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Let’s get interactive
Scan the QR code with your phone or 

open another browser window at: 

pollev.com/rebeccab909 

You’ll be anonymously responding to 

questions, and we’ll see the live 

results on the screen!

https://pollev.com/rebeccab909




The realities of designing 
government services



Limited 
staffing

Outdated 
technology

Complex structures 
and bureaucracy 

Common challenges 
for government 
agencies



Information silos 
in government are 

the result of…

Organisation structure

Poor communication 
policies/practices

Inconsistent data 
governance



Types of organisational structures

Division-based Project-based Matrixed



Unemployment Insurance   
Division

Public Housing DivisionFood Assistance Division

Reviews applications from people 
who are seeking financial support 

while looking for work.

Manages a program that provides 
vouchers for low income families to 

subsidize food costs.

Develops resources for low 
income individuals seeking 

stable housing.



Unemployment Insurance   
Division

Public Housing DivisionFood Assistance Division

Loses primary source 
of income.
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Unemployment Insurance   
Division

Public Housing DivisionFood Assistance Division

Loses primary source 
of income.

Searches for a way to 
afford food.

Needs a home address 
when applying to jobs.



Unemployment Insurance   
Division

Public Housing DivisionFood Assistance Division

A user’s journey is likely to involve public services managed by 
teams spread out across an agency.



Unemployment Insurance   
Division

Public Housing DivisionFood Assistance Division

A service designer in the unemployment insurance divisions 
discovers that there is a significant drop off in applicants from 

individuals who do not have a permanent mailing address.



The reality is more like this…







Shared Services 
Team



Project A Project B

Centralized teams spread out between projects and act as a communication 
proxy for sharing relevant insights across an organization.

Shared Services 
Team

Project C



But as the team expands, information silos can persist if 
knowledge is not properly managed.

Project
A

Project
B

Project
C

Project
D

Project
E

Project
F

Project
G

Shared Services 
Team





Project Manager

Business Analyst

User
Experience

Portfolio of modules owned by Division A and Division B and 
maintained by contractors embedded across each module.

User experience team is part of a separate centralized team and 
split across multiple portfolios.

User
Experience





Have no fear…
Research Ops is here!



What is ResOps?
“The practice of Research Operations (ResearchOps) focuses on 

processes and measures that support researchers in planning, 

conducting, and applying quality research at scale.”

Kate Kaplan, Nielsen Norman Group

nngroup.com/articles/research-ops-101

https://www.nngroup.com/articles/research-ops-101/


The principles of Research Operations are nothing new…



JOURNALS
Repository of research

MEDIA OUTLETS
Actors that 

disseminate insights

PROGRAM IMPLEMENTERS

Calls for action

What we end up with are loosely coupled components that make 
up an ecosystem that’s responsible for a public health initiative.



JOURNALS
Repository of research

MEDIA OUTLETS
Actors that 

disseminate insights

PROGRAM IMPLEMENTERS

Calls for action

There are mechanisms that move insights across the ecosystem 
and drive action.



Mechanisms that drive evidence-based program 
design

● Conferences

● Communities of practices

● Professional associations

● Advocacy organizations

● Infrastructure to navigate and deliver insights/research

● Formal/informal partnerships between organizations



ResOps looks different depending on an 
organisation’s size

Small and 
Lightweight

Medium and 
Structured

Large and 
Robust





Research-driven

ResearchOps Maturity

No research 
is done

Occasional, 
ad hoc 
research

Some 
research 
support 
structures 
developing

Established 
research 
support 
structures 
and/or roles

Consistent 
standards and 
practices 
organization-
wide

Culture of 
user-centered 
and 
evidence-based 
decisions





ResOps in action



Source: ResOps Community, Retrieved February 19, 2024, from 
medium.com/researchops-community/a-framework-for-whatisresearchops-e862315ab70d 

https://medium.com/researchops-community/a-framework-for-whatisresearchops-e862315ab70d


Research
Operations

Infrastructure

Knowledge 
Management

Research 
Competency

Participant pools and panels

Tools and software

Procedures & templates

Governance models

Research repositories 

Documentation standards

Dissemination practices

Advocacy

Templates and playbooks

Research interpretation

Research opportunities

Research for non-researchers



Infrastructure

THE CHALLENGE

Recruitment logistics and 
participation

WHAT CAN HELP

Participant pools and 
panels



University of 
Arizona
Participant pool 
recruitment form

EXAMPLE

Tool: Mailchimp / Buttondown
lib.arizona.edu/participant-pool 

http://lib.arizona.edu/research-repo


Louisiana 
Department of 
Agriculture 
and Forestry

EXAMPLE

Tool: Airtable



CRM for 
Hospital User 
Research

EXAMPLE

Tool: Research Hub 
by User Interviews



THE CHALLENGE

Losing track of insights and 
reinventing the wheel

WHAT CAN HELP

Research repositories

Knowledge 
Management



University of 
Arizona
Searchable and filterable 
database of projects

EXAMPLE

Tool: Notion
lib.arizona.edu/research-repo 

http://lib.arizona.edu/research-repo


University of 
Arizona

EXAMPLE

Tool: Notion
lib.arizona.edu/research-repo 

Template and content 
guidelines for new projects

http://lib.arizona.edu/research-repo


University of 
Arizona

EXAMPLE

Tool: Notion
lib.arizona.edu/research-repo 

Insights tagged by audience 
and category

http://lib.arizona.edu/research-repo


Centers for 
Medicare & 
Medicaid 
Services

EXAMPLE

Tool: Jira



Veterans 
Affairs

EXAMPLE

Tool: GitHub

Categorized database of 
project findings



Research method (ex. Card Sort, Interviews)

Audience (ex. Veterans, Staff, Attorneys)

Product and/or project (ex. MyHealtheVet)

Benefit (ex. Disability, Healthcare)





Veterans 
Affairs

EXAMPLE

Tool: EnjoyHQ

Pilot database of insights 
connected to raw data and 
its analysis



THE CHALLENGE

Disseminating research in 
the right way to the right 
people at the right time

WHAT CAN HELP

Well-timed and plated 
bites, snacks, and meals

Knowledge 
Management



Veterans 
Affairs

EXAMPLE

“Bite”



Veterans 
Affairs

EXAMPLE

“Snack”



Veterans 
Affairs

EXAMPLE

“Meal”

tinyurl.com/vso-findings

https://tinyurl.com/vso-findings


THE CHALLENGE

Planning, inconsistency, 
and onboarding

WHAT CAN HELP

Templates and playbooks

Research 
Competency



The UX 
Cookbook

EXAMPLE

theuxcookbook.com  

Recipes to get anyone started 
with a variety of UX methods.

https://theuxcookbook.com


Veterans 
Affairs

EXAMPLE

tinyurl.com/va-resops    

http://tinyurl.com/va-resops


Centers for Medicare 
& Medicaid ServicesEXAMPLE





ResOps can help 
organisations design 
better services.



Tools alone won’t solve 
our problems

Culture

Tools





We need…

■ Cooperation
■ Coordination
■ Collaboration



Cooperation

Find advocates who already 
ground themselves in 
evidence-based decision 
making.



Researchers who 
produce the evidence

Decision makers who set the 
agenda and priorities

Onwujekwe, O., Uguru, N., Russo, G. et al. Role and use of evidence in policymaking: an analysis of case studies 
from the health sector in Nigeria. Health Res Policy Sys 13, 46 (2015). 

https://doi.org/10.1186/s12961-015-0049-0

Lessons from evidence-based policymaking
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Onwujekwe, O., Uguru, N., Russo, G. et al. Role and use of evidence in policymaking: an analysis of case studies 
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Coordination

Get stakeholders 
comfortable sharing 
hypotheses and conclusions.







Collaboration

Get non-researchers 
involved in conducting 
research and drawing 
insights from data.



Kate Towsey, a leader in 
ResOps, once said that there 
are “researchers” and “people 
who do research” (PWDR).



Kate Towsey, a leader in 
ResOps, once said that there 
are “researchers” and “people 
who do research” (PWDR).





Thank you for listening!

Fan Huang
linkedin.com/in/fan-huang 

Rebecca Blakiston
rebeccablakiston.info

http://linkedin.com/in/fan-huang
https://rebeccablakiston.info

