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There are known knowns.
These are things we know that we know.

There are known unknowns.
That is to say, there are things that we know we don't know.

But there are also unknown unknowns.
There are things we don't know we don't know.

- Donald Rumsfeld



There are known knowns.
These are things we know that we know.

There are known unknowns.
That is to say, there are things that we know we don't know.

But there are also unknown unknowns.
There are things we don't know we don't know.

- Donald Rumsfeld



OKAY, NO.W;L‘ET'S NOT JUMP
TO CONCLUSIONS, £VERYONE.



Invention is not the
same as Innovation.

- Tim Brown Change by design
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Without user research, you won't
know what problems you're trying to
solve, what to build or it the service
you create will work well for users.

- GDS Service Manual



Organisation

needs




"It your work doesn’t support the
business, you have failed, no
matter now good the design.”

Erika Hall, Just enough research



iy f'!f-::"."?‘"z“\l:

iy

y @littlehelli



i GOV.UK

o Start with user needs

Do the hard work to make it simple
e Design with data

* |terate. Then iterate again

* This is for everyone

* Understand context

 Make things open: it makes things better



User research
IS a team sport.

https://userresearch.blog.gov.uk/2014/08/06/
have-you-had-your-recommended-dose-of-research/



https://userresearch.blog.gov.uk/2014/08/06/

“In a multidisciplinary team each
individual becomes an advocate for
their own technical specialty... likely
resulting in a grey compromise...



...In an interdisciplinary team
there is collective ownership
of ideas and everyone takes

responsibility for them.”

- Tim Brown Change by design
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If a research report
sits on a server and

no-one reads it,
does it exist?
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Users are not
receptive to this idea.



"Don’t go there.
Only an idiot would go
down that thought process.”

- User interview participant
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Personal -+ Show Menu

User Research Knowledge & Private

Ice box What we don't know (backlog)

Next up Doing

What we think we know (in
progress)

What we know (done)

Add questions in here that you don't
think are relevant anymore but can't

quite cope with deleting yetl!

Add a card...

These are the questions you don't
have an answer to yet. Mark these red
to help you keep track

For example... Do users use this
service on mobiles?

For example... do users need to save
progress while doing the form?

Add a card...

Move the questions here that are the
next priorities

for example... how long does it take
users to go though the application?

Add a card...

Add here the research questions
you're currently pursuing

for example... do users know what a
CSV is on the download screen?

Add a card...

When you have some evidence far a
question being answered, move it
here. Label the card amber. You can
add the evidence for this in the notes
card on the Trello.

For example... how do users respond
to the menu options?

Add a card...

When you are confident you know
something, turn the question into a
statement and move it here. Mark it
green. Add the evidence in the Trello
card comments

—

For example... users need to be able
to upload pdf and images to the
evidence page

Add a card...
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"Everyone is responsible
for looking out tor the user.”

- Erika Hall, Just enough research
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