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Encouraging Better Conversations with
Children and Custodians through Mobile

WICSEC 2017 Annual Training Conference



Your Facilitators

Jared Miniman Margot Bean Steve Speak
Public Sector UX Lead Child Support Managing Senior Manager
Director
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Topics we’ll cover

Introduction to Design Thinking

Challenges facing Child Support payors,
payees, and providers

Designing for the mobile user

 Practice using design techniques



Design Thinking

Design Thinking is “a formal
method for practical, creative
resolution of problems or issues,
with the intent of an improved
future result.”



What’s Changed?

Unlike analytical thinking, design
thinking includes "building up”
ideas, with few, or no, limits on

breadth during a "brainstorming"”
phase. This helps reduce fear of
failure in the participants and
encourages input and participation
from a wide variety of sources in
the ideation phases.




Design Thinking in



Design Thinking in |1

VIABILITY
(BUSINESS)

FEASIBILITY

(TECHNICAL)

DESIRABILITY

(HUMAN)



Release
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Rise of mobile

1 0 0 0/ Adult Americans between
0 the ages of 18-29 who own
a cellphone
7 70/ American who own a
0 smartphone
4 5 0/ Americans who use their
0 smartphone as their
primary means of access
to the internet

400/ Smartphone users who use

0 their phone to access
government services or
information







Efficient use of
worker time




Effective
communication &

"8 client outreach
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Customer service




Proactive case
participation




Saving money




Solving for
Mobile + Design

= 455



Creative theme

* Clean.
« Simple.
* Plain language.

« Approachable.



Colors

Colors used on the mobile app are light and friendly.
High contrast between text and background colors for legibility.

Differences in color saturation but consistency in hues | ERRSNA 02

[ CASE40124
YOU VS JOHNSON, MICHAEL

Order Effective Date: 08/03/2017

OVERALL BALANCE:$1000 (i)
Monthly Support $300
Ordered on Arrears $300
Total Monthly Support S600

Received in September $150

Still Due This Month $450




Imagery

Selected photography shows cultural diversity and a

combination of child and mother or child and father.

ME
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Typography and call-to-actions

< MY CASES ®

Large condensed fonts for titles
and headers.

Knocked out text for secondary
headers.

Large buttons that span across

the width of the screen.

ALL

CASE #CASE40124

YOU vs Johnson, Michael

Still Due in September

$450

Total Monthly Support $600

Received in September: $100
Last Payment: 09/06/2016

< VIEW DETAILS >

Dark text on white for content

for legibility.



Iconography
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Icons used on the app are in the line art style. They are very simple
and are legible at any resolution.
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Applying D
Thinking



__| Acknowledgem

ent of Paternity

Disclaimer

Pay by Debit
Card

Pay by Debit
Card

External Link

Estimator

Child support

Update
I ?ener‘gl I fGenerth Confirmation/
nformation nformation Field Validation
Custodial Custodial Update
Parent Parent Confirmation/ —
Field Validation
Non-Custodial Non-Custodial U_pdate_ |-}
Parent Parent Confirmation/
Field Validation
Additional Additional Update
Questions Questions Confirmation/ =
Field Validation
Update
N— Submit Confirmation/
Field Validation

Simplify where
possible
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" |ent of Paternity

contirmations
Field Validation

Disclaimer

| agree

Child support
Estimator

E-Service

4

External Link

General
Information

Custodial
Parent

Non-Custodial
Parent

>

Update
Confirmation/
Field Validation

Additional
Questions

Simplify where
possible
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Your last visit was on Monday, December 29, 2016 05:11:58 PM. HEllo IANE e a n e r a n

MY CASES -WElGOME BACK

= | friendlier

Case #CASE62438
Mcpherson, Glenda vs

SENT IN DECEMBER CASE #CASE40124

3500.00 > YOU and Johnson, Michael

of $2,000.00 Total Monthly Obligation
Last Payment 12/08/2016

Still Due in September

Case #CASE71829
Preston, Marce vs

Total Monthly Support S600

SENT IN DECEMBER

$700.00 Received in September: $100

: »
of $700.00 Total Monthly Obligation Last Payment: 09/06/2016
Last Payment 12/17/2016
Case #CASE42263 < VIEW DETAILS >
vs Mcpherson, Glenda

O @ A

e My Cases My Profile My Scheduled Locate
$000 » Events Office

FAhsmm o mm— . tas i A

Previous app New app



'fﬁ’/?’!)”//ff
E

.

N .
4
;"




What is it?

A tool helps teams develop deep,
shared understanding and empathy
for other people. People use it to

help them improve customer
experience, to navigate
organizational politics, to design
better work environments, and a host
of other things




: Empathy Mapping

GOAL: To view the problem you are trying to solve through the
lens of your users to better service their needs.



Designed for:

Empathy Map Canvas

Designed by:

Date:

Version:

What is the situation they are in?
What is their role in the situation?

What do they HEAR?

What are they hearing others say?
What are they hearing from friends?
What are they hearing from colleagues?
What are they hearing second-hand?

WHO are we empathizing with? GOAL

Who is the person we want to understand?

What do they need to DO?

What do they need to do differently?

What job(s) do they want or need to get done?
What decision(s) do they need to make?
How will we know they were successful?

What do they THINK and FEEL?

PAINS GAINS

What are their fears, What are their wants,
frustrations, and anxieties? needs, hopes and dreams?

What other thoughts and feelings might motivate their behavior?

What do they DO?

What do they do today?
What behavior have we observed?
What can we imagine them doing?

Description of sections

What do they SEE?

What do they see in the marketplace?

What do they see in their immediate environment?
What do they see others saying and doing?

What are they watching and reading?

What do they SAY?

What have we heard them say?
What can we imagine them saying?




Activity: Empathy Mapping

GOAL: To view the problem you are trying to solve through the lens of
your users to better service their needs.

THINKING AND FEELING?

What really matters to the user?
What occupies her thinking?
What worries and aspirations does she have? .-~

~ -

HEAR? e
What are friends, family ad SEE’
other influencers saying to her What things in the environment influence her?
that impact her thinking? . el B What competitors is she seeing?
___________________ = s TTm---.____What is she seeing friends do?
What is she hoping to get?

What fears, frustrations or CAV ANDP MAD



How we use it

1.

Start with the GOAL section, by
defining WHO will be the subject
of the Empathy Map and what
you want them to DO

Once you have clarified the goal,
work your way clockwise around
the canvas, until you have
covered Seeing, Saying, Doing,
and Hearing

Only AFTER you have made the
circuit of outside elements do
you focus on what's going on
inside their head



Finding after
school care for
children













To harvest the power of design thinking, individuals,
teams, and whole organizations have to cultivate
optimism.



Get in touch

Jared Miniman Margot Bean Steve Speak
jminiman@deloitte.com mbean@deloitte.com sspeak@deloitte.com

Twitter: @UBIJARED (617) 437-2083 (916) 288-3150
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