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User Manual

Conditions | like to work in

[ A flexible structured environment where
I can share 1deas and findings via zoom
or Microsoft teams. Catch up meetings
once a week to check progress and
discuss any issues

Things | need

[ A clear objective and an agreed plan to
work to so 1t 1s easier to manage
expectations |

The times and hours | like to work

[ Iam an early bird so I sometimes work
from 8am_ For this project I will be
working 1 to 2 days no more than 6 hours
aday. |

Things | struggle with
[ Disorganised projects and company
polities ]

Best ways to communicate with me
[ Via phone calls, skype, zoom if it is a
discussion, catch-ups or to iron out
185UeS.

Email or instant messenger for quick
questions |

Things | am good at
[T can identify issues and give options

Understanding the user’s point of view

Things | love
[ Transparency and honesty

1

The way | like to receive feedback

[ Can be via email or in a word document
just as long as there 1s a point of
reference which can be revisited

Ideally verbal feedback via phone or
zoom, this ensures I understand vour
feedback fully and there are no
misunderstandings

Other things to know about me
[ T am straight to the point and can be
blunt. Please don’t take it personal.

I am also a firm behever in your wellness
and physical wellbeing comes first
especially now we are using IT more. So
if you need to take breaks or move
meetings it 1s totally fine.

A great exercise to get to
know the team in an honest
and non-judgmental way.

It also helps to understand
how key people on the project
work.

Helps establish trust and build
effective ways to collaborate



WEB CONSULTANT Double Diamond Model

Design
Cou:?cil
ENGAGEMENT .
Do et This case study follows the

Double Diamond model which
was designed by the Design
Council

The two diamonds define the

problem and help develop the
solution

DESIGN
PRINCIPLES
4. Bs Paogls Centred
2. Communicate (Visually & Inclusivaly)

3. Collaborats & Co-Create
4. Iterats, Msrate, herate

CHALLENGE

Creating the conditione that allow innovation,
including culture change, skille and mindeet.

LEADERSHIP



WEB CONSULTANT Discovery - field Research




WEB CONSULTANT Define user personas &

4 HIRE .
journey maps
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ONsU Cover story mock-up

A poster or news article showing
the success of implementing
an idea

Great inspiration for marketing,
social media, and email
campaigns
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WEB CONSULTANT Prototype the service
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Testing

Beta testing of the new
service to a section of
users/focus group

Get feedback from users
to refine the service
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WEB APP
FULL OF
FEATURES

PAYMENT SYSTEM
GROUND STAFF NEEDS UPDATING
DEALING WITH THE

OVERFLOW OF THEAPP )

s

STAFF TRAINING

& ENGAGEMENT REDESIGN STATIONS WITH

NEW FACILITIES TO
CATER FOR THE APP

SOCIAL
AWARENESS ADDING DIFFERENT
@ PARTNER SERVICES
ON THE APP
FRONT STAGE FRONT STAGE
;A—CK ;TAGE -------------------------- BACK STAGE
DELIVERY
MAINTAINING PARTNERS &
CUSTOMER SUPPLIERS
INFORMATION
TFL
SERVICE BLUEPRINT
INFOGRAPHIC

KEY METRICS TO

BACKEND SYSTEMS MEASURE AND LEARN

DRIVING THE DIGITAL ABOUT THE SERVICE
SERVICE DELIVERING A

GREAT HOLISTIC SERVICE

ILLUSTRATIONS FROM WHAT IS SERVICE DESIGN?..... BY FJORD



