(Nothing fancy, just a problem solving showcase
for enterprise applications)




Business (Goals

Design Route planning interface
for Sales Rep

Track task progress
Make SR life easy
Check-In/ Check-Out feature

Reduce stress with technology

iIPad only

Prioritise usability over aesthetics

Key scenarios only




Frito-Lay | Route Plan

UX Research
Gath.ered requir.e.ments UX DeS|gn

Studied competitive apps

Interviewed merchandiser .
» Created lo-fi mock-ups

Analysed SR video interviews « Incorporated merchandiser feedback

 Figma and Mid-journey tools utilized

» Designs made for iPad only

Ravi My design thinking approach

. Understand Users  Define Problems Explore Ideas Prototype  Test and Implement



Frito-Lay | Route Plan Mock-ups in Figma

Mike’s Happy Path Mike C. Fox Persona

Sales Representative

Login
\’ Goals
Home Complete delivery route on time every day
Resolve any order issues quickly
\L ;\ge Build strong relationships with retail store managers
. § - O Keep track of inventory and orders
Route/Visit Details Job Sales Rep
Education BA., Klasdi
\2 Status Married o N .
Route optimization to reduce drive time
Navigate Easy order tracking and management

Intuitive app with little manual data entry
Reliable iPad/device to avoid disruptions

Check in at Store

N

Frustrations

Traffic delays that throw off schedule
Returns/damages that create extra work
Technical issues with sales apps or devices
Early morning shifts

M
Reschedule <—°

Yes

Delivery Check out at Store

‘___..-—"
Environment

Spends days driving to retail locations

Woarks independently and interacts with various store managers
Routes can cover urban and rural locations

Meeds to handle GPS, spotty connections, etc,

Navigate to Next (n)

Day Summary

4

History
)

Navigate to Homebase

2

Logout




Frito-Lay | Route Plan Mock-ups in Figma

B30 AN Wed July 26
WEMISE & ¥

NTE Ve ;
B EEMTER PRESTON RIDGE

" { L&L

FaRE MoDermolt Road B

STOMERRIARN
MALL AT THE : . e o e . . " 5 AT
BRIDGES & AT i = 2| KRELLE &

¥ .,DJ?'P;.i WUSEELL CREE

B:aum Wed July 25 all = =

Delivered - B=45 AM

7-11 Stare 108

1240 Windhovan 51, Plang, TX
Delivered - 10:50 AM

AW GHON - e SCF Vst
WNDHAVENY A e e ’ .. i H-E-B Storg 341
] G001 Prestan R, Plang, TH

PARE FOREST
HORTH

Dalivered - 12:45 PM

7-11 Store 108
2019 Hedgecoxe Rd, Plana, TX

FRESTON
MEADIWS
P Delivered - 02:05 PM
i ‘Walmart 123

CREEKE BF HIGHLANDE OF J o TTTITE e i
WILLOW BEND  PRESTON RIDGE : — oo f 1810 'W Parker Rd, Plang, TX

Presenting the Sales Rep's initial screen before commencing their route. This snapshot provides an cverview of their
starting point and relevant information 1o begin their sales journey.

On the seraan, vou'll find the Sales Rep's performance history Tor the current session/day. Please note that the events
displayed may not be in sequential order from the previous screen.



Frito-Lay | Route Plan Mock-ups in Figma

‘ B30 AN Wed July 26

You are doing great, Mike!

4 Completed!

B:30AM  'Wed July 26

z to go

Need a break?

Displayed on the screen is the Sales Rep's progress report. This scenario showcases their advancements, achievements,
and performance, irrespective of the order presented in the previous screen,

10:54 AW
H-E-8 Store 241, Plang TX

3 EritoLay Funyums SKU 728700834
2 FritoLay Cheasa Balls SKLU 743051314
 EritoLay Sun Chips SKU 108865134

4 FritoLay Doritos SKU 30BE00644

Displayed on the screen is the Sales Rep's Checkoul at the store. Flease note that the events displayed may not bea in

sequential order from the previcus screen.



Business Goals

TCEQ (Texas Commission on Environmental
Quality)

CCEDS (Consolidated Compliance Enforcement
Data System)

STARS (State of Texas Air Reporting System)

Redesign aging legacy
applications

Minimize application screen
count

Reduce interaction cost
Research user pain points

Leverage framework

Limit number of pop-ups
Improve overall usability
Leverage new tools
Reuse components

No new business rules
Establish design standards
across applications



Deloitte  CCEDS/STARS Application

UX Research

Performed dozens of user interviews UX D es | g 1

Performed contextual inquiry

Created user surveys o
y * (Created lo-fi wireframes

Analyzed survey data * Incorporated user feedback into mockups

 Validated feasibility with Dev team
» Reiterated designs

» Presented to larger user group
Ravi My design thinking approach

. Understand Users  Define Problems Explore Ideas Prototype  Test and Implement

hdnd = « Checked for final production desi ist
IH. A - QQ = 03 .:;:,;-; § ecked for final production design consistency

» Defined UX strategy



Deloitte  CCEDS/STARS Application

300+ Similar wireframes

. ooBoS  Admes & TEssm @

=== @

Interested Person Detail
Interested Person Detail
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" Intarasted Farmon - IS, P MR | IP Na. 24224 Mame Conner. william Organizetion CDC Cerparation Title Manager
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-f? JIF Dwrail {Arees {Electronic Communications Y tems & Actions | D { Coutes {0 2 Faguiied Zrifies), on ‘
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“ +76294  MEWDISP PERMIT 2077  FINTAIL LANDFILL LLC - CLOSED YES x
~ 24687 MEW PERMIT %37  PINTAIL LANDFILL LLC — CLOSED YES »
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Koma: % Frafba Suftn Title $ org ® o d Citizan & Cwlate
| AR Hrs MANAGER ABC CORP NO *
CONCERMED CITIZEW = = SUPERNIEOR ARA INDUSTRIES YEZ *
Actions
:I Dalhery & 3 . & & Remova
Ao 1 © : TRACND [T =3 =3 =
StroctPO Box 5% Mecdowbrock L state TX p 7Er NI Z2I20M 4229 P COMMENT-WRITTEN LTR ACND Oaizeizize YES YES x
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&
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Type FHONE Country Code 4 Fhene  S12-599-1004 Emt. 1245

Type FAX Country Code 1 FAX  E1Z-599-1010 Ext. 1
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Deloitte  CCEDS/STARS Application

300+ Similar wireframes

- . -’ EE il = e @ - . - CeEns i 2 filoy @

Welcome to CCEDS Staff Maintenance Staff Member Detail
S1aff Member Mairtenance  » Maintain Staff Staf f Member Mainterance 3| i i
Maintain Staff JTe—— UserTh: RABARCA (Superisor) Title: | ACCOUNTANT I e Division: [ ATR PERMI TS T+
intai Region: | Select. Mairtain Team

N Teo o I~ — * First Nome: [ROBBY *Emplayee Type: [Select Type. | +] Section: [FEDERAL CPERATING PER| | Selects

Regulation Maintenance Section: ISeIe.ct —l'l ot Bediin Regulation Mainienance

Checklist Template y Advanced dropdowin conrals for Checklist Templat > Middle Nome: [PATRICK * Lire Date: :I & Team: [AEROFORCE _H Selects

Team: | Selecr... lv] Select Team. Region, Team and Section, filters items e 5

- 4 e e * I * Lot

Trvestigation > [ Show inactive staff in search results? Trvestigntion » Last Name: ration Date: |08/31/2001 @ fon ICENTRH.LOFHCE _I']
Enforcement > ] Exenpt @ ’

Enforcement > Se = AKA: | BOBBY O fice Phone: | (512)239-6378

Search Staff Wo rkp lan ¥ _ O Part-time @
Workplan > Corrections N Mail Code: -MC 163
Corrections > _

Search Results Upon initial rendering of the page, the dara in search resutts data grid will be
oty Lot NaneFio N nd e T — - =

User ID % Llost Name 2 First Name 2 jion
| | | Team Section ~| Delete w Supervision Maintenance
|
WATER REGION 1 n - Only users who have active role of supervisorare lisied
RANSTOO — AKNREDS MATHEW ENFORCEMENT TEAM 1 SR e x Assign Supervisors y T
RARARCA XX ROBRY FEDERAL OPERATING REEION 15 x Availabe Staff to be Made a Supervisor Currently Supervised By
SARAECR PERMITS HARLINGEN P :
LEGAL LTTIGATION e [eTRees Freihioe &
AARATART  ABASGRE AT Pt - % Er‘i Saction setect rimary? :{ [_ﬂ Section
= DRTNKTNG WATFR WATFR SUPPLY | Acsion. > .
SABLES ABKEBXX TAMES TECHNICAL ADMINSTRATION = x ~RAERX RICHARDS — REGCOMPL [s] ¥AGLGREN  CHAD
£ Remmve
SABBOTT  SRRKKPfHA  ABBOTT - - RECLONCE o X BARKERX  JED o v AWEADD  RUBEN
_M\wz Al
SARFRNAT  XEPRRIATHY  SUSANNF ) 2 o x BARRETT  EMILY 8650 ® HEEXXX PETER
WATER SUPPLY B DEREK ENF ATR
MABRAMS — ABKAMSK LUELLA = ey - x
RESION 12 AIR REGIONIZ- REGIONIZ BOVBYH  REBECCA 4530
AABUBAKA  ABUBAKAR  AHMED TEAI HOUSTON AIR SECTION ~ HOUSTON x
REGION 16 REGION 16
CACHONVE ~ ACHORNE  CHUKWUEMEKA - LAREDO AIR SECTION LAREDO ) -
REGION 12 REGION 12 REGION 12
CACKERMAN  ACKERMAN  GARY WATER QUALLTY EAST ~ HOUSTON WATER HOUSTON
P Role Maintenance
Expart Page betaany [S[F]  Eepert All bata [§ [[ lof5 1 1 2 s 3 ! 4 ’ 5 IE] P Region Maintenance
P Schedule Maintenance
Add New Sta
b

Program Skill Level

A Top of page A Top of page




Deloitte

CCEDS/STARS Application

Production Version

CCEDS - Microsoft Edge

EAppIications E

QAIvL.1.0.11-1.5.0.130

Maintain Staff
Region » -
Section | oot | = | Select
ST Taam | ool v | Select.
Regulation Maintenan. Basshicrias
Show inactive staff in search results?
Checklist Template Maintenanc .
tion Maintenance
Search Results
UserlD ©  LastName ©  FirstName ©
‘ 1 ‘ Team Section ‘
| | | Select...
128 1229 129 - -
TRAT
MAMUND  XOXOEXF MADISONZ CID-DAM-SAFETY ;?gggﬁ RATNE SUPPORT REGION 53 - CENTRAL OFFICE
REGION 59 - RADIOACTIVE
BABBASZTA NoOANEH.  FaauD EMEIENA: MATERIALS COMPLIANCE
MABEASTA  ABBXKRSEH  MUHAMMADALI  CID-RADII REGION 99 - DAM SAFETY REGION 93 - CENTRAL OFFICE
OABDELRA  XBOOXOOXMaN omaAR
MABDULKA  XBOKIRAMeR  MOMAMAD
PARE KREKXXX FETER PSEAD-LIP REGION 59 - CENTRAL OFFICE
3 XX ZZDRINKING WATER WATER SUPPLY -
b X M TECHNICAL REVIEW TEAM ADMINISTRATION SECTION
HABOUZE! REAOPEEM HEIDIH ROT-MULTIMEDIA gég?gﬁm ML AN REGION 07 - MIDLAND
RACHARYA  MORXREXX RAJESH ENF-OC2 -
1-10 6f 2554 records - Bz)asls (=)=
- -

ExportPageDats  ExportAll Data

LR B 3

CCEDS - Microsaft Edge

EApplications

= o
g QA: ¥1.1.0.11-1.5.0.13 01-26
Staff Member Detail

User 1D MAALUND *Title [noT ASSIGNED - * Division g0 2
* First Name | 315000007 “ Employee Type | cyo; ovee - Section |\ 0uNiSTRATIVE SUPPORT Sf = | Ssleck,
Middie Name [ | * Hire Date | % | o Team | i paM-SAFETY = | Select.
* Last Name [ 0GKRK | Separation Date | ® * Lecation | CenTRAL OFFICE -

AKA ‘ Exempt Office Phone i‘s,:w;q_ﬂge
Part Time Mail Code
Save | Reset | Cancel |
Maintenance
Available Staff to be Made a Supervisor Currently Supervised By
FirstHame First Name i
| Section Select Primary? T | Section
‘W- td -
XX

RHAX JAMES oss1 ¥ J08 GENE

XORUE XX 1ASON 02WASTE < Remove

ADKSIGX CHARLES 10WASTE

Mxxxx CHRIS 3230 < Remove All |

AOOBEIR ROBERT 12A1R

XeEX CRISELDA Set Primary

m | Reset | Cancel |

* Role Maintenance

» Region Maintenance




 Create first of its kind mobile « Make clickable prototype

app concept - Make UBER like experience

» Research new possibilities

BUSineSS G0a|S on consumer end

* Incorporate game changing
features




Projects Beyond Work-Drone Delivery Mobile App/Nissan EV/Credit Union

UX Research

» Researched for existing similar apps

* Interviewed drone pilots (Drone Drop app)
* Interviewed EV drivers (Nissan app)

« Competitive analysis (Austin Telco Credit Union
app)

 Feasibility analysis

Ravi My design thinking approach

. Understand Users  Define Problems Explore Ideas Prototype  Test and Implement

M=% 0 - ¢« =z

UX Design

» Created paper sketches

» Created hi-fi mockup in Xara app

» Developed interactions in InVision app
* Incorporated feedback into mockups

» Reiterated designs



Projects Beyond Work- Drone Delivery Mobile App

000

2.DEFAULT MAP 3.PHARMACY FILTER

4.CAKE FILTER

Vel ‘ ) N\ ) waY e
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‘?,L\i Ak L;‘%Eg
) 3% 5 ——

4 =
- \ Delars -

%\ = " T A
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= MO ORDER DETALLS
STRAWBERRY CHEESE CAKE E CHOCOLATE 3 STORY WEDDING $21.05
$21.95 1151LBS -. $49.95 15188 -
D e W&PL0821 =R 7 ( S DG TO DA0NE WA DRAGTODRONE ~ wwmas R USRS e Sl
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oTAL ¢ | f/é W SN TRIE ] w ' 0RAG TOORDYE Sk
T ; ‘S 6_0_0 I . fﬂ;{:; BERRY LEMON ORANGE STRIPE
PP\" % e 3% = fﬂ:\ PALmACY ‘ ', §29.95 TASLE ME:LE';):W” SIIPE FIGHT TOFLY
Feen?  SE DESTINATI0 A OELraErY - T bl e c),'\() C\Xf)
w5 ¢ S L o | SUCCESS | ST s ap e @
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5.CAKE DEFAULT > 6.ADD TO DRONE > 7.CONFIRM

/“ Ve
Y LVWE PROGRESS

* This app has potential to address a $95 billion dollar merchandise
returns problem, with cancel order in the mid-air feature!

@ Ravindra Papineni



Projects Beyond Work- Nissan EV App

Designed by Ravi

O 9 O /\ escco Verizon LTE 3:19 PM 4@ 1 63%

Papi's LEAF
Designed by Nissan

— K

CHARGING

sscoo Verizon LTE 3119 PM 10 a3

Wasted space

Zi0re Emizsion

Papi's LEAF

c UPDATED Fab 15, 2018 03:17 PM

Redesigned with primary
| information on main
screen, with big and bold
numbers, reducing
Information overload.

Divided focus |j STATE OF GHARGE
-lnlllnlll vz Yg ¥

| EMPTY FLILL

Cb TIME HEEDED FOR CHARGE COMPLETEDN

Secondary Info — T”“ : ”2":);”
A gOOd deSign —» | iconLEGEND FULLY CHARGED IN
shouldn’t need icon e 071:39
legend — .

: A B B <0 =Q (G UPDATED FEB 1, 2016 03:17 PM
Wasted space @ — .o

A B & <o



Projects

Beyond Work- Austin Telco Partial Redesign

Retrieve Username
Reset Password

Enroll

Login

[

AAUSTIN TELCO

FEDERAL CREDIT UNION

2:33

wil T -

LOGOUT

Existing design 2021

7ol Verizon|F 317 PM @ 7@esum
Accounts
S00 Primjary Savings
Balance $20,453.92
Available $20,428.92

S80 Primary Checking

Balance $2,746.06
Available $2,746.06
L02 2014 Bmw 3 Series

Balance $8,849.31
Notes $449.46 Due 04/01/21

3 actions combined in one screen

.l Verizon

/l‘; AUSTIN TELCC

FEDERAL CREDIT

$12,458.89 1

Available balance

$6,2234.65 |

Available balance

SAVINGS

CHECKING

We found 2 ATMs near you
S ..‘

& Jane Smith

@

Forgot User ID  Forgot Password

m

Login

e

N, Acc@n‘F"—_..

O 0 O

Account balances
shown upfront before
login process

Nearest ATM locations
shown based on user
location

Nearest branch

«—— building displayed

dynamically in the
background based on
location

More secure

login options



Projects Beyond Work- Austin Telco Partial Redesign

Q0O

v al= | e Verizon T 317 PM @v@esm)
£ Accounts
= LOGOUT
S00 Primary Savings
Balance $20,453.92
Available $20,428.92
S80 Primary Checking
Balance $2,746.06
Available $2,746.06
L02 2014 Bmw 3 Series
Balance $8,849.31
Notes $449.46 Due 04/01/21

Existing design 2021

Accounts information
and Transfers are
combined in one screen
to reduce interaction
cost

.l Verizon 1:59 PM @ % 70%

Welcome back, Jane Smith LOG OUT

Routing Number 4321 98760

SAVINGS (50032198760)
$12,458.89

History Available balance

CHECKING (58032198760)
$6,234.65

History Available balance

n Transfer BetweenAccounts

‘ Transfer Between Members

INTEREST
RATES




Projects Beyond Work- Austin Telco Partial Redesign

il Verizon 1:59 PM @ % 70%
Easily swipe between 2 — Welcome back, Jane Smith LOG OUT
O O e activities without going <
to main screen BETWEEN ACCOUNTS BETWEEN MEMBERS
. o ‘ From
2:33 il - wil Verizon & 11:14 AM @ 78 e .- ol Verizon & 11:17 AM ®FEem
- i« Transfer Done SAVINGS $1 2,45889
= LOGOUT SO0 Pritntey Sevios Available
e, Jans Smith From: Available: $20,428.92
To: S80 Primary Checking

Available: $2,746.06 To

CHECKING $6,234.65

Available

Amount: $500.00

Comment: To pay for overpriced university text

Transfer Redesigned $500.00
®

i transfers
My o screen for Memo To pay for overpriced university
Accounts Member text books.

Cancel easy Input

Transfer

2 of b transfers
EXEC T

Upfront information on
allowed transfers
reduces customer calls

Existing design 2021




Redesign old web presence Eliminate excess pages

Business Goals

Increase conversion from Focus on partner message

partners * Increase usability
« Make it easy to understand - Must pass ADA
 Uplift the look and feel compliance

HHSC (Health and Human Services)




HHSC Community Partner Program

UX Research

Interviewed stake holders and partners -
UX Design

Evaluated other agency web existences

Determined the problem areas - Axure design tool

Design review : :
d » Improved call to action persistency

* Presented to smaller user group
 Incorporated user feedback into mockups

» Reiterated designs
Ravi My design thinking approach

. Understand Users  Define Problems Explore Ideas Prototype  Test and Implement

lH. — $.¥. = = -roc. QQ o og <:>

* ADA compliant



FIND COMMUNITY

PARTN

ZIP CODE
OR CITY

OR COUNTY

CPP Overview Video

Join the
Community
Partner
Program

CPP Testimonial Video

Community Partner Program

Community Partner Program

ERS Community Partners: Helping Serve Texans

In an effort to make it easier and more efficient for Texans to apply for and manage their HHSC benefits, the
Texas Health and Human Services Commission (HHSC) is partnering with community-based organizations to
help people learn how they can get the most out of the HHSC's benefits application and management
website, YourTexasBenefits.com.

How You Can Help

To support this effort, HHSC is building a statewide network of community-based organizations that can help
people apply for and manage their HHSC benefits, including food, cash and medical assistance, online at
o HHSC's YourTexasBenefits.com. This Community Partner Program (CPP) is a growing network of

i organizations trained and capable of teaching Texans how to put YourTexasBenefits.com to work for them.

Search The organizations that become Community Partners represent a wide range of social services, including
public entities, non-profit organizations, and faith-based groups. An organization interested in becoming a
Community Partner enrells by submitting an Interest Form online, which includes questions on what
Community Partner level the organization is best suited for. Once enrolled, HHSC then provides online
training and certification to interested staff and volunteers of those Community Partners approved to provide
one-on-one assistance with YourTexasBenefits.com. Community Partners also have access to reports from
HHSC showing how many people the organization has assisted in applying for and managing HHSC benefits
online at YourTexasBenefits.com.

Community Partner Program Support Team

Are you interested in joining the Community Partner Program? Are you currently in the enrollment process
and have a gquestion? Or are you already a Community Partner and would like assistance with something?
The Community Partner Program Support Team is here to help at every step of the way. You may email
your request or question and contact information to CF edu or to your regional support
contacts. To find your regional support contact click Regi pport Contact List.

Join the Community Partner Program

If your organization would like to participate in the program, dlick the Inte
page to complete and submit the form.

Form link at the top of this

Engaging
visuals

Health and Haman

Partner Login

EAPARTNER | BENEFITS QUESTIONS | CONTACT US

LET'S PROMOTE SELF-SERVICE & SELF-SUFFICIENC

(1]
TOGETHER

WHAT IS CPP?

The Mission of the Community Partner Program is to develop and maintain a
statewide network of community organizations helping eligible Texans apply
for and manage their benefits on line.

Texas Health and Human Services, through the Community Partner Program (CPP), works with Community
Partners to promote self-service and self-sufficiency by helping individuals apply for and manage their
benefits through YourTexasBenefits.com.

The Community Partner Program began as a pilot with 36 Community Partners in January 2012...

CPP FACTS
More than xx of Community Partners

Have been Partners for at least two years
Believe serving as a Community Partner benefits their organization and community

n HHSC Regions
Self-Service

Self-Sufficiency
by helping

INDIVIDUALS

Become a Partner Now!

1 - High Plains

2 « Northwest Texas
3 » Metroplex

4 » Upper East Texas
5 = Southeast Texas

==
-
L .
B 6« Gulf Coast
B 7« Central Texas
I & - Upper South Texas
Bl 9 - West Texas
N 10+ Upper Rio Grande
11+ Lower South Texas
-~ —

IBE TO OUR NEWSLETTER

CONTACT US A PARTNER EXTERNAL LINKS

Persistent call
to action on all
pages

Hierarchical
text explaining
core value

Trust building
facts at a
glance



Business (Goals

» Redesign internal application * Minimize pop-ups
* Reduce support calls « Minimize no. of screens
 Improve usability « Make it sleek from existing
» Leverage new portal design

technology

HHSC (Health and Human Services)




HHSC Document Center

UX Research
* Interviewed end users UX DESlgn

« Evaluated existing design « Axure and Adobe design tools
» Recorded pain points » Created hi-fi mockups

 Validated feasibility with Dev team

» Presented to user group

* Incorporated user feedback into mockups
» Reiterated designs

Ravi My design thinking approach » Defined UX strategy
@

Understand Users Define Problems Explore Ideas Prototype  Test and Implement L ADA com p I | da nt

T TS s



HHSC
DOCCENTER

= MENU
DASHBOARD

TASK STATS

w Index
App
Redet

» Third Party

STAFF PRODUCTIVITY
Status: Al
Name
v AS
John Doe

John Doe

John Doe

John Doe

John Doe
John Doe
John Doe

John Doe

John Doe

John Doe

(PEN

Document Center

COMPLETED
431410

DOCUMENT BY CHANNEL

~ ~
[+

Completed  Forwarded FAX PHONE

Claimed Unclaimed

8500 1001 2856 1989
3000 1250 2856 1092 1567 521 4
000 2516 1020 999
IMAGE INGESTION OUTCOME
1500 987 560 620 Recotved Data
6500 2516 1466 1001 Auto Linked
Auto Routed
6500 1466 620 1466
Auto Complete
Regular
- All Supendsors -
Staff Status Login Legout Completed
O Active 8:30 am 4:30 pm 1500
) Inactive 8:30 am 4:30 pm 1500
O Active 8:30 am 4:30 pm 1500
) Inactive 8:30 am 4:30 pm 1500
O Active 8:30 am 4:30 pm 1500
Yy Inactive 8:30 am 4:30 pm 1500
O Active 8:30 am 4:30 pm 1500
() Inactive 8:30 am 4:30 pm 1500
O Active 8:30 am 4:30 pm 1500
) Inactive B30 am 4:30 pm 1500

HHSC INTRANET | TXWORKS HANDBOOK | HELP DESK

AS 28553 ‘ RS Mﬁﬁg

JOHN DOE

s

FACE2FACE INTERNAL
2
=

2698 6214

03-1717

1500

123¢  Total 9562

4561

1237

& Refresh

Forwarded Claimed
1500 1500
1500 1500
1500 1500
1L 1500
1500 1500
o 1500
1500 1500
1500 1500
1500 1500
1500 1500

= MENU
TASK MANAGEMENT SEARCH

AS Index v

TASK COUNTS

All Open Tasks

(477) 100%

w 3rd Party Document (13) 2.73%

ThirdParty Document (13) 2.73%

» Application (116) 24.32%

» Contingency Change (3) 0.63%
» Coversheet Document (119) 24.95%

» Duplicate Application (1) 0.21%

SUPERVISOR JOHN DOE LOGGED

" RESULTS @ snow

g .
J DCN Workflow Doc Type Claimed By Initial Task Created v
O 150608002060678 Index Z IVRChange Rangel, David 10-20-2015 02:01:52 PM
@ 150608002060678 (Client Center Level2AS Internal Doc  Rangel, David 10-20-2015 02:01:52 PM
O 150608002060678 HEART Assignment K Application  Rangel, David 10-20-2015 02:01:52 PM

X In Progress

O 150608002060678 Multi Case Application  Rangel, David 10-20-2015 02:01:52 PM
[ 150608002060678 State Review ¥ Internal Doc Rangel, David 10-20-2015 02:01:52 PM
[0 150608002060678 Multi Case Z IVRChange Rangel, David 10-20-2015 02:01:52 PM
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BUSineSS Goals * Find out usability issues in Create a persona

online benefits forms for TX
users

Develop a storyboard

Use best practices
ADA compliant

* Redesign Your Texas Benefits
portal

SSP (Self Service Portal)




State of TX Self Service Portal Persona

Hector, the Head of Household

Bio Technology
Hector is a roofer that works overtime and mﬁmﬂ

lives with many family members under one

roof. Mobile

Hector do not carry a mobile device, and -

P ;{ " depends on elder children for computer Sodai Network
435 W related tasks. He generally prefers to go to I

henefits offices to apply far benefits.
Only recently he started using computer for

“Iwant to spend

as [ess tjme as possjb]e status changes. Some times he calls 2-1-1 for
assistance in filling application and speaks in
on the computer for spanish.
applying for benefits”
Age: 55 Goals

Work: Roofer )
Family: 4 Children e To learn English better

LOEBtIGR: Sar AREEHIGTX e To use computer without help from children
Archetype: Manual labor e To spend less time applying on line

Limited tech skills Frustrations

e Benefits forms ask too many questions

Poor English e Spanish translation is not good enough on benefits site

¢ |t takes forever to enter whole family members

Doesn't own smart phone \




State of TX

Self Service Portal Storyboard

Partial storyboard shown here from
a story board series

CASE:
|00 OO0 ||




* Educate Devteam * Educate productteam on UX

BUSiness GoaIS * Peerreview « Explain feature creep

 Share with UX community  Explain why usability matters




Project Beyond work- Posters for UX community

FLEXIBILITY = USABILITY Ul vs UX TS



« Set up World Black Monitor Day * Empathise blind users

Business GoaIS » Educate designers « Educate Devteam

 Share with UX community * Encourage participation world
wide




Proposal for

World Black Monitor Day

Blind Users Awareness through Empathy
by Ravi Papineni

Showing only partial slide show here.



Introduction

39 million are legally blind

295 million are visually impaired

73.8% encounters accessibility barriers

33.3% of websites only met minimum
accessibility standards

Assistive technology equipment like refreshable braille
displays are expensive to most blind users

Sources: WHO, Web AIM, lournal of Visual Impairment and Blindness




Project World Black Monitor Day Initiative by Ravi

The problem

Sighted users do not understand blind user problems

« Blind users rely on assistive technology to access digital content, but
many websites and applications have accessibility barriers that make it
difficult or impossible for them to navigate and perform tasks.

» These barriers can include missing or inadequate alternative text for
images, unlabeled form fields, and poorly designed navigation menus.

» Touchscreen devices can also pose challenges for blind users, as they
require precise gestures and coordination.

« Additionally, blind users may face social and cultural barriers that limit
their participation in digital society, such as inaccessible online content
and a lack of reasonable accommodations in the workplace.




The Proposal

Making designers/developers empathize with blind users
Set user participation day for World Black Monitor Day

Encourage sighted participants to blindfold themselves, turn off or cover the

websites or perform other tasks using only keyboard commands or a screen
reader.

Provide resources and guidance for participants, such as a list of keyboard
shortcuts, tips for using a screen reader, or a list of accessible websites to fry.

Encourage participants to share their experiences on social media using a
designated hashiag, to help raise awareness and foster a sense of community
around the event.

Reach out to technology companies or advocacy groups to support the event
and help promote accessibility and inclusion for blind users.

Emphasize the importance of accessibility and encourage participants to
continue learning about accessibility and taking steps to make their own
websites and digital content more accessible.




Project World Black Monitor Day Initiative by Ravi

The Benefits

Increased awareness: The exercise can help to raise awareness about the challenges faced by
blind and wisually impaired users when accessing digital content, which can lead to increased
empathy and understanding.

Improved accessibility: The exercise can help designers and developers to identify potential
accessibility issues with their content or interfaces and make necessary improvements to ensure
that the content is more accessible.

User-centered design: By taking the perspective of a blind or visually impaired user, designers and
developers can gain a deeper understanding of the user's needs and preferences, which can inform
user-centered design decisions.

Inclusive design: By designing for users with disabilities, designers and developers can create more
inclusive digital content and technology that can be used by a wider range of users.

Gumﬂlianc_e with accessibility standards: The exercise can help designers and developers to ensure
that their digital content and technology meets accessibility standards and guidelines, such as the
Web Content Accessibility Guidelines (WCAG) or the Amencans with Disabilibes Act (ADA).




Conclusion

+ Designate a "World Black Monitor Day" to encourage sighted users to experience navigating a
website or application without visual cues for a set amount of time.

* Share educational resources about the challenges faced by blind users and ways to promote
accessibility and inclusion.

+ Offer sensitivity training to staff and other stakeholders about the experiences and needs of
blind and visually impaired individuals.

* Host events or workshops that promote awareness and understanding of blindness and visual
impairments.

* Encourage employees to participate in volunteer opportunities that support blind and visually
impaired individuals and organizations.

* Highlight success stories and achievements of blind and visually impaired individuals to help
dispel myths and stereotypes.

» Foster a culture of inclusion and accessibility, where all individuals are valued and supported
regardless of ability status.




Let's Talk

« Reach me by phone or e-mail
* +1512-767-8697
 planetpapi@yahoo.com

 Linkedin.com/in/planetpapi

 Usabilitytimes.design
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