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Start with 

needs. Start at 

the beginning



GDS





GDS



User research 

to improve 

services



Carer’s allowance 

is a benefit paid to 

people who help 

look after 

someone with 

substantial caring 

needs
GDS



User need: As a 

carer I need it to 

be quick and 

straightforward to 

make an 

application for 

Carer’s Allowance 

because my time 

is limited GDS



The education 

section was 

confusing people 

because there 

were so many 

optional fields

GDS



Grouping 

questions and 

removing optional 

questions

Completion times 

decreased
GDS
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