Launching the children’s
funeral fund service In 6
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Adam Silver

Interaction Designer
@adambsilver



1. Background
2. Process
3. lteration
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Help pay for the
cost of a child’s
funeral



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:

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

e Funeral directors
e Burial or cremation authorities
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¢ March 2019 Announced

¢ June 2019 Team formed

¢ July 2019 Launch
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e Fixed deadline of 23 July 2019
e Policy was still being worked on
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We had to make
tradeoffs



1. No research with end users
2. No service assessment
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Do our best within
the limitations we
face on the job



Make good things
fast



Desk research

Journey mapping

Question protocol mapping
Form Builder

Prototyping in shorthand
Ask the community for help
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Desk research
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Info online re. child and/or ‘DIY’ funerals

Work in government

DWP's ‘Capture information about a death’

nt-service/

Support when a child dies

Child Bereavement

https://www.childbereavementuk.org/
The Compassionate Friends
hitps://www.tcf.org.uk/

Child Death Helpline

Stillbirth and Neonatal Death Charity
hitps://www.sands.org.uk/

Rosie Crane Trust

http://www.rosiecranetrust.org/
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Home > Births, deaths, marriages and care > Certificates, register offices, changes of name or gender

What to do when someone dies: step
by step

Check what to do after a death - how to register the death, notify government
departments and manage financialissues.

Show all

1) Register the death

Show

2) Arrange the funeral
Show

3) Tellgovernment about the death
Show

4) Checkifyoucanget bereavement benefits
Show

and Deal with your own benefits, pension and taxes
Show



ABOUT US GET INVOLVED TAKING SOCIAL ACTION | DONATE HOW WE CAN HELP ,O —

Home > Taking Social Action > News

Amanda's journey: one
mother's battle to pay for her
son's funeral

SUPPORT US

Every stand we take against poverty
is made possible by you

The Guardian has today released a film
covering the harrowing journey of Amanda as
she tries to arrange her son Rahim’s funeral.

Amanda sought advice from Quaker Social Action’s
Down to Earth funeral support service and bravely
agreed to share her story on film, along with her
son’s girlfriend, Chelsea.

RELATED
STORIES

WatchilatersShare

FUNERAL POVERTY

QSA 2019
fundraising
appeal




Design iIs a team
sport



Journey mapping



Responsible person

Content

Questions

Activities

People

Documents

Child dies

Register
death

GOV.UK

Arrange
funeral

NHS guidance
document

is the NHS doc Is the process

step by step

GOV.UK find
registrar service

Does the

Are the docs

Local authority stes
burial and
cremation authorities

Citizens advice,
money advice

Viny does the parent
o3y upfront?

Google for

funeral directors
Funeral Expenses
Payments scheme

How do youlbuw an
actualcoffin?

givento different for a registrar provide different for ooy S
everyone? stllborn? guidance? stilloirth? il
—_ Are we going to What are
What i the child = What if there is a Does the What if there is a engage 3‘3 rplepawd"
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ey warker body? copy of the. body? T e —
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first? from coffn/shro
Find Make appointment Conac oot Find
! with regisirar and e sanelon) bereavement
registrar :
Get help with  Sign funeral
funeral costs  claim forms?
b "“(t"")‘“';:' Policy family Registrar NSH key Authority DWP FEP
ospital) and key
worker liason officer office staff worker staff support staff
Other people like Website
Coroner amidwife or support staff
social worker
Medical  Coroner docs Lﬁi’:‘:‘f{‘:i;’ Need to bring iptof
: e payment for a
certificate 101,6,99 form) birthicertfcate coffinishroud
Permission

from coroner

Certificate of
death (BD8)

& Make claim

GOV.UK start
page for CFF

Questions within
CFF service

Claim partially accepted

Claim
processing

Confirmation SSCL confirmation
email with what | for claim on phone
happens next

S| Response >

Email from SSCL
of outcome

Appeal

Email from SSCL
of payment
made

Mainstream
guidance for other
ways to claim

What is required | What wz '

toprocessa user be . u:
claim? Cheque?
Whatifthe user |~ Canwe
doesn'thavea || Eeenfe
green form? o
Why give users | Hot
an online form? | get paper form?
Call for Submit
help form online
Emaillsend Submit
evidence form offline
SSCL Friend
Bank Green form
account partc

aper
application form

Medical evidence
for cremation

Wil SSCL
assisted
support?

Haw o we ensure the What's th Do we need different Can a claim be
oy aomans | "ol e o o e
comms? e accepte
Wait Chase Wait Chase Appeal
SSCL SSCL

SscL Policy?




Question protocol
mapping



User:
| don’t want to be
doing this

Delivery team




‘Why do you want to
ask for this?’




Child Funeral Fund Question Protocol Map version 1
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Data Needed
Name of claimant Yes
Email address Yes
Address
Green form
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Why are we asking for this

To address the person and verify
the claim

To process payment
To communicate if they choose
postal comms

Check the claim is legit
Check the claim is legit
To get paid

All changes saved in Drive
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D

What will we do with it

Put it into payment system

Know why you’re asking every question

Before you start, make a list of all the information you need from your users.

Only add a question if you know:

¢ thatyou need the information to deliver the service
¢ whyyou need the information

e whatyou’ll do with it

e which users need to give you the information

¢ how you’llcheck the information is accurate

¢ how to keep the information up to date and secure

This list is called a ‘question protocol’ - it’s different from the form itself
because it’s about how you’ll use the answers.

A question protocol forces you (and your organisation) to question why you’re
asking users for each item of information. It gives you a way of challenging
and pushing back against unnecessary questions if you need to.

Once you’ve worked out what you need to ask, you can start thinking about
how to ask the questions.

Desian for the most common scenarios first
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Caseworkers need
proof that the
funeral took place



Register ——» Funeral —» Claim

L)

Citizen

()

Burial
authority




‘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
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What’s the child's name? Date of funeral

For example, 12 11 2007. Claims must be submitted within 6 months of this
. . . date
First name (if applicable)
Day Month Year

Family name
| |

» Contact the claims team for help

» Contact the claims team for help




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



Ministry of Justice

Page flow Pagelist Addpage

Page flow

@ GOV.UK Claim for costs of a child’s funeral

Claim for costs of a child’s
funeral
Use this senvice fyou've pid directlyor specific

expenses ina child's funeralwithout using a funeral
director.

tyouusea ecto.youdonot need o laim, There'sa
at lanerainectors and burial and cremation
Start >

Eligibility

Vou can make aclimta the Chiren's Funersl Fundfor Enland

« thochld who diodwas undorthe age of 18 owas stlbom after 24
wecks ofpregnancy

» theburalorcrmation ook lace nEngland on o afer 23 uy
2019

« you paiduneal expenses sted below directly o th provider (ou
aanotuseatun o)

Expenses ou cancaim o are:

+ Upto £300towad  coffn,shoud, casketor ather covering
« removalofimplanted medica devicas foracremation

« foas charged by thircpartyarave dgger (where theso arenot
caimedbythe burialor crematin provider)

thar funeral expenses. you ight e ableto applyfor Eunra

Exn 1110 coer them You oryour pariner must be etting
certan benefs.

Making your claim
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You'leet:
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I¥ltake about 10 miutes tosubmit yourclam. Make sureyou have
everyting youneed a5 you cannot saveand comeback ter.
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imyou
1750 (utside UK +44 1633 630904) o emal f{@sscl g5 9. You
canatsorequesta POF csim form,
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dit page Preview
URL/

Form Builder: Claim for costs of a child’s funeral

Edit page Preview

URL /full-name

Step settings

e

Your el

Edit page}

URL /email-ad}

@ Optional - Section heading

©® Your fullname
Optional - Hint text

@ V¥ Contact the claims team for help

° Add component

Add page

asastep of

@ Claim for costs of a child’s funeral (main page)

O Do you have receipts for the coffin, shroud, casket or other covering?
O Do you have receipts for the completion of cremation certificate?

O Child’s date of birth

O Do you have receipts for the fees charged by a third-party grave
digger?

Q Do you have receipts for the removal of implanted medical devices
for a cremation?

O Do you have receipts for a container for storing ashes ina
columbarium or similar?

O What are you claiming for?

or
O as a standalone page
Add page




3 GOV.UK Form Builder: Publisher

Yourforms Createform Teams Profile Help Signout

21908 This is a new service - your feedback will help improve it

Claim for costs of a childs funeral (CFF)

Status Config Params Permissions Deployments

Latest deployments for each environment

Environment Commit CompletedAt Status Actions

Thu, 06 Feb 2020

Development  7189d19 ., o 1o 10000

Completed History [RBIe]te)AN[e]"Y

sitelgM Deploy Now B Un-deploy

Fri, 07 Feb 2020

Production ~ 7189d19 09:52:43 +0000

Completed

NS
XL

OGL Allcontent s available under the Open Government Licence v3.0, except where otherwise stated © Crown copyright




Claim for costs of a child’s funeral

108 This is a new service — your feedback will help us to improve it.

Claim for costs of a child’s
funeral

Use this service if you’ve paid directly for specific expenses in
a child’s funeral without using a funeral director.

If you used a funeral director, you do not need to claim. There’s a different
claims process for funeral directors and burial and cremation providers.

Eligibility

You can make a claim to the Children’s Funeral Fund for England if:

¢ the child who died was under the age of 18 or was stillborn after 24
weeks of pregnancy

¢ the burial or cremation took place in England on or after 23 July 2019

« you paid funeral expenses listed below directly to the provider (you did
not use a funeral director)

Expenses you can claim for are:

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



e Write down some notes
e Sketch stuff on paper
e GOV.UK prototype kit

@adambsilver



Andrew Duckworth

Prototyping in shorthand

As mentioned in my last discovery notes | like to write up pagesin a
shorthand method.

This isn’t something that only | do.

When | was helping out in services week for “formapalooza” Ralph
Hawkins spoke about the format he used in Google docs to write
pages.

The format follows the shapes of interface elements using:

Radio buttons ()
Checkboxes []

Input fields [ 1
Buttons [ Continue ]

| do this too. But | like to add a few markdown elements as well, so #'s

for headings. So:

# Heading one
## Heading two

Heading three



Search the menus (Option+/)
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What'’s the family name of the child?

Is this claim about a baby who was stillborn?
A stillbirth means after 24 weeks of pregnancy
() Yes

() No

If yes

Date of stillbirth
For example, 12 11 2007

==
If no

Child’s date of birth
For example, 12 11 2007

[=1=1-1

Date of child’s death
For example, 12 11 2007

o [t

Date of funeral

For example, 12 11 2007. Claims must be submitted within 6

months of this date
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Get help from the
community
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UK Governmen... v [
& Adam Silver (DfE)

Za Jump to... <
= All unread

@ Threads
i Apps

Channels ®

# accessibility

# admin-interfaces

# announcements

# chat

# content

# design

# design-system-content
# frontend

# govuk-design-system
# govuk-pay

# hiring

# moj-design-system

# prototype-kit

# prototype-kit-dev

Direct messages ©)

@ Slackbot

o ed_beis

O enoranidiryz_dit

o jenthomson_moj_cica

O john_oates_gds

o markwright_hmrc

o Matt_Billingsley_cabinet...
o obyford_gds

o stephengill_gds

O trevor.saint_gds

P T B e P e

#content & @ & [Q search

% | & 1,009 | % 0 | FAQs are never OK

We need a Senior Content Designer anc Yesterday_ Designer.

Closing date Wednesday 5 February.
https:/www.civilservicejobs.service.gov.uk/csr/jobs.cgi?jcode=1663718

#ContentDesign #UserCentredDesign @DWPDigitallobs
W Twitter Yesterday at 09:22

Gemma Stanaway 11:57
joined #content. .
& Q@ 2 w
caroline_vickers_DEFRA 12:05
!‘, ©® Hello, got a question around email content.

Does anyone know if there's any guidance around writing content for emails? Specifically for a
confirmation email, and an email containing information for a user who requested that info through a
service. Any advice/ help/ suggestions welcome!

r“ m -. 5 replies Last reply 18 hours ago

Emma Frith 14:05

joined #content.
new messages

Emma Frith 14:07
Hi everyone! Should we spell our URLs in all service emails to external stakeholders, rather than
linking from meaningful text?

g n 5 replies Last reply 16 hours ago

terry.simpson_hmrc 15:08

| also have a URL question... We're about to update URLs within our service. Somebody suggested
URLs had to be plain english. Guidance is in the section called 'Service sub-domain URLs' at
https://www.gov.uk/guidance/content-design/url-standards-for-gov-uk As far as | can see plain
english is a requirement for shared/searchable URLs but not for dynamic transactional pages. Have |
understood it correctly?

i 3 replies Last reply 17 hours ago
. alun_b_dvla 15:13

joined #content.
- Cleavy 15:36

Message #content

Thread

# content

Emma Frith Yesterday at 14:07

Hi everyone! Should we spell our URLs in all service emails to
external stakeholders, rather than linking from meaningful
text?

5 replies

o

Adam Silver (DfE) 18 hours ago

Hey Emma, this might help:
https:/www.gov.uk/service-manual/technology/how-to-
email-your-users#protect-your-users

Adal‘l‘l Silver (DfE) 18 hours ago

only send links which point to the GOV.UK domain and
show the URL in full

(edited)
john_oates_gds 17 hours ago
This makes the same point (and has more advice on writing
emails): https:/www.gov.uk/service-manual/design/sending-
emails-and-text-messages#protect-your-users-from-spam-
and-phishing
X
Adam Silver (DfE) 16 hours ago
spell out any web addresses (URLs) in full to show the user
where links are going - for example,
https:/www.gov.uk/exampleservice
(edited)

Emma Frith 16 hours ago
thanks both @

Reply...




Iterations



Using the service
without an emall
address




it GOV.UK Claim for costs of a child’s fung

140 W This is a new service - your feedback will help us to improve it.

4 Back

Your email address

» Contact the claims team for help




it GOV.UK Claim for costs of a child’s fung

140 W This is a new service - your feedback will help us to improve it.

4 Back

This could create a barrier for users
Your email address who don’t have an email address or

——— " ' 0 e contacted another
way.

» Contact the claims team for help




# GOV.UK Claim for costs of a child’s funera

121908 This is a new service — your feedback will help us to improve it.

How do you wish to be
contacted?

We’'ll contact you if there's something wrong with your application

[] Emaitadaress Just ask the user how they prefer to
Your email address be contacted




# GOV.UK Claim for costs of a child’s funera

121908 This is a new service — your feedback will help us to improve it.

How do you wish to be

contacted? e An address is needed to
We’'ll contact you if there's something wrong with your application process the payment

. Email address

Your email address

e (Caseworkers wouldn’t tell
users the outcome by phone




Claim for costs of a child’s fune

214 V:W This is a new service - your feedback will help us to improve it.

4 Back

Your email address

] Provide an alternative route if users

don’t have an email.

v |donot have an email address

Call freephone 0808 196 1759 to make your claim if you do not have an
email address

Contact the claims team for help




Remember to ask
the audience If
they’ve faced this



Making sure the
child is
remembered



i GOV.UK Claim for costs of a child’s fune

1A VW  This is a new service - your feedback will help us to improve it.

What's the child's family
name?

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



ity GOV.UK Claim for costs of a child’s fune
This is a new service - your feedback will help us to improve it.
Parents fear their child will be

forgotten so referring to the child's
first name in correspondence is

I

What's the child's family
name?




¥ GOV.UK Claim for costs of a child’s fund

213V W This is a new service - your feedback will help us to improve it.

4 Back

What’s the child's name?

First name (if applicable)

] This field lets users enter the first

name they like.

Family name

» Contact the claims team for help




Uploading receipts



#5 GOV.UK Claim for costs of a child’s fu

1AW This is a new service —your feedback will help us to improve it.

< Back

What are you claiming for?

These are the expenses you can claim for. Select all that apply

Up to £300 towards a coffin, shroud, casket or other covering
Removal of implanted medical devices for a cremation
Completion of necessary cremation certificates

A container for storing ashes in a columbarium or similar (if the one
returned to you is unsuitable for this)

Fees charged by a third-party grave digger (where these are not
claimed by the burial or cremation provider)

Continue

» Contact the claims team for help




il GOV.UK Claim for costs of a child’s fung

1:120:W This is a new service — your feedback will help us to improve it.

Upload copies of your
receipts

You can upload receipts as scanned copies or photos of the originals

choose file NO file chosen

Add another file

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



i GOV.UK Claim for costs of a child’s fune

1AV W This is a new service — your feedback will help us to improve it.

Upload copies of your
receipts

e Add a field to let users tell us

Upload file .
You can upload receipts as scanned copies or photos of the originals Why they dOn”[ have thelr
choose file NO file chosen reCeIptS

kil A e Users can answer both or

either of these questions.
If you do not have some of your receipts, tell us why

We'll contact you to find out more. Your claim may take longer




i GOV.UK Claim for costs of a child’s fune

1AV W This is a new service — your feedback will help us to improve it.

Upload copies of your
receipts

Upload file

You can upload receipts as scanned copies or photos of the originals

choose file NO file chosen

Add another file

If you do not have some of your receipts, tell us why

We'll contact you to find out more. Your claim may take longer

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



it GOV.UK Claim for costs of

2108 This is a new service — your feedback will help us to improve it.

Do you have all of your
receipts?

O Yes, | have them all

Each scenario as a radio button

O No, | don't have any receipts
You'll need to tell us why

| have some of them

You'll need to tell us why




it GOV.UK Claim for costs of :

2108 This is a new service — your feedback will help us to improve it.

e T[he onus is on the user to work
out the correct scenario

Do you have all of your
receipts?

Q Vs, | have thsmall e Again, users may choose not to
provide them

O No, | don't have any receipts
You'll need to tell us why

e Again, caseworkers still need to
| have some of them ) . )
You'll heed t tell S whiy attribute receipts to the items

being claimed




What are you claiming for?

These are the expenses you can claim for. Select all that apply

Up to £300 towards a coffin, shroud, casket or other
covering

Removal of implanted medical devices for a
cremation

Completion of necessary cremation certificates

A container for storing ashes in a columbarium or
similar (if the one returned to you is unsuitable for
this)

Fees charged by a third-party grave digger (where
these are not claimed by the burial or cremation
provider)

L1 IO O &

Continue

» Contact the claims team for help

Do you have receipts for
the coffin, shroud, casket
or other covering?

@ Yes
O No

Your claim may take longer

» Contact the claims team for help

Upload your receipts for
the coffin, shroud, casket
or other covering

You can upload your receipts as scanned copies or
photos of the originals

Choose file No file chosen

Add another file

» Contact the claims team for help

Tellus whyyou do not
have receipts for the
coffin, shroud, casket or
other covering

» Contact the claims team for help




Making a
declaration



Tell us why you do | lost it
not have receipts

for the coffin,

shroud, casket or

other covering

Howdoyouwantto None of the above
be paid?

Declaration

You must agree that:

* the informationis correct and complete as far as you know

e you're aware it’s a criminal offence to knowingly submit false
information to make a claim

¢ you'll pay back any money you have been overpaid if you're asked to

,:I | agree
Submit claim

» Contact the claims team for help




Tell us why you do | lost it
not have receipts

for the coffin,

shroud, casket or

other covering

Howdoyouwantto None of the above
be paid?

Declaration

You must agree that:

* the informationis correct and complete as far as you know

e you're aware it’s a criminal offence to knowingly submit false
information to make a claim

¢ you'll pay back any money you have been overpaid if you're asked to

,:I | agree
Submit claim

» Contact the claims team for help

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



SMTUUU, CadneL ur
other covering

Tell us why you do | lost it
not have receipts

for the coffin,

shroud, casket or

other covering

Howdoyouwantto None of the above
be paid?

Declaration

By submitting your claim you agree that:

¢ theinformationis correct and complete as far as you know

e you're aware it’s a criminal offence to knowingly submit false
information to make a claim

* you’ll pay back any money you have been overpaid if you're asked to

Agree and submit claim

» Contact the claims team for help




Thanks



