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PART ONE

Interim Takeaways
User Pain Points



PART ONE

Interim Takeaways
Jorro’s Goals

1 A desire to drive 
the EV revolution 

3 Better educate stakeholders, 
namely the public sector 

2 QBL centred around 
social awareness and 
engagement

4 Adapt focus from purely 
installation to new elements

5 Change notion that private 
entities are focused on 
commercial gain



PART ONE

Interim Takeaways
Service Design Principles

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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PART TWO

Service Model
“Public sector communication planning has tended to be ad 

hoc, uncoordinated, or both…and they are separate from 
internal communication and customer contact.”

- A modern communication strategy for the Glasgow City Council 
Family Consultation

 “open government, understood as a culture of governance 
that promotes the principles of transparency, integrity, 

accountability and citizen participation for democracy and 
inclusive growth” 

- Sir John Armitt of the UK National Infrastructure Commission

“the public and private sectors need to work together 
more…central and local government have a role to play 

in helping to improve charging networks by 2030”
- Communicating Open Government: A How To Guide
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PART THREE
Service Blueprint

Customer Expectation Model Stakeholder Map
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Storyboard

Scan the QR code and read 
Bobbie's charging story

Outcome Scenario 1
PART FOUR
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Scan the QR code and read 
Bobbie's charging story

Outcome Scenario 1
PART FOUR

Data collected by 
Jorro & Scottish 
Government



Outcome Scenario 2
PART FOUR

??
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PART FIVE

Reflection
• 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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PART FIVE

Reflection

208
Questionnaires 

answered 
12

Interviews 
Conducted

2
Professionals

Contacted



PART SIX

Future

Sequencing & 
Iterative

Educating Users Vari-focal Platform



Thanks!

Group 4 
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