EmployeeHub

Building a large scale phygital campus

EmployeeHub Monday, 11Dec  08:41:23 @ Backto Home

“ All Done! You are In Queue

16:30 il F - 16:30 wll T .

Your registration is confirmed. You will receive SMS updates on your queue status.

aA @ emhub.govsglsc-walkin-regis.... ¢ aA @ emhubgov.sgfsc-walkin-regis... &

Registration Details EmployeeHub EmployeeHub

Your Queue No.

6 76 B Ph|l|p Goh Please Select a Service Below

SXXXX6T6B Induction

Sponsorships & Benefits

Your queue number may not be called Sponsorships & Overseas Admin

insequence
Category
Sponsorships & Benefits

Service Schemes & Benefits

Recruitment

Service Type aoo ) )
Salary Services Centre Benefits

Sponsorships & Overseas Admin
Sponsorships &

Scan the QR cade to view Benefits
on your device g

General Enquiry




Context

Team Timeline Role
IBM & Government Client Sep 2022 - Dec 2022 Service Design
UI/UX Design

Stakeholder Management

Context

A key public sector client is building a smart campus for employees and the public. It is a one-stop
shop for all departments as well as public facilities like gyms and food courts. Currently, some
departments are in different locations, making it difficult for employees to carry out their work. The
client was also looking to optimise their customer service.

With the new campus, users will enjoy services such as resource booking and event management
all in one ecosystem. I'll be focusing on users’ experience when inquiring about the EmployeeHub’s
offerings and resources.

How Might We enable anyone to address their queries in a
pleasant and systematic way?



Outcome

A seamless registration experience focusing on crowd wellbeing
and efficiency

Predicted impact

e Established a tangible channel for queries to be addressed
e Reduced waiting time by ~83.3% *(calculated based on user research)

Welcome to -
:’,l' 5
s
EmployeeHub ﬁ;;,ff %
[=]: ﬁ% %
Alternatively, scan this

QR code to register




Approach

1

Studying the physical
space
Ensuring a seamless

blend of the physical and
digital elements

2

Requirement
gathering & research

Incorporating all
requirements into user
flows and platforms

3

Experimenting,
designing...

...all for the most ideal
experience

4

Presenting to
stakeholders

Validating and polishing
designs



Floor plan

e (government laptops for
fulfilling certain tasks)
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User flow

Goal: For walk-ins to get a queue number and see their service provider asap

Platform: Responsive web

Devices: Tablet & Mobile

' N N 7
START IDENTIFICATION SELECT SERVICE
Enters building ——> Enters Service Centre » Registers on tablets —T1—» Scan face (tablet only)
(get employee details
Security scan at the Scan QR code on tablet from HR database if Pre-fill name and
gantry to fill up details on applicable) i contact details for Q no > DESctsevice
mobile
(identify if user is an OR ) .
( p o, i1 ' if scanning unsuccessful:
emp oyee;f UL [ (o G =) Scan NRIC or manually
pubiic) enter details (tablet + Manually fill name and
mobile available T contact details for Q no.
\. J J

Trigger SMS updates on

v

Q no.

proceed to waiting area

Q no. gets called on LED
> monitor and SMS
indicates location of
where user should go
—

via Integrated
Appointment System

.. Location will be at the
General enguiries EEEEE—

Service Centre counters

if queries are partially
fulfilled by Service
Centre, specific the
depts to follow up in
separate area

Specific enquiries E—




Desk research

Services

Medical
* General Enquiry
» Registration

Induction

* Induction Management
» Induction Registration

s Exit Permit Management
o Defaulter Management

Recruitment

* Recruitment Management
* Online Application

+ General Enquiry

E-payments
» Compensation Management
« Payroll Management
+ Financial Services Management
» Temp Staff Payment Services

Tablet references

Airport check-in kiosk

Wrg
Print Boarding Pass. Bag Tag

> amhian Jotetwd  TioanTas

~ RN

Sponsorship & Benefits
* Sponsorship & Overseas Admin

» Benefits

Feedback
*» Complaints (SC)

General Enquiries &0thers
* Disability & Injury Management
» Employee Authorisation Management

» Service Schemes & Benefits

" CATHAY PACIFIC vERY -

CATHAW /S CHINA AIRLINES &
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x Reference

Telcom services

SAMSUNG SAMSUNG

SAMSUNG
SMS Queue Registration

Queue Registration
Tue, 11 Jan 2022 182337

Select Service

Queue Registration
Tue, 11 .Jen 2022 20:40:29

Select Service
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Solact Service

Appointment Repair
Appointment

Collection

Miss Q Click Here

Lovem ipsum dolor Lorem ipsam delor
Bil et consectelur il amel, cansectetur
adipiscing st adipiscing st
Maiid &l amal M &il aimet
Feliz ut nis! tempus Feliz ut niz! fempus
suismod eu etomee  euismod su e baroe

mnllsuus mrgsuun Collection Others

Lorem ipsurn dolor Lorem ipsum dolor
i amet, consecioiur S amel. consacimiur

adipiscing elil. adipising elit.
Maurss sit amet Maures sit amet
felie: ut nisl 1empus felis ut misl 1empus
Buismod eu o bt euismod eu o oo

Kiry I Yosur Ghasiue Numiber

@Waiting

SMS Queue Registration

@Wﬂiting

Queue Registration '

@Waiting

Queue Registration ) ‘

@Waiting

‘ Queue Registration ‘

Select Service Select Service
Selact Service Select Service
-
=1 .

i = 23 Appotnment | 5] colection | . p—
— — | Maobile Number .
2 Ticket(s) 1 Ticket(s) pprss U Mistes. Appee. 10 Misstes ol +91
Callactions Rapairs 1} Repair E_;% Appaintment SUBMIT [ wesacuckwes _J
0 Tickat(s) 0 Ticket(s) Agprca. O Misste Appro. 5 Minutes
Appointment Missed Q Collection Missed Queue
- 1
0 Ticket(s] Apprca. ( Micuts




Layout & Ul considerations

o Layout for services

e / Pattern
e Top left to top right, following users’
scanning pattern
e Mental modal: ‘Others’ to be at the corner

E . P Categorise function by hierarchy

R e T T Tl e 80/20 rule (Pareto Principle)
e 20% of the options that are used by 80%
of the time




Layout & Ul considerations

Categorising services 1 CTA per page
ET Ty
¢ Iy
[ S
S V2= 3
BE) =

Pros: Pros:
e Overview of main Categories e Step-by-step process for the less tech
e Content flexibility for various screen savvy
sizes e Simple navigation
Cons: Cons:
e Services might not be grouped as per e Many clicks if flow is too long

user’s expectations



Stakeholder facilitation

Client management

The client wanted more information such as
email addresses, to build profiles for end
users. However, the flow needed to be as
straightforward as possible. We reached
middle ground by making the email
address field optional.

Gaining alignment

Various departments had to configure their
own services. | facilitated conversations
among our client and the departments —
eg. establishing the approval flow to list
their services, how frequent this process
should be etc.

Appaointment : External
CQueve : Yes | No
Walk-in : Yes / No

Notify Service Provider : Yes / No
IF "Yes" == when & how to notify?

ICapturing Contact Details : Yes | No

Health
Screening

~—

Visitor Services (Le. Health Screening)

Dont’ Capture Contact Details

Each Service Provider
will configure their own
Services available for
Registration

Send for approval by
Customer Service
Centre as this is done
thru Registration Table /
CS0O Roaming Tablet

| used artefacts like wireframes, sketches and flows to help clients visualise processes and make

more informed decisions.

\\

Configuration for Visitor services

[SERVICE NAME]
[SERVICE PROVIDER / DEPT]

Capture Contact Details [Yes / No]

Natification to Service Provider

\ Operation Period : [Date Range]

Status : Active

Submiit far APPROVAL

I

Select Purpose of Visit :

Logo
L [ |
o i
Face Recognition Scan IC

Logo

dms. Date

Tos
Logo ez essage

Name
o s 123A)

Q number
123A

Appoiniment Bepartment/Tanant




Introducing EmployeeHub’s brand new customer service
experience

Scholarship Inquiry @ Service Centre

Philip has just finished his medical review at EmployeeHub earlier, and had lunch with his friend.

/

Philip Goh
(Q no: 676B)

He has some time before heading to the EmployeeHub gym. He wants to find out about the
available scholarships, submission period and eligibility etc.

He goes to the Service Centre to the registration tablet.
Student and part time

employee at

EmployeeHub Needs / Wants Business Goals
Objective e Speak to someone for scholarship info e Prevent crowds or long Qs at the
Learn more about e Wants to make it on time for his gym registration tablet
scholarships i
class e Ensure visitors know where they are

going and obtain the service they need



Design

View the mobile prototype.

16:30 ll - 16:30 ol T -
&A@ nshub.govsgisc-walkin-regis.... & aA W nshub.govsg/sc-walkin-regis... &
NS HUB NS HUB
Please Select a Service Below (<) Sponsorships & Benefits
NS & Enlistment. E-Payments Sponsorships & Overseas Admin
7
Service Schemes & Benefits
Recruitrment Medical
¥l [?9 Salary Services Centre Benefits
Sponsorships & cwr:“
4 =
General Enguiry Feedback
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16:30 il T -

AA W nshub.gov.sg/sc-walkin-regls....

NS HUB

@. Enter Contact Details

Full Narne

MRIC / FIM / Passport Mumber

eg S1234567X

Phone Numiber

+83

Email foptional)

| hereby consent to the processing of the:
personal data that | have provided and
declare my agreement with the data
protection regulations in the data privacy
staternent

< > th m
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16:30

A @ nshub.gov.sg/sc-walkin-regis....

NS HUB

@ Enter Contact Details

Full Name

Philip Goh

NRIC / FIN / Passport Numbser

S90006768

Phane Number

+05 PO001234

Email {opticnal)

B | hereby consent to the processing of the
persanal data that | have provided and
declare my agreement with the data
protection reguiations in the data privacy
satement

< > th m
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NS HUB
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af @ nshub.gov.sg/sc-walkin-regls.... &

NS HUB

&4 All Done! You are In Queue

Your registration is confirmed. You will receive SMS
updates on your queue status.

our Queue No.

676B

igur Quews Numiber may not be called in sequence

1. Beblam

Registration Details
Philip Goh

SKANKETEE

Category
Sponsorships & Benefits

Service Type

Sponsarships & Overseas Admin

< > M m b

16:30 all T -

af @ nshubgovsgfsc-walkinregls.. ¢

NS HUB

w

Invalid Details
Please approach a Service Ambassacor far assistance.

oo D .- -
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[Dear Philip Goh [SXXXXETEE),

Your registration is confirmed.
‘four queua number is 6768, the
last 4 charecters of your NRIC.

Plaase proceed to Service
Cantre, Service Pods, NS Hub,
Level 3.

Your gueue number BTES is
naar, there ara 3 parsonls)
ahead of you. Your rurmiber will
e called shortly,

four queue numbier G768,
Plaase pmceed to Service
Cantra Counter now to be
served.

B e |
rOC@0086 2




Main takeaways

1 2 3
Acclimating to the Building a plane Incorporating service
consulting world and while trying to fly it design

working on a large
scale project



	EH
	EMHub context-1
	EMHub context
	Roger context-1
	Roger context-2
	Roger context-3
	Roger context-4
	Roger context-5
	Roger context-6
	Roger context-7
	Roger context-8
	Roger context
	UX Research

