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Appendix A: Survey for Barriers in English, Icelandic,

Arabic, and Polish

This Survey is completely anonymous, meant to help improve the current digital services the City of Reykjavík has
to provide to its citizens, written by college students at Worcester Polytechnic Institute, working with The City of

Reykjavík Service Design Department.

Select all that apply (Circle best fit answers)

1. What is your age?

<19    |    20-24    |    24-29    |    30-39    |    40-49    |    50-59    |    60-66    |    67+

2. What languages are you fluent in?

Icelandic |       English      |       Spanish |       Polish      |       Arabic

Other_____________________________________________________________

3. Were you aware that you are able to apply for Financial Assistance online as well?

Yes       |        No

4. If you answered “Yes” to the previous question, what is preventing you from using this online service?

Lack of knowledge of the online services |    Not good with computers / smartphone

No internet/ Computer / smartphone |     Prefer in-person methods

Language Barrier

Other_____________________________________________________________

5. Would any of these be beneficial to you to start using this service online?

A tutorial on how to use this service         |    1 on 1 digital help

Increased visibility of this service |    General computer help

Assisting getting electronic ID |    Assistance using electronic ID

Other_____________________________________________________________

6. How likely is it you would use this service online in the future?

Very Likely  |  Likely  |  No affect  |  Unlikely  |  Very Unlikely  |  Not Applicable
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Þessi könnun er framkvæmd af nemum við Worcester Polytechnic Institute háskólann í Boston í samvinnu við
Reykjavíkurborg. Farið er með svör sem trúnaðarmál og ekki er hægt að rekja einstök svör til þátttakenda. Markmið
könnunarinnar er að bæta rafræna þjónustu borgarinnar.

Dragðu hring utan um þá möguleika sem eiga við þig

1.                Á hvaða aldursbili ert þú?

<19 | 20-24    | 24-29 |    30-39 | 40-49    | 50-59 |    60-66 | 67+

2.                Hvaða tungumál hentar þér best þegar þú sækir um fjárhagsaðstoð?

Íslenska |       Enska | Spænska | Pólska | Arabíska
Other_________________________________________________________________________

3.                Veist þú að þú getur sótt um fjárhagsaðstoð rafrænt?

Já | Nei

4. Ef þú svaraðir “Já” við fyrri spurningu, hvað kemur í veg fyrir að þú sækir um rafrænt? (þú
mátt velja marga möguleika)

Kann ekki að sækja um rafrænt | Er ekki fær í að nota tölvur/snjallsíma

Á ekki síma / tölvu / internet | Kýs að mæta á staðinn og hitta fólk

Tungumálaörðugleikar

Annað ________________________________________________________________________

5.                Gæti eitthvað af eftirfarandi atriðum hjálpað þér við að sækja um rafrænt?

Kennsluefni um rafræna umsókn |     Aðstoð frá starfsmanni

Aukinn sýnileiki rafrænnar umsóknar | Almenn tölvu/snjallsímaaðstoð

Aðstoð við að sækja um rafræn skilríki | Aðstoð við að nota rafræn skilríki Annað
_______________________________________________________________________

6.                Hversu líklegt telur þú að þú munir nýta rafræna umsókn í framtíðinni?

Mjög líklegt   |   Líklegt   |   Hvorki líklegt né ólíklegt   |   Ólíklegt   |   Mjög ólíklegt

|   Veit ekki / Vil ekki svara
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معهدفيطلابطرفمنكتبالاستطلاع.لمواطنيهاريكيافيكمدينةتقدمهاالتيالحاليةالرقميةالخدماتتحسينفيالمساعدةإلىيهدفالاستطلاعهذا

.سريةستبقىوالمعلوماتاسمكمكتبالضروريمنليس.ريكيافيكلمدينةالخدماتتصميممديريةمعالعملنطاقفيالتخصصاتالمتعددوسستر

ينطبقماكلاختر

عمرك؟هوما.1

67+    |    60-66    |    50-59   |     40-49   |   30-39    |    24-29    |    20-24   |   <19

بطلاقة؟تتكلمهاالتياللغاتهيما.2

نجليزية\الأيسلندية سبانية\الإ العربية\البولندية\الإ

: ________________________________________________________________________آخر

نترنت؟الماليةالمساعدةعلىللحصولبطلبالتقدمعلىقادربأنكعلمعلىكنتهل.3 عبرالإ

لا|نعم

الأنترنيت؟علىالرقميةالخدمةهذهاستخداممنيمنعكالذيالسابق، فماالسؤالعلى"نعم"بـأجبتإذا.4

نترنتعبربالخدماتالمعرفةقلة الشخصيةالأساليبتفضل|الكمبيوترأجهزةاستخدامتعرفلا|هاتف/كمبيوتر/إنترنتيوجدلا|الإ

: ________________________________________________________________________آخر

نترنت؟عبرالخدمةهذهاستخداملبدءلكمفيدةالطرقهذهمنأيستكونهل.5 الإ

الكمبيوترتشغيلفيعامةمساعدة|شخصيةرقميةمساعدة|الخدمةهذهاشهارزيادة|الخدمةهذهاستخدامكيفيةحولتعليميبرنامج

لكترونيةالهويةعلىالحصولفيالمساعدة لكترونيةالهويةاستخدامفيالمساعدة|الإ الإ

: ________________________________________________________________________آخر

نترنتعبرالخدمةلهذهاستخدامكاحتماليةمدىما.6 المستقبل؟فيالإ

اجابةلا|جداالمستبعدمن|المحتملغيرمن|تأثيرلا|المحتملمن|جداالمحتملمن
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Esta encuesta es completamente anónima, busca mejorar los servicios digitales actuales que la ciudad de Reykjavík
puede ofrecer a sus ciudadanos, escrita por estudiantes universitarios del Worcester Polytechnic Institute, trabajando con el

Departamento de Diseño de la Ciudad de Reykjavík.

Marque todas las que apliquen con un círculo

1. ¿Cuántos años tiene?

<19 |  20-24   |    24-29    |    30-39    |   40-49   |   50-59   |   60-66   |   67+

2. ¿Cuáles lenguas domina?

islandés   |   inglés    |   castellano    |   polaco | árabe

Otras _____________________________________________________

3. ¿Sabía que podría pedir ayuda financiera en línea también?

Sí    |   No

4. Si contestara “sí” a la pregunta anterior, ¿qué le previene de usar ese servicio en línea?

Una falta de conocimiento de los servicios en línea     |     No manejo bien las computadoras

No tengo Internet o computadora |     Prefiero métodos presenciales

5. ¿Cuáles de las opciones a continuación le ayudarían a comenzar a usar este servicio en línea?

Un tutorial sobre cómo usar el servicio          |    Ayuda digital a solas

Más visibilidad del servicio |    Ayuda general con las computadoras

Ayuda para conseguir una ID electrónica      |    Ayuda para usar una ID electrónica

Otro _____________________________________________________

6. ¿Es probable que use este servicio en línea en el futuro?

Muy probable    |   Probable    |   No tengo opinión   |    improbable  |   Muy poco probable
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Poniższa ankieta została przygotowana przez studentów bostońskiego uniwersytetu Worcester Polytechnic Institute we współpracy z Miastem
Reykjavík. Podczas przetwarzania odpowiedzi zachowana jest poufność i nie ma możliwości powiązania odpowiedzi z osobą, która jej

udziela. Celem tej ankiety jest ulepszenie usług elektronicznych Miasta Reykjavík. Otocz kółkiem odpowiedzi, które do Ciebie pasują

1. Jaki jest Twój wiek?

<19 | 20-24    | 24-29 | 30-39 |    40-49 | 50-59    | 60-66 |    67+

2. W jakim języku jest Tobie najwygodniej ubiegać się o wsparcie finansowe?

islandzki |       angielski | hiszpański |       polski | arabski

Inne_________________________________________________________________________

3. Czy wiesz, że o wsparcie finansowe możesz się ubiegać elektronicznie?

Tak | Nie

4. Jeśli w poprzednim pytaniu odpowiedziałeś/aś „tak”, to co powstrzymuje Cię przed złożeniem
elektronicznego wniosku o pomoc finansową? (Możesz zaznaczyć kilka odpowiedzi)

Nie umiem złożyć wniosku elektronicznie | Nie umiem obsługiwać komputera/smartfona

Nie mam telefonu/komputera/ internetu | Wolę przyjść osobiście i
spotkać się z ludźmi Problem językowy

Inne ________________________________________________________________________

5. Czy któryś z poniższych czynników mógłby Tobie pomóc w ubieganiu się o pomoc finansową
drogą elektroniczną?

Materiały instruktażowe o formularzu elektronicznym | Pomoc pracownika

Większe wyeksponowanie formularza elektronicznego | Ogólna pomoc w obsłudze
komputera/smartfona

Pomoc w ubieganiu się o e-dowód | Pomoc w użyciu e-dowodu

Inne _______________________________________________________________________

6. Na ile jest to prawdopodobne, że w przyszłości skorzystasz z formularza elektronicznego?

Bardzo prawdopodobne |          Prawdopodobne |  Ani prawdopodobne, ani nieprawdopodobne

Nieprawdopodobne | Bardzo nieprawdopodobne | Nie wiem / Nie chcę udzielić
odpowiedzi
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Appendix B: Service Center Interview Topics

Topics Covered
1. Understanding of the physical application and general paperwork required

i. Walk in process

ii. Necessary government ID

iii. What does the service provide

2. Demographics and patterns found in people coming in to apply in-person

i. What barriers are stopping users from using the electronic system

ii. Why do people prefer going in person

iii. Patterns among people with different demographics

3. Understanding service center worker’s opinions on current system

i. Is the system beneficial

ii. Changes seen since implementation of the electrical system

4. Recommendations for the current digital system

i. Guides, Tutorials, Online help

ii. UI improvement, Digital process improvement
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Appendix C: Digital Service Design Topics

Topics Covered
1. Considerations taken into account for who is using the services

i. Text to speech conversion

ii. Self-explanatory instructions

iii. Text size considerations

2. Proper management with user’s private information

i. Two factor authentications using electronic ID

ii. Who can access information

3. Necessities of using universal language on the front end

i. Updating website to have simpler language for online translation to not be jank

4. Pre-existing systems and services they may be using as a guide

i. financial assistance system

ii. Background research into user centered design
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Appendix D: Consent Scripts

Survey consent
This Survey is completely anonymous, meant to help improve the current digital services the

City of Reykjavík has to provide to its citizens, written by college students at Worcester Polytechnic
Institute, working with The City of Reykjavík Service Design Department.
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Appendix E: Survey Data
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Link to all of our raw data
https://docs.google.com/spreadsheets/d/1TU3iW8pkXha6M7_lrR1Or2xfN329ahdEYrTD8GG_E
ME/edit?usp=sharing
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Raw Data:
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Appendix F: Interview Notes

Service center meeting W Liney 9/27/21
● @ Laugavegur 77 , 101 Reykjavík
● They have an idea of why people aren't coming
● Station in downtown Reykjavík

○ More ppl come in than the other stations
○ Lots of homeless and foreigners

■ No id
■ Need smartphones

● 2 homeless shelters nearby
● Sim card is connected to id
● More homeless people near this service center
● Highest percent of homeless people of any of the centers
● *Lots of Venezuelans refugees
● Lots of Arabic, Somali
● Largest group single male 30-39
● There's a large mix of rich and cheap housing in the area
● Center covers downtown area and 2 districts
● Large amount of frontline workers

○ Social workers
○ Psychologists
○ Etc

● Many people apply last week and day of the month
○ Tend to forget
○ Some people w/ substance abuse may forget to apply until their last chance

● Lots of repeat visitors
● They promoted their web services
● Provide computer access and internet at the centers
● Promote visitors to get their ids
● Some people want to come in person because they want social interactions

Service center meeting w/ Lara :
● Already know some answers
● No legal docs, passport, id, license
● Takes time, photo id, etc to do’
● ~20% are drug users or refuges

○ Lost or dont have phone
● Survey might be too complex
● High immigrant population in the area
● 23k people in total. Mostly immigrants
● Upper area of the zone has highest poverty
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● No homeless shelters
● Mostly polish
● Skra.is
● Hagstofa.is
● Much more immigrants
● Changed dramatically in last 3 years
● Public computers
● Push to get id
● Promote services
● Get temp id then get full id
● Not many workers at the service center
● Center wants to provide as many goods and services within the bounds of their

restrictions
● Lots of people repeat for many months and years
● Not large homeless population

Service center meeting w/ Ella:

● No digital ids for immigrants
● Substance abusers
● People who want it later
● People come here for other reasons so might as well do the application here
● Asked to do it online at the center
● Video tutorial might help
● Electronic services for children would make the process easier
● Immigrants get translators
● Has a team that drives out to make people sign papers
● 67+ don't apply here
● Elderly can handle computers but some come for help
● No contact with other service center

Service center meeting w/ Margaret:
● Substance abusers come here
● Sometimes they get a call for help
● Always ask them to do it online
● Age might be a factor
● People with digital ID also like coming in person for some reason
● Supposed to be for a short period
● Not many immigrants here

Meeting with designers (Búi and Andri)
department of service and innovation
consist of 10 ish people, service designers, product designers, and whatever that last one is that is about
looking at users who use the stuff
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diverse background, project management and design oriented, and also traditionally trained
background,
use image advait took to look at their setup

- working in teams, but also not really a team since its more transitioning from "teams" that meet for
like an hour or two a week into actual teams that meet together to work together
Re-evaluating how they are supposed to do digital design
- trust is the first stage to find who should be where and the setup of the teams and the skills - get the
vibe down and redefining scenarios to amplify the voices
- understanding a person's ability and parameter to maximize the efficiency and put their heart into the
project
- understand timeframe and do they have the right goals

- they define their goals to not fully be goals but at least define what they want to do to find the
root cause or root problem

- look into what the big concept means, go from there
~EX: digital signatures, original goal is to explore the potential of connecting digital

signatures to an API service linked to something -> converting Reykjavik's system into a more digitally
signature system -> understanding other systems that provide the same service -> tackling it in a
broader scope
- define projects around the current project to try and not duplicate work or repeat what they are doing
- finding the right people who have very specific informations and points to expedite the process to not
backtrack
-linking the couple of departments and with other digital leaders to see the bigger pictures to link
projects and use similar systems - check org chart
- what needs what, moving from pen and paper into digital, then look at everything and look at an
overview of what need everything and what defines everything
- what else is out there, what has been done before
-identify the users, who are we targeting here? -> question users selected but more or less go with what
they're given, employees of Reykjavik city, or simply citizens depending on who created the project,
owned the project, or are providing leadership in the project.
- focus results, what are biggest pinpoints - interviews, surveys, shadowing, what tools are necessary and
fit the timeframe whilst doing so
- focus work - same goals try to clump together and paint points that are similar, label stuff, start
individually then as a group to see validity as to what everything is
- ideating - what kind of solutions and how are they implemented - is it a digital thing or is it a
workflow thing - is it a digital solution (not bound to physical)
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- data mappings - bang for a buck, how is it driven, is it worth it to invest more, is it socially or
financially motivated
- pick the solutions that could be realistic
- leaves service designers and then goes to project managers -> backend

- if small project, easy, nice, quick, pretty
- if big - service mapping blueprints, journey mapping, looking more into what goes into the service
and make the output very visual, decrease the word count and show the story instead on the
journeymap and see the stage
- great way to tell the stakeholders on what is happening and what is important with just a couple of
slides and stuff

Have a way to identify things to be worked on - things discovered, whats on goal, what's valuable
enough to take forward and be used for future projects and the sort - low hanging fruit that would
definitely bring some value - ***Our recommendations should be stuff that should be reusable and
worth it to the city**

had two weeks to map out the financial aid program of a very small team with a product manager and a
specialist from the welfare department with oversight - one person that knows everything, also difficult
since you can go into minor details VERY quickly, a double edged sword but also works wicked well
since being able to understand big picture and the size of an and is great

The org chart
purple - welfare - previously pretty siloed, no way finding out between teams working on the same
processes
green - parks and rec
blue - sports and leisure
turquoise - tourism and stuff
light blue - education
inner departments support other departments, placed digital leader in each of the depths to align the
city more, spread across 400 different locations across city
Styrmir is welfare digital leader, Asta is sports and leisure

- with these silos they are breaking the boundaries between welfare and education
project manager identifies which group is working with what to understand dangers, what they're
working for, what systems to use and combine to not increase the necessary work

20



departments can never be the same since they are working with separate things, but are always bringing
in new ways of thinking from other depts - the whole manager trade might actually be a great idea to
piggyback off this idea

Have a recommendation that will automatically refer to people to other financial aids before they apply
online maybe, or also in person have a system that identifies these people
Finding the right solutions go back in the market and work or evaluate them as disabled and find a way
to send them to their disability aid solution -> they are probably collecting information on the amount
of months each person has applied, might as well use that to recommend them to a separate service

Osk - tilde on O, their recommendation is to provide digital identities through the city instead of
through the banks? Language barrier seems to be difficult to break through and is a very relevant
challenge, might be growing since immigration is increasing
not getting people do this themselves online but instead just pushing them there, once you do a digital
walkthrough with a person there, person may do it themselves in the future
city of R might provide phones - 10 years+ to use digital ID
Always need iD - ID is big problem - might be quite a bit easier but is also a potential of Reykjavik
employee identifying person through driver's license or passport - if can identify, can provide access to
system - Have the ability for worker at service center to "buzz" the person using the service in, that
would be great???

recommend teams that can do this work themselves

Forget how expensive it is to do it not digitally - you are really investing into the digital service

Counseling systems can be used for more things - contact, evaluate, identify, and then help - grouping
services together instead of trying to buy another solution
Very good for people working on tech solutions is not better, just making it different.  comes with
different types of benefits
- what are you losing or gaining from the move?
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Organizational chart above
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Appendix G: Background Demographic Data
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Appendix H: City of  Reykjavík Research Permit
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Appendix I: Deliverables and Recommendations

From our findings, we formulated the following recommendations:

1. Automatically refer people to other avenues of welfare if they have applied for financial

assistance previously - specifically for individuals where they would be better suited to

unemployment or disability systems.
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2. Provide digital identities through the city instead of through bank accounts to increase its

overall accessibility to newer immigrants who may be unfamiliar with the process of applying

for electronic identification.

3. Implement official translations through the City of Reykjavík, removing the need for

suboptimal Google based translations so that non-Icelandic speakers can operate the financial

assistance application process efficiently.

4. Allow workers at the service centers to personally confirm people who appear in person

through prior application processes and allow them to use temporary electronic credentials to

use the digital financial assistance application system.

5. Construct online digital help services or easy-to-access tutorial videos in multiple languages to

physically show people how to apply online - furthering the humanity behind the website to

make it more personable for those who value social interaction.

6. Implement text-to-speech options on the City of Reykjavík websites that allow people who do

not speak Icelandic to still operate the financial assistance application process, as well as any

other future ones that go digital,  efficiently.

Along with these recommendations we have specifically for the welfare department and its

digital financial assistance service, there are other, broader recommendations that could further the

overall user-centered development of City of Reykjavík digital and in-person services as well as further

Worcester Polytechnic Institute’s involvement with global projects in Iceland and with the City of

Reykjavík. These broader recommendations include:

1. Expand WPI’s connection with other departments of the City of Reykjavík to further the

reach of their future digital services with new Interactive Qualifying Projects (IQP) focused

around the user’s relationship with these services.

2. Further communication through the City of Reykjavík by implementing “Job Swap

Programs” among managers working for the city to expand upon the communication between
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the different divisions, furthering cooperative data research pools and consistent digital

systems.

3. Increase the overall visibility of digital services through further advertisement and proper

showcases of how to use the system through paper instructions given out at service centers after

individuals have physically applied for them for at least three months. These showcases can

apply to any system the City of Reykjavík wishes to further advance the online use of their

services.
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