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Who are we?

Steven Newstead
Head of Engineering, Macmillan Cancer Support

Amie Slade

Customer Journey Manager, Macmillan Cancer
Support

Claire Reynolds
Director of Third Sector, Healthia (formerly Mace & Menter)
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The problem with
building products and
services at Macmillan
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Silos & handoffs
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""We stand
for betterness.”

Douglas Macmillan, 1913
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Everything In your
organisation affects
your service

Lou Downe
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Macmillan Internal

Build good services - the aim

e To better understand the “as-is” Coffee
Morning service, mapping the front &
backstage experiences.

e To identify the gaps, opportunities & pain
points within the service.

e Conduct further research to unpick those
pain points & start exploring solutions.

e Provide an exemplar of what “good”
looks like for mapping & understanding
Macmillan’s services.
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The use case:
Coffee Morning

MACMILLAN ZHealthia.



Coffee Morning in
numbers

Macmillan’s flagship fundraiser
In 2023:

e £18+ million raised - enough to
fund 288 Macmillan nurses for
a year

e Almost 90k registrations

e Approx. 56k people took part

www.macmillan.org.uk/coffee-morning

ZHealthia.



http://www.macmillan.org.uk/coffee-morning

Coffee Morning
journey mapping

Customer journey mapped through
lens of 2 customer personas

Lots of data but still some gaps
Key customer pain-points

identified and work in progress to
resolve

MACMILLAN
CANCER SUPPORT

I find it hard to physically
pay in the cash donations
as most of the NatWest
branches around me have
either closed or don'’t
open on Saturdays.

Had to contact Macmillan
to verify that my cheque
had arrived.

I don't really use QR

codes and | don't know
many people who do.

A thank you letter that
comes quicker So you can

prove you’ve paid money
in. Also so you can show
someone who has done
baking for event.

Z Healthia.



The need for a
service blueprint

Incomplete picture of ‘backstage’
challenges which were causing ...
customer problems

Huge volume of stakeholders
involved in delivery

Missing a holistic view of journey

ZHealthia.



A service design
approach
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“Service design improves the
experiences of both the user and
employee by designing, aligning,
and optimizing an organization’s
operations to better support
customer journeys.”

Nielsen Norman Group

Healthia.



Service name HOST A COFFEE MORNING FUND RAISING EVENT

Time <AVG. DURATION > < AVG. DURATION >
Custamerfifécycle UNDERSTAND SIGN-UP
stages

New host .

Sign-up via online form or postal form received in direct mail

Customer Actions « See TV ad for Coffee Morning + On sign-up form specify: date, location, kit type, consent
The experience of the + Google 'MacMillan Coffee Morning' at work as they were already planning - Sees 'Thanks for signing up' page (if signed up online)
customer - their steps, to organise a staff engagement activity - New host might click on FAQ page from thank you page to lea
Icrt':::::(;::; more about how it works

Existing host receives one or more of:
« Direct mail through the post
- Email
- Telemarketing call

Frontstage actions &

s
oo e T
touchpoints seerch S P 5
Human, technology & page. e
. i omer
physical touch points e recaieda
el
= u et M i )
- Who does the customer see e o e S
or speak to? | e
- Where would they be? e
- What physicalor digital
u objects would they use? — =
et Q- What is the email S
] et consent? What does it —
w— trigger internally?
[
Backstage actions that = T
are not visible to the bl 3 |
customer
- Who plays a key roe n creating
or maintaining the service?
- What are they doing and why
- Howlong does It take? 2
- What do they need to fulf their - _
tasks? ikt
- What do they need o provide to St —
the next people involved in

service delivery?

Systems & processes —
- e s
that need to be in place - b
o LT,
for staff & customers Tpaes G o2
to complete the above it =
actions. - Bank Paying.
nsio gt
+ What physical or digital — Arpenal -
infrastructure i used? S ey
e e
-+ What rules, laws or formal cmh emm. SN el B
processes influence how the service U mie o
is delvered? s £-h

e.g registration system, payment
processes, third party delivery services,
integrations between systems

Painpoints&  isinere
opportunities

any
evidence?

o =
ZZHealthia.
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Why? How?

Provide visibility of the whole service e Created the canvas & populated
Simplify & clarify complex data the customer journey
Identify opportunities for optimisation e X2 remote workshops with 30+
& innovation stakeholders
Enhance team alignment & e First full draft
collaboration
- e Feedback
Support user-centred decision
making  “Final” blueprint creation *

* it’s never actually finished

MACMILLAN 2 Healthia.




“l liked hearing the
end-to-end being
described, giving a
holistic view.”

- “I've learnt most
= : teams have the same
concerns, making it
easier to find a
solution together.”

Z Healthia.
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2. Defining the ‘jobs

to be done’ (JTBD

MACMILLAN
CANCER SUPPORT
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| need to go to
the bank after
wife has her
doctors
appointment

—

| need to be able
to prove to people

| need to work

out what to do

with the cash
that | have

I need to know

| need to check if

| have a Paying In

Slip in my pack or

if | need to order
one

I need to find a
bank near me
who will take
the donation

how much was that Macmillan
raised at my got the money
Coffee Morning I paid in at the
bank
| ————
I need to know
where
Macmillan's | need some money
local bank bags for all the coins
b his t as the bank
Sanchils LONNE probably wont take
it unless i have
~— ed i
I need to make counted it up
sure | have coin
bags so | can put —
the cash in the
correct
. | need to see how
denomination Ui orey
| ~—— raised on my
fundraising page
| need to make ineed'tabe
sure | use the sure | have —
Macmillan pre paid the
rinted payin: donations in
P 5 p ying correctly
in slip
—
| need to
heck what I don't have a
I need to let cneck wha bank near me and
the grandkids time the 1am not
ki h computer literate,
mf:z:[m bank is open o R ok
my money in
cakes raised —
S
—_—

| just want to get on
with it

REPEAT
HOME HOST

Review
instructions on
how to pay
funds in and
where

L ——

Decide
how to

pay in

| need to know
that Macmillan

appreciate my
support and the
effort | went to

—_—

I need to order
additional Payi

In slip as | hay
used all the or
in my pack

| paid i
inon th
my even
I have:
week
thar

I need
out he
the
paym

Work out what
happens with the
JustGiving
donations my
grandkids have
collected



a) The ‘jobs to be done’ statement

JTBD template Internal Coffee Morning JTBD Coffee Morning host JTBD

When...(situation) When...people pay in Coffee When...I finish my Coffee Morning
donations via any method event
| want to...(motivation)
we want to...know whose money | want to...pay in the donations I've
so that...(expected outcome) it is as quickly as possible collected as easily as possible
so that...we can thank people so that...Macmillan can use it to
swiftly and accurately support people affected by cancer.

ZHealthia.



b) The job steps

€ Schedul
oy | Register S b o el t'::"::yr (e next 5 :T":?E x:?::;nt’;
el el Bl B v -
Preparing for Paying-in Being
the event donations

------------------------------------------
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Why? How?

Simplify and summarise the big e Aremote workshop with key
picture. internal stakeholders.

Move away from how something is e Co-developed JTBD for internal
done (the solution) and focus on the users & Coffee Morning hosts.

what and why.

e Defined the core steps required
Ensure you solve the right problem & to complete that job.

don’t just add unnecessary features. o Identified how those steps might

vary for different payment
methods.

MACMILLAN 2 Healthia.




3. Ideating to improve

the experience

MACMILLAN
CANCER SUPPORT
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(collecting donations)

In 5 mins, come
up with as many

ideas as possible!

low might we know the How might we make How might we s m th- 5
s peopie have engaged it easier to collect streamline the QR ome lng
e N Sier ‘after event' code process and
before they pay-in? donations? reduce effort? .
e
Incou age pezphe tn " ¥ referarce at pariar
et Jovgeaun  tohosts post them at poptialnail g 5 that they
danatons to et :
Sage 10 e cor o Pestpitowy coffee registration  page Repansto oty
wha ru peidd in totabser - pet yaur morning ways rather than rocord who owns muthoduisters wis
anothwer way too dorusons n new 10 pay in. batches the |G QR Cede. tohosts to can?
| — b
w nsesion
idegen ke
ask them givehostsa  pirectthemto eelar | Ceiueert
straight payin ar Vot s MacasaTds profagevrocty
after the togetth (S eriremimr S ototighgertiny
Mm Mﬂﬂeyw Us Gl W 0 T e
mare quickly { ( - | —
Lifetime et
connect up aats o Update the PrsN
all data ppdintl QR Code “7=F*" areato record
sources to % Communicate » QR Code and s0
linked ta thesr " ot
CRM recard :
gr code only
T — Catair otaios given on | —
& impart o refarence request 5 :
Gotesde in wtwnal Monzo / :
= refwrence o procan FROCESS o s
Aserg peaphs how the ]G GR Incame automated réng -
they went = comate PrrR—p— Ufetire A, e banking - :
"By the way f you op thew seymert dvcussed & bufcra,  EE— Rucord the phone banking
gt i map d pussient o A supportars MP © transfers 2
e
e imarmitg | —
PO [y Firance Code card and peupls can
could be affarent s
- i SR
115 ot how mch Could there be | — bark cnkoe
e avw but how We e ssking pecpie Pl of il maney
much of your an admin fee s . comingin s coming - ~—
denatiza actuah 10 process HUCE- boats of by canh - average in o
pet it Gatn pyrmarts? | resedmapenig ea . We need to L
v Like )G does? | amtelher e putowdone  Make cash
e ate rérdid of that payments

easier




Why? How?

e Developed ‘How might we’

Encourage creativity and drive
statements.

innovation.

Enhance user-centricity by focussing * Ran an ideation workshop.

on user needs and pain points. e Generated as many ideas as

Encourage cross-team collaboration possible.

n . '
and engagement e Clustered and voted on ideas.

Reduce risk by enabling early ,
exploration of multiple ideas. * Developed the top ideas &
pitched them.

MACMILLAN 2 Healthia.




To make it easier for
people to pay-in
donations (e.g. how
to use a PIS, how to

“l liked how we were

Mostly told to suspend the
pay-in cash) create around
and link to YouTube -t promation

'training' videos o e

e facebook
£r0up 10 talk about
o to ke

buts and if it had

linkto a Get a text

are
: n tri r fail i
branch riptrlb mf;:;gal link to and via bee ed orta ed
locator channels the video

email

before.”

Get & et ater their

Make videos
accessible to
s Titapiney i i
X macmillan
mpmint, f umones sscuonor [l embed on i s s
i seauina the website website or email? A
— sﬁ?:m : ~— too More legit

through
text?

EEE i ‘ - T e P “l liked the
csirt e ‘ . Tk opportunity to
e build on ideas.”

with others

it's instant,
50 really
helps
timelines!

N
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Some takeaways
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You have more
insight than you
realise

vzl = Healthia.




Be curious

Campa.ugn — Understand —| Sign-up Host — Pay-in —|  Thank — Retain
Planning

16 teams 9 teams 3 teams 5 teams 5 teams 9 teams 3 teams
- Who owns the whole service ? -+

ZHealthia.



Be focused

Emotional &

Information & Care planning &

Money & work S End of life care '
support navigation practical
e Website e Macmillan Grants e Clinical Nurse e Palliative care roles e Cancer Information
¢ Online Community e Support on Financial Specialists and support e  Social finance Support Advisers —
¢ Support from Cancer Guides, Work Support, workers at the hospital funding model Macmillan Support
Information Nurses Energy Advice, & e Practice nurses and e Professional Line
Specialists plus Welfare Benefits Advice advisers in the learning and e Volunteer schemes
Cancer Information community development e BUPA counselling
Advisers e Professional learning
e Email campaigns and development

e \Volunteer services

e \Well-being coaches

e Macmillan
professionals

e Information Centres

ZHealthia.



And flexible...

We wanted to do more user
research.

But our biggest knowledge
gap was the back-office.

ZHealthia.




Seek consensus

(but know when to stop)

MACMILLAN ZHealthia.



Lion and tiger time

(MACMILLAN ZHealthia.



Got a question?

snewstead@macmillan.org.uk
aslade@macmillan.org.uk
claire@healthia.services

SHealthia.
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