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Session 2: Service Design and Innovation
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Persona
+  Name: Wang Da Min Age: 18 Yrs
«  Occupation: High school student and part-time farm helper
»  Location: In a Small village, with unstable internet connection and less digital literacy and
meager resources
Goals
« Improve his programming skills, and prepare for college entrance exams
*  Access quality educational content despite geographical limitations
Limitations
* Intermittent and slow internet connectivity
« Limited access to a computer or smartphone
« Lack of guidance on navigating online learning platforms

«  Future uncertainty regarding his career
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HMW: bridge digital divide in remote areas through provision of e-learning platforms

\ Touch Points | | JTBDs ‘ [ Solution & Methods

P: Partnership with manufacturers for low cost tablets

1. Access to Moblle, when | cant afford, need access to afforda.ble E: Community Tech hubs for shared devices
Smart Device, smart phone or shared devices (Community S: NGOs offer device lending programs
Computer learning) C: Local Campaigns
When my internet connection is unreliable, | want to be E: Local Community Centers with internet connection
- able to sync my progress on e-learning platforms so | S: E-learning platforms with automatic sync features
. Internet Connection don’t |OS‘; my \:'Vgl'k.g &P C: Clear instructions on how students can sync progress,

use cloud storage, and troubleshoot issues.

S: E-learning platforms
C: SMS-based notifications or email alerts for when new
downloadable content is available.

When | live in a remote area with poor internet, | need
learning content that | can access offline or in low-
bandwidth modes.

P: User-friendly devices preloaded with tutorials

4. simple & intuitive When | am not familiar with complex technology, | need an E: Public workshops & Tech literacy programs in Centre

. S: Simplified interfaces on e-learning platforms
user interface -to- o
easy-to-use interface. C: Clear tuterials, videos and local language support
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5 @smiEs el sl When the platform’s |ang|_|ag.:_I isn’'t my first PP: Localized apps pre-installed in native languages

- . E: Language Centers offering digital literacy classes in
language support language, | need content in my native language. ocal language

S: Platforms offering multilingual support, translation
features, or native language content.
C: SMS and E-mail in local language
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HMW: bridge digital divide in remote areas through provision of e-learning platforms

| Touch Points | | JTBDs | \ Solutions & Methods
6. Physical When | don’t have personal gadgEtf I want access to E: Community Tech hubs for shared devices
b AT physical community center to access content S: NGOs offer device lending programs
Resources
E: Study centers that promote a balanced approach
7. Health & well When | spend long hours on the platform, | need with structured breaks.

being support prompts to manage screen time and take breaks. S: Platforms offering health reminders, break
notifications

C: SMS notifications encouraging healthy study habits

When | find it hard to stay motivated, | want features like P: Printed certificates of completion or badges that
gamification or badges students can display

E: Reward programs through local community centers

for completing

S: Gamified learning experience with badges, points

C: In-app alerts
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9.Evaluation & When | complete my training course, | am evaluated P: Partnership with Academia, Industry and Govt
. rtificati automatically and receive certification which is recognizable institutions -
el by reputable institutions, industry and Govt. agencies S Re‘|°g"'“’b'e downloadable certificates after
completion

C: Media campaign regarding credibility of certificates

10. Post certification When I’'m looking to enhance my skills or prepare for higher

education, | need courses aligned with career E: Partnership with local business for apprenticeships or
support for career & development and job opportunities job-shadowing programs
job notifications S: platforms providing career-oriented courses &
certifications

C: Career counselling services via online platform or
community career fairs
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