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INTRODUCTION TO FROG & USER-CENTERED DESIGN 
IN-DEPTH CASE STUDY 
UCD WORKSHOP

THE NEXT 90 MINUTES OR SO
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GROWTH  
STRATEGY

EXPERIENCE  
STRATEGY

PRODUCT AND  
SERVICE DESIGN

PRODUCT  
REALIZATION

Tools and capabilities that help 
our clients capture value by 
identifying untapped 
opportunities in the market and 
converting them into 
meaningful strategies. 

Strategy and design that 
choreographs interactions 
between people and a brand’s 
products and services over 
extended time.

The concepting, planning and 
engineering of products and 
services that connect on a 
functional and emotional level.

Helping our clients get their 
products to market quickly by 
supporting internal 
development and 
manufacturing processes.

SERVICES

FROG IS A GLOBAL  
PRODUCT STRATEGY  
AND DESIGN FIRM
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A GLOBAL TEAM OF 600+ STRATEGISTS, RESEARCHERS, DESIGNERS, AND TECHNOLOGISTS

SHANGHAI

AMSTERDAM

MUNICH

MILANBOSTON

NEW YORKAUSTIN

SEATTLE

SAN FRANCISCO

SINGAPORE 

LONDON
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GSMA MOBILE FOR DEVELOPMENT mAGRI

2 YEARS+ 
6 COUNTRIES 
GHANA, MALAWI, SRI LANKA,  
BANGLADESH, MYANMAR, PAKISTAN 
mAGRICULTURE SERVICES
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THE TURNING POINT : PROJECT MASILULEKE - 2009
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LIMITED RESOURCES, HUMAN BEHAVIOR

WHAT IF SOME OF THESE 
COMPLEX ISSUES COULD BE 
MITIGATED BY IMPROVING 
THE HUMAN EXPERIENCE 
OF SYSTEMS & SOLUTIONS?
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FACETS, FACETS, FACETS

USER 
SOCIAL   
EXPERIENCE 
DESIGN 
SERVICE 
STRATEGY 
IMPACT
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AT THE CENTER

HUMAN 
SOCIAL   
EXPERIENCE 
DESIGN  
SERVICE 
STRATEGY 
IMPACT
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A NEW CLASS OF PROBLEMS

HUMAN 
SOCIAL   
EXPERIENCE 
DESIGN  
SERVICE 
STRATEGY 
IMPACT



HUMAN-CENTERED WHAT?

HUMAN CENTERED DESIGN
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17August 2015 | iHUB
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M A R C H  2 0 0 7 J U N E  2 0 0 7
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T H E N  J U N E  C A M E . . .



WHY DID THE FRUITY PEOPLE HAVE THE BETTER HAND?

20

THEY FOCUS RELENTLESSLY  
ON THE USER EXPERIENCE



HUMAN-CENTERED DESIGN

HUMAN-CENTERED DESIGN  
IS AN INNOVATION PROCESS  
IN WHICH END-USER NEEDS, ASPIRATIONS, 
AND CONTEXT ARE GIVEN EXTENSIVE 
ATTENTION AT EACH STAGE  
OF THE PRODUCT DEVELOPMENT PROCESS.

21



HUMAN-CENTERED DESIGN

22

“Developing a deep, empathic 
understanding of users’ 
unarticulated needs can challenge 
industry assumptions and push 
innovation beyond producing the 
same thing, only better.”
— HARVARD BUSINESS REVIEW, 1997



BUILDING EMPATHY: ACCOUNTING FOR PEOPLE’S NEEDS, ASPIRATIONS AND CONTEXT

23UNICEF BACKPACK PLUS | FROG
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WHAT PEOPLE SAY THEY DO, WHAT THEY ACTUALLY DO... AND WHY THEY DO IT
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WHAT PEOPLE USE TO DO WHAT THEY DO, IN CONTEXT



WHAT PEOPLE USE TO DO WHAT THEY DO, IN CONTEXT
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FROG’S HUMAN-CENTERED DESIGN PROCESS  

INSIGHTS & EMPATHY 
MODELING & IDEATING 
PROTOTYPING & TESTING



HUMAN CENTERED DESIGN AT A GLANCE
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Deploy

Implement

Test

Prototype

Co-Design

It
er

at
iv

e Ideate

Research



INSIGHTS 
AND EMPATHY 

UNDERSTAND YOUR 
CUSTOMERS’ 
EXPECTATIONS, 
ASPIRATIONS, 
DREAMS AND FEARS 

 
CoWorking Session

Ecosystem Map

PUTTING THE CONTENT AT 
THE CORE OF THE EXPERIENCE

BUILDING A RELATIONSHIP
OF TRUST & TRANSPARENCY

A CONTINUED PURSUIT TO
SURPRISE & DELIGHT

ARCHITECTURAL COHERENCY
THROUGHOUT THE JOURNEY

1 2 3 4
C

om
pe

ti
ti

ve
 A

ud
it

Human Archetypes
Stakeholder Interviews

Experience Principles

User Interviews Insights

Success Criteria



Experience Scenarios
MODELING 
AND IDEATING 
 
CREATE MODELS OF 
HOW THE IDEAL 
EXPERIENCE WILL 
UNFOLD OVER TIME 
FOR YOUR 
CUSTOMERS

Ideation SessionsExperience Roadmap

3

2

1
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Proactive

Reactive

Passive

Mild

Moderate

Severe

AWARENESS

ADOPTION

USAGE

END OF USE

Diagnosis Evaluation Adoption OOBE Start up

Calibration

period

End of use

Calibration

period

Normal 
usage

In place CG

Remote CG

Normal 
usage

Normal 
usage

Daily/weekly/monthly 
reports

REPORTSFALL 
DETECTION

GEO-

LOCATION

PATCH 
DETECTION

HELP 
REQUEST

INFORMATION 
EDUCATION

Tutorials

Caregiving tips

In place CG

Remote CG

Daily/weekly/monthly 
reports

REPORTSFALL 
DETECTION

GEO-

LOCATION

PATCH 
DETECTION

INFORMATION 
EDUCATION

Tutorials

Caregiving tips

In place CG

Remote CG

Daily/weekly/monthly 
reports

REPORTSFALL 
DETECTION

PATCH 
DETECTION

INFORMATION

EDUCATION

Tutorials

Caregiving tips

BROCHURE

PHARMACY

PUBLIC WEBSITE

etc.

SUBSCRIBE TO 
THE SERVICE

SIGN UP

CREATE PWAD’S 
PROFILE

etc.

RECEIVE THE PACKAGE

OPEN THE BOX

DEMO THE 
EXPERIENCE

etc.

CREATE CG’S PROFILE

DEFINE NOTIFICATIONS
AND ESCALATION 
CHAINS

etc.

Exelon SmartPatch 
November 2012

Customer
Journey 1.0



Visual Rendering

HTML SimulationDesign Consolidation

PROTOTYPING 
AND TESTING 

RAPIDLY ITERATE 
THROUGH 
INCREASINGLY 
HIGHER-FIDELITY 
SIMULATIONS OF 
THE DESIRED 
EXPERIENCE

User Interface Simulation

G
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lin

es

CRESCI CON NOI

Hai bisogno di aiuto?

COS'E' COME FUNZIONA

Scopri il tuo potenziale 
confrontandoti con il mercato

CirclesB

Avrai a portata di mano tutto ciò che occorre per gestire al meglio il tuo 
lavoro: numeri, strumenti, relazioni e suggerimenti. 

BCircles è affidabilità, rapidità e semplicità, tutto ciò che serve a te e 
alla tua azienda per crescere insieme.

Organizza i tuoi dati e trasformarli in 
informazioni utili per il tuo business.

CHI SIAMO

Segui un percorso di analisi 
preparato per te dal gruppo Cerved2

1

Imposta il tuo Business Radar
amet quibus etiam gloriosa elit sed3

Up

CRESCI CON NOICOS'E' COME FUNZIONA

CERVED GROUP   !   Centrale dei Bilanci   |   Lince   |   Databank   |   Finservice   |   Consit   |   Jupiter   |   Honyvem   |   BCircles

CirclesB
CHI SIAMO

Sit Dolor
Quid 

Lorem
Ipsum
Amet

Ipsum
Gloria
Juves

Veritas
Maximo
Etiam

Termini e Condizioni d'Uso

Parla con noi

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 
do eiusmod tempor incididunt.

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 

do eiusmod tempor.

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 

do eiusmod tempor.

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 
do eiusmod tempor incididunt.

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 
do eiusmod tempor incididunt.

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 

do eiusmod tempor incididunt ut.

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 

do eiusmod tempor incididunt ut.

Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed 
do eiusmod tempor incididunt.

Case study #1
Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed do 
eiusmod tempor incididunt.

Case study #2
Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed do 
eiusmod tempor incididunt.

Case study #3
Lorem ipsum dolor sit amet, 
consectetur adipisicing elit, sed do 
eiusmod tempor incididunt.

Il mercato 
immobiliare in 
Italia negli 
ultimi 5 anni.

Scarica pdf

La tua regione 
in cifre dal 
2005 ad oggi.

Scarica pdf

Il settore 
automobili in 
Italia.

Scarica pdf

Il valore della 
Business 
Information in 
Italia.

Scarica pdf

Scarica i report dai nostri Osservatori

ITA

CODICE AZIENDA

PASSWORD

Recupera password ACCEDI

REGISTRATI

Le storie di successo BCircles

Con BCircles puoi 

29Ago

11:02

Aggiungi memo

ProfiloServiziPortafoglio Cerca

Carica il tuo Portafoglio

Questa operazione è facoltativa ma ti aiuterà ad ottenere 
il massimo da BCircles ipsum dolor sit amet, consecutu 
adipisicing elit, sed do eiusmod tempor incididunt ut 
labore et dolore magna aliqua. Ut enim ad minim veniam.

CARICA

Market Insight

Prova

Identifica il tuo posizionamento 
all'interno di un settore e confrontalo 
con quello delle altre aziende che ne 
fanno parte, incrociando due 
dimensioni di analisi a scelta fra 
fatturato, crescita e grado di 
affidabilità'.Aziende

Fatturato medio
Codice ATECO

12.567
430.908

Settore
EDILIZIA

C.14

Ipsum
+ 0,66%

EdilCrimi S.r.l Liste online

Prova

Identifica il tuo posizionamento 
all'interno di un settore e confrontalo 
con quello delle altre aziende che ne 
fanno parte, incrociando due 
dimensioni di analisi a scelta fra 
fatturato, crescita e grado di 
affidabilità'.

Dashboard

Grondamont S.r.l.

Valutazione del potenziale di mercato

Lorem ipsum dolor sit amet, consectetur adipisicing elit, sed do eiusmod tempor incididunt ut labore et dolore magna 
aliqua. Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo consequat.

1. Indica un'area geografica * Roma - Provincia

2. Scegli un Settore * 

3. Classe di fatturato

FAMIGLIE DI SETTORI

Hai bisogno di aiuto?

01 Valutazione del 
potenziale di mercato 02 Liste online

ProcediSalta step

Suggerimento: ipsum dolor sit amet, consectetur adipisicing 
elit, sed do eiusmod tempor incididunt ut labore et dolore 
magna aliqua. Ut enim ad minim veniam, quis nostrud 
exercitation ullamco laboris nisi ut aliquip

Suggerimento: ipsum dolor sit amet, consectetur adipisicing 
elit, sed do eiusmod tempor incididunt ut labore et dolore.

ProfiloServiziPortafoglio CercaDashboard

Servizi / Crescita / Trova nuovi clienti

Percorso Crescita Trova nuovi clienti

* campi obbligatori 

SETTORI SPECIFICI

0 +

€ 0 - 999

Salva in Dashboard

Aziende agricole
Ortofrutticole
Allevamenti

Manifattura

Tessile
Elettrodomestici

Assemblaggio
Impiantistica

Edilizia

Lorem

Ipsuma

Gloriosa

Dolor

Sit amet etiam

Bibendus gaudemus

Hai selezionato Edilizia

Cancella criteri di ricerca

Fatturato per area geografica Fatturato per settore

Roma - Provincia

1M

Eu
ro

2M

3M

4M

Edilizia

1M

Eu
ro

2M

3M

4M

PDF PDF

MOL per area geografica MOL per settore

Roma - Provincia

100k

Eu
ro

200k

300k

400k

Edilizia

100k

Eu
ro

200k

300k

400k

PDF PDF

PDFRISULTATI DELLA TUA RICERCA

€ 234.600

€ 349.100

€ 880.500€ 880.500

0. Parti da un gruppo di aziende Suggerimento: ipsum dolor sit amet, consectetur adipisicing 
elit, sed do eiusmod tempor incididunt ut labore et dolore 
magna aliqua. Ut enim ad minim veniam, quis nostrud 
exercitation ullamco laboris nisi ut aliquip

nessun gruppo

Carica il tuo portafoglio

Questa operazione è facoltativa ma ti aiuterà ad ottenere il massimo da BCircles ipsum dolor 
sit amet, consecutu adipisicing elit, sed do eiusmod tempor incididunt ut labore et dolore 
magna aliqua. Ut enim ad minim veniam.

CARICA

Valutazione del potenziale di mercato

Lorem ipsum dolor sit amet, consectetur adipisicing elit, sed do eiusmod tempor incididunt ut labore et dolore magna 
aliqua. Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo consequat.

1. Indica un'area geografica *

2. Scegli un Settore * 

3. Classe di fatturato

FAMIGLIE DI SETTORI

Hai bisogno di aiuto?

01 Valutazione del 
potenziale di mercato 02 Liste online

ProcediSalta step

Suggerimento: ipsum dolor sit amet, consectetur adipisicing 
elit, sed do eiusmod tempor incididunt ut labore et dolore 
magna aliqua. Ut enim ad minim veniam, quis nostrud 
exercitation ullamco laboris nisi ut aliquip

Suggerimento: ipsum dolor sit amet, consectetur adipisicing 
elit, sed do eiusmod tempor incididunt ut labore et dolore.

ProfiloServiziPortafoglio CercaDashboard

Servizi / Crescita / Trova nuovi clienti

Percorso Crescita Trova nuovi clienti

es. Lombardia

* campi obbligatori 

SETTORI SPECIFICI

0 +

€ 0

Mostra risultato

Salva in Dashboard

XCarica Portafoglio

Scarica qui il template

Carica file

Lorem ipsum dolor sit amet, consectetur adipisicing elit, sed do eiusmod tempor incididunt ut labore et dolore magna 
aliqua. Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo consequat.

Scegli file CARICA

Lorem ipsum dolor sit amet, consectetur adipisicing eli

Costruisci manualmente il tuo Portafoglio
Lorem ipsum dolor sit amet, consectetur adipisicing elit. Lorem ipsum dolor sit amet, consectetur adipisicing elit, sed 
do eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut enim ad minim veniam, quis nostrud exercitation 
ullamco laboris nisi ut aliquip ex ea commodo consequat.
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2

1 4

Wireframes of Key Flows



+ 
BTNP & CGAP 
FINANCIAL SERVICES 
FOR THE UNBANKED IN 
INDONESIA 
Employed a highly participatory research 
process, with a heavy emphasis on 
systems analysis and business viability to 
generated innovative concepts 
encompassing the entire customer 
journey, from acquisition to retention.

P R O T O T Y P I N G

F I N A L   P R O D U C T



Design Research+ 
UBS  
MOBILE SERVICES 
INNOVATION 
Research-based mobile strategy to 
service the needs of high-net-worth 
customers: concept development led 
to high-ranking UBS mobile 
banking application for the Swiss 
market. 



+ 
IMTFI 
JOURNEYS 
FOR WATER 
Understanding the ad-hoc 
infrastructure supporting clean 
drinking water in financially 
constrained communities, to 
uncover ways to address critical gaps 
in basic municipal services. 



+ 
GRUNDFOS  
MOBILE SERVICE 
INNOVATION STRATEGY 
Vision of the future for mobile 
services for one of the world's 
leading B2B pump manufacturers, 
inspired by customer and market 
research. 

WORKING
SMARTER 

PRINCIPLES 

PROFESSIONAL 
GROWTH

PRINCIPLES 

CONSULTATIVE  
SELLING 

PRINCIPLES 

REVENUE 
MODELS 



GE MyFleet 

In this line of work we 
live and die by the data 
we collect. 
—John McKinnis,  

GE Field Service Engineer, 
Southwest Airlines

GE MyEngines 

+ 
GE 
INDUSTRIAL INTERNET 
DESIGN SYSTEM 
A comprehensive online 
toolkit gathering guidelines, 
assets and code to ensure 
software design consistency 
for all of GE's B2B software. 
 

Icons Palette GE MyDashboard GE Monitor 
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IN-DEPTH CASE STUDY: BACKPACK PLUS

WWW.FROGDESIGN.COM/WORK/BACKPACK-PLUS-TOOLKIT.HTML
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A LONG-STANDING PARTNERSHIP
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BACKPACK PLUS: THE BRIEF

A SYSTEMIC APPROACH 
TO ACTIVATE AND EMPOWER 
COMMUNITY  
HEALTH WORKERS 
TO SAVE MORE LIVES.
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COMMUNITY HEALTH WORKERS
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BACKPACK PLUS

A BETTER EXPERIENCE 
TO ACTIVATE AND EMPOWER 
COMMUNITY  
HEALTH WORKERS 
TO SAVE MORE LIVES.
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HUMAN CENTERED DESIGN
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IMMERSIVE RESEARCH
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LEVERAGING LOCAL EXPERTISE
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CONTEXT, CONTEXT, CONTEXT
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PATTERNS ACROSS GEOGRAPHIES
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THE POWER OF STORYTELLING



48

MULTI-PARTNER WORKSHOPS
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PARTICIPATORY RESEARCH & SYNTHESIS
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EMBODYING INSIGHTS INTO ARTIFACTS
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ITERATING THROUGH SHARED MENTAL MODELS



CARE 

COMMUNITY HEALTH SYSTEM

SERVICES

TOOLS

CHW

TRUST

CARE

SUPPORT

REPORT

CARE

52

THE BACKPACK PLUS FRAMEWORK



ON DEMAND 
RESUPPLY (supervisor)

SPECIAL SUPPLY 
BY INITIATIVES

STOCK-MGM
FACILITATORS

Ensure continuity by 
selecting people who are 
long-term members of 
the community 
(resident, married).

Leverage existing 
influential roles that are 
already present in the 
community.

Manage age limits (min 
but also max age).

Embrace flexibility to 
adapt the criteria to 
specific regions (i.e. 
nomadic areas, 
low-literacy,...).

SELECTION 
CRITERIA

PUBLIC 
ANNOUNCEMENTS

REGULAR
REFRESHER

SELECTION 
TEST

CHW
LIST

Define 
reference 
recruiting 
criteria

RECRUITING TRAINING SERVICE DELIVERY REVIEWING RESUPPLY REWARDING UPGRADING

Create modular training 
plans to enable 
incremental learning 
and differentiate 
competences.

Teach fundamentals of 
time/budget 
management. 

Provide analog and 
mHealth services that 
can be access by CHWs 
also at the end of the 
training period.

Create a moment at the 
end of each training 
session to certify and/or 
celebrate the new 
competences aquired by 
CHWs.

Set up routine refresher 
training sessions to 
ensure a continuous 
learning experience.

Support a 
continuous 
learning 
process

Provide standard 
protocols with reference 
materials that guide the 
assessment through a 
series of steps.

Create strong 
consistency and 
cross-references across 
job aids, diagnostics, 
commodities and 
informational materials.

Include visuals that help 
understanding and 
sharing the process also 
with the patients.

Improve 
guidance 
through 
integrated 
tools

Provide standard 
instructions for dosages 
with supporting 
reference materials.

Create strong 
consistency and 
cross-references across 
job aids, diagnostics, 
commodities and 
information.

Support referral at a 
system level (i.e. 
referred patients are 
given priority at the 
clinic).

Strenghten follow-up 
visits through protocols 
and reminders.

Provide 
clear 
instructions 
& follow-up 

Facilitate education 
processes through rich 
media (visuals, audio, 
video).

Optimize content and 
materials to address 
different situations (1:1, 
households, group 
sessions).

Stimulate an active 
engagement of the 
community.

Provide 
tools to 
facilitate 
education

Facilitate consistent 
data tracking through 
clear recording 
standards and 
protocols.

Enable data sharing 
across different 
stakeholders by 
armonizing tools and 
optimizing transmission 
of information.

Enable data mining by 
facilitating aggregation 
of information across 
tools.

Give value to the 
collected information by 
giving it back to CHWs 
and their communities.

Improve 
data 
collection 
and mining

Establish clear roles of a 
supervisor and 
relationship to the CHW 
(e.g. how often they see 
each other).

Ensure a continuous 
support and supervision 
through meetings at 
defined intervals (e.g. 
weekly meeting).

Include role-modeling 
through joint visits with 
supervisors.

Include spot checks of 
the supervisor with the 
community.

Enable the collection of 
a clear basic set of data 
that supports the 
supervisor with 
performance 
management.

Enable the supervisor to 
set real incentives in 
case of good 
performance.

Set clear 
roles and  
responsabil-
ities

Address restocking by 
using data to make 
effective forecasts.

Maximize resupply 
efficiency by 
communicating 
availability of stocks.

Bring the supplies as 
close as possible to 
CHWs by leveraging 
existing resources 
(shops, private supply 
chains, etc.).

Facilitate transportation 
(either by 
reimbursement or by 
providing logistical 
support).

Optimize 
access and 
system 
efficiency

Enhance the community 
perception of the role of 
CHWs through branded 
materials.

Give visibility to the 
CHW-enabled outcomes 
inside the community. 

Celebrate  
& reward 
the work 
of CHWs

Establish a clear career 
path based on personal 
inclinations and impact.

Provide incremental 
training to enrich and 
evolve competences.

Establish 
a clear 
career 
path

SUPERVISOR

STANDARD
PROTOCOLS

REFERENCE 
MATERIALS

VISIT
TRACKING

STOCK 
TRACKING

HOUSEHOLD
TRACKING

COUNSELING
TRACKING

BASIC MODULE
ON EDUCATION 

SPECIAL MODULES
(e.g. RDT)

CHW 
CERTIFICATION

BASIC MODULE
ON ICCM

FINAL
TEST

FAMILY/COMMUNITY
ENGAGEMENT

REFERENCE
MATERIALS

MOBILIZATION FOR 
SPECIAL EVENTS

BEHAVIOR CHANGE 
DEMONSTRATIONS

STANDARD
PROTOCOLS

REFERRAL 
PROTOCOLS

REFERRAL 
TRACKING

REFERENCE 
MATERIALS

ONE-TO-ONE 
REVIEWS

SPORT PERFORMANCE 
CHECK

GROUP
REVIEWS

‘LEAVE-BEHIND’
INSTRUCTIONS

REMINDER 
SYSTEM

PATIENT
TRACKING

EDUCATIONAL
GAMES

COMMUNITY 
REWARDING PLANS

HEALTH 
CAMPAIGNS

HOUSEHOLD GOALS
RECOGNITION

RESUPPLY BY 
CONSUMPTION

ADDITIONAL 
TRAINING MODULES

GRATIFICATION 
BY BRANDED KIT

REIMBURSEMENTS
(e.g. TRANPORT)

INCENTIVES 
THROUGH GADGETS

FACILITATION BY
BASIC ENABLERS

CELEBRATION 
OF SUCCESS

PERFORMANCE 
BOARD

SUPERVISION
GRID

ABILITY
CHECK

CARRIER
PATH

BADGING
SYSTEM

PERFORMANCE 
BASED REPORT

ASSESS TREAT EDUCATE REPORT
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BACKPACK PLUS

DIAGNOSTICSCOMMODITIES TOOLS ENABLERS

ACT AMOXICILLIN

CHLORHEXIDINE

PARACETAMOL

RDT

RESPIRATORY 
TIMER

MUAC

ORS & ZINC

GLOVES

ALCOHOL PADS ALCOHOL

SCISSORS

SOAP

BANDAGES

SYRINGE

TRASH BIN NOTEBOOKTHERMOMETER

TRANSPORTATION
(bike, motorbike,...)

UNIFORM

HOUSE 
SIGNAGE

ADVANCED ED.
MATERIALS

FEEEDBACK
SCORECARD

HOUSEHOLD
REGISTER

HEALTH PROMOTION
MESSAGES

MISOPROSTOL IPT

JOB AIDS ED. MATERIALS

VISIT REGISTERREFERRAL FORMS

STOCK REGISTER

RAIN BOOTS RAIN COAT

TORCH, LIGHTPENCILS, PENS

SOLAR CHARGER MOBILE PHONE

VITAMIN A
mother

VITAMIN A
children

PILLS CONDOMS PREGNANCY TEST

INJECTABLE

RUTF SCALE

HIV TEST

DEWORMING
(Albendazole)

MAMA KIT
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INDIVIDUALCOMMUNITY
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TRAINING SERVICE DELIVERY REVIEWING RESUPPLY REWARDINGRECRUITING UPGRADING

CHW

DIAGNOSTICS TOOLS ENABLERSCOMMODITIES

ASSESS TREAT EDUCATE REPORT

TOOLS

JOB AIDS ED. MATERIALS

VISIT REGISTERREFERRAL FORMS

STOCK REGISTER

Establish clear roles of a 

relationship to the CHW 
(e.g. how often they see 

support and supervision 

Set clear 
roles and  
responsabil-

Address restocking by 
using data to make 
effective forecasts.

Maximize resupply 
efficiency by 
communicating 
availability of stocks.

Bring the supplies as 
close as possible to 

Optimize 
access and 
system 
efficiency

Enhance the community 
perception of the role of 
CHWs through branded 
materials.

Give visibility to the 
CHW-enabled outcomes 
inside the community. 

Celebrate  
& reward 
the work 
of CHWs

Establish a clear career 
path based on personal 
inclinations and impact.

Provide incremental 
training to enrich and 
evolve competences.

Establish 
a clear 
career 
path
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THE SYSTEM IS THE EXPERIENCE



THE SYSTEM IS THE EXPERIENCE



USER FREEDOM & CHOREOGRAPHING TOUCHPOINTS
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A UNIFYING SYMBOL
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A TASTE OF THE HUMAN CENTERED DESIGN PROCESS

CUSTOMER JOURNEY 
MAPPING
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HUMAN EXPERIENCE IN THE CONNECTED ECONOMY
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MOBILE SOLUTIONS ARE ONLY PART OF A LARGER SYSTEM

LOOK AT THE WHOLE 
ECOSYSTEM. 
YOU NEED A VISION THAT’S 
LARGE ENOUGH FOR 
EVERYONE TO PLAY A ROLE.
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TRUST

SUPERVISOR HEALTH CENTER DISTRICT

SUPPLIES

REPORT

COACH

SUPPORT

REPORT

REPORT

INSTRUCT

SUPPLIER

TRAINING SERVICE DELIVERY REVIEWING RESUPPLY REWARDINGRECRUITING UPGRADING

CHW
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ASSESS TREAT EDUCATE REPORT

People are so thankful, perceiving 
the value and the concrete results 
of my work is the best part of it.

Unpaid and/or incentives (e.g. for bringing women to insti-
tutional deliveries, vaccination days etc)

Lower-skilled public CHW

INDIA
COUNTRY

CHW ARCHETYPE

Hi, my name is

Anjli

KEY NEEDS

Motivation
staying motivated over time

Trust
being recognized as a provider of care within the community.

Clinical support 
identify symptoms, dosages, etc. to be able to provide quality support.

Logistics & operational support
out of stock risk, connection and collaboration with the healthcare system.

KEY TASKS 

Educate community 

Provide basic care & first aid

Facilitate womens’ & childrens’ access to care

Keep demographic records

LEVEL OF EDUCATION & LITERACY

TIME INVESTMENT

SHORT LONG

PAID UNPAIDLOW HIGH

LOW HIGH

PAYMENT

TRAINING

She may have a different full-time job, she provides care 
in her village or travel to other villages during her empty 
slots on a weekly basis

Initial training of 3 weeks plus 6 months of close su-
pervision

UNSTABLE MOTIVATION 

Motivation comes primarily from the community. 
The villages provide a house/room for the visits and food.

BP+ frogTHINK / NY APRIL 29th



Ensure continuity by 
selecting people who are 
long-term members of 
the community 
(resident, married).

Define 
reference 
recruiting 
criteria

RECRUITING TRAINING SERVICE DELIVERY REVIEWING RESUPPLY REWARDING UPGRADING

Create modular training 
plans to enable 
incremental learning 
and differentiate 
competences.

Support a 
continuous 
learning 
process

Provide standard 
protocols with reference 
materials that guide the 
assessment through a 

Improve 
guidance 
through 
integrated 
tools

Provide standard 
instructions for dosages 
with supporting 
reference materials.

Provide 
clear 
instructions 
& follow-up 

Facilitate education 
processes through rich 
media (visuals, audio, 
video).

Optimize content and 

Provide 
tools to 
facilitate 
education

Facilitate consistent 
data tracking through 
clear recording 
standards and 
protocols.

Improve 
data 
collection 
and mining

Establish clear roles of a 
supervisor and 
relationship to the CHW 
(e.g. how often they see 
each other).

Set clear 
roles and  
responsabil-
ities

Address restocking by 
using data to make 
effective forecasts.

Maximize resupply 
efficiency by 

Optimize 
access and 
system 
efficiency

Enhance the community 
perception of the role of 
CHWs through branded 
materials.

Give visibility to the 

Celebrate  
& reward 
the work 
of CHWs

Establish a clear career 
path based on personal 
inclinations and impact.

Provide incremental 
training to enrich and 

Establish 
a clear 
career 
path
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NOW IT’S YOUR TURN

WHO IS YOUR MOST 
IMPORTANT USER GROUP? 
WHAT IS THEIR EXPERIENCE 
USING YOUR SERVICE?
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TARGET USER GROUPS: CUSTOMER JOURNEY MAPPING

30 MINUTES!
DECIDE WHETHER TO LOOK AT THE SMALL OR LARGE USER JOURNEY. 
MAP WHAT HAPPENS AT EACH STAGE, HIGHLIGHT PAIN POINTS (WHAT IS NOT WORKING) AND OPPORTUNITIES 

(POSITIVE ELEMENTS THAT COULD BE EVEN BETTER).
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SHARE WHAT YOU DID WITH OTHERS: ONE WARNING AND ONE BEST-PRACTICE

2 MINUTES PER GROUP!
YOU SHOULD… YOU SHOULD NOT…



THANKS!
www.frogdesign.com/frogImpact 




