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Plan

) Discovery track

Delivery track
Plan Set the project in the right direction by working m Release m Release
out a UX backlog, roadmap and timeline of sprint @ %

Measure & learn

cycles with the product owner. We should strive to
align expectations between business

Feature 1 Feature 2
stakeholders.

Build & Build &
Test Test

Research

O O Understand the big picture of all the

) problems by speaking to users and finding
LN ouf what are the underlying issues they are

facing.

2 Delivery track
Design Build

@ o} ORI O We diverge into various solutions and validate 3 o
these ideas with users later. We repeat this until Ide.n’rlfled and prioritised features from |

> > i we find the perfect solution and its key features validated pretotype gets pushed fo delivery

. e required backlog for developers to work on in scrum.

Your job here is to track and monitor progress.




RESEARCH DESIGN

DISCOVERY
TRACK
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Outcomes

& Validated key user personas, expectations and hypotheses

€ Client feedback prioritised into top 3, expected gain & pain relievers

& Tested pretotype with users (facade / mock up)

& Prioritised user stories and key features for product backlog

€ Accelerated learning of what works and what does not based on emotion & function

Hypotheses 1 Hypotheses 2 Hypotheses 3 Hypotheses 4 .

e : , Clarify business . 6 Map targeted user journey
Name Neecs, Pains, & assumptions & define user boing
Hypotheses 5 Hypotheses 6 Hypotheses 7 Hypotheses 8 pepsonas '
o— Feelin .
S— .-.. Assemble an initial Point of View o ® Map the future experience of
ypotheses 9 || Hypothesss 10 || Hypotheses 11 || Hypotheses 12 Demographic & Behaviours & (POV) regarding the business Expected users, addressing key pain points
Psychographic Details Actions problem and user needs to validate impact
v
| = 2 * . . N@Tﬂ ID@«Y CRAZY ©s SowmioN SKETH . .
8 !Q l Semi-structured: Interview clients ? Build wireframe and pretotype
- Introduce, Main, Closing e " ,
|_— r 8 Be neutral, observe, dig Gain deeper understanding into business problems and the users’ Model your ideas with a close replica of what the end product will
| deeper behaviour. — look like for less costly user testing.
Cather Dosdle . 2 deteils
| £ E mET SR

) veriy jobs~to-ba-cione & @ tost and vaidate pretotype

And want to feel key expectations
When trying to... In this situation... PeopI?os:t‘ruggIe and be perceived Identify tasks and metrics to test
as ief 0:‘:] ossu:np’rions C‘n‘;_ against with users on scorecards to
otheses to prove or disprove. :
Verb + Object + Contextual Clarifier Direction + Emotion + Context MR P P discover what works and what does
Metric + Object not.
High value
N ag
sups | "t dentify key expectations 9 identify key features for the P1step of the journey
Low risk PHigh risk Identify converging expectations / satisfaction drivers from customer . Map and prioritise user stories with key features for product delivery.
K:;I:Nin - interviews, field observations, ethnographic research, etc. | This helps you monitor and track progress.
Low value ‘ \ 4
Map current customer
Doing JO(AI"ney
Feeling ® ® ® ° Understanding the holistic
e —— experience of users who are

ggi[;]o;t;rgittsies& interacting with the product.




DISCOVERY TRACK

LANNING

lanning

Objective

Good research and design processes always start
with clear goals and objectives for everyone to
work towards. Objectives define strategies or steps
to attain the identified goals.

Remember, they should be SMART (specific,
measurable, achievable, realistic and anchored
within a timeframe).

Set your metrics

i

They are statements about specific desired outcomes
which help ensure business objectives are met. There
are 4 distinct ways of metrics that are commonly
employed:

a) Cumulative - e.g. adoption rate over a duration;
b) Measurement - e.g. daily click-through rates;

c) Rating - e.g. scale of 1 fo 5;

d) Binary - e.g. Pass/fail

Known challenges

Evaluating success metrics takes time and
documentation effort. Certain user analytics tools
and resources provide realtime tracking and
monitoring of product performance. However, they
may be subjected to availability.



DISCOVERY TRACK

Research
Overview

First, map these...

POOOE

Hypothesis User Jobstobe Ranking&  Current
& persona interview done Prioritisation journey

Design
Before...



Research

@

Design

Clarify business
assumptions and
define user
persona

Everything starts with an
assumption, followed by a
series of hypotheses.
Ultimately, we test them.

The best persona is built
from real data. However,
sometimes we begin with
some assumptions in the
form of proto-personas,
and update after our
inferviews.

\_/

MAP USER
RESPONSES
Problem statement
My target The main
audience will problem my
be? customer is
facing is?

Goals, opportunities, objectives

The measurable .
My customer’s

outcome my needs may be
customer wants to :
o solved with?

achieve is?

Potential risks
My biggest My biggest risk to
technical or financial visibility
engineering risk is?
is?

Business implications

My earliest | will make
adopter will be? money
(revenue) by?

Why can't my
customer solve
this today?

My primary
customer
acquisition tactics
will be?

My primary
competition will
be?

| will beat my
competitors
primarily
because of?

Assumptions and hypotheses

¢ The aimis to assemble an initial Point-of-View
(POV) regarding the business problem AND

user needs.

¢ |dentify the (a) problem statement, (b) goals/
objectives/opportunities, (c) potential risks
and (d) business implications.

¢ These high level assumptions/hypotheses has
to be validated through subsequent user

interviews.

User Persona

¢

¢

Type
Name

Tagline

ABOUT

Frustrations
|

Needs &
Goals™—

Key Characteristics

High Medium Low

Wealth

worries

Wealth

planning

priorities

Personality Preferred
apps

If no user data is available, start with a
proto-personaq, that is, a hypothetical
persona that assumes the targeted user’s
needs, pains, gains, behaviours and other
persondl profile. Like your assumptions and
hypotheses, this should be tested

Always map your user persona and/or
update your proto-persona with real data

eventually.
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Research

Assumptions & Hypotheses R —

Problem statement

{ ) 4 ) 4 )

My target customer will be... The main problem my customer is facing is... Why can't my customer solve this today?

°)

-,

\. J \. J \. J

Goals, objectives, opportunities

( ) ( ) 4 N\

The measurable outcome my customer M_\;hc,usiomer s needs may be solved M_\I/I %rlmclry customer acquisition tactic
wantis to achieve is? with: will be
00
Potential risks
MZ biggest technical or engineering risk My biggest risk to financial visibility is? My primary competition will be?
is?
X X
Business implications
My earliest adopter will be? | will make money (revenue) by? | will beat my competitors primarily

because of?
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Research 6 BANKOFSINGAPORE

User Pe rSan m Digital version on Mirg

|dentify your target user and convert your problem statement into key objectives.

- N ) A
Name: User profile: Preferred Channels:
A quotation that captures this user’s personality & OO0000
L el 00000
=]
\ 00000
J) n 00000
. AN AN J
Background: User goals and expectations:
Background story of your persona, e.g. Nick is a father of two young children and the sole bread winner of the E.g. To book my plane tickets at a good price, plane bookings should be fast and straightforward to be
family. He owns a manufacturing factory and spends long hours attending meetings with stakeholders. completed within an hour, comfortable flight experience, efficient customer service.
Frustrations: Needs
E.g. Confusing navigation of booking website that resulted in accidentel booking of optional services, crying E.g. To secure flight booking at a moment’s notice, finding the best seats or price deals, to check my emails
babies on flight, lost luggages while on flight, to quickly catch my next flight on transit.
Feelings: Personality:
E.g. Stressed, concerned, frustrated, exhausted E.g. Passionate, motivational, giving, loving, optimistic, serious
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Research Design

S

Iinterview clients

Plan your interview sessions
and questionnaire. Stay
unbiased.

Be attentive to details and
observe beyond your
user’s words.

There will be polarised
opinions and contradicting
feedback, but all is well
and good.

Extra reading:
e Talking to Humans by Giff
Constable
e Testing with Humans by Giff
Constable

\ —— - MAP USER RESPONSES /
@8 Eyetrackin - — @ Clickstream Analysis
1. Usability Benchmarking = @ A/B Testing
B Moderate Remote Usability Studies [}
B uUnmoderate d Remote Panel Stu dies [
— — ' Audience Scenarios
. Usability Lab Studies B Unmoderated UX Studies
QUALITATIVE Emogmph?ﬁeld e @ True Intent Stu dies QUANTITATIVE i
Why & How to fix it . i How many & How muc
: @ Diary Stud
| @ cCustomer feedback
@ Participatory desion @ Concept Testing @)
FFFFF ol @ Desirability Studies @ |
'''''''''' i | A il surveys Insights Goals, needs & painpoints
.9 :t;ral use of product [l Scripted use of product Decontextualized (not using the product) @ combination / hybrid
Ma
Select research method . P user PeSponseg
Ma
<> Select the appropriate research method based on sCeﬁq‘;I%Ur. usgr res Nses
qualitiative, quantitative, behavioural and attitudinal Painp Oin,f INsights, goais ney Qudience
requirements S ’ ds ang
Conducting an interview right...
Interview structure Asking questions Mindset
¢ |Introduction: infroduce ¢ Don’t ask leading or ¢ Do not follow script
yourself, state goails, directed questions strictly

llabilities, warm-up ¢ Ask open-ended questions € Dig deeper if you find

¢ Main part: start with broad and avoid yes/no questions something interesting with
questions. Include questions , . follow-up questions
¢ Don’t make assumptions,

you want answered so you : : ¢ Ask wh ' '
- clarify when in doubt sk why mulfiple fimes
can validate your 4 to find the root cause

assumptions ¢ Have a set of questions |
¢ Closin you use everytime and ask ¢ Pay attention to the
9 from multiple angles body language and

other non-verbal cues



Research: 1 of 3

Research methods: 1 of 3

Select the appropriate research method based on qualitative, quantitative, behavioural and atftitudinal requirements.

‘ BANKOFSINGAPORE

m Digital version on Miro

BEHAVIOURAL
What people do

@ Clickstream Analysis
@ A/B Testing

©® B cyetracking

B Usability Benchmarking [}

Used in BoS CX

. Moderate Remote Usability Studies -

B Unmoderated Remote Panel Studies [}

B Usability Lab Studies

Upcoming (??) in BoS CX

QUALITATIVE . | |
Why & How to fix it Etnographic Field Studies

Used in BoS CX

B Unmoderated UX Studies
@ True Intent Studies

QUANTITATIVE
How many & How much

@ Diary Studies
@ Customer feedback

Used in BoS CX

. Concept Testing ’

. Participatory design

Focus groups

Legend:

@ Natural use of product

Interviews
Used in BoS CX

. Scripted use of product

. Desirability Studies .

Card Sorting

ATTITUDINAL
What people say

Decontextualized (not using the product)

Email Surveys
Used in BoS CX

. Combination / hybrid
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Research: 2 of 3

User Interview

Constructing an interview/script

Follow a logical structure to create a flow
Split interview into parts.

Introduction

¢ What is the goal?
¢ How will you use the collected data?
¢ Ask permission for recording

€ Explain that there are no bad answers

4 Warming up: infroduce questions

Main part

¢ Start with a broad overview question

€ Make sure you include the questions you want
answered, issues you want to cover, so you can
validate your assumptions

Closing

¢ Do the participants have any questions?
¢ Thanking

¢ Contact information

Questions

v

¢ Ask about past experiences

¢ Ask them to show how they actually accomplish
the task

¢ Ask open-ended questions (e.g. can you tell me how
you...)

€ Try to understand the motivations: what is he/she trying
to achieve? Why?

€ Ask them to compare 2 things

X

€ Do not ask leading questions (that suggests the answer)
¢ Do not ask what they want

¢ Do not ask if they would buy it (they do not see the
future)

¢ Do not ask how much they would pay for it

‘ BANKOFSINGAPORE

m Digital version on Miro

The right mindset

¢ You can always ask follow-up questions.

€ Ask why (multiple times) to try to find the root
cause

¢ You can reframe your question, and ask again
¢ Do not interrupt the participant. In case of

misunderstanding, let him/her finish, then
paraphrase your question

¢ Do not follow the script strictly. Be ready to discover
surprising insights.

€ Dig deeper if you find something interesting.

€ Pay attention to the body language and other non
verbal cues

¢ It is a conversation, not an examination!

€ A nice frick: ask the participant what he/she would
do if he/she had a magic wand, in an ideal world,
how he/she would do something.
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Research: 3 of 3 f BANKOFSINGAPORE

M q p ﬁ n d i n gs m Digifal version on Miro

User ? Scenario
1 L Tallil Age, gender, family structure. relationship, demographics, etc B> J Before - during - after, daily schedule. purposes etc
Insights 5—m Goals, Needs & Paint Points
\ Emotions, thoughts, reactions etc List down user’s key goal, fop needs and pain points
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Research Design

@

Jobs-to-be-
done

The purpose is to provide
stakeholders a clear
problem statement to
prioritise and work on.

Here, you define at least 1
JIBD for each target user.
At this stage, your JTIBDs
should still be solution-
neutral and reside at a
higher level.

* This is also the fime to update
your user persona if you have
previously done a proto-

persona.

]

\./

DEFINE MAIN JOBS-TO-BE-DONE

Core JTBD Outcomes Emotional jobs

Functional insights

When...are trying to... in a situation where... they
struggle to... and want to feel... and be perceived as...

Emotional insights

Capturing functional and emotional insights

4

4

Make sense of all data and digest them into jobs-to-be-done (JTBD) statements that
captures the functional and emotional insights of the user.

Step 1: Cluster your interview data by functional and emotional categories. Functional
insights are goals and problems of your user, and is independent of any solution you
may have. Emotional insights describe how your user wants to feel and be perceived
while executing the functional job.

For example, frequently being late to a destination is a functional insight. Meanwhile,
feeling of anxiety for being late is an emotional insight.

Step 2: We want to franslate various insights into key customer jobs here based on
hindsight. Example, getting a destination on time to avoid anxiety.

Step 3: If the functional job is executed poorly, it negatively impacts the emotional job

and creates negative emotions. A full JTBD statement helps to show this connection.
)



Research

Jobs-10-be-done

When

are frying to...

in a situation where...

they struggle to...

m Digital version on Miro

and want to feel....

‘ BANKOFSINGAPORE

and be perceived
as....

Example
client prospects

E.Q. open ajoint-account with
BoS

E.Q. they are busy butf required to
provide personal information of
other family memibers on behalf

E.g. fill in all required information
without errors and coordinate
with family members to provide
private personal details

E.g. confident, secured and
assured in doing the task right

E.g. accurate and reliable by
MASs/RMs
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Research Design

o \_/

HYPOTHESES PRIORITISATION

High value

Ship & Measure Test

Ranking &
prioritisation

No matter how huge the Keep in view Discard
project is, we need to

prioritise the most

important job requirements L s

to focus on.

Low risk High risk

Assessing the jobs by value

and risks help key Ship & measure Test

stakeholders understand ¢ The level of confidence is high about ¢ These hypotheses have the promise of a

the signiﬁconce and these hypotheses. V\{e build, launch and big return but also pose S|gr_1|f|can’r risks.
measure them. Don’t spend your You should focus your learning and

impact of each job discovery cycles here. discovery activities here.

requirements to make Keep in view Discard

better decisions. ¢ These hypotheses don’t add significant ¢ These hypotheses provide little value
valye but are also low risk so don’t and pose a high level of risk to your
require discovery efforts. Some of them business or product. Don't spend any
won’t differentiate you in the market, but more time on them.

are necessary to keep you on par with
the industry. Don’t test, and don’t built if
unnecessary. )3



Research

Ranking & Prioritisation

Ship & Measure

Don't spend time on discovery,
just built, launch and measure.

Low risk

High value

‘ BANKOFSINGAPORE

m Digital version on Miro

Test

Promises big return, but needs to
be validated due to high risk

Keep In view

Low risk, low value - don't test,
don't built if not necessary

Low value

High risk

Discard

High risk, low value not worth any
effort spent
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Research Design

@

Current user
journey

A user journey map begins
before your user’s direct
inferaction with the
product.

We by map the current
end-fo-end journey of the
user to get a holistic view
of the customer’s
experience.

USER JOURNEY

Jobs-to-be-done Expectations Voice of the user

Overall satisfaction:

Guiding Principles

Customer Journey

Stages Engage Extend

Entice Enter Exit

O 0 0 0 - °
n i

e - © e @

Feeling
e
®

Backstage

Process

Workforce

Tech
Opportunities

Where?

Gains

Top-level summary of your persona
and job-to-be-done

4

The journey map starts with a high-level
summary of your user personq, covering the
main jobs-to-be-done, expectations and
snippets of your users’ sentiments in the form
of quotes or satisfaction rate.

1. Stages

¢ A one-worded verb to describe key
actionables for a particular stage at a
high-level. The journey can be broken
down into SEs - Entice; Enter; Engage; Exit;
Extend.

2. Doing

¢ The main section of the journey map. Go
into details of each stage by describing
the tasks, stakeholders involved and flow.
This is represented by icons, sequential
arrows and annotations.

Show interactions across 2 sections:
customer flow and front-stage (i.e. internal
staffs) flow.

3. Feeling

¢ Represented by a graph indicating
happiness level against time. Describe
the emotions in each stage if you must.

4. Backstage

¢ The process, workforce (i.e. manpower
and time taken) and technology (i.e.
CFE, RMFE) taking place behind-the-
scenes. Keep this short and succint.

5. Opportunities

¢ Identify key opportunities of each stage
to prioritise and/or work on in the
subsequent design sprint. Keep this open
and do no pigeon-hole yourself info

specific solutions at this stage!
IS



Research ﬁ BANKOFSINGAPORE

Current state journey e —

Title:

" Job-to-be-done: g Expectations: [ Voice of the user: h

Overall satisfactions

OO0O0O0O0OO0OOO0OO0

N AN 2N v

Stages:

E.g. Log in > Browse options > Select and book > Confirm

Describe in detail the steps and actions that happen behind each phase. You may wish to illustrate in 2 segments - users and frontstage.

Doing

Process:

Workforce:

Technology:

Oppotunities Backstages Feeling
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DISCOVERY TRACK

DESIGN Design
Overview

M
ralaoraYaldalea
<N ] ‘ [ “
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6““‘?0 erOO‘s‘oeM\cm NP“ ‘“"' ralons f{%vz::ts s » 7
“;—:’O ::-. wnn g™ 2o+ min.
Targeted erzi]rame Testand User stories
journey validation map

pretotype



Research Design

©

Target user
journey

After you have gathered
some user insights and
prioritised jobs-to-be-done,
you should have a better
idea of what needs to be
addressed in a customer’s
experience journey.

1. Stages

Guiding Principles

Customer Journey

Stages

Backstage

Benefits

Where?

USER JOURNEY

Entice Enter

‘ ‘
o

‘ ‘

Engage

Exit
_— _—

Extend

¢ A one-worded verb to describe key
actionables for a particular stage at a high-
level. The journey can be broken down into
SEs - Entice; Enter; Engage; Exit; Extend.

|deate and map the future
experience of users,
addressing key pain points.

¢

2. Doing

The main section of the journey map. Go into
details of each stage by describing the tasks,
stakeholders involved and flow. This is
represented by icons, sequential arrows and

annotations.

Show interactions across 2 sections: customer
flow and front-stage (i.e. internal staffs) flow

3. Backstage

4

The process, workforce (i.e. manpower
and fime effort) and technology (i.e. CFE,
RMFE) taking place behind-the-scenes.
Keep this short and succint.

Y. Benefits

¢

This is the chance to justify your
proposed journey! Highlight the
measurable gains users get to
experience for specific stages. Don’t
forget to indicate where this would take
place.

1®



Design @ BANKOFSINGAPORE
TC] rg ellled slllq II'e jcu rn ey M bigiciversion on Mir

Title:

Guiding principles

- /

Stages:

E.g. Log in > Browse options > Select and book > Confirm

Describe in detail the steps and actions that happen behind each phase. You may wish to illustrate in 2 segments - users and frontstage.

Doing

(7]
Q Process:

O)

-E Workforce:

(7

S

o] Technology:

[+ o
.,"_’ Where

©

c How

QO

(3]
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Research

Wireframe and
pretotype

Translate your targeted
user journey into a
minimally viable pretotype
(MVP) to test. Here, you
model your ideas with a

close replica of what the Low-fi materials interactive pretotype platform
end product will look like
~. E Figma is our recommended platform to build an

f I fl testi ‘(oY Any stationery from home or your neighbourhood P
Oriess cos y User 1es Ing ] 'g'_ lbookstore will do! Our typical sketch kit usually . _ interactive prototype. If's easy fo leam and
5:?'3 consists of sticky notes, pencils, erasers, Sharpie supports reakHime collaboration between you and
° J

. ic;
markers and some mahjong paper. o your teammates. Most importantly, it’s 100% free.
You should select the NIL

fidelity level according to

the maturity of your Vector icon designs High-definition photos
project.

figma.com

We love Noun Project and Flaticon when it comes o T
| to icon resources. Their massive collection of icons O

Unsplash is the clear winner in this area. Fully

royalty-free and high-quality photography at no

o o
O Oo can help speed up your prototyping pipeline. We cost. Who says free stuffs can’t be great?
also have an [con library on Figmd that is B

approved for the team’s design standards.

unsplash.com

thenounproject.com | flaticon.com 20


https://www.figma.com/files/937911544492861973/project/23628728/%F0%9F%93%9A-External-Libraries?fuid=936830726379401501

Research Design

Test and validate

Actions speak louder than
words, so let us conduct a
small experiment with our
users to validate our
pretotype.

We normally conduct an
open demo session to
gather user feedback or
faciliate think-aloud
workshops.

Record USER STORY MAP
participants’
Customer 1 Customer 2 Customer 3
responses to oveston
analyse
Question 2
Question 3

Success metrics

Setting task scenarios/  Recording observations
questions

¢ Always use the same set of ¢ Highlight observations of user
task scenario or questions to behaviour, reaction, tone and
test each user. feedback

¢ Atask scenarioisthe action e If relevant, record quantitative

that you ask the participant measurements such as

to take on the tested completion time, number of
interface. A context is clicks, click-throughs and
provided so users can score ratings

pretend to perform in that

scenario

\_

Customer4  Customer 5

Success metrics

Defining the right
melfric is important as
it sets the standard a
product should attain

A good metric should
be measurable,
simple, and closely
represents the usage
of your product

Some customer
safisfaction metrics
are such as NPS,
CSAT and CES 2)



Design

Test & Validate

Question example
Is tThe prototype intuitive and easy to navigate?

Partficipant 1
Name, screening criteria

E.Q. Participant knows how o use
filter tool to look up for best prices,
but could not tell what additional
services he can book with.,

Participant 2

Participant 3

m Digital version on Miro

Participant 4

‘ BANKOFSINGAPORE

Participant 5
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Research Design

User story map

You will work together with
your project stakeholders
on Jira/Notion fo map and
prioritise your user
requirements.

User stories get pushed to
the Delivery track via
developers’ backlog to
kickstart the scrum cycle.

USER STORY MAP
Stages K_,}
Activities
Activity
Tasks
Task
User stories
Key Release 3
features
1. Stages 3. Task
¢ A one-worded verb to describe key ¢ The step-by-step tasks required to fulfil

actionables for a particular stage at a
high-level.

As a rule of thumb, we apply the 5Es
info our stages: Entice; Enter; Engage;
Exit; Extend

2. Activity

¢ The main activity taking place at
each stage

the activity of each stage

4. Prioritised features

¢

Technical features and
requirements to support the tasks.
These should be formatted in user
stories that are sort according to
prioritised release cycles.



Design ) sANKOFSINGAPORE

Use r Sto ry M q p m Digital version on Miro

Title:

Stages:

E.g. Log in > Browse options > Select and book > Confirm

2
n— E.g. Read an email
2
===
O
<
(7 : : : :
z E.g. Login to email account, go to inbox, open an email
(7]
O
[t
»~ E-g. Client needs an inbox section in order to read emails received.
N »n
o -
=
20 &
(o Br g
O 5
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Validated personas,
expectations and hypotheses

Personas are robust and complete
with research and real user data. All
assumptions and hypotheses are
tfested and you now have a clearer
visibility and direction on what works
and does not work for the user.

Prioritised client feedback

You are able to identify top jobs-to-be-
done based on their value and risk
iImposed o the business.

Tested pretotype

A finalised pretotype ready to be
pushed into delivery sprint cycle after
rounds of iteration.

Accelerated learning

Great designs are unbiased and goes through
multiple iterations of improvements. It is also @
result of rigorous research and data, not one
person’s opinion. Rememlber, we learn sooner
by failing sooner.

Prioritised user stories and
key features

We usually work together with our cross-
functional tfeams to share our UX
recommendations and translate them info
written user stories.

The user stories serve To communicate our
profotype requirements to developers so do
ensure that it is clear and accurate.

User stories are usually prioritised by business
teams (usually on Jira, Confluence or Notion)
according to feasibliity and timeline. As an
advocate of your users, it is more important to
weight in the prioritisation based on user
value.
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