Think of an online financial or e-
commerce service that you find
particularly well or poorly
designed.

Why?



1. Introduction to human-centred design

Definitions

Different types of design

Human-centered focus

2. Doing user research in government



Human-centred design is an

empathic approach to service
design.

It’s about understanding the
needs of service users but also
their imitations.



What do you think can prevent or
make it hard for people to use
digital services”

And what can governments do
about it?



Barriers to using digital public services:

e Access



Barriers to using digital public services:

e Access
e SKkills



Example

h,

']
%
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DIGITAL FORLIFE &3



Barriers to using digital public services:

e Access
e SKkills
e [rust



i GOV.UK

v Topics

- Coronavirus (COVID-19) | Latest updates and guidance

- Coronavirus (COVID-19) | Latest updates and guidance

Home > Driving and transport > Driving licences

Register a death

Exchanae:arforeian driving licence , Did the person die at home, in hospital
2. What kind of licence do you have? or elsewhere?
Your licence will say what type of vehicles you can drive.

@ At home or in hospital

Your answers
Your answers
Start again Start again
1.Areyouaresident Yes Change Where did the death happen? England or Change

of Great Britain? Wales



Barriers to using digital public services:

e Access
o Skills
e [rust
e Ability



Microsoft
Persona
Spectrum

Permanent Temporary Situational

Touch

Cataract Distracted driv

387

Deaf Ear infection Bartender




The Four Principles of Accessibility

Perceivable Understandable

The content must be The content must be readable
available to users via sight, and predictable, with clear
hearing, and/or touch. labels and instructions.

P O U R

Operable Robust

The product must be The product must work
keyboard-accessible, with a variety of assistive
navigable, and compatible technologies, browsers,
with different input methods. and devices.

Source:
https:/www.w3.0rg/TR/UNDERSTANDING-WCAG20/intro.html



Example

singpdass
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NEW AUTHENTICATION OPTIONS FOR

SINGPASS TRANSACTIONS

MULTI-USER SMS 2FA

Users can now get a OTP
(One -Time Password) sent
to another SingPass user’s
mobile number! This is
especially useful if you have
elderly parents who need
help accessing SingPass.

o FACE VERIFICATION

Users also can access
SingPass by doing a face scan
to authenticate themselves.
This can be done on an
Internet-enabled computer
with a web camera, or a
mobile device with a
front-facing camera.




12:08

<4 Search

Cancel

Add to Siri

Add a custom phrase Siri can use to tell SingPass
Mobile to run this shortcut.

When | say:

Scan SingPass

Do:

Sirabhss

Scan QR code



Example
=27 00; RXETA?

Apakah ini?

FANEHAE

EHBHHIAME

REPUBLIK SINCAPURA
KAD IDENTITI DIGITAL NASIONAL

u
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SingPass Mobile 0% e
Reset password

NRIC or FIN number* ©:

€ SafeEntry check-in

Keep your app updated to use the in-app

Date of issue* . _
(As in NRIC or FIN card)

scanner or check-in button below for g
SafeEntry. Soon, you'll also be able to add MI._!..,!!,"

favourite places for quicker check-ins.

Date of Issue
23-08-1991

ee)V/[sE°M Resource Hub 2

' 2 SAFEENTRY CHECK-IN

J



Designing for
users with
anxiety

Do...

give users enough
time to complete
an action

explain what
will happen after x"::.m'
completing a
service
meke Important =
nformation clear prp—
[l —
o
give users the X B

support they Ogh

need to complete
a service @

let users check g —
their answers
before they ~

submit them g ——

Don’t...

rush users or set
impractical time
limits

leave users
confused about
next steps or
timeframes

leave users
uncertain about
the consequences
of their actions

make support
or help hard to
access

leave users
questioning what
answers they gave




1. Introduction to human-centred design

2. Doing user research in government
Introduction to user research

How to do user interviews

Good practices in user research



What is user 4
research? '




User research reveals unmet
needs.



User research gives

Insights, empathy,

deep |
understanding of
the service from
users’
perspectives

drives,
motivates and
excites the
team to design
great services

Inspiration.

new ways of

thinking, that can

push expansive

ways of designing
- solutions



There are lots of methods to
conduct user research.



User interview

An interview with
a current or future
user, ideally at
home or in
context.

Empathy
experience

Doing something
to put yourself in
the user’s shoes.

Focus group

A group session
with 4-6
participants for
shared
discussion.

Mystery
shopping

Live the user’s
experience
incognito.

Surveys

For a broader
view of user
needs.

Data mining

Explore raw data
and experiment

with visualising it.

User experience
testing

Putting a
prototype in the
hands of users
and observe them

BUBR Hesearch

Gather existing
knowledge online
and from
literature.



Qualitative Quantitative

Reason
We’re not sure what we’re looking
for, we want to discover.

Reason
We might know what we’re looking

for, we’re testing and validating.
Data

Delivers rich, contextual insights
around how and why.

Data
Delivers specific insights around

how much something is

Examples happening.

User interview, mystery shopping
Examples

Survey, data mining



Keyword Visits +
1. uk bank holidays 1,730
2. (not provided) 1,604
3. next bank holiday 1,290
4. when is the next bank holiday 1,014
5. next bank holiday uk 478
6. uk bank holiday 445
7. when is the next bank holiday in uk 118
8. bank holidays uk 96

L Timely information

10. bank holiday uk

11. next uk bank holiday

W T G D iy 24-25 May - people checking BH dates?
13. uk bank holidays 2013

4 June - Jubilee weekend

14. when is the next bank hohday 2012

15. when is next bank holiday 2012

8 May 15 May 2 May 23 Mayy SJun 12 Jun 19 Jun 26 Jun



User research happens
at every stage of the service
process cycle.



Service development process

Discovery Design & development Live
Understand Prototype and test Launch and
user needs solutions with users continuously

Improve
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1. Introduction to human-centred design

2. Doing user research in government

Introduction to user research

How to conduct user interviews

Good practices in user research



Why user interviews?

1. Because they’re really effective.
2. Because they’re hard to do well.
3. Because the barrier to doing them is low.




We’re going to focus on the
process for user interviews,
through the example of a
business registration service.



Process for user interviews

Plan and Conduct Analyse
set up user user and
research research document

interviews interviews findings



Plan and set up user research interviews

1. Define objectives and success criteria



© 5-min group discussion

What are our research objectives?



Inform the revamping of the business registration service

Understand the end-to- Understand what works
end experience of how well and the pain points
people register In the current business

businesses registration process




Plan and set up user research interviews

1. Define objectives and success criteria
2. ldentify and recruit representative users



0 10-min group discussion

Who do you think our
representative users are, and how
can we reach out to them?



Claudia y Ashleigh Ron

24 years old arts graduate and B2 years old, retired
-, * . L4
admnistrat Ve asstlant .".q,“.'-;,‘;f' conddions "lfhr.hc.'

0%ng his hearing, cataracts. hip
» " - o
Uses 8 sCréen feaCher eplacements

fit"f("v', Ught impaired (bling)

Doesn’t use any assistive
!N"\r.r-fr_.r;.-

» . . W reee - Gach Funde c~ w

e T23 to mase frore X R . " e et op
Sorerms e . 3T e Tab to go

.)-,'JO.'\Q W - $ ¥ o
Porh, Segren o rroa R/ Leh 1y resd Nt help crample,

3081 200m ino the Paje and G300y yse
g e, : the
e T aege Nive ."!”l”d o Nevejate




0 Name

Age
Occupation
Place of residence

Level of digital
literacy

Potential barriers to
using digital
services

Other




Individual A

Female, 24

yrs
Co-founder of a tech

company

Lives in the country’s
capital city

Great digital skills

Anxious when using
government services

Individual B
Male, 42 yrs

About to launch his
small grocery shop
business

Lives in a small village
in a remote area

Does not have access
to a computer nor
internet on a regular
basis

Individual C
Male, 58 yrs

Lawyer providing
assistance in
company registration

Little digital literacy

Has visual
impairments which
make it hard for him
to read online




Plan and set up user research interviews

1. Define objectives and success criteria
2. ldentify representative users
3. Write a discussion guide



When you were
struggling with
this task, what
was happening?

What was easy
or difficult about
completing that
task?

How well would this
save time for you
during the registration
process?

How might this
affect your
efficiency, if at all?



Rephrase these questions:

1. Do you find the current business
registration service easy to use?

2. Would you like it if we move this
service online?



Plan and set up user research interviews

1. Define objectives and success criteria
2. ldentify and recruit representative users
3. Write a discussion guide

4. Recruit users



Statement of informed consent

Purpose of this study

The purpose of this study is to understand how you use the government’s business registration
service. Your participation in this study will help us inform the revamping of the service.

d The researcher has explained the purpose of the research to me.
A I have had an opportunity to ask questions about the study.

Freedom to withdraw

Your participant in this study is voluntary.

You can refuse to take part at any time.
You can take a break at any time.
You can ask questions at any time.




Process for user interviews

Plan and Conduct Analyse
set up user user and
research research document

interviews interviews findings



Conduct user research interviews

1. Build trust



Conduct user research interviews

1. Build trust
2. Learn about the participant



0 15-min group discussion

Let’s create groups of 3 (1 interviewer,
research participant and 1 observer) and
imagine we’re in a user research
interview with a business founder who’s
recently registered their business and
volunteered to share feedback on the
Process.




Conduct user research interviews

1. Build trust
2. Learn about the participant
3. Capture the interview



Process for user interviews

Plan and Conduct Analyse
set up user user and
research research document

interviews interviews findings



Analyse and document findings

1. Document and communicate findings



Analyse and document findings

1. Document and communicate findings
2. Build insights






A journey map is a visualisation
of the process that a person
goes through in order to
accomplish a goal.



CX_Looks for Information (t:\} Find Information 7 Seeks Help

St > Identifies
a g e Information Need

Linda’s friend, Dottie, tells Turns on Clicks on Doesn't Clickson USA.  Reads USA.  Clicks on link Begins Fills out Checks her e-
her to look for grants computer and  Grants.gov understand govlinkon  govBenefits, toBenefits. Benefits.gov Benefits.gov  mail later and
Googles and then Search Grants  Grants.gov Grants, and Benefit webformand  sees response
. mem "Government Search Grants  information home page Loans page Finder, but it types a from Benefits.
Act I VIt I e s Grants” and goes back  under Financial  and realizes takestoolong  message to gov
to Grants.gov  Assistance she is not and she clicks  ask how she
Homepage eligible for a "Contact Us" to can get
grant findareal  financial help
person
< -‘ “ www grants gow >
= MHome|grants gov I asare o —_—
Touchpoints % - == | s =

Feelings 3 - -
Thankful Dottie is such a Feelsalittle Feelsconfused Thinksthis Ihopethislink Encouraged Feels Overwhelmed Hopelessand  Disappointed
good friend nervousand  and decidesto  seems easy has what I but needs optimistic by the discouraged,  there is more
unsure,and  try againin need clarity, questions. not sure this to do and
hopeful her case she comfort, and Needstoknow  isgoingto  needs support
search will missed it reassurance this is the help and hope
work right step.
- = «  Simplify benefits.gov contact page Integrate benefits finder and unclaimed money search
0 o rt u n It I e s o Make the benefits finder more like Turbo Tax Add APIs to integrate with state benefits info
p p . Add questions to benefits.gov email form to help agents give better responses Integrate benefits.gov FAQs into content pages on benefits.gov

for improvement

Create task force for benefits related sites/agencies

Merge grants.gov, benefits.gov, and govicans.gov
Become benefits program manager - benefits.usa.gov

Create an infographic to explain benefits finder
Ask Grants.gov to add a popup asking if you want personal benefits
Add benefits finder directly to USA.gov page



Stage Consideration Exploration Business registration

X wants to X' looks for information X starts their business
ACtiVities launch their about Iegal structures registration request online
business and registration process
Touchpoints @  business-registration.gov @  business-registration.gov E
@® Xis @ Xis frustrated as &S Xis scareﬁcause
enthusiastic they struggle to find they started their
abqut their the business registration online, but X
Feelings project registration website can’t upload the required
and understand which documents. X tries to call
legal structure is best unsuccessfully, and visits
.............................................................................................. forthemtheagency
Opportunities - Improve referencing - Invest?gate the document
- Create a form to upload issue

for improvement suggest legal structures - Create an online chat



Journey map # process map



Differences between process and journey

maps

Main focus

What is
visualised?

Terminology

Who is
involved?

The organisation

The organisation’s
internal processes,
functions, and activities

Terms and jargon
specific to the
organisation

Process mapping
specialists, specific
teams

The user

The user experience

The user’s language

All teams involved in
the user experience



Benefits of journey mapping

As-is journey maps To-be journey maps
e Communicate an e Share a vision
understanding of the

e Keep a basis for

user decision making

e Drive conversations



What would the purpose of a journey
map be in our context?

What conversations will the map
support?



1. Introduction to human-centred design

2. Doing user research in government

Introduction to user research

How to do user interviews

Good practices in user research



Good practices in user research

1. Do a little, often.



Service development process

Discovery Design & development Live
Understand Prototype and test Launch and
user needs solutions with users continuously

Improve



Good practices in user research

1. Do a little, often.
2. Work as a team.






Good practices in user research

1. Do a little, often.
2. Work as a team.
3. Watch what users do. Not just what they say.



‘If | had asked
people what

they wanted, they
would have said

faster horses.’
Henry Ford







Good practices in user research

1. Do a little, often.

2. Work as a team.
3. Watch what users do. Not just what they say.

4. Embrace a large, diverse population of your
users.



'If you think good design is
expensive, you should look at the

cost of bad design.’
Dr Ralph Speth, former CEO Jaguar



1. Introduction to human-centred design

e Human-centred design is an empathic approach
to service design. It’s about understanding the
needs of service users and their limitations.

e User needs are different from service
requirements. They express people’s goals,
values and aspirations.



2. Doing user research in government

e User research is the deliberate study of users to
reveal insights on their needs, problems and
context to inform the development of services.

e There are many ways to conduct user research,
at every stage of the service development
Process.

e Conducting user interviews is only one of them,
but one worth trying out!



Next module:

Agile and open ways of working ASIA AND THE PACIFIC

Regional
P Innovation Centre

ublic
pdigital




This presentation has been designed using resources
from Flaticon.com and Unsplash.com.




