People-Centred Process Improvement Session

Purpose: 
· To understand the effect of an emergency on current processes so as to design effective responses / preparedness plans.
· To understand how the emergency affects people and what people-centred considerations are needed when developing SoPs.

Agree/Disagree Game: 5 mins
1. Football is better than rugby.
2. Every mother wants to register the birth of their child.
3. The role of a civil registrar is the same in every country.

Sierra Leone slide

How do emergencies affect your civil registration processes? 

1. 30 mins: Using existing country process maps (or the generic steps in the registration process) for one vital event (birth or death), as a whole group, identify bottlenecks and barriers that exist with the current process (standard/during an emergency).
For each step of the process:
· Who conducts this step (standard/during an emergency)? List these “users” on a flip-chart.
· Is this a bottleneck or a barrier (standard/during an emergency)?

2. 15 mins: Split participants into groups of 4 or 5. Ask them to develop a user persona for one of the process actors. Try and ensure that the following personas are considered:
· Male Informant
· Female Informant
· A young single mother (below 18)

3. 45 mins: Around each of the stations (notification, registration, certification & re-issuance of certificates), each group:
· Consider whether the identified bottlenecks and barriers hold true for their persona.
· Identifies additional bottlenecks and barriers that their persona experiences. 
· Prioritises top 3 challenges.

4. 20 mins: For the top 2 challenges at each station, as a group, identify potential business process enhancements that could help in resolving these issues.

Map of mother and newborn interactions life (or family post death): 30 mins

Purpose: to identify components of alternative birth registration services in times of emergency.

1. Identify common interactions that mothers will have in the immediate time after a baby is born (services, locations, media etc). These are all opportunities of how and where CR services should be provided and by who. 
2. Which of these interactions provide an opportunity for either a service or communication point for CR?
3. [bookmark: _GoBack]PROs, CONs and associated risks of each option. 
