
BCROS Product and 
Service Creation
Iterative, human-centred, evidence-based



How we do it

Generate Solutions
Design and Co-creation

Gather Requirements
Legislation, Policy and User Needs

Build It
Design is How it Works

Evaluate Everything
Subject and Objective Measures

Users
Citizens and Interested Parties



Complete, clean, easy- to-read 
business information at a glance

Simple “view/change”
information model

Consumer dashboard critical 
and frequently used information

“Shopping cart” 
payment model
Links changes to 
traditional filing 
and legislative 
requirements

Changes are tagged and 
everything can be easily 
undone before payment

Obvious, intuitive 
change functionality
“How do I change from 
a Limited Company to a 
Benefit Company?”

Shifting the paradigm
World-class, consumer-grade products and services



• First-time, individual business owners, operators

• Large multi-national law firms

• National service providers processing thousands 
of transactions daily

• Internationally based home manufactures

• BC Registries Staff

• Service BC Staff

• Helpdesk Staff

• Other government / partner users

Users of the BC Registries and Online Services Products and Services span an incredibly diverse spectrum of skills, 
knowledge, experience, roles, tools and equipment, tasks, goals, and environments and contexts, including:

An Incredibly Diverse Spectrum Of Users
Citizens and Interested Parties

All these groups are 
involved at every point 
in the creation of our 
products and services



Balancing Public Sector 
Requirements & User Needs

User Needs
Behavioral Focus Groups, Interviews, 

Co-creation,  Observational / Field 
Research, etc.

Public Sector
Legislation, Policy, 

Paper forms, Legacy 
Software, etc.

User created Co-op AR filing concept



• What is your typical usage of the 
Registry?

• Walk me through it. Who are the 
people, what is their purpose 
and what are their goals, what do 
they do, why do they do it this 
way, what equipment and 
materials do they use? What is 
the process flow? 

• What errors can occur? What 
could be improved?

Walk-through, Simulated Usage, 
Satisfaction Rating, Like/Dislike features

Concept Sketching and Walk-through

Issue Identification

Generating Solutions
Design / Co-creation

User Needs Concepting Design Concept Evaluation



Most people make the mistake 
of thinking design is what it 
looks like; people think it’s this 
veneer — that the designers 
are handed this box and told, 
‘Make it look good!’ That’s not 
what we think design is. It’s not 
just what it looks like and feels 
like. Design is how it works.”

Steve Jobs, CEO Apple Inc.

Building It
Design is How it Works

“



Site Quality

SUPERIOR

Individual Section Ratings

VERY HIGH

Overall Satisfaction

MUCH BETTER

Test and Measure Everything

100%
Success Rate

96%
Ease of Use Ratings

System Usability

A+ 

Core Tasks

Subjective and Objective Measures



Even at the draft version of these 
we are talking light years ahead 
of where we are now - even if 
you threw this up today and 
you're like 'This is what you get', 
I'd be like 'Great!'.

“

I like the idea of having 
it as simple as that.“

“
I don’t think it needs any 
more than you have on your 
form – I think you’ve got a 
great design here.



This was really easy – I’ve never 
filed – so I could see anyone
being able to do this.

As far as I could see there was nothing 
that would hold anybody back, even 
somebody that had very few skills, it 
really was intuitive.

Love it!

I’m ridiculously excited that this 
is potentially going to exist.

I would really like that 
[Address Autocomplete] – perfect.

I see the fee being 
added – nice.

I think this is a 7+ [out of 7] all the 
way through, absolutely, because 
it’s filing all those different 
reports. 

I thought this was very easy to use – but I’m 
concerned about the credit card [only] piece…

I have to say I’m really stoked 
about this.

I’m glad to see this is getting 
this kind of attention.

User comments
In- and post- research session
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