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Background
Health Data Research Network Canada’s (HDRN Canada) Data Access Support Hub (DASH) 

supports multi-regional health research within a federated data environment. While DASH plays 

an important role in helping researchers access data across jurisdictions, the process can be 

complex and involves multiple steps, systems, and partners. To better understand and improve 

this experience, a DASH User Experience (UX) Working Group was formed with members from 

across the Network and Data Centres. In this context, “users” include researchers, their teams, 

analysts, and others who directly engage with DASH services. The group’s goal was to define 

user experience in the DASH context, understand what users need and value, and develop a 

practical framework to support performance measurement and service improvement.

DASH UX Framework

The DASH UX Framework defines the end-to-end researcher experience across nine themes and their sub-themes. 
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o Coordination/smooth workflow between DASH and 

researchers, data centres and other entities

o Reduced administrative burden/duplication

o Efficiency gains in time and/or resources

o Speed of project progression

Efficiency & Timeliness
Focus: The flow, pace and administrative effort required 

in the data access process
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o Clarity/transparency of information shared 

o Consistency of communication across DASH staff and centres 

Transparency & Clarity
Focus: Clarity and predictability of the process, 

ability to navigate and understand the data access process
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o Reliability - Ability to provide the promised services accurately

o Responsiveness - Ability to provide timely services

o Assurance - Ability to project trust and confidence

o Empathy - Ability to provide personable, empathetic, caring and 

personalized attention to clients/users

Responsiveness & Support
Focus: Quality and usefulness of support provided, including 

responsiveness to the diverse needs of researchers
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o Previous experience with multi-regional projects and DASH

o Motivation to access DASH for multi-regional research project

o Motivation to conduct multi-regional research

o General identification and role

Researcher Profile & Project Context
Focus: User demographics and profile, experience with multi-

regional data research and prior use of DASH
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o Barriers experienced

o How well researcher needs were addressed by DASH

o Elements that researcher did not expect in the process

Challenges & Opportunities for Improvement
Focus: The problems and difficulties DASH users faced along

the way
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o Awareness of tools/resources

o Perceived usefulness of tools/resources at different stages

o Gaps in existing tools/resources and suggestions for 

improvements

o What tools/resources were used?

Tools & Resources
Focus: Utility, clarity, and accessibility of tools and resources 

supporting data understanding, study design and processes 

vi
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o Key strengths and highlights of DASH from the researcher's 

perspective

o Perceived value of DASH to project success 

DASH Added Value
Focus: Most appreciated DASH features, new possibilities 

enabled and relevance of DASH in the research ecosystem
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o Overall satisfaction and perceived value of the experience

o Perceived impact on the researcher of their experience with 

DASH services

o Achievement of intended research goals/outcomes

o Confidence and trust in DASH services

Overall Experience & Satisfaction
Focus: Reflections on the overall DASH experience and 

willingness to engage again
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o Ease of navigating the intake and application process 

o Clarity of purpose and function of the DASH portal tools and 

features

DASH UX
Focus: Technical usability and interface design aspects of 

DASH

Results The UX Working Group developed a framework organized around nine main 

themes as shown the figure above. Each theme includes sub-themes that 

capture specific parts of the researcher experience across the DASH journey. 

Overall, the framework captures both how DASH services broadly work (e.g., 

timelines, coordination, tools) and how the user perceives them (e.g., trust, 

satisfaction, confidence, and value), and how the two come together to shape 

the user’s overall experience. During the development of the UX framework, 

a few key insights emerged:

User profile matters: Different types of researchers have different needs and expectations, 

which shape how they experience DASH.

User experience and performance measurement: User experience is a key part of 

service quality and should be assessed alongside performance indicators.

Customization: At the time, the framework was a draft meant to explore priorities, user 

groups, themes and indicators, with further refinement expected as HDRN Canada evolves.

IDEA principles are important: Inclusion, diversity, equity and accessibility should remain 

central to how services are designed and delivered.

Enhanced measurement: This framework strengthens performance measurement by 

incorporating the user experience.

This work provides an early, practical framework for understanding and 

measuring the DASH user experience. The framework creates a shared 

foundation for identifying what matters to researchers and translating these

into measurable outcomes and indicators. 

The framework is intended to inform the development and refinement of 

tools used to support DASH services and evaluation. As HDRN Canada 

services continue to mature, the user experience framework is expected to 

evolve through ongoing engagement with diverse users and internal HDRN 

Canada members. It will also be refined and adapted over time to support 

practical application as services and contexts continue to evolve.

Conclusions

MULTIPLE 

DIMENSIONS

Considers the 

experience across 

nine key themes.

FLEXIBLE

APPROACH

Can be adjusted based on 

priorities and user groups 

by focusing on different 

themes and indicators.

ENHANCED

MEASUREMENT

Strengthens performance 

measurement by balancing 

outputs with outcomes and 

user experience.

PRACTICAL 

APPLICATION

Links themes and sub-

themes to potential 

indicators for monitoring 

and improvement.

Methods
The UX framework was developed through a collaborative and step-by-step process. The group 

began by reviewing DASH documentation and mapping the full researcher journey to identify key 

stages and touchpoints. They then held virtual sessions to define user experience in the DASH 

context and identify main themes, which were refined into more detailed sub-themes.

These themes and sub-themes were brought together into a draft UX framework. The draft was 

reviewed through internal feedback, including a short survey and an in-person session with members 

of the DASH Working Group. This helped improve clarity and ensure alignment across the group. 

The framework was also linked to potential indicators to support performance measurement.
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