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AGENDA

10:00 -11:00 Design Drive Digitalization Presentation
e Case-study: analysing the right challenges to face
e Methodology: system and stakeholders mapping

e Q&A
11:00 -11:10 Break
11:10 -12:20 Cities’ challenges group discussion
12:20-12:30 Break
12:30 -13:30 Challenges refinement and prioritization in small groups

13:30-14:00 Discussion of the groups’ work
Closing remarks
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ETEREA URBAN WIFI SERVICE

search by option § rotate view

search by keyword : my location | turn off visibility of spots

have fun:
watch a movie,
listen to music

— up to 2Gb/day

for 4 oredés

Piazza Arcenting
24 users, Tl availzble

L0828 nrofile

Connect to

work — get
4Gb/week
and great speed

for 3 credits

map of options check market : tap to see space profile

personal use management and statistics more info about service
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X AN LO M BA RDI A Q\ Scegli la tua destinazione... @

LUOGHI ESPERIENZE EVENTI ITINERARI PIANIFICA
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THINGS WE DID <~ I0APD

w USER RESEARCH - VENETO REGIONE

'_"'

CHECOSY

Le personos sono dei profili isventati ch
diverse tipologie di utenti & un servizio
loro motivazien), aspattative, bisogni @

Co-Design Workshop

Generaidee coimvelgendo utenti e stakehelde: & un
senvizio

corova

WE COS'E

l workshep di co-progettazione & ura sessione di woro

0, In cui diversi attori coinvolti nell'erogarions o

izie digitale vengono invitati a

discutere le criticitd esistent! ¢ Indniduare insiome delle

possibili soluzioni, seguendo un percorso guidato,

A RETHINKING SCHOOL DIGITAL
SERVICES

4 DESIGN SYSTEM / DESIGNERS ITALIA

oblo

w DESIGNING A TEMPLATE FOR THE WEBSITE OF ITALIAN MUNICIPALITIES
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-
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ALLOGGIATIV

VEB | FLUSSO DI REGISTRAZIONE DEGLI ALLOGGIATI

° COMPILAZIONE

E INUIO DELLE SCHEDINE

A ALLOGGIATIWEB SERVICE STRATEGY




oblo

United Nations
OCHA




SELECTED CASE STUDIES

Enhancing data
responsibility

Defining a service strategy to spread data responsibility in the
humanitarian context, combining education and practical tools.

After conducting extensive research with humanitarian organisations
(interviewing data experts, statisticians, decision-makers), we
developed several hypothesis of design interventions that could
enable a more responsible approach to data collection, storage and
sharing. A mix of those actions have been brought to life, by
integrating a de-risking process in the HDX platform and by delivering
a learning module through the Center for Humanitarian Data.

Output:
Service and UX strategy
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O-e-0
Describe your data:

) teprocacsed () Mooa afthaspsboons [ 1BONT INCW

conducted on all datasets

share your CEICEGIE
[ where e
L i ° _
uploaded to the platform Description
i CONTINUE

The IMO goes on HDX platform to share

the survey data collected and reviewed.

RISK
DETECTED

YOUR DATASET MAY CONTAIN
SENSITIVE INFORMATION AND
NEED TO BE REVIEWED.

(] 0 FOLLOW OUR GUIDANCE ON
HOW TO DO IT AND THEN
) RE-UPLOAD THE DATASET
\ DE-RISKING GUIDE

The IMO follows the procedure to describe
and upload the datasets, included some
questions to qualify the dataset sensitivenes:

~24 HOUR

The IMO is notified via email:
the dataset was sensitive and
needs some further cleaning

in order to be shared publicly.

HOW IT WORKS

SET BY THE CONTRIBUTOR

\
The report includes a link to the HDX section about tips The IMO d
and best-practices to anonymize data. the HDX w

The IMO understands the risks and wants to apply all again and
the advices that the expert HDX team explained.

SET AUTOMATICALLY BY THE SYSTEM

SET BY THE HDX TEAM



| centre for humdata l TOCUS AREAS STORIES

Lore ) Lo wih the Crctie

@) OCHA Services v

centre for humdata

See How It's Done

An Introduction to Disclosure Risk Assessment

Data from household surveys, needs assessments and other forms of microdata
make up an increasingly significant volume of data in the humanitarian sector.

| centre for hamdata I FOCLS AREAS

How it works

1 Before you get started

Bedace we wtart the b aswesamers, s importart to
ophare The 212 you hawe 2rd make 900 yOu o how it
Wit czbected

Thh osd iz ve revieaing e soggnal gasitionsare ard
e v ple mechadslogy, Muesting e daty avdisensent
152 00 1 oM 1D 8l e3pbaaory nF ik 1o udesilasd
180 rationthize beoween variasies

| centre for humdata | FOCUS AREAS STORIES

HSCLOSURE RISK ASSESSMENT

Schedule a training

OCHA experts are available to either
provide quick overviews of the
methadologies to your team or organize

Request support

Ask for assistance

If you encountered issues or doubts
while applying the assessment
process, please let us know,

This type of data is critical to determining the needs and perspectives of people . Scure hat oy wrishopsesos. Tk ol i s o
affected by crises but it also presents unique risks. Understanding how to assess Q)

and manage the sensitivity of this data is essential to ensuring its safe, ethical and

effective use in different response contexts.

Leamn with the Centre

The Centre’s work is focused on developing guidance,
processes and practices for how OCHA handles data as
the coordinator of humanitarian response.

We are now also developing learning modules to share
our knowledge with partners and stakeholders.

2 Setting Your Key Variables

The st s1ep 0 the rich pssesament isthe
SeARCON o pour by variaies These wethe
CORLN RS 0 YOUr Qabiret THaT 0o bead 1o the sk
of e Qer At of INANWIOLNS OF groegs.

AL Lhe video 32 Jearn mere abaout dfleerst
e of varable ard cornideratians to mubs
atensencsrg by ez

: . : @ Read mote o
LEARNING PATHS \ -
DcosureRik S ‘ N | ' Discover how HDX
i ,

E==1 Overview Video Statistical Disclosure Control

The Centre dessioped 2 set of detalied
Data Basics Neractions to wispart the sate. ethical and

Aaseasments team hasbeen
using Statistical

Disclosure Control
onciipi s drivivnipr e bed (SDC)

our Ayt Seing coamecty redcertitad

etiactivn e of micm)data In e haman tatan

Predictive Analytics
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{ \I Read moce
X/

Laarm how R works

Guarda su CYoulube

4 Read theassessment result How to assess How to assess How to assess
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srasenolders irchid rg atlected people.

Prediclive analytics models

Tusoetad by DXMA

Most humanitarian
organisations acknowledge

By combining different data
points, it may be possible to
the sensitivity of personal re-identify individuals or shared with partners as
data such as names, disclose confidential quickly and safely as
biometric data, or ID information. possible.

numbers.

During emergencies,
microdata needs tobe

5 Becdedunrapontity I
FOrar e fsik of ne Me v Iaten el gs pou e

Irdorrraed deckikon aburst abether and how best 20 share

yaur reicrodata,

Hthe datoet comdes seratve rtorration, yoo cseld
I moce 01 how 30 33ceyTI and try 190 JuenuTert
aganarexpicee cther opsoes Yor thoring the cata svely.

Laarm how R wotks

1(\-/) Read moce

This data should be anonymised, as a matter of
standard practice, before being shared. However,
even after removing the direct Identifiers, It may
still be passible to re-identify respondents.

Humanitarians can apply Statistical Disclosure
Control to microdata to help detect and reduce
this type of risk.

Having processes and tools In place to
consistently assess and reduce the disclosure risk
of this data enables organizations to share data In
a safe, ethical and effective way.

ototyping: turning the service idea
1 real experience by designing
y touch-points.

Visualizing data Visualizing data Visualizing data
i S R The Stages of Statistical Disclosure Control

o e (L B
J

Data Responsibility Statistical Disclosure
Limlting the risk of disclosure Guidelines Coentrel Documentation

ot ok

1neing etatictircral Aierlaciire romntral
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Design driven approach
to the digital transformation
for the public sector
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DESIGN DRIVEN APPROACH

design # beautification
design = problem-solving
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“We're not here to change
government websites:
we're here to change
government”

Tom Loosemore, Public Digital, ex. GOV.UK
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DESIGN DRIVEN APPROACH

Service Design

CONNECTIVE CITIES | DIGITALIZATION | WS 1



DESIGN DRIVEN APPROACH

Service Design

The activity of planning and organizing people, infrastructure,
communication and material components of a service in order to
improve the interaction between service provider and
customers.

Service Design Network

CONNECTIVE CITIES | DIGITALIZATION | WS 1



Not physical
VS
digital
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DESIGN DRIVEN APPR#

but the WHOLE
service*®

)s: e *as defined by GOV.UK

e
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The Whole Service

A whole service Is a service that solves a whole problem and can be made
up of multiple end-to-end user journeys.

A user journey is all the interactions a user has that relate to a government
service. Interactions include transactions, seeing campaign messages,

asking questions or advice. These interactions could take place over any
medium or device — online, over the phone, in person, on paper.

GOV.UK
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DESIGN DRIVEN APPROACH

Analogue - Digital Continuum

digital digital fr
appointments end
| |

analogue -

digital info partial digitalisation
(passport issue)
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Digitalisation

—————————————————————————

analogue digital

———

Digital by design
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DESIGN DRIVEN APPROACH

How do we get there?
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HOW

Collecting
i n S | g h tS we apply design research and

digital ethnography to observe
human behaviours and collect
stories that could inspire future
Ideas and visions
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HOW

Navigating
CO m p I eX|ty we rely on visual mapping and

systems thinking to make
complexity manageable, as a
precondition to fix problems and
enlighten new opportunities
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HOW

Re/Framing
V|S | ONns we encourage critical thinking

and scenario building to shape
design interventions that
resonate with both people and
organisations needs
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HOW

’.
»

Making ideas
ta n g | b I e we use co-desigh methods and

prototyping techniques to turn

iIdeas Into tangible product and
service visions, directly
connecting strategy and making

CONNECTIVE CITIES | DIGITALIZATION | WS 1




EEEEEEEEEEEE

PUT THE PEOPLE YOU
SERVE AT THE CENTER
OF THE DESIGN PROCESS
TO COME UP WITH NEW
ANSWERS TO
CHALLENGES

like services
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USER CENTERED

User-centred designh works
for individuals, yet not for people
living together in cities.

Dan Hill

and on the planet...
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SYSTEM MINDED

Systems Thinking

The art and science of making reliable inferences
about behaviours by developing an increasingly deep
understanding of the underlying structures.

Barry Richmond, systems scientist
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SYSTEM MINDED

Systems are made
of hard and soft
components

HARD COMPONENTS SOFT COMPONENTS
Dealing with machines Dealing with the evolving
and technical elements social complexity
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SYSTEM MINDED

Human-centered
System-minded

The understanding of forces
and relationships in the system
Is matched with the beliefs and
behaviors of the people

In the system

THOMAS BOTH
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WHAT STRUCTURES AND
FORCES ARE DRIVING
OUTCOMES IN THE SYSTEM?

WHAT ARE PEOPLE’S
MOTIVATIONS, BELIEFS
AND BEHAVIORS?

WHAT ARE PEOPLFE’S
EXPERIENCES?

WHO ARE THE STAKEHOLDERS
AND HOW DO THEY INTERACT?

WHERE AND HOW MIGHT WE
HAVE THE MOST LEVERAGE?

WHAT DO WE AIM
TO DO FOR PEOPLE?

WHAT INTERVENTIONS
SHOULD WE CREATE?

HOW DO WE DEPLOY AND
INTEGRATE INTERVENTIONS
INTO THE SYSTEM?



2013

Rethinking
Alloggiatiweb

A co-design journey to redefine the public service of visitors registration by the
accommodation facilities

WITH DIGITAL TRANSFORMATION TEAM OF ITALIAN GOVERNMENT



THE CHALLENGE

All the operators of hotel and
accommodation facilities have
the obligation to communicate
personal data of guests to the
Police, via the portal
“Alloggiatiweb”, within 24
hours from the arrival. This is
what Article 109 of the
Consolidated Law of Public
Security establishes.




THE CHALLENGE

Invio file precompilato delle Schedine Alloggiati

Esito ElaROrazione

Hupers Right= Rlloggisci:c<£
schezine Lorrstte :4

I"I‘\"” '1-“".]"1) a T BTN

Invio File




“Non é pensabile utilizzare
un servizio come

alloggiatiweb per tutti quell L mtemgi?:r?;ﬁ
che - come me - gestiscono he - trattl di un tenta
tutto dal proprlo te et ono.”

-

» lll
j ‘am’

di scam (furto dati).”

HOST AIRBNB TEAM AIRBNB

oblo




WHAT IS ALLOGGIATIWEB

The portal does not perform its
function as it should: the barriers of
use of the system cause a series of

infractions and shortcomings.

CONNECTIVE CITIES | DIGITALIZATION | WS 1

Not all accommodation facilities regularly register their guests failing to
comply with legal obligations.

Not always the registration of the guests takes place within the
expected 24 hours, limiting the objectives of internal security pursued by
the Police Headquarters.

Possible insertion of incorrect information into the system due to
manual transcription of data from documents.

Infringement of the law 168 due to the transmission and storage of
personal information of the guests (eg photos of documents).

Failure to file archive the receipts, breaking the obligation
to keep files for 5 years from their issue.

36



WHAT WE DID

ASSESSMENT OF THE PLATFORM

ANALYSIS OF
REQUIREMENTS
AND PROCESSES

Municipal and regional regulations of
three aities {(Milan, Rome, Florence);
AIRBNB host community;
Documentation provided by the police
headquarters;

Documentation provided by AirBnB

CO-DESIGN
WORKSHOP

INTERVIEWS WITH
STAKEHOLDER

Interviews with hoteliers,
accommodation owners, public
administration stakeholders,
management software producers and
members of the AirBnb team

QUESTIONNAIRE OF
AIRBNB HOSTS

Answers received from 12 AirBnb
superhost from all over Italy who
manage at least one business.

ANALYSIS OF WEBPORTAL
ALLOGGIATIWEB

Registration, filling in and sending
the forms




WHAT WE DID
INSIGHTS

“It is not thinkable to use
a service as alloggiatiweb
for all those who - like me
- manage their activity
from the mobile device. ”

“Despite it being a
semi-automated process, my
staff still loses a lot of time filling
out the registration forms.’

‘I do not want to take pictures
of my guests' documents
because it's illegal, so | fill in
the forms on the spot, copying
the data by hand, even if it
takes so much time this way!!”




GESTIONALE

DESKTOP
WEB APP

SMART PHONE
WEB APP

ACCOMODATION

COMPLESSITA

HOST PRIVATO
ALBERGATORE

ANALISI DELL'ESPERIENZA UTENTE
INTRODUZIONE

L'esp

Q@ roma

RACCOLTA

INFORMAZIONI

ALLOGGIATIWEB | FLUSSO DI INGRESSO NEL SISTEMA

REGISTRAZIONE
DELL'ATTIVITA RICETTIVA

Comprensione degli adempimenti
burocratici necessari

Presentazione della SCIA
allo sportello del Comune

Accertamento da parte
della polizia locale

Valbergatore/host cerca le informazioni per
mettersi in regola consultando il proprio
commercialista o le associazioni di settore, oppure
interrogando le community online

RACCOLTA
INFORMAZIONI

1l primo passo & quello di trasmettere una
Segnalazione Certificata di Inizio Attivita (S.CIA)
allo sportello Sportello Unico per le Attivita
Ricettive (5.U.A.R) in via telematica, compilando i
moduli, allegando tutti | documenti necessari e
versando Iimporto richiesto per i diritti di

istruttoria

™

PRESENTAZIONE VERSAMENTO
SCIA REVERSALE

WWW.SUAPROMA. WWW.COMUNE.ROMA.IT
CCOMUNE.ROMA.IT

[ TRIBUTI.COMUNE

ROMA.IT

La polizia effettua un sopralluogo per verificare la
validita dell'auto-certificazione presentata

407,

entro 60 giorni

SOPRALLUOGO

POLIZIA 1

i

ATTIVITA RICETTIVA
RICONOSCIUTA

APPROVAZIONE
SCIA

REGISTRAZIONE
PRESSO LA QUESTURA

) I /designers

dalla parte del cittadini

REGISTRAZIONE PRESSO
COMUNE E ALTRI ENTI TERRITORIALI

Richiesta credenziali
per l'utilizzo di alloggiatiweb

Attivazione credenziali e
primo accesso ad alloggiatiweb

Censimento delle proprie
strutture ricettive

Richiesta credenziali per
poter registrare i flussi turistici

La domanda di attivazione del servizio va
fatta compilando il refativo modulo e pud essere
inviata solo tramite posta certificata
allindirizzo anticrimine.quest.rm@pecps.
poliziadistato.it

Quando F'attivita ricettiva riceve le credenziali per
Faccesso a alloggiatiweb pus entrare nel portale e
scaricare il certificato da installare sul proprio
computer [valido solo per internet explorer e
firefox mozilla).

% A | |

ATTIVAZIONE
CREDENZIALI

RICHIESTA
CREDENZIALI

DOWNLOAD
CERTIFICATO

ALLOGGIATIWES ALLOGGIATIWES

Il flusso di richiesta delle credenziali

CONNECTIVE CITIES | DIGITALIZATION | WS 1

Una volta registrati su www.comune.roma.it, la
prima operazione da svolgere nell applicazione
Contributa di Soggioro & quella di censire la/le
Strutture Ricettive in gestione.

Invio una mail a supportoradar(@
richiedere le credenziali di acc
regionale a cui trasmettere i dati sui flussi di ospiti.

itlazio.com per
al database

=
=
IMPOSTAZIONE RICHIESTA ATTIVAZIONE
DEL PROFILO CREDENZIALI CREDENZIALI

GESTIONALE

DESKTOP
WEB APP

SMART PHONE
WEB APP

ACCOMODATION

COMPLESSITA

HOST PRIVATO

ALBERGATORE

erienza di utilizzo del sistema prevede diversi momenti:

@ roma

PRENOTAZIONE

ALLOGGIO

ALLOGGIATIWEB | FLUSSO DI REGISTRAZIONE DEGLI ALLOGGIATI

CHECK-IN
DELL'OSPITE

COMPILAZIONE

E INVIO DELLE SCHEDINE

DICHIARAZIONE

DEI FLUSSI TURISTICI

° I /designers
dalla parte del cittadind

VERSAMENTO DELLE
TASSE DI SOGGIORNO

Ricezione della richiesta
di prenotazione

Raccolta delle
informazioni identificative

Firma contratto
breve

Riscossione tassa
di soggiorno

Preparazione
delle schedine

Trasmissione delle
schedine

Ricezione delle
ricevute

Preparazione
dei dati aggregati

Trasmissione
dei dati

Calcolo del'ammontare
delle tasse di soggiorno

Versamento
al Comune

| GESTIONE
PRENOTAZIONE

(PRE)
COMPILAZIONE
SCHEDINE

prima dell’arrivo dell’'ospite

PRENOTAZIONE

‘
GESTIONE ‘
\
|

RACCOLTA
DATI

SERVIZI DI BOOKING WEB-CHECK IN
AIRBNE

Il flusso
(entro 2

all'arrivo dell'ospite

RACCOLTA
DATI

FOTOGRAFIA / FOTOCOPIA

FIRMA
CONTRATTO

INCASSO
TRIBUTI

EMISSIONE
RICEVUTA

Dopo aver verificata | documenti dogl alloggiati
Falbe .

A seconda del metedo di compilaziona scelto, la

procede alla prep. detie
schedine. La compilazione pud essere fatta tramite
alloggiatiwed cppura raccoglienda | file txt
contenenti | dat trasmessi ramite scansione, web
check-in o altri sistemi.

=)

VERIFICA
INFORMAZIONI

—

=
COMPILAZIONE
DELLE SCHEDINE

ALLOGGIATIWEB

[ mvmnison |

VERIFICA
DOCUMENTO

istrazione

delle schedine pud avvenire
finalizzado la compilaziane sul pertale
alloggratiweb oppure caricando | file txt nal
sistema

CARICAMENTO
DEI FILE

[Fes ]
=
=

CONFERMA
E INVIO

ALLOGGIATIWER

degli alloggiati

Il glarn successivo albergatare/hast riceve
tramite alloggiatiweb ke ricevute per gh alloggiati
registrati. Le ricevute vanno scaricate, archiviate e
conservate in casa dl controll da parte delle
autorita

]

ARCHIVIAZIONE
RICEVUTE

DOWNLOAD
RICEVUTE

ALLOGGIATIWER

nwovo documento

ESPORTAZIONE
DATI

COMPILAZIONE
REGISTRO

altri

il 5 di ogni mese

CARICAMENTO
REGISTRO

WWW.VISITLAZIO COM

CALCOLO
IMPOSTA

Hah

UFFICIO POSTALE

il 15 di ogni mese

VERSAMENTO
IMPOSTA

WW/W.COMUNE.ROMA.IT

PAGAMENTO
BOLLETTINO

flussi di gestione da

svolgere mensilmente.



WHAT WE DID
SYSTEM MAP

The needs and difficulties change
according to the type of
accommodation (private host vs
hotelier).

The registration of the guests is
not the only fulfillment required
from the hospitality structure
(see declaration of tourist flows
and payment of tourist taxes).

B MONEY EXCHANGE
...... INFORMATION EXCHANGE

TOURIST TAX
PAYMENT

TOURIST TAX

p—

) REGISTRATION .
s’ RECEWTS *s

TOURIST
TAX

|

- =
(e} ¢ EAT
00 00 oab 400
>‘" oo[]]ee ea[nnnlee
CUsST " POLICE MUNICIPALITY
Y PERSONAL REGISTRATION ' PR T
AY DATA FORMS K /('
\\\ ¢ 1D ) Aoggatiwet :1 "

=
HOST / s
HOTELIER o

-
CITIZENS / VISITORS INSTITUTIONS

o



NON CONOSCE QUESTE
PROCEDURE

CONNECTIVE CITIES | DIGITALIZATION | WS 1

annualmente

B =g

CALCOLO E GESTIONE

NON AUTOMATIZZATA PAGAMENTO
TRANSAZIONE SEPARATA DELLE IMPOSTE
(SOLO CONTANTI) SUI REDDITI

mensilmente

TASSA DI
SOGGIORNO

RICORDARSI DI SCARICARLE
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MAPPA DI SISTEMA

CRITICITA AGGIUNTIVE
PER L'HOST PRIVATO

L'ospite non é a conoscenza di
queste procedure e I'host é in
difficolta nel chiedere documenti
e tassa di soggiorno.

G Alloggiatiweb non é accessibile
da dispositivi mobili - solo da pc
tramite certificati.

G In caso di proprieta multiple, é
necessario ogni volta registrarsi

con un diverso certificato.

Mentre 'albergatore puo
migliorare alcuni passaggi
attraverso un‘integrazione con il
gestionale o I'adozione di
dispositivi ad hoc, I'host privato
non ha strumenti per gestire
tutta questa complessita.
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SYNTHESIS

System access
barriers

Digital certificates required to
access Alloggiatiweb make it
difficult to use it on mobile
devices and are not compatible

with all browsers.

In the case of multiple properties,
It is necessary to register each

time with a different certificate.

For private citizens, it is difficult to
retrieve the initial information and
carry out the registration
procedures of the tourist
accommodation without the help of

a professional.

Repetitive, time-
consuming tasks

Transmission of guests data
within 24 hours or immediately in

case of guests staying one night.

Greater complexity for
host/private citizens

Document collection (photo or
scan) and manual transcription
of the personal data, with the
need to carry out the
recognition of the guest and the
verification of the document in
the presence.

The guests are not all aware of
these procedures and the hosts
get in difficulty in requesting

documents and tourist tax.

Not optimized

data flows

Manual management of the

receipts archivation.

While the hotel owner can
Improve some steps through an
integration with the
management software or the
adoption of ad hoc devices, the
private host has no tools to

manage this complexity.

The same information collected
for registration must be
aggregated in a different way and
transmitted to another system for
the declaration of tourist flows for

ISTAT purposes.

The self-declaration of the tourist
tax based on the number of guests
and nights is often not automated
and is made complex by exceptions

and variables.
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ALLOGGIATIWEB
PROJECT OPPORTUNITIES

Improve the usability of
the webportal on ali
platforms, supporting the
workflows of different
accommodation facilities.

Eg. platform accessible
from mobile and
simplification of the form
for fill in.

Reduce the entry
barriers in the system,
both at the initial
registration level and at
access for daily use.

Eg. use SPID (Public System,
of Digital ID) to facilitate user
authentication - instead of
credentials with certificates.

Reduce manual
information transfer
steps to reduce waste
of time and errors.

Eg. scan the documents to
pre-fill the registration
forms.

Distribute more
responsibilities among the
different actors and
systems, in order to lighten
the workload required to
the accommodation.

Eg. create a public API

system to integrate

functionality into other

systems (eg management
software or Airbnb).
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Reduce or eliminate
redundant operations
through greater
system integration.

Eg. facilitating the
transmission of data to ISTAT
by aggregating the
information collected from
the registration of guests

Li,
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THE OUTCOMES

From a close
platform to an
open system
based on the use
of API for data
access and
management
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THE OUTCOMES City tax
payment

e Buongiorno Maria — -

. T ey MERCOLEDI 30 MARZO -
statistical data ~

Registrazione struttura

B&B Maria :
@ Le mie strutture
4

Registra un ospite B&B Maria
Via Luigi Vittorio Bertarelli 7, 00159 Roma

Maggiori informazioni

Struttura Periodo
B&B Maria Ultimi 30 giorni

. . . Stima della tassa di soggiorno
La registrazione degli 63¢

Configura

alloggiati presso la
struttura B&B Maria é
andata a buon fine.

Registrazioni 2 3
effettuate

B&B Maria Luxury
\/ia delle Tre Madonne 28, 00159 Roma

Maggiori informazioni

I mio profilo

TORNA ALLA HOME

Le mie strutture

Guests
SYSTEM THINKING FOR SERVICE DESIGN registration



REDESIGN PROPOSAL

TECHNICAL ASSESSMENT

interface

API system

STEP 00 / ALLOGGIATIWEB API

r‘ interface
@ fove |

USER

STEP 01 / ALLOGGIATIWEB REDESIGN

STEP 02 / TOURIST TAX PAYMENT

MUNICIPALITY




THE PROCESS City tax
payment
CITYHALL

Guests

registration .
POLICE
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Touristic flows

declaration

REGION
SYSTEM THINKING FOR SERVICE DESIGN



What we did here:

We went beyond the initial boundary to analyze bigger system
and understand where the core problem can be located

We involved users and stakeholders to participate and see the
problem from various perspectives

We reframed the challenge based on that - not “improve the
usability of the interface” but optimise the overall data
processing

We discovered that the challenge was too complex



LEA R N +|  Usability Test

*|  Ecosystem Map

+|  User Interview

*|  Kit Web Analytics
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The Design System of the
Iltalian Government

THINK

i

CAPIRE IDEARE

MAKE + Ul Kit +] Wireframe Kit

+| Content Kit +| SEQO

+| Web Toolkit

User Stories

Information Architecture
Co-design Workshop
Personas

User Journey



Any gquestion?





