Transforming Experiences:

Innovating Public Sector
Mobile Apps Through User

Journey Design
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What Do We Do?

Human Centric Smart City + Mobility

S

Loyalty Location intelligence Fintech
(INSTORE) (Zeelo) (Wallet + Blockchain)
HealthTech PropTech



Seamless Collaboration with Public Sectors and Private Services

IR\ 7t 26 )6 2 6 G 0
Vs J The Hong Kong Jockey Club Charities Trust

258 EOO/ Thinkex
eCllnlclb‘Ee%”;] HEI’E#ﬂ BB %ﬁﬁﬁﬂﬂﬁ%ﬂﬁ

Jockey Club Electronic Clinic for Psychological Ser
(] o’
ol HOSPITAL
Medicine Y2

HONG KONG T R S e AUTHORITY | éﬂ)ﬁ

St. James' Settlement
O @ Vs X

SINO GROUP CHINACHEM GROUP @ ¥ & fe £5 (w3 ANFC mal

ERVE- 3 WM&

GMTR Wefﬁ*!f;:ﬂ“" ) 1o ta HSBC <D

R\




Intros

1. Increasing use of digital technologies and mobile apps to
deliver government services

1. Many challenges faced by citizens in accessing and interacting Q@Q
with government services, such as cumbersome paperwork, IDENTITY
lengthy processes, and security concerns

VISIBILITY & COST

1. With the IAM Smart that is the digital ID of Hong Kong, this shall

bring in the benefits in terms of efficiency, cost reduction, and
Improved citizen experience



Challenges in Public Sector Mobile Apps -
Fragmented User Experiences

Bureaux/Departments Public

¢ o ﬂ

Complex regulations,
diverse user demographics

Increase adoption rates _
Fragmented user experiences, lack of user

engagement
&) g
W iaMsmart \&/
Concerns related to security Protect citizen data,
and privacy comply with regulations, Concerns related to security Eliminate the need for
and establish trust in and privacy physical paperwork

IAM Smart




Overview of User Journey Design to Achieve
Seamless User Experience

The effective implementation of user-centered design approaches government services can
be more user-friendly to public and eliminate unnecessary steps

Best practlces”or strategles of a user-centered design

, ’f X % Understanding user

expectatlons

Simplified
Registration

Add
Personalization
- Peer Connect

Security




Best practices or strategies of a user-centered design

Understanding user expectations

Design thinking workshops

lterative prototyping, usability testing

Surveys, Interviews

User Research

Involving citizens in the design process through co-
creation workshops

Usabllity Tests
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Best practices or strategies of a user-centered design

Simplified Registration

Activate account

Activate account > T ® >
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SmartHealth

Confirm to login My Gleneagles

SmartHealth with "iAM Smart"? q
@ Please check if "iAM Smart" application is %

installed on the device.
More information about "iAM Smart"

Authorise “iAM Smart” to
provide personal data

% 7 @

IAM Smart

My Gleneagles SmartHealth needs to access your
below "iAM Smart" personal data to verify your
identity and activate your patient account:

English name a

et First Private Hospital App

e Date of birth
e Sex; and

e Hong Kong Identity Card Number i N H on g KO n g

@ Personal Data from iAM Smart

‘ Back ’

@ Login with iAM Smart

to allow Account Registration and
Verification

via “ZJAM Smare€’




Best practices or strategies of a user-centered design

Activate the account with iAM Smart

Integration with the IAM
Smart Authentication

allowing users to access
comprehensive services
through the mobile app
WITHOUT the need to
personally visit the hospital for
identity verification
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Best practices or strategies of a user-centered design

Providing IAM Smart for
authorization
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Empower citizens by giving them control G R
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Best practices or strategies of a user-centered design

Add Personalization - Peer Connect
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< Search

Mobile app facilitates secure and
consent-based connectivity | < i 2 | K FMBIRIA

between 2 users.
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Best practices or strategies of a user-centered design

Add Personalization - Peer Connect

Gleneagles Hospital - Carer
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Mom is able to manage and view
e Appointment bookings 51
e Prescription records
e Medication allergies
e |aboratory test results
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Best practices or strategies of a user-centered design

Security - "IAM Smart" prioritizes citizen privacy and
data security
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With the use of IAM Smart: X R
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Provide peace of mind to users that . Pl LERass
personal and sensitive data is _
protected during transmission and R (B RIR s e
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e HKID only involves during
registration

e User consent and management
within the "IAM Smart" system
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