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User Pain Points

At times confusing
authentication and overall
lacklustre design seen in the
Charge Place Scotland, and
similiar, services

Lack of punishment on
drivers using charging
spots inappropriately

Lack of infrastructure
in the form of charging
spaces and difficulty in
locating them

Desire for clarity and
transparency in the
policy and regulation
surrounding EVs

Desire for more

value from socially
conscious decisions and
compromises



InteriMm Takeaways

Jorro’s Goals

A desire to drive Adapt focus from purely
the EV revolution installation to new elements

QBL centred around Change notion that private
social awareness and entities are focused on

engagement commercial gain

Better educate stakeholders,
namely the public sector




Service Design Principles =58

User-centred
Services should be experienced through the customer’s eyes.

Co-creative
All stakeholders should be included in the service design process.

Sequencing
The service should be visualised as a sequence of interrelated actions.

Evidencing
Intangible services should be visualised in terms of physical artefacts.

Holistic
The entire environment of a service should be considered.
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- A modern communication strategy for the Glasgow City Council
Family Consultation

- Sir John Armitt of the UK National Infrastructure Commission

- Communicating Open Government: A How To Guide



“The Enablar”? :
Public SectorPersona
- has desire to help the community

- often inhibited by
+time

+ resources
+ internal/external communication

ervice Model
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v “Tha Drvar”

EV UserPersona

- multi persona base
- wants more spaces
***  -wants more punishment for space abusers
- wants clarity/transparency in regulations
- wants more value for eco-centric choice

- respects community
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Public SectorPersona EV UserPersona

- has desire to help the community - mul:spersana base

- often inhibited by - wants more spaces .
+time LR R A ) RO R —Wantsmrepunishmentfﬂfspaﬁeabusers
+ resources - wants clarity/transparency in regulations

- wants more value for eco-centric choice

- respects community

+ internal/external communication
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Denotes addition
to original service

sta Beginning User Journey Developing User Experience Becoming Aware, Involved User
ge F 1 4
Website Access . Phone Notification Phone Notification Physical/Online Attendance )
Evidence Customer Service Call Card Receipt Electricity Bill Charge Card Use Membership Creation Form Filled Jorro Newsletter
........................................... v
User Journey Initiate consumer Buy charge Use private o Use public o Get involvedin EV - Provide Interpret &
journey unit unit unit events/clubs response experience changes
: : A
Line of Interaction — — —* ——————— é— —————— é— —————————— _/ ———————————— v — — — - ———— - = = =
: : o
FRONTSTAGE POS contact Share impartial Install charging Communicate service Presence at drivers Collect responses Communicate
advice unit via email/call clubs and events changeto users
Line of Visibility : s 1 . L
v : v 4
BACKSTAGE Process Userfocused team J p Determine users to Add user responses to '
request access contact list commnicate with process document

Line of Internal
Interaction

SUPPORT
PROCESSES

Line of Internal

_:_____./____f __________________

Interaction
Public Sector focused Access process Share progress/

BACKSTAGE team begins work document T change
Line of Visibility : ey : : ¥z " A

v v/ J/ / '

= &) = 3
Initiate Share pertinent Provide Assist Evaluate
FRONTSTAGE communication documentinfo consultation installation offorts
: A : :
Line of Interaction — —2 —0“ T el el
\J : v v \/
Reach out for Identify need for Communicate Initiate decided Complete Plan
User Journey assistance change -+ ¥ potential change e change [ >
. ) Overseeing Install
N f Plan/Change Implemented

Evidence Call or Email Contact Sharing of Document Info Sharing of Plans Communicating suggetsions
Stage N N

Initiating Relationship Planning Informed Implementation End-End, Informed Process of User Focused Change
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User Journey(Domestic)ﬁ

| Pre-Service > | Service > [ Post-Service >
Stages
Research Compare Field Visit Guide Pay Wait Feedback Technical support
Timelines
10:30,3rd Mar, 2021 14:00,3rd,Mar, 2021 &th,Mar, 2021 6th,Mar, 2021 11:00. 9thMar. 2021 12:00. 9th,Mar. 2021

Channel Usage

OO

Actions
> /M knowthe brand of > Compare the
charging pie scvantages sna
> Undesstend the ussge sssddvantages of (A-"
i = :
> Know haw to pay m:.:'"nph
» Compare which is
closer to the current:
position

Problem findings

»  No clear signs indicating parking Spaces for electric vehicles; Charging

Ml B

Wi

View imited ,‘(A Paybycradtcard > Mske cther
insiructions snd amengements fo pass
precautions on site \ the time. such as takir
Find out how long it & walkin 8 local park,
takes to recharge. visiting & local
start planning for that supermarket. watching
time A amovie. stc
Refum o the parking
ares in advance

bit less, somatimes wait too long; There are non-electric vehicles illegal »  Sometimes waiting time Is too long, have no idea what can do
parking phenomenon; during that time.
Opportunities
» 1. Set obvious charging indicator » Provide users with free SMS notification functien to help users
» Provide users with an appropriate payment process understand their charging status
> Setup a process to reduce lllegal parking for non-EV users. » Plan and clarify the phical of p

malls, parks, movie theaters, etc. for users in different chargin:
areas to help users pass the waiting time

User Journey(Public)

Pre-Service > | Service | Post-Service >
Stages
Research Compare Field Visit Guide Pay Wait Feedback Technical support
Timelines
10:30,3rd,Mar, 2021 14:00,3rd Mar, 2021 5th,Mar, 2021 6th,Mar. 2021 11:00, 9th,Mar, 2021 12:00, 9th,Mar. 2021 All the time All the time
Channel Usage
© l_ @ —. DO
: [ # fih '
Actions
» /A know the brand of Ghoose the best View limited > [ Paybycredtoars > Mske cthes > 1 have any > Read the produt
charging e R - bl crargen ple renerswd ‘:é srrore g ( orm | can /o et o o
» Understand the usage disadvantsges of i) Find cut how long it & wak in a locl park, o W ‘( i
process - g plle i isan fong s walk in & vis email or phone \ inquiry to lesm and
» Knaw how to pay brands an the nebwork Sty S i o & roctivon ! Widloym boceh uncerstand the prablems
> = ibsoRs neads to wait in line :ﬁmmm /A :mm:mm or dificulties that may be
closer to the curent Flans ot g SO s
position Sk o e on charging process

Emotional change

Problem findings

»  No clear signs indicating parking Spaces for electric vehicles; Charging
bit less, sometimes wait too long; There are non-electric vehicles illegal

parking phenomenon;

Opportunities

Distributors will not take the initiative to
contact for regular inspection of equipment

Sometimes waiting time is too long, have no idea what can do >
during that time.

» 1. Set obvious charging indicator
» Provide users with an appropriate payment process
» Setup a process to reduce lllegal parking for non-EV users.

Provide users with free SMS notification function to help users
understand their charging status
Plan and clarify the ical | of hog
malls, parks, movie theaters, etc. for users in different charging
areas to help users pass the waiting time

» Strengthen the connection between users and
Jorro, provide a platform or channel for users to
provide feedback




Service Blueprint "?

Beginning User Journey
Stage ; i
Website Access .
Evidence Customer Service Call Card Receipt
User Journey Initiate consumer Buy charge
journey unit
. . : A
Line of Interaction — — —:'— — — — — — — - — — -
\J :
advice

Line of Visibility




Developing User Experience Becoming Aware, Involved User

Phone Notification Phone Notification  Physical/Online Attendance _
Electricity Bill Charge Card Use Membership Creation Form Filled
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Provide
response

Getinvolvedin EV
events/clubs

Use private

! - Use public
unit

unit

Presence at drivers
clubs and events

Install charging Communicate service

: ; Collect responses
unit via email /call




I'd like to hear meaningful
response and communication
from public/private sector
entities

I’d like to hear a shared,
collaborative dialogue
amongst the entire community

coming out in support of EV/
renewables movement

I’d like to hear more people y \
n)) 5)
\

I'd spread positive ® %
messages and useful

advice M

I'd act curteously with
regards to public
charging spaces and
other users

I'd tell others about my
experience communicating
with the larger EV related
bodies

I'd share my thoughts and
recommendations with
the decision makers

I’d like to think that the community
as a whole act in a way that
supports EV revolution

I'd like to feel like my actions,
particularly choice to own EV,
make a difference

I'd like to feel like my voice
carries weight and my opinion
matters

. I'd Ikike to feel like my best

M interest is being considered

| want to see more people
within the entire community
taking notice of the efforts to
create change

| want to see more
drivers making the
switch to EVs

I want to see intangible
change in regulation,
policy, and communication

I want to see
physical change in
infrastructure

Local Councils

Public Sector

| 4 Facing Team Management
Current
Customers ~ Involved
User

Potential .

Customers i
Installation P
Team :
User Facing
Team
Policy Makers

Government
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Line of Visibility : A -
\ : \J a

BACKSTAGE Process Userfocused team § . Determine usersto Add user responses to
request access contact list commnicate with process document

Line of Internal
Interaction

SUPPORT
PROCESSES

Line of Internal

Interaction
BACKSTAGE Public Sectt.ar focused Accessprocess § =
team begins work document A
s '}
Line of Visibility : : )
v |/ v /
G
g | z -
Initiate Share pertinent
FRONTSTAGE communication documentinfo
[
: A :
Line of Interaction — — -—o?»- e i
\/ : \J
Reach out for Identify need for Communicate
User Journey assistance change *+ % potential change
Evidence Call or Email Contact Sharing of Document Info Sharing of Plans
Stage

Initiating Relationship Planning Informed Implementation




Share progress/
change
./ : _/ t
Provide Assist Evaluate
consultation installation efforts
Complete Plan
..... » change ........+++++++++.....* J
Liilg B=
Overseeing install Plan/Change Implemented

Communicating suggetsions

End-End, Informed Process of User Focused Change



‘ Outcome Scenario 1

Storyboard

8:415am ?:10am 9:15am
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e
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Google the nearest charging point and compare it with
nearby facilities like supermarket, cinema,park, etc.
Think about what can [ do while waiting to charge.

I need to charge my car,
let me google where is the nearest one?

: ~ 0D
E E Find information waiting h
ROk s 9:18am 9:20am

’,/ = \\\\‘ ! \.1. ‘\ulleu:
Scan the QR code and read / \ Parking my car I th waltng unit | / -
Bobbie's charging story (Waiting lm't) e T e hiie Shith oo oo - e
/' my arriving time. Q

N /4 M= ———
NS Py, e Pl o o ki oy
M ) - { guidsase. You san slse chack st Jors's
N e recemmendations for 8 few nearhy walking
e routes e i
way e b1
lzlzl" S I=m
Insert my charging card here

| , Record arrival time
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9:25am 9:28am 9:30am
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< = Choose mode Start charging Waiting for charging
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10:30am 10:32am

sSesecsvecssnocnnn®
‘Thank you for using our charging bank, and really aporeciate
10F ot ConaioUn 1 svirormmentd pesecton I oraw 1o
previde Detier service for you, we hope you cam spare 2.3

your 7 progrmy
{1 5 T GuE he rossiomsale. you wall T 10 Mt o
D ¥ tharge. After

15 minutes left reminding

Scan the QR code and read e Ul
BObbie 's Charging Story Car charging finish reminding

finished, hope you can come and pick up your
car a3 3000 as possible. 8 Gan reduce e
Walling Sme for Othes users.

your S {ntipa- o google comtormmyg1-1BOKIGE-
1 NEDO N B BB vt TS )

YOu have sy questions, please beel fres 10 LONLaCt us ot
e

PV VNN

Message reminder Give feedback



‘ Outcome Scenario 1

p Scotland EV Charging Experience Feedback
fi no.20210418

o gl?y

SR

How ofien do you use the public charging point im a week? *

Q Onceaweek

FE R R B N N NN NN NN NN

2* Username . Rayla Q) Twoor three times a week
L]
# Q) Aimost everyday
L .
b s license plate: SA51 ABC O O0thers
vaup DaTes

. . [ mosTu veanmonTH vian
L L \

* 04/21 o04/23
ac [ ] : Whiat are vour main charging scenarios?
- L]
- L] ™ Q) Commuting
. L4 bt QO Malis Nearby [
: . orro cottis
™ - () High-Way Nearby

L] = .
] - e Q Emergency
™ e L] //
. . f n0.20210418 O Others v rn m n

o : r
L]
; O

™ .
® . | | % ind ir difficutr ro fi : i e

° o viau find it difficulr to find the public charging locarion hased an the current
. Scan this and read the navigation?
[ ] L Charging Guidance

. provided by Scotland

. £  community &Jorro Q ves
° . Q No
S esseOOOROOBROORREN L ] This card is issued by Jorro company. for conditions of use,visit your

programme website. Please check the balance of your card before
making any payment of charging.

: What do you chink are the shorccomings of charging poings? *
Customer service & & 5ing

Scan the QR code and read \ iy

A / Q Charging efficiency

Bobbie ’s Charging story ) Dirficuit operation and lack of instruction

(O Lackof charging points

Q Others
o0—-o0
In general. what facrors do you consider when chaosing 3 public charging poinee?
Q) Charging Speed
QO Distance
Q Price
QO Waiting time

Q Ssurrounding supporting facilities






‘ Outcome Scenario 2

Charging point

vehicle

Vehicle detector

electric current

. Charging point
vehicle

Vehicle detector

..}

Vehicle detector

electric current

' Charging point
vehicle

Charging point

Vehicle detector Vehicle detector

A
} o0

/ .
electric current

CITY COUNCIL




Reflectionw;I

* Typical restraints of language and location barriers were apparent but overcome with

weekly updates and communication alongside the weekly tutorials, with supportive and
considered discussion of ideas.

* The scope of the area we were focused on, and it was difficult to quickly select the key

problems for analysis. This was overcome by largely focusing our gaze on the Glasgow
City Council

* User experience is very subjective and given the limited
information and data available, it is difficult

to analyse user behaviour as thoroughly as we may have
aimed.

-
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Interviews
Conducted
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Professionals

1 2 Contacted

Interviews
Conducted




Sequencing &
Iterative

Educating Users

\90
&7

Vari-focal Platform







UK Gov Annual Plan 20-21 https://www.gov.uk/government/publications/competition-
and-markets-authority-annual-plan-2020-to-2021/annual-plan-2020-to-2021

Scot Government Comm Plan
https://www.gov.scot/publications/scottish-government-communications-plan-2017-

18/

GCC Strategic Plan 2017-2022
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=40052&p=0

GCC Fam Consultation
https://www.glasgow.gov.uk/CouncillorsandCommittees/viewSelectedDocument.asp?c=

P62AFQDN2UOGUTDX2U

Service Design for Gov
https://angelquicksey.medium.com/service-design-for-policy-b0a9408dced1

Public Charging Point Planning Report https://core.ac.uk/download/pdf/204397676.pdf

Communicating Open Government https://www.oecd.org/gov/Open-Government-
Guide.pdf

https://www.drivingelectric.com/your-questions-answered/1241/complete-guide-
chargeplace-scotland-charging-network

https://www.istockphoto.com/vector/electric-car-gm1202726859-345411692

hear by Gregor Cresnar from the Noun Project

see by Icongeek26 from the Noun Project

say by Adrien Coquet from the Noun Project

think by Adrien Coquet from the Noun Project
Head pain by Gan Khoon Lay from the Noun Project
goal by Gregor Cresnar from the Noun Project
Principle by Yu luck from the Noun Project
educate by Adrien Coquet from the Noun Project
solve by Adrien Coquet from the Noun Project
Loop by Timofei Rostilov from the Noun Project
<a href="https://storyset.com/work">lllustration by Freepik Storyset</a>

https://www.istockphoto.com/vector/female-hand-holding-smartphone-
with-city-map-on-screen-gm1310654237-399989892

This is Service Design Thinking by Mark Stickdorn
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https://www.drivingelectric.com/your-questions-answered/1241/complete-guide-chargeplace-scotland-charging-network
https://www.istockphoto.com/vector/female-hand-holding-smartphone-with-city-map-on-screen-gm1310654237-399989892

