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Our mission……

 To promote active participation and inclusion in society through 

the provision of income supports, employment services and 

other services…..by putting the client at the centre of policy and 

service delivery

Department of Social Protection, Statement of Strategy, 2020-2023

 Systematic involvement of citizens in the creation of solutions 

(Bason, 2018)
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What does this mean?
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How
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Where to start?

 Customer Research

 What is customer understanding 

and experience of current 

service?

 Is use of terminology 

challenging?

 How does the flow and 

functionality of the service work 

for them?

 Learn from their experience

 Business Research

 What are the common issues 

customers contact us about?

 What would improve the 

process?

 Are there untapped 

opportunities?

 Challenging business 

requirements 
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Why?
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Customer Testing – Prototypes 
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 Are we using terms people are 

not familiar with?
 Are we asking customers to 

provide information we 

already know?

Customer Testing – what does it tell us?



slide 13www.issa.int

 Balancing customer and business requriements

 Meet accessibility objectives

 Easier to use services

 Greater take up of online services

 Allowing space to support customers that are unable to access 

online services

Resulting in….
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 Secure access to services

Facilitated by 
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