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Slides will be shared at the end 

Please put your phones away  

Toilets and fire exits 

Ask questions throughout

Housekeeping



Introduction to the Chatbot project

Introduction to user research

User interviews

Prepare and recruit

Conduct interview and capture data

Analyse and synthesise 

User Interview - practice run!

Contents



What are we aiming to achieve?

Chatbot Project



To run a technical and user needs investigation. 

To develop a framework and robust business case for local 

councils to evaluate the potential value and relevance of 

chatbot applications for their services.

Project aims



To work with local councils to deliver user research, providing an 
appropriate framework to collect and document findings.  

To supply onboarding and training to staff supporting research efforts 
along with discussion guides and templates for capturing insights. 

Use knowledge sharing sessions to reflect on processes and findings. 

Our deliverables



18/02/2019 25/02/2019 04/03/2019

Kick off Prep Training

11/03/2019 18/03/2019 25/03/2019 01/04/2019

 
Planning 
Oxford 

Waste & Recycling 
NE Derbyshire & Bolsover

Revenues & Benefits 
Redditch & Bromsgrove

Highways 
Surrey

08/04/2019 15/04/2019

Reporting Final Report

Foundations

Research 

Synthesis
Final sharing session:

18th April



Work together collaboratively 

Learn lessons 

Make connections and form great partnerships 

Deliver something worthwhile 

Take away some personal learning 

Develop new skills

Project Hopes



User Research
An introduction to user research, methods and 
useful resources.



“When designing a government service, always start by 
learning about the people who will use it. If you don’t 
understand who they are or what they need from your 
service, you can’t build the right thing.”

Learning about users 
and their needs





How to research
You can learn about users and their needs by: 

Reviewing existing evidence 

Interviewing and observing actual or likely users 

Talking to people inside and outside your organisation who work with actual 
or likely users 





Treat any opinions or suggestions that 
don’t come from users as assumptions 
that have to be proven by doing 
research.



An introduction

U N D E R S T A N D  Y O U R  U S E R S F I N D  W H A T  W O R K S B E  I N C L U S I V E

You need to understand:

who your likely users are

what they’re trying to do

how they’re trying to do it now

how their life or work influences 
what they do and how

how they use and experience 
existing services

People rely on government 
services to do important things. If 
they can’t do them, it can cause 
significant problems.

In turn, these problems can 
increase government costs and 
stop policies achieving their intent. 
This means your user research 
must focus on how the people 
who need your service can use it 
to get the right outcome for them, 
rather than what they like or 
prefer.

A good service is inclusive of 
users of all abilities. It is important 
that you don’t exclude any users 
in the way you conduct your 
research - consider this when 
planning, recruiting and choosing 
research locations. 

People with disabilities might 
struggle to access or use parts of 
your service - understanding this 
is critical to developing inclusive 
services. 

U S E R  R E S E A R C H



Culture

C O N T I N U O U S  R E S E A R C H M A K E  I T  A  T E A M  S P O R T  S H A R E  Y O U R  F I N D I N G S  

Peoples needs and expectations 
change over time. 

To make sure you are providing a 
relevant and valuable service - it 
is important to conduct research 
continuously. 

Opt for small batches, often - 
rather than large programmes, 
rarely. You will:

Save time by focusing on what 
people need

Reduce risk by learning and 
responding quickly

User research is most effective 
when user researchers are 
embedded in service teams, and 
team members are actively 
involved in user research 
activities. Doing this will help you:

Understand the highs and lows 
that people experience when 
using your service

Think and talk about users in 
terms of real people with real 
needs to develop empathy for 
the people they’re writing or 
designing for

You should invite your wider team 
to show and tells. Involving more 
people in user research helps 
your team make better decisions 
about how to improve your service 
by:

Reducing the risk of bias and 
unchallenged assumptions

Giving less dominant team 
members a voice

Limiting the influence of 
individual stakeholders

U S E R  R E S E A R C H



User Research Methods

Q U A L I T A T I V E Q U A N T I T A T I V E

A
T

T
IT

U
D

IN
A

L
B

E
H

A
V

IO
U

R
A
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What people do

What people say

Why & 
How to fix

How many & 
How much 



User Research Methods

Q U A L I T A T I V E Q U A N T I T A T I V E

A
T

T
IT

U
D

IN
A

L
B

E
H

A
V

IO
U

R
A

L

Interviews

Focus Groups

Usability Studies

Ethnographic Field Studies

Moderated Remote Usability Studies

Unmoderated Remote Panel Studies

Behavioural Analytics
A/B Testing

Email Surveys

Customer Feedback

Diary / Camera Studies

Eye tracking



User Research Methods

H T T P S : / / W W W . N N G R O U P. C O M / A R T I C L E S / U X - R E S E A R C H - C H E A T - S H E E T /  

D I S C O V E R E X P L O R E T E S T L I S T E N

Field study

Diary study

User interview

Stakeholder interview

Requirements & 
constraints gathering 

Competitive analysis

Persona building

Task analysis

Journey mapping

Prototype feedback & 
testing (clickable or 
paper prototypes)

Write user stories

Card sorting

Qualitative usability 
testing (in-person or 
remote)

Benchmark testing

Accessibility 
evaluation

Survey

Analytics review

Search-log analysis

Usability-bug review

Frequently-asked-
questions (FAQ) 
review



You get the most value out of your user research by 
comparing or relating findings from both quantitative and 
qualitative research methods. 

Ex: Google Analytics + User Interviews  

Blending your methods



How do your users talk?



User Interviews
Local Councils
Conducting user interviews in your local councils. For this project, we 
are focussing on four research themes: Planning, Waste & Recycling, 
Revenues & Benefits and Highways.



To understand the user experience of customer support in each 
research area (motivations, triggers, frequency, success and pain points) 

Mental models and terminology used during communication, search 
and navigation 

User experience of, and attitude towards, digital channels and 
technology (ex: social, channels, chatbots)  

For this project: How to help customers avoid calling councils 
unnecessarily through the use of chatbots and AI?

Research aims



P R E P A R E  &  
R E C R U I T

C O N D U C T  &  
C A P T U R E  

D A T A

A N A L Y S E  &  
S Y N T H E S I S E

1 2 3

User interviews:



11/03/2019 18/03/2019 25/03/2019 01/04/2019

 
Planning 
Oxford 

Waste & Recycling 
NE Derbyshire & Bolsover

Revenues & Benefits 
Redditch & Bromsgrove

Highways 
Surrey

Research 

Hertsmere

Cheltenham

Rotherham

Doncaster

Preston

Adur & Worthing

Councils doing their own user research:



Monday Tuesday Wednesday Thursday Friday

Torchbox Interviews & Analysis Interviews & Analysis Analysis & Synthesis Reporting & Demo

Council Interviews & Analysis Interviews & Analysis Analysis Analysis & Synthesis Demo

1 2 3 4 5

Our approach to each research week



P R E P A R E  &  
R E C R U I T

1



Plan timescales 

Choose locations 

Write a recruitment brief  

Find and recruit participants  

Schedule interviews with participants  

Write a user interview script 



Plan timescales 

Choose locations 

Write a recruitment brief  

Find and recruit participants  

Schedule interviews with participants  

Write a user interview script 

T H I N K  A B O U T  Y O U R  E N D  T O  E N D  
P R O C E S S  

W H A T  A R E  Y O U R  D E P E N D E N C I E S ?  

I S  T H I S  F E E D I N G  I N T O  A  W I D E R  
P R O G R A M M E  O F  W O R K ?  

B E  R E A L I S T I C  A B O U T  H O W  M U C H  
Y O U  C A N  D O  W I T H I N  A  S E T  
T I M E F R A M E  

F A C T O R  I N  C O N T I N G E N C Y  T I M E  
F O R  U N E X P E C T E D  E V E N T S  



Plan timescales 

Choose locations 

Write a recruitment brief  

Find and recruit participants  

Schedule interviews with participants  

Write a user interview script 

A R E  T H E  I N T E R V I E W S  R E M O T E ?  

A R E  T H E Y  I N  A  P H Y S I C A L  
L O C A T I O N ?  

W I L L  T H I S  A F F E C T  W H O  C A N  
P A R T I C I P A T E ?  

D O E S  T H E  L O C A T I O N  H A V E  
D I S A B L E D  A C C E S S ?  



Plan timescales 

Choose locations 

Write a recruitment brief  

Find and recruit participants  

Schedule interviews with participants  

Write a user interview script 

W H O  A R E  Y O U R  U S E R S ?  

B E  I N C L U S I V E  -  B U T  T H E R E  I S  A  
R I S K  O F  T R Y I N G  T O  B E  A L L  
T H I N G S  T O  A L L  P E O P L E .   

W H A T  I S  T H E  I N T E N T I O N  O F  T H E  
R E S E A R C H ?  

W H A T  A R E  T H E  R E Q U I R E M E N T S  
F O R  T H E  P A R T I C I P A N T S ?  

W H A T  I S  T H E  I N C E N T I V E ?



Plan timescales 

Choose locations 

Write a recruitment brief  

Find and recruit participants  

Schedule interviews with participants  

Write a user interview script 

W H A T  C H A N N E L S  D O  Y O U  H A V E  
A T  Y O U R  D I S P O S A L ?  

H O W  W I L L  T H I S  A F F E C T  W H O  
Y O U  R E A C H ?  

H O W  W I L L  T H I S  A F F E C T  T H E  
R E C R U I T M E N T  M E S S A G E  A N D  
F O R M A T  Y O U  C A N  S H A R E ?  

W H O  W I L L  B E  R E S P O N S I B L E  F O R  
F O L L O W  U P  C O M M S  W I T H  
P A R T I C I P A N T S ?  

H O W  W I L L  Y O U  S H O R T L I S T  
R E L E V A N T  P A R T I C I P A N T S ?  

H O W  M A N Y  P E O P L E  W I L L  Y O U  
I N T E R V I E W ?  ( 5  M I N )  

H O W  W I L L  A V A I L A B L E  T I M I N G S  
A F F E C T  W H O  I  A M  R E C R U I T I N G ?  



Plan timescales 

Choose locations 

Write a recruitment brief  

Find and recruit participants  

Schedule interviews with participants  

Write a user interview script 

A R E  Y O U  D O I N G  T H I S  
M A N U A L L Y ?  

A R E  Y O U  U S I N G  S O F T W A R E ?   

D O  Y O U  H A V E  E N O U G H  T I M E  T O  
C O N D U C T  T H E  I N T E R V I E W ?  

A R E  Y O U  F A C T O R I N G  E N O U G H  
T I M E  F O R  B R E A K S  /  L U N C H ?   

W H A T  I F  T H E Y  C A N T  D O  D A Y T I M E  
I N T E R V I E W S ?  





Plan timescales 

Choose locations 

Write a recruitment brief  

Find and recruit participants  

Schedule interviews with participants  

Write a user interview script 

I N C L U D E  A N  I N T R O D U C T I O N  

I S  I T  A  S T R U C T U R E D  I N T E R V I E W  
O R  A  D I S C U S S I O N  G U I D E ?  

H A V E  Y O U  G O T  A  L I S T  O F  
T O P I C S  Y O U  W A N T  T O  C O V E R ?  

D O  Y O U R  Q U E S T I O N S  H A V E  
P U R P O S E ?  

T E S T  Y O U R  S C R I P T  O N  A  
C O L L E A G U E



You will get: 

Recruitment guide for this project 

User interview script



C O N D U C T  &  
C A P T U R E  

D A T A

2



Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

I S  Y O U R  O F F I C E  /  R E C E P T I O N  
A W A R E  T H A T  P E O P L E  A R E  
C O M I N G  I N  F O R  I N T E R V I E W S ?  

I S  T H E R E  A  W A I T I N G  A R E A ?   

S T I C K  T O  Y O U R  S C H E D U L E .  



Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

B U I L D  R A P P O R T  W I T H  T H E  
P A R T I C I P A N T .  

H A V E  Y O U  C L A R I F I E D  T H E  
P U R P O S E  O F  T H E  I N T E R V I E W ?  

D O  P A R T I C I P A N T S  K N O W  T H E Y  
C A N  S T O P  O R  T A K E  A  B R E A K  A T  
A N Y  T I M E ?



Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

H A V E  Y O U  G O T  A  C O N S E N T  
F O R M ?  

H A S  T H E  P A R T I C I P A N T  H A D  A  
C H A N C E  T O  A S K  Q U E S T I O N S  
B E F O R E  B E G I N N I N G ?   

A R E  Y O U  F O L L O W I N G  G D P R  
G U I D E L I N E S ?



Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

P E O P L E  C A N  T A L K  A  L O T  
Q U I C K E R  T H A N  W E  C A N  T Y P E .  

H A V E  Y O U  G O T  A N  A U D I O  
R E C O R D E R ?  



Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

F O L L O W  T H E  S C R I P T  /  
D I S C U S S I O N  G U I D E



Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

F O L L O W  T H E  S C R I P T  /  
D I S C U S S I O N  G U I D E  

P A Y  A T T E N T I O N  

O P E N  Q U E S T I O N S  G E T  B E T T E R  
A N S W E R S  -  L O O K  F O R  R O O T  
C A U S E S  A N D  M O T I V A T I O N S  

F O L L O W  U P  Q U E S T I O N S  F O R  
M O R E  D E T A I L  

F O C U S  O N  R E A L  E X P E R I E N C E S  

G O I N G  O F F  T O P I C  C A N  L E A D  T O  
I N T E R E S T I N G  I N S I G H T  -  B U T  
K N O W  H O W  T O  R E I G N  I T  B A C K  

K E E P  A N  E Y E  O N  T H E  T I M E  

L E T  T H E  P A R T I C I P A N T  D O  T H E  
T A L K I N G  

P A R A P H R A S E  K E Y  P O I N T S  B A C K  
T O  C O N F I R M  Y O U  H A V E  
U N D E R S T O O D



Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

W H E R E  A R E  Y O U  C A P T U R I N G  
Y O U R  N O T E S ?





Run through introduction 

Get participant consent 

Record session 

One person leads interview 

One person takes notes 

A R E  Y O U  F A M I L I A R  W I T H  T H E  
S C R I P T ?   

P A Y  A T T E N T I O N !  

Y O U  C A N  A L S O  A S K  Q U E S T I O N S .  

R E M E M B E R :  Y O U  C A N  A L W A Y S  
R E F E R  B A C K  T O  T H E  A U D I O .  

W H E R E  A R E  Y O U  C A P T U R I N G  
Y O U R  N O T E S ?



You will get: 

User interview script 

Data capture spreadsheet



A N A L Y S E  &  
S Y N T H E S I S E

3



Extract observations  

Sort and group observations  

Determine findings and learnings  

Visualise and share findings



Extract observations  

Sort and group observations  

Determine findings and learnings  

Visualise and share findings

S T R U C T U R E D  F O R M A T  M A K E S  I T  
E A S I E R  A N D  Q U I C K E R  T O  
E X T R A C T  O B S E R V A T I O N S  

W H E R E  A R E  Y O U  C A P T U R I N G  
Y O U R  O B S E R V A T I O N S ?   

D I G I T A L  O R  P H Y S I C A L ?   

D O N ’ T  L E A V E  I T  T O O  L O N G  T O  
A N A L Y S E  D A T A  -  T H E  S O O N E R  
T H E  B E T T E R .  



Extract observations  

Sort and group observations  

Determine findings and learnings  

Visualise and share findings

A R E  Y O U  S P O T T I N G  P A T T E R N S  I N  
T H E  D A T A ?   

A R E  T H E R E  T H E M E S  E M E R G I N G ?   

A V O I D  E A R L Y  S O L U T I O N I S I N G  

H A V E  Y O U  G O T  S P E C I F I C  
O U T P U T S  Y O U  H A V E  T O  
D E L I V E R ?  - R E V E R S E  E N G I N E E R -  

S Y N T H E S I S I N G  M O T I V A T I O N S  
A N D  D E S I R E D  O U T C O M E S  I N T O  
U S E R  S T O R I E S



User Stories



User Stories

As a… [which type of user has this need?] 

I need/want/expect to… [what does the user want to do?] 

So that… [why does the user want to do this?]

Once you have a good understanding of your users’ needs, you should write them down and 
add them to your descriptions of users. 

User needs are usually written in the format:



User Stories

Once you have a good understanding of your users’ needs, you should write them down and 
add them to your descriptions of users. 

User needs are usually written in the format:

As a… [ British person ] 

I need/want/expect to… [ a passport ] 

So that… [ I can travel abroad and prove my identity ]



User Stories

Good user needs should: 

Sound like something a real user might say 

Be based on evidence from user research, not assumptions 

Focus on the user’s problem rather than possible solutions (for 

example, needing a reminder rather than needing an email or letter)



User Stories

Applying 

Appealing 

Paying for 

Submitting 

Sending a tax return 

Changing an address 

Claiming 

Requesting 

Challenging

Understand 

Know 

Be aware of 

Using (as in a tool or service) 

You should only use ‘understand,’ or ‘be 
aware of’ if the user needs to know it to fulfil 
a certain task.

W H A T  U S E R S  W A N T  T O  D O : A V O I D  U S I N G :



User Stories

As a… teacher 

I want to… understand Amazing Policy affecting my students 

So that… I am informed

As a… teacher 

I want to… understand Amazing Policy affecting my students 

So that… I fulfil my statutory obligations

B A D  E X A M P L E

G O O D  E X A M P L E



User Stories

What is the definition of ‘done’? What tasks must be completed in order 
for the need to be met and desired 
outcome achieved?

A C C E P T A N C E  C R I T E R I A



Extract observations  

Sort and group observations  

Determine findings and learnings  

Visualise and share findings

A R E  T H E S E  V A L I D A T I N G  O R  
C H A L L E N G I N G  P R E V I O U S  
A S S U M P T I O N S ?  

W H E R E  A R E  Y O U  C A P T U R I N G  
Y O U R  L E A R N I N G S ?  

A R E  Y O U  C R O S S  R E F E R E N C I N G  
W I T H  O T H E R  R E S E A R C H  
M E T H O D S ?  

I S  T H E R E  M O R E  S Y N T H E S I S  
R E Q U I R E D  A T  T H E  E N D  O F  T H E  
D I S C O V E R Y  P R O G R A M M E ?  



How to help customers avoid calling 
councils unnecessarily through the 
use of chatbots and AI? 

This requires a change in customer 
behaviour.

A core question for this project



Forces that influence customer switch 

P U S H  O F  T H E  
S I T U A T I O N

P U L L  O F  N E W  
S O L U T I O N

H A B I T  O F  T H E  
P R E S E N T

A N X I E T Y  O F  
N E W  S O L U T I O N

C U R R E N T  
W A Y

N E W  
W A Y

“There’s things holding 

me back from changing”

“I’ve got a few concerns 

about this new way”

“My current way just wont 

cut it anymore”

“This new way looks 

pretty good to me”



Extract observations  

Sort and group observations  

Determine findings and learnings  

Visualise and share findings

W H O  W I L L  Y O U  S H A R E  Y O U R  
F I N D I N G S  W I T H ?   

H O W  W I L L  Y O U  S H A R E  Y O U R  
F I N D I N G S ?  

V I S U A L I S I N G  Y O U R  F I N D I N G S  
M A K E S  I T  E A S I E R  F O R  P E O P L E  
T O  U N D E R S T A N D  A N D  S H A R E  

D O  Y O U  H A V E  S P E C I F I C  
O U T P U T S ?  W E  A R E  U S I N G  
E X P E R I E N C E  M A P S  



Experience 
Map



Research + 
Planning Shopping Booking Pre-travel 

documents Travel

User Needs

I want to get inspired out about 
holiday destinations

So I can decide where to go on 
holiday this year.

I want to narrow options

So I can find the right holiday for 
me an day family. 

I want to pay for the holiday

So I can set this plan in stone 
and tell my family about it. 

I want to have an up to date 
passport

So I can travel safely and not get 
stuck abroad.

I want to know my flight times

So I can get on the right plane 
and get to my holiday destination.

Actions + Tasks

Google ‘holidays with beaches’

Start a Pinterest board.

Talk to travel advisors

Look at brochures with my 
family

Check credit card

Pay for holiday

Check confirmation emails 

Submit request for passport 
renewal

Send out passports

Receive new passports

Go to the airport

Catch flight

Go to hotel upon arrival 

Channels + Devices

Emotional

“When I google for holidays, 
there is just so much choice I 

freak out a bit”

“When I google for holidays, 
there is just so much choice I 

freak out a bit and find I give up 
searching altogether”

“I simply love booking on Airbnb’ “It takes so long to sort out all 
the kids paperwork and 

documents”

“It is stressful getting to the 
airport - we tend to run late so I 
want travel information at my 

fingertips”

Pain Points

Too many search results My partner and I cant agree on 
the best holiday type 

Making sure I can use my 
credit card

Getting information wrong and 
having to correct documents

Not enough hands - three 
children and luggage 

Compelling forces

Habit of looking on Google

Don’t have time around work 
and house chores to research  

Scared of not picking the best 
holiday for the family

Habit of talking to a travel 
advisor 

Always pay with credit card

Scared of not getting insurance 

Wife gets the final say

Scared of not having up to 
date documentation 

Fixed flight time - strict deadline

No car, how to get to the airport

Experience map Research Theme: Council

LAPTOP WEBSITE CALL PHONE WRITTEN POST LAPTOP WEBSITE PHONE EMAIL



Stage 1 Stage 2 Stage 3 Stage 4 Stage 5

User Needs
I want to enter text here

So I can enter text here

I want to enter text here

So I can enter text here

I want to enter text here

So I can enter text here

I want to enter text here

So I can enter text here

I want to enter text here

So I can enter text here

Actions + Tasks

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Channels + Devices

Emotional

“Enter quote here” “Enter quote here” “Enter quote here” “Enter quote here” “Enter quote here”

Pain Points

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here

Enter text here
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Experience map Research Theme: Council
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Experience map 

Consolidating these into a single map will help 

you to understand: 

How users experience the current service 

How things work (or don’t) 

Interdependencies - for example, between 

different departments or services 

Pain points and where things are broken

W H Y ?

Experience mapping works best for services that 

involve: 

Lots of separate steps or events 

More than one location - for example home, a 

departmental office, the post office 

Different people or teams 

Several related services or service 

touchpoints

W H E N ?



You will get: 

Data analysis & User story spreadsheet 

Experience map slides



Next steps



A  F O L D E R  F O R  E A C H  C O U N C I L T E M P L A T E S  G R O U P E D  B Y  R E S E A R C H  A C T I V I T Y



Digital for good.


