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THE NEXT 90 MINUTES OR SO

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






SERVICES
GROWTH EXPERIENCE
STRATEGY STRATEGY

Tools and capabilities that help  Strategy and design that

our clients capture value by choreographs interactions
identifying untapped between people and a brand’s
opportunities in the market and products and services over
converting them into extended time.

meaningful strategies.

FROG IS A GLOBAL
PRODUCT STRATEGY
AND DESIGN FIRM

PRODUCT AND
SERVICE DESIGN

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

PRODUCT
REALIZATION

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

GHANA, MALAWI, SRI LANKA,
BANGLADESH, MYANMAR, PAKISTAN

MAGRICULTURE!'SERVICES
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THE TURNING POINT
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WHAT IF SOME OF THESE
COMPLEX ISSUES COULD BE
MITIGATED BY IMPROVING
THE HUMAN EXPERIENCE

OF SYSTEMS & SOLUTIONS?




USER
SOCIAL
EXPERIENCE
DESIGN
SERVICE
STRATEGY
IMPACT




HUMAN
SOCIAL
EXPERIENCE
DESIGN
SERVICE
STRATEGY
IMPACT




HUMAN
SOCIAL
EXPERIENCE
DESIGN
SERVICE
STRATEGY
IMPACT
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HUMAN-CENTERED WHAT?
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THEN JUNE CAME...
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THEY FOCUS RELENTLESSLY
ON THE USER EXPERIENCE




HUMAN-CENTERED DESIGN

HUMAN-CENTERED DESIGN
IS AN INNOVATION PROCESS
IN WHICH

AT EACH STAGE
OF THE PRODUCT DEVELOPMENT PROCESS.




HUMAN-CENTERED DESIGN

“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



ACCOUNTING FOR PEOPLE'S NEEDS, /
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HEY DO, WHAT THEY ACTUALLY DO... AND WHY THEY DO IT
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WHAT PEOPLE USETO DO W




WHAT PEOPLE USE TO INIAT THEY DO, IN CONTEXT




FROG'S HUMAN-CENTERED DESIGN PROCESS

INSIGHTS & EMPATHY
MODELING & IDEATING
PROTOTYPING & TESTING



HUMAN CENTERED DESIGN AT A GLANCE

Research

Co-Design

[terative

Prototype

28



INSIGHTS

AND EMPATHY - . P
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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.
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Design Research
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UBS
MOBILE SERVICES
INNOVATION

EUROPE

s, Loading
UBS Mobile Banking

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.
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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.

o e

SARVAJAL FILTRATION SYSTEM

o WATER TANK: Wnare unfisered water §
colecid, wsualy af g Neigh t
” " “Cwnrr

DA ougn therng equipment

FILTERING EQUIPMENT: Varied across
instaliahons, includes a Medio Fliter
fo re oll and unwan‘ed
a Carlridge

FRter fo remave m i mpunhes,
a Dosing Tenk to chemicals 1o keop
*he ‘irters clean. a Reverse Osmosis

NCIOACODIC Min
el impurties. and a UV Tude 1o remove
DACIeNa SN POMNSgent

PUMP: Trangfes putled waler 0 $orage

STORAGE "he purfed water s then stored
af g hesght MOting CEpensn g easy

ATM: One way Sarvaal depenes water,

STORES: MeooiLrod quaniities of water 0w
o0 0

USABLE FRONTEND/ATM CARD: Vadous graone
‘eratiors have been Ccregted 1O axplan e 1%eps
rvolved wol at buticn mechonisms [such as
puzh ona ne tme press. toggie). The AT\

COra has an

ANTENNA AND BATIERY: An antenng s ploced
oWy om tha AN, at g haght '
10 1he Ne QTS @NUNG LIOge SuUNng

COwer QUICCes

ENTERPRISE CLOUD: Al e soles riormation as
wirl Ot ATV IO Ore COoMmmumcatad 10 ar
enterprse manogement syttem.

SOOCHAK: Customers 00 har balance. Ffron
chisoe can check AT\ sh sales info. give
FATUCI0NS, ONa roqQuest senvice

How much time do you spend thinking about getting hold of drinking water, and
how does this impact the way you use water? For illustrative purposes we com-
pare two households: an Urban Stay-at-Home Indian parent and an Urban Stay-at-
Home American parent.

COMPARING DAILY RELATIONS WITH WATER

Urban Stay-at-Home Indian Parent

:

8AM 12PM

Gofing Waler

Using Water

6:.7:45 AM: Gatherng water from Dorewel. 7:45-10 AM: Marming chores and prepanng meak. 10 AM-12:30
PM: Gatherng wat ym tarer 12230-1:30 PM: Prepaning lunch. 2230-8 PM: Al'amoon Chores, oréeparnng
nner, 7:.30-10 PM; A'tar-onner Chores
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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.
CONSULTATIVE
SELLING
R EV E N U E DIRECT REVENUE INDIRECT REVENUE SECONDARY REVENUE
MODELS

CONSIDERATIONS WHEN

WORKING wio ) PROFESSIONAL

EFFORT

LINKS
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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.

Net MW Qutput

) (o) 396520

GE MyFleet GE MyEngines

8 pwirwan
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''''''

= (> [ O s [ o | 0
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IN-DEPTH CASE STUDY: BACKPACK PLUS

@

BACKPACK PLUS

WWW.FROGDESIGN.COM/WORK/BACKPACK-PLUS-TOOLKIT.HTML
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A LONG-STANDING PARTNERSHIP
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A SYSTEMIC APPROACH

TO ACTIVATE AND EMPOWER
COMMUNITY

HEALTH WORKERS
TO SAVE MORE LIVES.




COMMUNITY HEALTH WORK

,




A BETTER EXPERIENCE
TO ACTIVATE AND EMPOWER
COMMUNITY

HEALTH WORKERS
TO SAVE MORE LIVES.
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CONTEXT, CONTEXT, CONTEXT
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G INSIGHTS INTO ARTIFAE

EMBODY It



ITERATING THROUGH SHARED MENTAL MODELS

Sl



THE BACKPACK PLUS FRAMEWORK

COMMUNITY

HEALTH SYSTEM

52
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SUPPORT
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THE SYSTEM IS THE EXPERIENCE




USER FREEDOM & CHOREOGRAPHING TOUCHPOINTS
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CUSTOMER JOURNEY
MAPPING




HUMAN EXPERIENCE IN THE CONNECTED ECONOMY W




LOOK AT THE WHOLE
ECOSYSTEM.

YOU NEED A VISION THAT’S
LARGE ENOUGH FOR
EVERYONE TO PLAY A ROLE.




COMMODITIES DIAGNOSTICS TOOLS ENABLERS

000 /
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RESPECT

SUPPORT

SUPPLIES
C ()
COMMUNITY INDIVIDUAL SUPERVISOR HEALTH CENTER DISTRICT SUPPLIER

ASSESS REPORT

& TREAT

REPORT

EDUCATE

REPORT

RECRUITING TRAINING SERVICE DELIVERY REVIEWING RESUPPLY REWARDING UPGRADING
ASSESS TREAT EDUCATE REPORT

CHW ARCHETYPE

Lower-skilled public CHW

W

HL My Name 1s

Anjli

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

LEVEL OF EDUCATION & LITERACY PAYMENT
LOW HIGH PAID UNPAID
TRAINING TIME INVESTMENT
SHORT LONG LOW HIGH

UNSTABLE MOTIVATION

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

Educate community
Provide basic care & first aid
Facilitate womens’ & childrens’ access to care

Keep demographic records

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.

BP+ frogTHINK / NY APRIL 29t frog unicef@  @swewmechiuren - MEE A
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Define
reference
recruiting
criteria

Ensure continuity by

ng people who are
Jeggerm members of
munity

dent, married).

§

]

Support a
continuous
learning
process

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

§

Improve
guidance
through
integrated
tools

Provide standard
protocols with reference
materials that guide the

§

Provide
clear

iInstructions

& follow-up

Provide standard
instructions for dosages
with supporting
reference materials.

§
i

Provide
tools to
facilitate
education

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

§

e

(]

]

Improve
data
collection
and mining

Facilitate consistent
data tracking through
clear recording
standards and
protocols.

Set clear
roles and

responsabil-

ities

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

2
[7

-\
)

SNE

Optimize

access and

system
efficiency

Address restocking by
using data to make
effective forecasts.

Maximize resupply

i
§

]

Celebrate

& reward
the work

of CHWs

Enhance the community
perception of the role of
CHWs through branded

materials.

RECRUITING | TRAINING SERVICE DELIVERY REVIEWING RESUPPLY | REWARDING | UPGRADING
ASSESS TREAT EDUCATE REPORT

§

]

Establish
a clear
career
path

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

Provide incremental



WHO IS YOUR MOST
IMPORTANT USER GROUP?

WHAT IS THEIR EXPERIENCE
USING YOUR SERVICE?




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).

6/



SHARE WHAT YOU DID WITH OTHERS: ONE WARNING AND ONE BEST-PRACTICE

2 MINUTES PER GROUP!

YOU SHOULD... YOU SHOULD NOT...
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THANKS!

www.frogdesign.com/frogimpact






