Strategic Design

NSW Gov: Change of surname after marriage

Role: Lead Researcher and Service Designer

Planned and executed all research initiatives. Including surveys,
ethnographic research and interviews, collecting artefacts and
running multiple workshops across government departments to
find solutions for the "Tell us Once" initiative of MP Victor

Dominello.

Worked with multiple government departments to understand
their policies and requirements for change of identity

Streamlined a process that customers gave up on after a year, to
one 6 minute process and one in-person check at Service NSW

120% increase in correct application path

Change of
surname after

marriage

Project and research summary
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ChaHenqes

What problem are we trying to solve
How might customers...tell us this once?
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Challenge 1

Numerous government departments
needed to be involved.

Each with their own security and
privacy concerns.

We needed to include related industry
bodies, including Super, banking and
other utilities.

Who does this affect?
More than 26,000/year in NSW

MARRIAGE & DIVORCE STATISTICS - 2019
Source: ABS (2020)

If 26k change their marriage
name in NSW each year,
that’s $15.6m/year in
customer's time

Assumes 6 identity docs 1ake
4 hours each: 4 x 6 = 24hrs
If 65% change

their name after 'J e
marriage in NSW A
that's 26k/year S600 x 26k = $15.6m
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Challenge 2

Impact over 26K NSW Customers.

Onus was on the customer to tell
each government department.

Service NSW had 6 months worth of
refunds it was struggling to manage
due to incorrect applications.

Where we started
Initial Discovery Insights

There s no single source of Information on changing a Private sector are making
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Challenge 3

The process was unclear to customers, time
consuming and there was no single source
of truth where customers could get reliable
information.

Each organisation had it's own processes.

No two processes were the same.



Design Process

Our journey so far
From Discovery to Alpha Prototype

Discovery Solution Development Alpha

Feb

Concept
testing Concept

Solution Lo Fi
ideas prototype
e D

lickabl

Content  Prototype

experience
testing

Beta

Followed the Double
Diamond

Moved through discovery
to ideation and concept
test.



Project Activities

Briefing from Directors of Customer Service.

. Guerrilla Research at Wedding Expo

Interviews with SMEs from Birth Deaths and Marriages

. Celebrant Survey

. Wedding Party Survey

Baseline testing of exisiting state application process.

Contextual Inquires with Wedding Parties

. Interviews with Wedding Celebrants

Interviews with Heads of government organisations and SMEs

. Workshops to increase engagement and assist with ideation and product development

. Alpha prototype testing
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Research Activities

Mixed method research

Discovery/Alpha
Research activities

Activity 1 Guerrilla research 12
Nov 2020 Sydney Wedding Expo interviews

Activity 2 Interviews (contextual inquiries)
Nov/Dec 2020

Wedding parties
Celebrants 1200+ survey

responses

Discovery/Alpha
Research activities

Activity 3 Survey to celebrants

Dec 2020 3 usability

Activity 5 Content experience baselining tests

Jan 2021 20/20 could not find change of name
content on nsw.gov.au or service.nsw.gov.au

Activity 4 Survey to wedding parties

Jan 2021
A — '
-‘i“‘!; Activity 6 Content prototype testing 39 parilcipants
NSW Jan 2021 6/6 could find our content when
GOVERNMENT information journey was improved on both sites

Activity 7 Alpha prototype testing
Feb 2021 5/5 found our prototype to be
useful and valuable
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Contextual Inquires

Activity 1

Research Interviews
November 2020

Research type #qualitative #interviews

Participants #wedding parties #celebrants
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What we did
Discovery Interviews

12 x 2-hour interviews to establish a broad base of
knowledge around wedding information and
change of name expectations and experiences.

These interviews were recorded, transcribed and
coded by theme to understand customer needs.

Photographic evidence was collected in order to
compliment the data and compare notes that
various participants took.

We observed collected information, documentation
and tools participants used over the course of
planning their wedding to going through the steps
of changing their name.

Discovery
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Baseline test

Baseline: 20/20 participants were not able to find
content on changing your name after marriage

Most found the change of name application and thought they were in the right place.
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Information hierarchy needed to be clearer.
Options for Change of Name and Surname needed to be clearer

Process needed to be clearer
This first application point resulted in the backlog of refunds Service NSW was facing.



Cls - What we learned

- We did CI's to understand the type of information customers were looking for, where they went looking, what were
their expectations of the process? and what their actual experience of the process was.

- To use this information to determine how to set them up for success when it came to a
Surname with is considered to be the "easiest" Change of Name process.

What we learned
Couples want more guidance

Wedding Parties did not understand the role the government played in weddings
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What we learned

8/9 parties confused state and federal government and did not

understand the difference between ServiceNSW and MyGov

There was confusion arcund what functions sit with State and Faderal governmant. with many
participants unable ta differentiate betwaen the two. Participants assumed thoy would be able to
complete a change of name digitally through either MyGov or the ServicaNSW.
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What we learned
Change of name process after marriage is not well understood

Change of Name is not discussed during Wedding Plamin? —rather it's a final/last minute slerment, This
mears it is often the Celebrant who raises the prospect of how to introduce the couple and raise the
questicn of changrg a family name.
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What we learned
Government agencies only known for common services they
provide, not the agency remit

Participants expacted government to have a high level of knowledge about them, but
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What we learned
Confusion regarding marriage documents

Certificate meaning dscoversd late n the oumey
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What we learned

Security conscious

Weddng Parties wera unclear on where or how to direct security concems
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What we learned
People thought change of name
would be either ‘very easy’ or ‘very hard’
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Or “‘overwhedming’ and ‘daunting’ (7 out of 9 participants)
Thers was no middle ground

8%

Change of Name process was perceived as being 'easy, because the government must do it a lot’

What we learned
Government services are considered secure, highly trusted and
perceived as safe and reliable

Government was viewed favourably as 2 secure, large, muki-faceted
organisation that would take the protection of its customers privacy very
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What we learned
Information is dictated by wedding industry
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What we learned
11/12 described the same name change + notification solution

Almost all participants cescribed a Ona-Stop-Shop salution
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Guerrilla - What we learned

Activity 1

Sydney Wedding Expo
November 2020

Discovery

Research type #qualitative #interviews

Participants #wedding parties #celebrants

What we did
Guerrilla research

Guerrilla research involves intercepting participating parties to complete quick surveys or
answer some questions. You don't get to go in depth and you don't get much time to kncw
them or collect much background information, however it helped formed the baseline
knowledge for the larger interviews and surveys.

Joined BDM marketing staff at wedding expo stand.

Conducted interviews and surveys

AL
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Discovery

- We wanted to understand how people researched their weddings and
when they first came across Change of Name information.

- It also gave us the opportunity to speak to people surrounding the
wedding industry to see what other services were offered including
legal and change of surname offerings.

What we learned

Stall owners and celebrants

Celebrant Insight ~ to be further examined:

* Change of name requirement is culturzity relevant, Chinese women don't
N Haaic A

change their nama

| amilies oftan wish o gel marr ed the next day, are unaware of 30-day
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What we learned
Attendees (brides, grooms, etc)

Groups: Female dominated

Groups wers primarily led by a Bride o Be wih a gathenng of her close friends (4-6) and often her mother
Other smaller groups included Bride and mother or Bride and occasionally Groom. They are greeted at the
door with a welcome tote “I'm Getting Married” that holds commercial information from the vendors

Early trends

« Some brides mentioned they were attached to their last name due to public prefile attachment (they owned
2 business in their maden name, had published papers in their name or were 1ast of that name)

» Other brides liked keepng 1o traction and viewed the name change as romantic

* They wanted a family name that had stronger positive associabons for ther




Surveys - What we learned

Wedding Celebrants

What we did What we learned What we learned . W o e s ek o v
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- We new Celebrants often assisted
couples in the Change of Name
process, we wanted to understand

— , N iivmiiansd from them, what encouraged them to
Couples survey : Couples survey
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Government Departments

- Due to the nature of this work and the concerns raised regarding: fake Identity documents, Identity Theft,
People Smuggling and Human Trafficking. I can share very little about the work completed with them.

- We had many discussions with Boarder Force, the AFP and NSW Police in particular. Each held much higher
levels of distrust then the other departments.

- However, we were able to build report and satisfy their safety concerns in the Alpha prototype.
- We were able to create back end processes that would lift pressure from Service NSW and other government
agencies to reduce duplication of work while meeting their safety and security policies.

- In fact! We even increased security!



Content prototype: 6/6 participants were able to find new
changing your name after marriage page

Name changes and corrections

NSW Registry rriages
Change of name
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Alpha Prototype Test

Based on the research and the
workshops with the government
organisation's were were able to
steam line the process, use language
customers could understand, where
they needed to see it.



Alpha Prototype Test

What we learned " Alpha |

What we learned Customers can use our prototype

Recommended improvements

Participants were able to
complete the new process in

» Create a top Google search return for ‘Change Name Marriage’

» Create in existing Change of Name locations a spelt-out option for After Mamiage, not just Adult or Child

» Improve overall information architecture to improve findability from Service NSW and BDM

Your name

' a a o
» Provide direct links to Change of Name after Marriage form from government sites SR Congratulations GivenName Surname2 l I n d e r 6 m I n | 'te S W l t h O n e I n

» Provide direct links for Change of Name Form from a Google search results page

Orbar grvan marman

» Call out at a high level that the Change of Name After Marriage is a different form to the Adult and Child forms. WIEIS YO RING LBERINE Your Gotnte

ST
7 Include a top level of everything that is required, in dot point, including estimated length of time till completion f . { b

Your partner's name 7 Sarvces Austrabha

s

Where you still need to complete your name change

| x| )] ox |0°~,~f~.'"‘ff",

Wik N
NSW NSW
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What we learned It works!
100% of participants found it useful

» Customers recognize the difference between the official change of name form and the register married name 0
application.

What do you think about a service where you can register your married name and also notify other government services? : : .
» Customers are able to update their surname to their new name.

Respondent 3779539 » Customers understand they can select additional services to update their details with. 0
its a great idea

Respondent 3780013
| think that this is incredibly convenient for the user and saves a lot of time for them. | believe that for most users this cost will be

Most participants would recommend the service to i ‘ 'or ¢ '
worth the hassle it will be to contact so many institutions. | really like this addition friends All customers thought it would be ‘secure’ or ‘very secure
How secure do you beleve this process is?
Respondent 3780080 Ghoms By s yote tnonties ihin anrviun son et

It is thoughtful to have these kinds of services.
Respondent 3780308

| think it is an excellent service as this links in with all the other government sectors and providing a safely verified identity

process.
Respondent 3780352 All participants thought it offered value for money
This way is a convenient method and am looking forward to it coming out for people due to ease of use. $35 to register name

$35 to notify other services

i ..‘" ; ‘ Do you think this type of service is value for money?
——ere N
=g A W
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What I Learned?

You can simplify
anything

No matter how
daunting the task

Customers are
clear on what
they want

You just have to listen
and build it

People will take
extreme risks

We have a duty to help
keep them safe by
making things easy.



End of Change of Surname After Marriage



