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1 What is Human-Centered Design 
and Why is It Important?
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W H A T  I S  H C D ?

Elevating the Human Experience
Child support programs are responding to 
shifting customer and workforce expectations 
and the accelerating pace of technological change 
by totally transforming their people, processes, 
and technology.  

A human-centered approach to this 
transformation can ensure that the experiences 
of people– families, staff, and constituents– are 
the focus of the transformation. 

It’s time to elevate the child support experience. 
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W H A T  I S  H C D ?

HCD is a…

Creative & strategic problem-solving approach 
that puts people at the center of exploring and 
solving complex problems at scale.

It creates a mindset shift for more innovative 
solutions that are prototyped and tested with 
end-users.



The best solutions are at the 
center

By approaching challenges through 
an HCD lens, our clients are better 
equipped to make informed 
choices among solutions that 
are desirable, feasible, and viable.

HCD puts the 
experience of people 
at the center. 

BUSINESS
GOALS

Viabi l i ty

TECHNOLOGY
CAPABILITIES

Feas ib i l i ty

PEOPLE ’S
NEEDS

 
Desirabi l i ty

Do customers need it or 
want it?  Will they use it?

Does it create enough value to 
justify the development? 

Do we have the required assets 
and capabilities to make this real?

W H A T  I S  H C D ?
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Traditional Problem-Solving Human-Centered Design

CUSTOMER
GROUPS

BUSINESS GOALS

BUSINESS 
GOALS

CUSTOMER GROUPS

HCD is more than an add-on. It’s a mindset shift 
for the way we do our work.

W H A T  I S  H C D ?
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W H A T  I S  H C D ?

HCD benefits your work because it… 

Mitigates
Risk

Improves 
User 

Experiences

Builds 
End User 

Satisfaction

Solves 
the Right 
Problem



2 Human-Centered Design 
Methodology
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H C D  M E T H O D O L O G Y

The Human-Centered Design Process

Learn about, 
explore, and 

validate 
user’s

 needs & 
desires.

Translate 
learnings into 
clear insights 
and experience 
principles.

Create 
solutions 

and validate 
prototypes 

with real 
users.

Pilot and
 Launch. 

D I S C O V E R  &  D E F I N E D E V E L O P  &  D E L I V E R

Discover
Observing the behavior 
of users to generate a 
deep understanding of 
their challenges, 
preferences, and 
priorities

Define
Structuring the data to 
reveal key insights to 
target the right 
problem(s) upon which 
to invest time and effort

Develop
Ideation and rapid 
visualization of the 
prioritized solutions to 
the problem, to 
generate feedback 
from stakeholders

Deliver
Implementation planning 
that includes a detailed 
understanding what is 
required to build and 
implement the desired 
product, service or solution

C O
N

V E R G
E

C O
N

V E R G
ED I V E R G E

D I V E R G E



DESIGN ALIGN

Making sense of 
many opportunities

What is 
happening 

now?

What is the 
future in 10 

years?

What 
opportunities 

does this create?

Selected 
strategies + 

actions

Explore the 
strategies to 

get there

Narrow to 
several big 

ideas

Selecting, 
promoting, + 

executing

Mapping + 
capacity 

modeling 

Filtering, 
selecting, + 
exploring

Research +
assessment

Forecasting 
+ 

speculating 

Broad 
ideation

Focused ideation 

DIVERGE CONVERGE

Divergence + Convergence in Design
H C D  M E T H O D O L O G Y
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H C D  M E T H O D O L O G Y

Discover
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Discover Phase is…
H C D  M E T H O D O L O G Y

The discovery phase gives us an opportunity to take 
an expansive look at the challenge, consider 
opportunities, problems, and connections we 
wouldn’t have otherwise, and be sure we’re 
addressing the right problem. 

PROBLEM IDENTIFICATION RESEARCH

As we go from exploring what could be 
to designing what should be / will be for 
now, we need to be sure we’re asking 
the best possible questions. 

This helps us to discover people’s explicit 
and implicit needs, values, and dreams 
so that you can incorporate them into 
your solutions.
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Mindsets in Discovery
H C D  M E T H O D O L O G Y

Empathy
This is an opportunity to deepen 
understanding for others – who they are, 
what’s important to them, why they do the 
things they do.

We are like anthropologists.

Empathy is not the same as sympathy.

RSA Short: Empathy | Brene Brown
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H C D  M E T H O D O L O G Y

Who is at the center? 
Mapping
What are the systems, processes, 
relationships?

Ecosystem Maps

Affinity Diagramming

Current State Analysis

Journey Map using 5E
by Minjung Kim

Cognitive Map
by Laurent Hazard

Stakeholder Map
by Bhaumik Kaji
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• Prompt: Create an ecosystem map as a 
group for our problem statement

• Key Questions:
• Who is in the center?
• Who are the core, direct, and indirect 

stakeholders?

Let’s Discover! – Ecosystem Map
H C D  M E T H O D O L O G Y

Example: Ecosystem Map

Direct

Core

Peripheral



Example| Conducting User Research
User research is vital to understanding the current user experience and should be gathered from as many sources as possible– 
from direct user input via focus groups & interviews to analysis of available data related to user behavior.

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S

Interactive Focus Groups using Mural & 
PollEverywhere engage participants and foster 
collaboration.

Analysis of available analytics data, customer 
surveys, and process documentation reveal 
additional insights about the user experience.
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Mindsets in Discovery
H C D  M E T H O D O L O G Y

Never accept anything as 
a given.
In order to have a successful discovery 
phase, we must be willing to prove 
ourselves wrong.

Listening often isn’t enough – we must see 
it to believe it.



In-depth Interviews Help Us:

Challenge assumptions

Obtain rich, personal stories

Illuminate conflicting and 
complimentary views

Connect with different stakeholders

Clarify research questions

Copyright © 2021 Deloitte Development, LLC. All rights reserved.  

H C D  M E T H O D O L O G Y
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There are so many more discovery methods 
H C D  M E T H O D O L O G Y

Primary Research (first-hand)

• In-depth Interviews
• Cultural Probe Kit
• Love/Break-up Letter
• Contextual Inquiry
• Focus Groups
• Generative Co-Design Workshops
• So many more!

Secondary Research (existing sources)

• Trends Research
• Market Industry Research

Cultural Probe Kit Love/Break-up Letter

Contextual Inquiry Co-design Workshops



Define
20 mins

H C D  M E T H O D O L O G Y
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Define is taking the complex and making it simple so you 
can make sense of it. 

H C D  M E T H O D O L O G Y

“Sense-making”



W H Y  D E F I N E ?

“Given one hour to save the world, I would spend 55 
minutes defining the problem and 5 minutes finding the 
solution.”
- Albert Einstein
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Often this entails…

H C D  M E T H O D O L O G Y

Finding patternsDrawing connections 
between things

Creating a frame for 
your project moving 
forward
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Mindsets in Define 
H C D  M E T H O D O L O G Y

Be curious and dig deeper.
Go beneath the surface. 
Understand why.
Reconcile contradictions.
Celebrate outliers and edge cases.
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Mindsets in Define 
H C D  M E T H O D O L O G Y

Put it out there and 
iterate.
There is commonly resistance to a 
“bias towards action” due to our 
unwillingness to fail.

Try your best to not be precious with 
your insights – get them down so 
others can respond, and you can 
iterate together.

Always be iterating! 
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H C D  M E T H O D O L O G Y

Activities in Define – Distill Insights
Cluster your themes to gain a deeper understanding of the bigger picture. Insights should emerge from clusters of themes. You may need to make 
hypotheses as to the “why” behind certain findings, but your hypothesis will be rooted in the data. 

Who updates 
the 

products?
-WF 1

The 
inventory on 

the app is 
never up to 

date.
-IC 1

How good is 
the shopper 

at picking 
produce?

-WF 2

I worry the 
shopper isn’t 
looking hard 

enough.
-WF 2

How would 
they know I 

like my 
bananas 
greenish?

-IC 1

I don’t trust 
the shoppers 
to get what I 

want.
-IC 1

It was here 
yesterday 

but isn’t here 
today. Is it 
really sold 

out?
-WF 2

Shoppers 
usually get 

produce the 
way I like it.

-WF 1

I hate it 
when what I 
get doesn’t 
match the 

picture.
-AP 2

I want up-to-
date 

information 
and to know 

it’s up-to-
date

The app sets 
my 

expectations 
and doesn’t 
match them

I doubt 
shoppers’ 

ability to get 
me what I 

want

I am very 
particular 
about my 
produce.

Due to a lack of 
transparency, users 

doubt the accuracy of 
the information on the 

app.

I’m very 
particular 

about how I 
like my 

produce.
- AP 1

Raw Data
The quotes, observations, statistics, 
and notes that form the foundation 
for understanding.

Outlier

Users doubt shoppers’ 
ability to get what they 

want because they have 
very specific 
preferences. 

Themes
Summaries of the clusters, 
presented in first person to 
maintain connectedness with the 
users.

Insights
Statements that encapsulate related themes and provide an 
explanation for why these things were observed. Insights 
deepen understanding, change perceptions, and hint at 
potential opportunities or solutions.

Outliers (Edge cases)
A summary of a cluster of data 
points that are contrary to most 
other data points. Examine who 
said these things to try to 
uncover why their experience 
differs.
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Let’s Define! – Conceptual Laddering (5 Why’s)
H C D  M E T H O D O L O G Y

Start here

Example: Conceptual Laddering

Original Prompt: How might we …

But why? __________________________________

But why? __________________________________

But why? __________________________________

But why? __________________________________

Specific: But why? ____________________________



Example| Analyzing & Synthesizing User Research
Once user research has been conducted, it should be analyzed and synthesized to identify key insights & opportunities to inform 
our understanding of the current-state and guide our design of the future.

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S

Use the Modes & Mindsets framework to 
synthesize user research and provide design 
direction based on customer behaviors & 
outlooks.

Assessments of the current user experience help to 
illustrate the current-state and identify key pain points and 
opportunities to inform the design of future solutions.
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H C D  M E T H O D O L O G Y

Develop
20 mins
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H C D  M E T H O D O L O G Y

DEVELOP

IDEATE

Come up with 
ideas… fast!

TEST

Watch people 
interact with your 
design and learn 
from their feedback

PROTOTYPE

Design something for your 
team and users to react to 
without investing too many 
resources in it 

ITERATE

Make it better 
based on the 
feedback you’ve 
gathered!

Developing Solutions
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H C D  M E T H O D O L O G Y

Defer judgement01Best Practices for 
Idea Generation

Have one conversation 
at a time02

Build on the ideas of 
others03

Go for volume04

Headline your ideas05

Stay on topic06

Use visuals07

Encourage wild ideas08
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Let’s Develop! – Buy a Feature
H C D  M E T H O D O L O G Y

$100

$200

$400

$500

If you had $1000 to solve this problem, what features of a solution would you include? 

WILD CARD

Flexible family role 
tagging in System

Smart tagging based on sex / 
gender and identity 
selections by Customers

Seamless and automated 
smart tagging from 
multiple interfaces

Family Roles
Customized Policy & Service 
Recommendations Based on High-
Level Family Types

AI Generated Policy & Task 
Recommendations based on 
Demographics

Equity-focused Policy & Task 
Recommendations based on 
complex variables

Equity-focused Policy & Task 
recommendations-based AI 
conversation & customer narrative

Policy & Tasks

Self-Description of Family 
Type

Flag the Self-Description for 
Case Workers to Review

Family Self-Description is 
Processed by AI Chat and 
Converted into usable data for 
agency

Transcribe interviews with 
family and automatically 
convert into usable data

Family Context



Example| Design a Future State Journey
Once user research has been conducted, it should be analyzed and synthesized to identify key insights & opportunities to inform 
our understanding of the current-state and guide our design of the future.

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S

HCD teams design a future-state 
journey for each module, incorporating 
opportunities and solving for challenges 
identified during user research.

Each future-state journey is 
accompanied by a list of prioritized 
features for development, which 
informs sprint-planning & development.
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H C D  M E T H O D O L O G Y

Spectrum of Prototyping

Low-
fidelity

High-
fidelityPaper Prototyping Enactment/ Role Play/ Body Storming Mock-up Minimally Viable Solution 

(MVP)
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H C D  M E T H O D O L O G Y

Prototypes in Action

Paper Prototyping 3D Co-Creation Physical Prototype Image Mood Board

Wireframing Storyboarding Experience Simulations Service Advertisements
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H C D  M E T H O D O L O G Y

Why is Testing Essential?

“You can make bad assumptions about 
what you think people need until you see 
it in action and then you may find out you 
are very wrong.”                          

–  IT Healthcare Executive Leader

“It’s burning my arm after 15 min." 

“I have to hold it and the stylus and type on 
it - I have no hands free for patients.”

“I lose charge in 2 hours.“

“Connectivity goes out in the middle of 
charting.”
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H C D  M E T H O D O L O G Y

Deliver
20 mins
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H C D  M E T H O D O L O G Y

HCD Doesn’t Stop With Ideation

SYNTHESIZING PARTICIPANTS’ 
FEEDBACK ON THE FLY

IDEATING WITH PARTICIPANTS 

CONTINUOUSLY ITERATING

STAYING CURIOUS & 
DEFERRING JUDGEMENT 

STORYBOARDING IS JUST ONE METHOD OF DELIVERING YOUR PRODUCT TO YOUR CLIENT  

HCD also includes making and 
delivering your product to your client – 
whether that’s a digital app, or a break-
through lab!

All the mindsets we’ve discussed 
today are critical to the delivery 
process as well.
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H C D  M E T H O D O L O G Y

Why Storyboard?

Storyboarding is a low-risk 
activity that yields high value in 
the design process. It can be 
done individually or as a 
collaboration, and internally or 
with the client. 

Communicate visually.
Storyboards get everyone out of their Excel sheets and Word documents 
and activates the creative side of their brains with simple visuals

Craft a narrative.
Storyboarding forces you to think logically about your user’s path. After all, 
a story must have a beginning, middle, and an end.

Avoid talking in circles.
If you find your team talking in circles around an idea, a storyboard 
provides a concrete deliverable to rally around, driving conversation and 
informed decision-making.
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H C D  M E T H O D O L O G Y

How to Storyboard
Stay user-centric.
Make your persona into the main character of your storyboard and draw 
them in real-life scenarios to keep humans at the center of your narrative.

Avoid drawing screens.
The technology can be a ”prop” to your story, but we’re not wireframing 
here. Instead, draw how the technology impacts your persona’s day-to-day.

Keep it succinct.
You can only use so many frames to get your point across. Six to twelve 
frames with simple captions are all you need to tell a compelling story.

Communicate pain and gain.
Share the current state story, or challenge, as well as the future state story, 
or gain, that your solution or experience provides. 



Example| Future State Development Roadmap
Prioritized features are then mapped onto a future state development roadmap that outlines when certain features will be 
developed and when product releases and other milestones will occur.

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S



Example| Key Wireframes & Mockups
Visual concepts for key screens and user experiences are created to help stakeholders visualize how the prioritized features might 
look in the future state product.

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S



3 Child Support HCD 
Transformation Spotlights
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C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S

Spotlight: 
State of Texas
Next #1 Transformation



Texas CSD is #1 — in many ways

46

Two years ago, our program started 
on a journey to set our sights even 
higher on an ambition for our next 
#1 accomplishment: to be more than 
just the best child support program as 
compared to our peers, but to be the 
very best version of ourselves possible 
and to better position our program to 
meet the needs of the families we 
serve today, tomorrow, and for 
years to come. 

By many standards, the Texas child support 
program is considered one of the highest 
performing programs in the nation, supporting 
the largest caseload in the country.

Ranked #1 in the nation for amount of child support 
collected

Ranked #1 most cost-effective Child Support organization 

Collected $4.8 billion in payments in the last fiscal year

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S



The Next #1 Strategy Will Guide our Transformation
Our Next #1 Strategy includes the factors that make up our core-- our vision, mission, and values– as well as the Program 
Transformation Framework and the SFY 2022-2023 Implementation Plan.

Our unwavering commitments to 
who we are and why we do what we do

CORE IDENTITY PROGRAM TRANSFORMATION 
FRAMEWORK

SFY 2022-2023 
IMPLEMENTATION PLAN 

Principles and focus areas that will guide 
the future of the Next #1 

Transformation

Themes, goals, priorities, and measures that 
drive our work for the next 2 fiscal years

VISION: A Texas in which every child 
consistently receives the full financial and 
emotional support of both parents. 
  
MISSION: To encourage responsible 
parenting by promoting the involvement of 
both parents and ensuring that children 
receive the support they need and deserve. 

VALUES: Respect, Innovation, Service, 
Excellence

Guiding Principles, Transformation 
Domains

Themes, Goals, Strategic Priorities, & 
Measures of Success

47

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S



CSD Regional and Section Leaders & 
staff assembled in…

…to consider CSD’s future through the 
lens of the Next #1 Strategy…

Regional and Section Ideation Labs
The Next #1 Project team conducted Ideation Labs to bring leaders together to aspire for the future through the lens of the Next 
#1 Strategy. During these collaborative sessions, participants brainstormed what could be possible for their teams using the 
sentence starters, “what if…?” and “what must be true…?”

5 
Ambitions Labs, with…

10
Regions

…and collaborated to brainstorm 
ambitions for their region in…

3 
Interactive Breakout Sessions

6 
State Office Sections

100 
Total Participants across…

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S



Continuing the Next #1 Conversation
Following Ideation Labs, we provided participants resources to share what they learned about the Next #1 Ideation process to 
continue the Next #1 conversation with their teams. 

C H I L D  S U P P O R T  H C D  T R A N S F O R M A T I O N  S P O T L I G H T S



Thank You!


