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1. Background
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3. Iteration



Help pay for the 
cost of a child’s 
funeral
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A child is someone under 18 or a baby 
stillborn after the 24th week of pregnancy

The burial or cremation must take place in 
England

The service is not means tested.
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The scheme covers:

● burial and cremation fees
● coffins, urns (and other bits)
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Users include:

● Citizens
● Funeral directors
● Burial or cremation authorities
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March 2019 Announced

June 2019 Team formed

July 2019 Launch
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● Fixed deadline of 23 July 2019
● Policy was still being worked on



We had to make 
tradeoffs
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1. No research with end users
2. No service assessment



Do our best within 
the limitations we 
face on the job



Make good things 
fast
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● Desk research
● Journey mapping
● Question protocol mapping
● Form Builder
● Prototyping in shorthand
● Ask the community for help



Desk research









Design is a team 
sport



Journey mapping





Question protocol 
mapping



User: 
I don’t want to be 
doing this

Caseworker: 
I need to process 
claims quickly

Delivery team Operations team



‘Why do you want to 
ask for this?’

‘To quickly make sure 
the claim is valid’







Caseworkers need 
proof that the 
funeral took place



Citizen

Burial 
authority

Register Funeral Claim
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‘What would a caseworker do without it?’

Call up the burial/cremation authority
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‘What would they need from you?’

Child’s name and date of funeral





Engage policy and 
operations early 
and often



Form builder



Most form builders 
help developers 
build forms quickly 
through config



The MOJ Form 
Builder lets anyone 
build and publish 
actual services







https://claim-for-costs-of-a-childs-funeral.form.service.justice.gov.uk/

https://claim-for-costs-of-a-childs-funeral.form.service.justice.gov.uk/


Prototyping in 
shorthand
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● Write down some notes
● Sketch stuff on paper
● GOV.UK prototype kit







Get help from the 
community





Iterations



Using the service 
without an email 
address





This could create a barrier for users 
who don’t have an email address or 
who prefer to be contacted another 
way.



Just ask the user how they prefer to 
be contacted



● An address is needed to 
process the payment

● Caseworkers wouldn’t tell 
users the outcome by phone



Provide an alternative route if users 
don’t have an email.



Remember to ask 
the audience if 
they’ve faced this



Making sure the 
child is 
remembered



● Caseworkers need the child’s 
name to verify the funeral took 
place

● Only family name is asked for 
as there’s no guarantee the 
child will have a first name



Parents fear their child will be 
forgotten so referring to the child's 
first name in correspondence is 
advised.



This field lets users enter the first 
name they like.



Uploading receipts





● Could get stuck if they don’t 
have their receipts

● Making it optional could cause 
users to skip the question 
causing delays or a rejected 
claim

● Caseworkers need to know 
why they don’t have a receipt



● Add a field to let users tell us 
why they don’t have their 
receipts

● Users can answer both or 
either of these questions.



● Double barreled question can 
signify bad design

● The questions seem optional 
but they’re not

● Can’t put ‘(optional)’ inside the 
labels because at least one 
must be filled out

● Caseworkers need to attribute 
receipts to the reason or item 
being claimed



Each scenario as a radio button



● The onus is on the user to work 
out the correct scenario

● Again, users may choose not to 
provide them

● Again, caseworkers still need to 
attribute receipts to the items 
being claimed





Making a 
declaration





● It’s not clear that clicking a 
checkbox carries more legal 
weight than a button

● There’s some evidence that 
people blindly tick it anyway

● It’s another question to answer





Thanks


