[bookmark: _vdsgifju3zkh][image: ]Record insights from in-person observation
[bookmark: _ss34oz1ws915]Learn more about the people who use a service by observing them interact with it.
[bookmark: _mezrbnb7xugf]How to use this template
You can use this template for:
· noting key observations and recording your notes
· Informally gaining insights and perspectives on areas for improvement or guiding directions for change
Activities you can consider include:
· If you have an in-person service point, you could watch interactions
· utilising public computer areas to observe people engaging with your digital services
· engaging directly with individuals to understand their experience
[bookmark: _kyuvuktu9hgl]Tips
You should:
· prepare, as you’ll be interacting with people
· make it clear what you’re doing and who you work for
· consider small incentives to encourage participation, such as wrapped chocolates
· respect privacy and make sure people can choose to opt out
· consider safeguarding and what to do if service users are vulnerable or distressed
· do not observe without permission
· when observing, make sure you do not see or record personal details or passwords
· when interviewing, ask people not to disclose personal information
· ask more open questions, such as “What..? How..?” and fewer closed questions with yes or no answers, such as “Do..? Did..?”
· focus on learning about people and problems. Solutions can be explored later
· when interviewing, set a time limit and keep focus on the research topic
· know where to signpost people who need help with a service or to make a complaint
· be cautious with sensitive services and questions
[bookmark: _n1jgnwony3k9]Before you start
[bookmark: _9ziti9aj36hv]Define your research goals
Think about what you want to learn. What do you want to achieve with your research? What are your key questions about your project? Who might be the key users? Who is experiencing the problem you want to solve? Who would be affected by any ideas for solutions? 
[bookmark: _rzun2qklhohe]Goal 1
For example, where in their journey do people get stuck?
	



[bookmark: _2y3xlv9cpbv9]Goal 2
For example, what do people need to do? Do they understand what happens next?
	



[bookmark: _vl94ejiigfd6]Goal 3
For example, are there common problems across different tasks or services?
	



[bookmark: _4p6nq8g5o6ns]Define your questions
If you're going to speak with people as well as observing, it's good to have some questions ready.
[bookmark: _g7woe9fq6h3e]Question 1
For example, if you could change one thing about this service, what would it be?
	



[bookmark: _9o9d13pud55]Question 2
For example, if you could keep anything as it is, what would it be?
	



[bookmark: _cj771b4rq1ql]Question 3
For example, how would you describe this service to a friend?
	



[bookmark: _f7dyn35penop]Question 4
For example, tell me about when you've had a good experience with a council service? What made it good for you?
	



[bookmark: _u7wy6inmzw9p]Question 5
For example, tell me about when you've had a bad experience with a council service? What made it bad for you?
	



[bookmark: _jsfakxmo0jtd]Question 6
For example, can you tell me about your previous experience with this service (or organisation)?
	








[bookmark: _zb0ggjy7fm70]Your observation notes
Things to watch out for:
· what questions do people ask while using the service?
· how long does it take to use the service from start to end?
· how many mistakes do people make?
· were people able to do everything they needed?
· when do people need help?
· what type of help do people need?
· when did people get stressed, confused, or annoyed when using the service? Why were they feeling this way?
[bookmark: _fk85zkvw7t3w]Notes
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[bookmark: _bxgmxi2mcoyu]Quotes
	·  
·  
· 



[bookmark: _w15wudyqt9uq]Additional general notes
	·  
·  
· 



[bookmark: _mnmldqc2c1nr]Your interview notes
[bookmark: _8gj9kk5try87]Person 1
	User group
	

	Service
	

	Task
	

	Question 1
	

	Question 2
	

	Question 3
	

	Question 4
	


[bookmark: _zd6g5pbf5sie]
[bookmark: _dzs92vbwg1io]Person 2
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[bookmark: _fihm4dkryq1a]
[bookmark: _sk0e5dpqzuyd]Person 3
	User group
	

	Service
	

	Task
	

	Question 1
	

	Question 2
	

	Question 3
	

	Question 4
	


[bookmark: _dmti2w61v6yl]
[bookmark: _49qlsklni2si]Person 4
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[bookmark: _jg9zviyl21w]
[bookmark: _v2262in6ivln]Person 5
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[bookmark: _kkspxebzxwno]
[bookmark: _qsu23cwkj48i]Person 6
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Copy and paste a table if you speak with more than 6 people.

[bookmark: _vou46xz4cx7j]Organise your insights
Review your notes and organise them into themes. For example, by:
· user group
· related root causes
· type of problem
· pain points
· opportunities for improvement
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