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CO nte ntS * Who are Nomensa?

* Whatis UR?

e UR practices and principles
e GDS agile delivery phases

* Service Design

* PlanX'and UR

e What does the future look like?
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Who is Nomensa?

DLUHC

Plan X — What users see BOP’s — What planning officers see

Nomensa Councils Unboxed Councils
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User research function,
conducting user testing of
Plan X services with

homeowners and agents. TPX Im pact

Content design, taking
feedback from UR sessions
and improving language,
structure and hierarchy of New Councils
information within these
services.
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We're an experience design agency
specialising in evidence-led design,
delivering solutions for clients that
make a measurable and sustainable

difference.
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The Nomensa team

Hannah Atkinson Hannah Jackson Giulia Cavallo
Principal Content Designer Senior UX Consultant Senior UX Consultant
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Research informed Design [ daiar

Service User

design research

User
centered
Content CESEGEY Interaction

design design

Accessibility
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User Experience (UX) is an end-user’s
interactions with an organisation’s
products and services.

nemensa



open
digital
planning

User Research focuses on
understanding user behaviours,
needs and motivations through
mixed methodologies.
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Methodologies

Navigation testing
Information Architecture
Usability testing

User interviews
Quantitative analysis
Focus groups

Diary studies

Guerilla testing
Expert/competitor review

Surveys
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Moderated vs unmoderated research

Moderated - research conducted with a facilitator present
Pro's
* Probe deeper into user motivations and reasons for their behaviours.

* Allows us to steer users back onto the task at hand if they have

veered off course.
Con's

* Moderated research can be more costly, needing to pay larger

incentives to participants giving up their time.

* Participants can be more conscious there is a facilitator present and

be pushed into unnatural behaviours.

Unmoderated - research conducted where a facilitator is not present, and

the participant is interacting with a service/product without prompting.
Pro's

* Can mean we get participants more authentic responses without

hesitation.

* Good for collecting data quickly on smaller design changes that don't

require further digging into.
Con's

* Does not allow us to understand motivations behind decisions or

establish how participants may have interpreted information.

* Participants may not read instructions or rush through.
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Do's and don'ts of User testing

Use complicated language Make the participant feel comfortable

Interrupt

Sit comfortably in silence Ask leading questions
Remain neutral

Make reasonable adjustments
Take long pauses

Ask lots of questions at the same time Talk quickly

Give your opinion Be disrespectful
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Do's and don'ts of User testing

Do's

Make reasonable adjustments
Take long pauses

Sit comfortably in silence
Interrupt

Remain neutral

Make the participant feel comfortable

Don'ts

Ask leading questions

Give your opinion

Be disrespectful

Talk quickly

Ask lots of questions at the same time

Use complicated language
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Goals

UR allows us to:

* Understand users and their needs

Solve problems for users

*  Provide a joined-up experience

Make services easy to find and simple to use

e  Establish whether design solutions will meet user needs
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GDS Service manual — Agile delivery

Discovery Beta (private/public)
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Discovery [ et

Discovery is where you learn about your user’s needs and their
problems to be solved before committing to building a service.

It is an opportunity to learn about:
* What your users are trying to achieve.

* Any constraints you'd face making changes to how the service is run -
for example because of technology or legislation.

* Opportunities to improve things.

* The underlying policy intent you’ve been set up to address.

nemensa



Alpha ] st

This is where we test out our riskiest assumptions through testing
solutions to problems identified in discovery.

* Alpha is a chance to explore new approaches.

* Often it makes sense just to focus on the areas you think will be
most challenging.

* Alpha services should not be available for the public to use.

* By the end of alpha, you should be able to decide which of the
ideas you’ve tested are worth taking forward to beta.
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Beta (Private/Public) ] i

This is where you take your best idea from alpha and start building it for real.
You will be thinking about how your service will integrate with (or start to
replace) existing services and preparing for the transition to live.

* You’ll start out in ‘private beta’. This involves inviting a limited number of
people to use your service so you can get feedback and improve it.

* Once you’ve improved the service and are confident you can run it at scale,
you take an assessment to move into ‘public beta’. This involves opening-up
your service to anyone who needs it.
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The live phase is about supporting the service in a sustainable way and
continuing to iterate and make improvements.

You'll also:
* Continue to address any constraints you have identified at Beta.

* Continue to develop the service and work with other organisations providing
services that are part of the same journey, so that you are iterating towards
solving a whole problem for users.

* Transition or integrate any existing transactions that meet a similar need to
yours.
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Service Design
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Service Design to users, is simple.
It's something that helps a user to
do something else.

open
digital
planning
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Designing good services

“A good service helps a user achieve what they need to

do” — Lou Downe

* That something is often straightforward (e.g. learn to drive,
buy a car, pay a gas bill).

* We don't decide what that service is, our user does.

* |t's about working with users and delivering services.
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@LouDowne

Machines

Humans

When services are not
understood by users a lot
of applications are
inaccurate, incomplete or
invalid.

This will have cost
implications and will kill
uptake of the service.



Effective digital services
are good for users and cost

effective for government.

They become scalable, and
transition can be managed
effectively.

Machines

@LouDowne
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Plan X and UR
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Plan X services

* Apply for a Lawful Development Certificate (LDC) — Public Beta

* Apply for planning permission

* Apply for prior approval — Public Beta
* Find out if you need planning permission — Public Beta

* Report a breach
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Timeline of user recruitment

Open Digital Planning/Nomensa User Research

® Homeowner
g Agent

003
@ .oc

User researchers recruit
internally but have little
choice over participants.

000
OR®

. Prior Approval 3/3
Final round of usability
testing on Prior Approval
service.

Already live

Y
®Q®

. Find out if you
need planning
permission 1/1

[ Golive | ®
000 000

. LDC . Prior Approval 1/3

User researchers @ User researchers
recruit internally but recruit internally but

have little choice over have little choice over
participants. participants.

QOQ®
Qe®

. Prior Approval 2/3

° Usability testing with 6
homeowners

@ stalled

Recruitment stalled due
to bank holidays and

lead times. One off usability

testing of live service
** Nomensa recruit 6
homeowners in areas
where the service is
live so that they can
use their real
projects on their real
property.

Nomensa share
report in August ODP
newsletter

**Nomensa begins
Homeowner worked for recruiting using agency.
local authority but wasn't
good participant as they
had no plans to make any
changes to their property
so service and questions
were irrelevant.

Findings >
Miro/spreadsheet

° **Nomensa agree with 0 User research shows
Lambeth to have that changes made to

monthly recruitment content and design to
budget approved in address user needs and
advance to allow us to Pain points have
product team and plan ahead and |mproyed the user
service owners to make guarantee steady flow of experience.

decisions and prioritise participants for UR**

user needs** 0

**Nomensa begin
sharing analysis in Miro
in weekly UR meetings.
Begin capturing
findings in high level
UR report which is
shared with wider
team**

Relevant tickets
updated in trello.

Findings were being
captured in a big
spreadsheet which
was difficult for
service owners and
product team to
understand.

Better recruitment
allows for more
confidence in insights for

Nomensa begin to
capture accessibility and
inclusion in screeners

June 2023 ©

1 user researcher Nomensa
1 content designer Nomensa

March 2023 [ ] July 2023

1 user researcher Nomensa
1 user researcher SCD
1 content designer Nomensa

May 2023 @

1 user researcher Nomensa
1 user researcher SCD
1 content designer Nomensa

April 2023 [P

1 user researcher Nomensa
1 user researcher SCD
1 content designer Nomensa

February2023 @

1 user researcher Nomensa
1 user researcher SCD
1 content designer Nomensa

. January 2023 .

1 user researcher Nomensa
1 user researcher SCD
1 content designer Nomensa

2 user researchers Nomensa
1 content designer Nomensa

QO®®
OR®

Full
Householder
App service 1/4

Q Usability testing service for

the first time -
homeowners

**Nomensa recruit 6
homeowners in areas
where service can pick up
their address**

UR speak with participant
who has MS and agrees to
make this a focus for
future UR with agents

August 2023

2 user researchers Nomensa
1 content designer Nomensa

000
000

Full

Householder

App service 2/4
Usability testing service for
the first time - agents

**Nomensa recruit 6
agents**

With 2 user researchers we

hope to up our recruitment
to 1 rticipants per
month to balance out
agent and homeowner
needs

September 2023

2 user researchers Nomensa
1 content designer Nomensa

ng. we need to make sure it's ready - High priority

ey
0060006

Full

Householder

App service 3/4
Usability testing service
with homeowners to see if
pain points have been
addressed through
updates based on August
User Feedback

October 2023

2 user researchers Nomensa
1 content designer Nomensa

Go live

00000
ORB®R®®

Full i
Householder
App service 4/4

Final usability testing
before go live.
TBC homeowners/agents

November 2023

2 user researchers Nomensa
1 content designer Nomensa
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Our process

Recruit

Run sessions Analyse

© Copyright Nomensa Ltd.

Playback

Prioritise
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Plan

Based on the roadmap and the overarching
goals in each phase we plan out research
activities that allow us to focus on user needs

and service priorities.

Features within each service are interrogated
to ensure they align with user stories,
identified in the quarterly road mapping

sessions.

As a user using 'Find Out If.." | want to
know how much the planning
applications | need to submit will cost
and what documents will be needed
so | can be prepared

Phase 1 Phase 3

Phase 2
Winter 2021 = Autumn 2022 Autumn 2022-Spring 2023 Estimated Summer 2023-Winter 2023

Goals oals Goals

Adopted by 3 coundlls Adopted by 25 councils

Adopted by 10 councls

Address the main pain points for users and officers Existing back-office products able to recelve all types of

planning application from Plank

First“Apply for. service n use by members of the public

Allow PlanX submissions to be handled without  back office
system

Reduction n invalid applications

Spin-up second “Apply for. senvice to tast how quickly this
ean be done

Users able ta apply for planning permissian for changes to a
house

Reduction in phone / email enquiries

plicant

s an applicant | wint to be able to save and return later so |
can complee my application.aver multiple sessians A an applieant |want to upload all files on ane page so its

easy to see what drawings | need to provide and add them
(and the service feels sharter)

s an applicant | want ta knaw If there are historic planning
conditions affecting permitted development (PD) rights so1
can have a clear view about whether PP is needed

As an applicant | want to draw a red line.
uploading a FDF location plan

s an agent | want to get my client to pay the fee, s0 | don't
have to re-involee them

As 2 user | want to be able to see more than one pre-
assessment result 3t once so | ean clearly understand my

next steps

As an applicant | want to see what planning
to my property

andunderstand o can find them when [ need them planning applicatians | need to submit wil cost and what
documents will be needed 501 can be prepared

As an applicant | want to see a confirmad@ise explaining

the next steps and ghing me an sugOr and payment
reference

At want the correct planning fee to be
leally caleulated for me so my applieation isn't sent

5 an applieant | want the drawing tool to be easier to use so
I ean submit a carrect location plan

A5 2 homeowner | want my location plan to be autematically
generated so | don't have to draw one myself >

#5.an applicant | want to change the property type if the
records are wrong

s 2 user of a guidance service | want to see clear
thatlink me ta the next service | nee:

2 an applicant | want to be able to understand what the

planning canstraints mean so planning isless apaque

A5 3 user of application services | want ts know what
s an applicant | want to enter my address or contact detalls drawings andi information (eg dimensions) are going (o be

all on ane page so the service feels shorter heeded before | gat o tha Upload section

5 an applicant | want to see my progress through the
application so it feels shorter

nemensa



Recruit

* We agree a brief with our recruitment partner

based on target users of each service.

* We aim to speak with 5 homeowners and 5

agents per month to represent both target user

groups when considering design solutions.
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Run sessions

* During these sessions we observe

participants using the services while

interrogating how useful they find the

RENE N

List the changes involved in the project

ribe the project. F

information on screen; whether the

service meets their expectations, can

Common projects for homes v

the user navigate through the

Roof and external walls v

qguestions without needing intervention e v

Garden and outdoors v

from the facilitator, would they leave

Electrical and utilities v

the service at any point?

nemensa



Analyse

* Thematic analysis of feedback and
observations across user journeys is

done in a shared board.

* We group insights together based on
positive responses/common issues with

components nested in each service.

National test apply for planning permission

Draw the outline of your property and
areas affected by your project

t

You need to draw:

You must also include:

. B

nemensa

Skipped through
instructions. "How
do I do it (trying to
draw), confusing."
Doesn't read text..

P.3 FHHPP Homeowner Ro...

Ahh how do | make this come
out (draws triangle where
Kitchen would be). Using track
pad, 1 wanted to straight this up
a bit but can't get rid of it now,
and I've made a mess of it. |
would think you could click on
dot again to unclick it and start
again

P.3 FHHPP Homeowner Ro...

—

1f0und 1t bt KU 16 Use, Can't geCrid
of it now, Ive made  mess of it Found
the irash can and celeted . Tried again
'Oh, Fve made a mess',
Drew 3 sightly woriky rectangle ‘Thatt
do.’ Sees dimensions ates drawn

really smok extension, unjess m wrong.

5
NGE St it 11 2 bafere, Used 0 Sesing
1mx13m

P.:3 FHHPP Homeawner Ro..

Went back and read the
instructions (after
prompting). Noted the part
about road access and said
she felt quite confident
[had drawn just area with
extension]. Still didn't clock
it's the whole property.

P.3 FHHPP Homeowner Ro...



Playback

* We pull all these high-level themes and insights

into a report which shows how users move 0 0
through the service and where they get stuck.
. . . o O
* We include actionable recommendations.
* We then present this back to our core design o q
and development teams, including key decision
makers at local councils to discuss usability o D

issues and next steps.
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Prioritise

» After we have discussed the outputs
from the research we begin to prioritise
recommendations, requests for new

features and content updates.

. New requests To do this phase (phase 3) i Blocked o To do in this sprint

Anyone can add new ideas in

here (use the templates) Things to be picked up now

Allow editors to upload logo and
theme colour in editor

= 2 @1

SPRINT GOAL Finishing
permissions, starting analytics
and logic epics

Creating an aggregate analytics
dashboard for FOIYNPP on
metabase

x X Enter your email address - PlanX

L]
Council services to have on-brand
favicons

+ Add acard

a_—_—
(POs to re-review) Generate an
application form

= 27 ¢13 01 @5 @

[Implement] Multiple flag results on
__________ same page

= 0o @1 0

+ Add acard

L]
Change application forms so they
include the description of
development

= o2 @1

a

Schedule accessibility audit
Oiuamg = 06 @16

MM

=]

Design pricing strategies

= @3 e

-+ Add a card

2 -+ Add a card

nemensa



Impact of UR on the project

Advocating for user needs and reflecting these in the product roadmap.

* Sharing user insights from usability testing on PlanX services in the ODP

newsletter.

* User insights reflected in sprint planning and design iterations of PlanX

services.
* Accessibility considerations across services.

* |dentifying opportunities to market PlanX services and promote uptake

of new planning applications through behavioural intervention.
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Next steps

More Usability testing!

* Next round takes place on the 28th and 29th
November with homeowners using the apply for

planning permission service.

* Agent testing takes place on 12th and
13th December.

* Look out for our next report in the newsletter

and there are opportunities to observe live
sessions. Get in touch to find out more! hjackson@nomensa.com

nemensa
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Our service capabilities

Strategy
Brand experience strategy

Social strategy

Accessibility

Digital inclusion strategy
Auditing and Testing
Training & Empathy labs

User Research
Qualitative & Quantitative

Expert evaluation

Usability testing

Technology
Mobile, Full stack

Solutions architecture

Hosting and support

Product Delivery

Agile delivery

Capability building
Leadership & Culture change

Design
Digital brand experience
Product and service design

Content design

© Copyright Nomensa Ltd.

Data and Performance
Data architecture

Social Media Monitoring
SEO performance

Data analytics
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Our experience we provide from across sectors

BlB|C

M&S

EST. 1884

JOHN
LEWIS
& PARTNERS

dyson

s Dropbox
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NISSAN
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WeTransfer

. Private and confidential
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Cabinet Office

ul—.—"' 3

Government
Digital Service

Department
for Work &
Pensions

Department
for Education

Department

for Environment
Food & Rural Affairs

Options menu

UK Research
and Innovation

@@ BRITISH
@@ COUNCIL

UWE Ufnil\‘:ersity
ofthe

L]
Bristol | &

1}

Essex County Council

>
Lambeth

fi

8828, Walsall Council

2
S

il

)

Sheffield
City Region

slehld

Brighton & Hove
City Council
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Thank you

For more information, please contact

Bryony Shadbolt
bshadbolt@Nomensa.com

+44 (0) 117929 7333

© Copyright Nomensa Ltd. Private and confidential
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