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Insights and actionable
takeaways
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Let’s focus on benefits,
not features
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Typical service

Costly, requirements upfront, When launched,
adhering to legal and policy unhappy and angry customers
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When user feedback is too late
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User needs

Identify assumptions about your customer
and create hypotheses - learn quick, learn fa
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Guerrilla Research
G.0.0.B.

government

Lab-based user

Pop-up testing h
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Let’s do a little

experiment
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Where did the user struggle?

More about you

* Have you had a Partner/Spouse at any time since your claim date: 15/08/2013?

Yes ) No

* Have you been on a course of education since your claim date: 15/08/2013?

Yes ) No

* Do you get State Pension?

Yes O No
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There was a problem submitting the form

More about you
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ACLIOVINAdDITC ldRCAawdy...

Communicate in a simple
way that users understand
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GOV'UK State Pension |[ALRMA

TANS |

Secwity Detals

Security details

National Insurance number

Enter your National Insurance (NI)r
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State Pension [NERNAN

Security details

National Insurance number
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Actionable takeawav. .
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Questions should be questions,
statements should be statements

@Kev_C_Murray @Valtech @imranyounis




GOV. UK State Pension | ALFHA

Employment History

Paid employment

Have you paid any National Insurance contributions in the last two years before reaching State
Pension age?

Yes No

Are you going to work after you reach State Pension age?
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Employment History

Pald employment
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Actionable takeaway...



Avoid cognitive barriers,
which will result In
potential abandonment
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User research technic



Actionable takeaway...



When screening your users,
ask about device preferences
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How to conduct user research



When conducting user

research have a skilled

facilitator and observer
(anyone in the team)
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Gathering insights



Sharpie and post-its
Observations Themes Actions

Things you observed
during the user
research
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Actionable takeaway...



~ Anyone can help.
Did your hypotheses work?
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Actionable takeaway...



Turns user research into
user stories
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Playback to the Qy‘siness
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Playbackito developers
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Actionable takeaway...



Being transparent
Appropriate level of detail
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Standards
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About your employment
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Accessibility and
Ethnographic Research
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Actionable takeaway...




WCAG 2.0 (Level AA)
WAI-ARIA - more accessible for
people

@Kev_C_Murray @Valtech @imranyounis

Responsive Design
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Actionable takeaway...



Mobile-first
Progressive enhancement
Bake in from the outset
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Cheap user testing
Multi device coverage
~ Generate wider involvement

Externalise Text




sl.longName
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Actionable takeaway...



Minimal impact
Definition of done
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Cost per transaction down
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Paper forms

-

Customer Service
Agents

i

Call centres g

Digital service
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Vulnerable groups
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Health and Safety Executive
Asbestos App



4,500 deaths in
the UK each year
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Safe work with undamaged asbesios materials

c "™ ~nt
- ASDE S 8SSe S Resource
———e b - —_—
-= Pp— - I — ~t ave N .
B Ty Removal and replacement of other asbestos
-t
containing matenals
- -—



— —— . A . x
M e | * Ao " AN . s " -
—
= NaAnsas s . - - ’ A ) b
N - - e - 4 - ' A -
- . AN v - < 2
l Sermet s e ASTE$I% 0356t as t2ta S eets - - ' A
"
. e
Qs v et . . — . e N
L - _ i o~ >’ ’ . v
-
b —— o ——— No o 92wt s carmaed LA ANt o g -
e e ey »
* t— e !
- See also y
T M - . A -
PP, - -
- ' A -
—te >
"
Related contet : "
Aopvw e o vy - F = N Le
Fly-tpped waste
. — - - AT e A - . -
TS —
- ——— - | A X
wor, D
Equipment and method sheets
WO g o™ et e » s (TC A G ' )
asdesios ("O arsec b
- » [ | S
. 'S 1 -
. ~ -
1] 2 -
. . 5 -
’ o™ "
' ¥ * wors L as!
- I - A , » . b
. 4 - b §
. . . - %

LX3 Arorvyve

N A . skt St gy e B Tet

» Recommendation * Buy materiak
« Call « Conversations
* Online « Talk 1o other tradeamen




« Kit redemption

« Hefer to mask specialists

Trade Asbestos

* Hecky * Free Kit advice
* Estimating » Trust

* Quotes + Trade counter
* Use the tool here Knowledoe

* Point of Sale

-
./
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MVP - Mobile-firs

« OR code

*» HSE website

» Trade partner website
« SMS

* URL
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Age of property
Room Location
Materig

Task
Disturbance
Prep

Lower risk of

contamination
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Misguided information



-Only 6% “Only find it

oufside”

floor and
above”

)

“Houses
more than
100 rears

o d”

“in the
Jewish
houses”
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Customer Journey




What job are you doing? - Progerty fned FFPS face masa
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Actionable takeaway...



Internal cultural change
Change in user behaviour
Cost effective
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Empathise, not Sympathise




Declaration

This is my claim to State Pension

The declaration below sets out your legal responsibilities in respect of your claim
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Actionable takeaway...



Empathise with your users
nderstand customer
journey
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Carer’s Allowance Claim Form

Total questions Total pages



#0% Department for Work & Pensions Carer’s Allowance |Beta
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Breaks in Care

By break we mean time when, for any reason, you spent less than 35 hours a week caring for the person
you look after. For example, if:

* Have you had any breaks in caring since 01/07/2012?

Yes No

@Kev_C_Murray @Valtech @imranyounis

Carer’s Allowance Claim Optimisation

After 4 sprints
Total questions Total questions Total questions
(sprint zero) removed post MVP
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optimised by22%
Total ages Total pages
(spnn zero) removed
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optimisedby27%
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Total pages
(Post MVP)

49

Carer’s Allowance Beta

Carer’s Allowance Claim Optimisation

Beta go live
Total questions Total questions
(sprint zero) removed

Total questions
post MVP
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optimised by41%

Total questlon groups Total question
(sprint zero) groups removed
optimised by42%
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Total question groups
(Post MVP)
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Carer’s Allowance Beta

Actionable takeaway...



Challenge policy
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