Nothing fancy portfolio
just a problem solving showcase
for enterprise applications.




CRMC (Carrolton Regional Medical Center)

Business (Goals

Design mobile portal for the
hospital

Improve patient engagement
Increase operational efficiency

Strengthen patient loyalty

Promote health education

Maintain HIPAA compliance

Secure messaging to providers

Facilitate dependent care from a
single platform



CRMC

UX Research

Carrolton Regional Medical Center Mobile Patient Portal App

Ravi

M-

Interviewed hospital management

Interviewed healthcare providers

Shadowed clinical staff UX D e S | g n

Conducted patient interviews &

SUrveys « Wireframes in Visily.Ai
Reviewed existing EHR systems « Final designs in Figma
Studied HIPAA compliance * Presented to group for A/B testing

Analysed competitor apps  Touch target sizing from user feedback

* Increased contrast for accessibility

My design thinking approach . Responsive design

Understand Users Define Problems Explore Ideas Prototype  Test and Implement
- U s 2% =28



CRMC

Sensitive info: Should we avoid
to throw on notifications ?

Goutnam said no.

Do we need integration
on other devices /watch bt

now ?
. ¢ e
What is Timet® _
ore Login
ot (¢ 2. Dashboard
Reass 1" 3. Appointments
aloou 4. Messages
*BaylorScott&Whlte Test results (?)
"""""" Med Refills
Dr. Kosarw — profile & Settings
Paients to interview Help & Support
Dr. Dedania Education (?)

Surveys (?)
Onboarding (?)

WELCOME

Dr. Kosaru CIRCULAR | O®@®
Potients to ®@E0

pahe,V\f surVuﬂ

Carrolton Regional Medical Center Mobile Patient Portal App

Q QA Q and Q.

% users use mobile first 60+7%
web are also needed ?
notking exists on SAIA?
who develops it? off-site team?

Do we start responsive web off - mobile?

What level of fidelity do we need?

Q
<wireframe or Figma fidelity> & /3‘
L &
Do we have styles, branding q?gn?% S
already in place? L& _5\;‘&
Where to get them? o
e s
v et
CMSN‘J‘ \56“50( what about
WeRG B
¥ How to imple™
FALCON e mobile
?
sigin*
HIPAA Compliance? ae ?NP‘ co 0ok

What about Securitg? 2FA?

FALCON PATIENT PORTAL
MOBILE QUALITIES

* Ease of Access

* Clarity

- Empowerment or Total Control
ToP INFO PATIENTS LOOK FOR:

Upcoming Appointments
Test Results
Medications

Visit Summaries / Notes
Billing & lnsurance

Carrolton Regional
Medical Center
(formerly BaylorScott & White)

Messaging

Health History
Profile & Settings
Educational Content

BrooO@w®OMmO

Some good apps to consider
Healow, CareFirst, MyChart (EPIC)

WELCOME

¢ CIRCULAR

CARDS —




CRMC  Carrolton Regional Medical Center Mobile Patient Portal App
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Welcome User
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Your Upcoming Appointment Find Care
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©  DrKaraChouhan
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Last Week

Schedule an Your Past Schedule an Appointment

Appointment Lab Results Visits General Jul 1, 2025
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Reminder for your upcoming appointment  »

E Inbox

Medications Messages Immunizations General o Bt
El Letters IMPORTANT: Falcon portal new 3
guidefines
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July 2025 v < > (7] _— Lo Ei wi
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P e i e ? Random screens shown
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CRMC  Carrolton Regional Medical Center Mobile Patient Portal App

Login Screen Face |D Dashboard Appointment
&1 all ¥ == 941 all = == S il = -
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Welcome, Jasming! £ New Appointment

iy ™ July 2025 v ¢ s (Random screens shown)
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Appointment ik e i SUM MON TUE WED THU FRI SAT
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. Sodium may Office Visit Summary
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CRMC  Carrolton Regional Medical Center Mobile Patient Por

Hi_Fi Mock-up (Random screens shown)

Login Screen User ID Lab Results Medications Messages
9:41 e 1 9:41 all = == 9:41 all = - o9:41 all = -
¥ = ¥ = W =
= FALCON ﬁ. = FALCON & = FALCON a.
4 Your Lab Results Close < Current Medications Close L4 Messages Close
Showing 23 Of 23 Showing 8 of 8

Inbwooe Outbox Deleted & Mew Message

Review your medications below. Use the

& Metabolic, Comprehensive
2

Dr. Karla Chouhan, MD Jun 11, 2025 o following instructions to renaw your > Last Week
medications.
¥y Comments from Care Team
General Jul 11, 2025
= @ Reminder for your upcoming appointment >
&L Lipid Panel Atorvastatin 20 MG Tablet
4 Dr. Karla Chouhan, MD Jun 11, 2025 . Commaonly known as: Lipitor I
Comments from Care Team Take 1tablet by mouth every day (I
Prescription expired on June 1, 2025. Refil General Jul 10, 2025
___ ; requests will be sent to your provider for @ IMPORTAMT: Falcon portal new >
& Hemoglobin ATC-Hplc approval. guidelines
4 Dr. Karla Chouhan, MD Jun 11, 2025 A Additional Information
5, Comments from Care Team Details Pharmacy Last Month
Prescribed April 1, 2025 CWE #1000139
Approved by Chouan K A205 M Josey Ln Referral Jul 10, 2025
9 Diabetic Eye Exam Prescription Mo 0265433 Carralton, TX 75010 Murse Jodi D
8 Dr. Karla Chouhan, MD Jun 11, 2025 fefils 90 Tablets Ph: 871 492-1706 Dr. Karla would like you to see Dr Driscoll
at Texas Health, Dallas 972-345-6789
®; Comments from Care Team 6
Remove
T PSA Total S . Heart CT Scan Mar 11, 2025
otal, Screenin 3
o ! g Maproxen 500 MG Tablet Nurse Jodi D »
Forgot password? & Dr. Karla Chouhan, MD Jun 11, 2025 Commanly knawn as: Naprosyn HI, Jasmine, Dr. Karla received your heart
S scan and it showed mild plague...
Comments from Care Team Take 2 tablets by mouth every day
Sign In Mo refills remaining. s
: : : Visit Follow-Up Mar 10, 2025
E Uric Acid ¢ Additional Information i -
or You- Hi, Do you want me do lipid panel >
Login with Faca ID & Dr. Karla Chouhan, MD Jun 11, 2025 o test in the morning with fasting...
Remove

Comments from Care Team



SANA Health Systems

Business Goals

Redesign ageing and legacy portal
Streamline navigation for faster
access to patient data

Reduce no. of screens

Usability over aesthetics

Minimize cognitive load with clean,
Intuitive Ul

Improve data visualization for labs,
vitals, and trends

Ensure compatibility with existing
EHR systems and workflows

Support role-based access and
permissions for providers, nurses,
and admins

Design for accessibility across all
user types

Include quick actions for high-
frequency tasks (e.g. refill,
message, note)

Facilitate onboarding with
contextual help and tooltips

Maintain HIPAA compliance



SANA SANA Health Systems Portal

UX Research

» Performed heuristic evaluation of legacy portal -
. UX Design

* |nterviewed admins, doctors and staff

* Performed contextual inquiries  Created hi-fi wireframes in Visily.Ai then in Figma

* Created user surveys - Validated feasibility with Offshore team

» Benchmarked competitor portals and EHR systems

- Analysed HIPAA compliance » Designed role-based dashboards

 Integrated smart defaults and progressive disclosure
* lterated designs based on stakeholder feedback

» Checked for final production design consistency
Ravi My design thinking approach

. Understand Users Define Problems Explore Ideas Prototype  Test and Implement

M- 0 -¢"- w- @7



SANA Health Systems Portal

\

FALC ON

Welcome to Falcon

IPPER YN  DrDavid1989@crme.health




SANA SANA Health Systems Portal

DESIGNED BY RAVI




SANA

SANA Health Systems Portal

Typography

usa-prose-Display

usa-prose-intro

usa-prose-hl

usa-prose-h2

large body

usa-prose-h3

medium body

regular body

small text

usa-prose-ul

usa-prose-ol

Display: Great Smoky Mountains

Great Smoky Mountains National Park straddles the

border of North Carolina and Tennessee,

h1: heading
h2: heading

The sprawling landscape encompasses lush forests and an abundance of
wildflowers that bloom year-round. Streams, rivers and waterfalls appear
along hiking routes that include a segment of the Appalachian Trail.

h3: heading

Duis aute irure dolor in reprehenderit in voluptate velit esse cillum dolore
eu fugiat nulla pariatur. Excepleur sint occaecat cupidatat non preident,
sunt in culpa qui officia deserunt mollit anim id est laboru.

Sed ut perspiciatis unde omnis iste natus errar sit voluptatem
accusantium doloremgue |audantium, totam rem aperiam, eaque ipsa
quae ab illo inventore veritatis,

Meque porro quisguam est, qui dolorem ipsum quia dalor sit amet,
consectetur, adipisci velit,

Sed ut perspiciatis unde amnis ISt natus error sitvoluptatem
accusantium doloremque laudantium, totam rem aperiam, eague ipsa
quae ab illo inventore veritatis,

+ The first unordered list item.
+ Asecond un ordered list item. this one is pretty long, so it goes over
one line and onto the next line,

» A third unordered list itern.

1. The first unordered list item.

Buttons

Standard buttons

Clicked
primary m
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= - N =
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i N
QOBDE3 28A0CE 076480 EGEGEB 000000
Fag441 COSE00 773540
=
DE3933 B50408 8B0A03
button states
Default Hover Clicked
| |
| |
! ;
ooseaz amas de2esL

button state: Disabled

Light

EGEGER

button with icons




SANA

SANA Health Systems Portal

FA L’(%N
Papineni, Ravindra

(Ucenced Prescriber)

B3 Dashboards

42 @

#) Patient PRI ¢ Rad Cr
H Pharmacy
Motifications (4)
E Reports
Messages Categary Patient Mame
9 Settings Pharmacy £ John Mason
&3 Support
n‘ Home Radiology E Mark Hamilton

Pharmacy l Mandaly
Labs l Jash Adams

Beds Information

@ Available Beds Occupiad Bads

L 2
Hige Home

Patient Type

Patient ID

415263

123654

789654

456321

Salact Location o

0%

Order number

B89

94

89

Patients List Summary

am L W

Fast Track D5

 Mew Patients Oid

Palienls

(=Ret] 11200 1300

Falcan is a trademark of Sana

Falcan VD

{ealth Systems. All

ghbs resery

Order By

Ryan Young

Ryan Brawn

John Scott

Jennifer Edwards

My Patients

Melony Edwards

Kyala Brennan

Maltalie King

Angela Brown

»
i

A A+

e &N,

Mew Patlent CPOE Messeges  Notifications Increase Text Seitings

Order Date

21202020

14/02/2021

27/07/2024

22/0772021

Gender

alth Systems. 2025

Age

33

36

45

190

INt o~ 1 2 ‘.’r”n
Status

Verified

Verified

MN/A

N/A

Room Diseases

502 IDC

503 PCOS
4 Dsteoporosis
405 Hypeartansion

aSign

.l

s

0%

Delete

u}

Status

Chacked

Chacked

Mot Checked

Chacked



SANA SANA Health Systems Portal

Yo L0 O - CETTNED (s p s ey
FﬂLﬁN bt l-hme‘ o Salact Location =ik e Tici s n

Papineni, Ravindra

e Prewcrker) @ ErCurrent 29 @) Bed Allocated 12 & Waiting List 1 @& Disposition 12 @ Today's Discharge O

B3 Dashboards

ﬁ. ER +‘ * —
ﬂ Current Patients b Murse Station b [} My List —] & |I|" 97 ﬁ ﬁ

£ Inpatient

Add MNew Add Wisit BCMA Fatrash Print Export
#, Outpatient & ER Dashboard
2 Nurse Patient Name Age Chief Complaint Summary Bed Disposition LOS LAB MED cT DX 33
=1
m Patient A 5
. o ) adical Advice P ; : -
] Jennifer Robinson({M) 55 Severs headache E @ 02:32 m {2} {n 7]
n Pharmacy ot ® o ®
B Reports o - B . _ o Admit PCU i gz EL
238 Joseph Bennatt (M) 25 Chest pain E FASTRACKIBA 04:20 (a0 @ 23 i2) g
Messages S st Dispositioned z
Setti ™ [ 1 T —— A -00 1 a
£ Settings O 2% Olivia Martinez (F) h 64 Fever [ 5 | MAIN EDZA MiA 01:00 & = ) (1) "
@ Support Patient Mame Olivia Martinaz E
]
Pe - DOB 02/04/1989 Admit - ICU
Home | | L ————— mi 15 '
— ae . Reg Physician Davis, Albert 01:50 @ @2 ® 2

Weight 148 Lbs
Haight 5 Ft Sin
o Jennifer Brown (F) BMI MN/A
Demographic Status Complated

00:29 & @ o b (1)

Allergies Aleve Sinus and Headache
] :: Joseph Bennett Depo-Lesiosterans MAIMN T:00 &= 2 ({1 - N @ 2

O 2% Antonio Diaz (F) 56 Severa cough E MS3D Admit PCU DE:44 ® oz @ 22 @9

:: Carlos Garcia (M) | High Fever MAIM ED 38 NfA 03:33 . (8] {13) W (8)

s Admit PCU
] 2% Abigail Thomas (M) 68 Diziness B m S 04:34 & 0 @ 2 [ W]

Ceapositioned

Raws

=]
[
e
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@™
H
H

b4

Show Rows 25 % <
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NYAJAN SANA Health Systems Portal

N
FALCON
Papineni, Ravindra 1 : .
e MRN: 350080683 Vs ID:550045322  Patient Name: Vicky John ( M, 84) Cancel o

Patient  Audil Log

@ Dashboards

® ER
£ Inpatient Chief Complaints | What is the name of this paner?

s Outpatient
i
1 MNurse Code Type Problem Type™® - Isalation Status Isolation Precautions
CPT Codes v | | W The Flu {Influenza) w B Nons
F.=I Patient i Probéem Type i Required.
Diagnosis ESI Level e
n Pharmacy ¢ Fevar (]
E Reports ‘. Migraine 1 €8 Antibody, Coxislla Brunetii € Yellow | A
Messages e
£t settings g
Are you sure you want to leave? b4
&3 Support , Dr. John Pillow -08/17/2025: 05:15 PM
# Home ; This patient has no yellow fever. Tests confirmed.
Dr. Dobara -0918/2025: 10:31 AM Back Junior et

[J Stroke [ STEMA

<> [
Inpul Motas

| * *

A s Disposition Date Condition
Height: 6t 1in | Weight: 145 Ibs | BMINI2:67 kg/m2 |Systolic: 83mmiHG) | Temp: 98F 082212025 08-57 Stabbe w
Disposition Type * Dizposition To
Transfer Qutside Facility MedSurge e [[] Transfer?
Allergias
Comments

NSAID {non-staraidal anti-inflammatory drug) (Unknown)

Mo known food allargies ()
Save Disposition




SANA

Papineni, Ravindra

SANA Health Systems Portal

@ Verify Order

(Licenced Prescriber)

= Dashboards

Visit ID: 43899

B2 in.

151 Lbs

25.90

50 min.

98 F

Patient: Jackson , Peter Gender: Ma MRN: 89722

=) Patient
n Pharmacy AZITHROMYCIN 250 MG TABELET  LISINOPRIL 10 MG TABLET

View Drugs

Add Drugs Panding A Non-Formulary Creatinine: LOmgfdL  CrCL:120 mL/min

Verify Order

Allerg \itals
B By iy Hiew Al Height B5in. (D
Messages @ Red Food Color #
@ Rach relief antibacterial # Weight 150 Lo Q
n Settings } C1esterase inhibitor, recombinant # BMI 24.96
@ Support Pulse S0 miin.
* Home Tamp 83 F
BP 140120 mm (Hg)

Review Comments

Medcation Dose Mea Unit
L 10 MG TABELE 10 g

Dosage from ¥ Route ¥ Frequency ¥

Tablel and Capsule, Saquential ~ Raspiralary Tracl Before Breakfast
Select Days Order Priority Status

Wednesday ~ [ | PRN Routine w Discontinue
indication y Dose Administration Teme
| Iredication ' 0900 1700
Dosage Units Order Type

1 [] 15t Dose Mow Sarvice Correction R

h A

Order Provider

| Dr. John, Pillow

ASPIRIN 325 MG TABLET

Drug to Drug: LISINOPRIL 5 MG TABLET ¥

Admit 08/25 10:30 Current 08/27 22:15

View All

The combination of these drugs can alter how they are absorbed or metabolized, requiring a change in dosage or timing 1o avoid adverse affects

DOB: 02/02/1990 Weight: 120 Lbs

MORPHINE 10 MG/ML VIAL  DOPAMINE 40 MG/ML VIAL 7of 10 %

Drug to Allergies: None Drug to Lab: None View Interactions

This interaction may reduce the affectiveness of ane or both medications, polentially leading to treatment failure or increased side effects.

e
View All View All

Lab Result Unit Range Header Names
Aldasterone, Urine 10. 10-30 Dosage 300

Dosage Qty. 1

Dispense [}

Start Date 10/0125 1B:30

Review Date
10/16/2025
Start Date * Stop Date * Druratiasn Duration Type

10/16/2025 10/16/2025 | .3-’;‘- il Minutes w

MNext Administration Date  Dispense From

10M16/2025 ADM

B Provider Flag
Physician Mame *
Dir. Pillow, John

Reason
This interaction may reduce the effectiveness of ona or both medications, potentially leading to treatment
failure or increased side effacts.
The combination of these drugs can alter how they ara absorbed or metabolized, requiring a change in

dosage or timing to avoid adverse effects

This intaraction may reduce the effectiveness of ona or both medications, potentia

B oA

Iy leading to treatment
) B ol ol e o BE e ke  wmm i L LY e PRl Ry L T WL

Py

RN ey W T B0, SO i A e oy




SANA

SANA Health

ystems Portal

Outpatient
pa Template Lab Results
Inpatient
S Daslibasicl Vitals 3 Temp: 101F  %# Pulse:N/A  §4 Resp:24/min & MAP: N/A @ BP140 mmHg/85 mmhg §JHeight: 5ft11in & Weight: 120 Ibs 4 BME: N/A
Radiology Worklist Search Lab Results . Order Date
| Select Categories Date Filter w 12(16/2025 10:30 | [ [] Mark as Reviewed (2 Refresh
Labaratory Worklist '
Rehab Worklist
Total 20 Critical 7 Normal 4 Abnormal Low 9
Respiratory Worklist
Cardiovascular Worklist Timeline View Category View Table View Comparison View  History Log
Radiology Verification Monday, December 22, 2025 10:01
Cardiovascular Verification [
Respiratory Verification Potaselm Chioride - Gioulin
2 Patient 10.0 meq L 50 meart 140 mean -5.0 qua
? .5H_)1|'|'T|can'l=.',' -"-Igher than normal \:, .Slgn'ﬂ:anl:y lower than normal T‘. 5|{.‘l|1:r|{a|1'l-}' !‘-Igher than normal ¢, SIgn‘TIEam:}' lower than nommal
N pharmm e This result requires immeadiate review o This result requires immeadiate review n This result requires immediats review o This result requires immediate review
8 o = =
B Reports b View Detais [ Fina b View Detst b View Dt [ Finai »
&) Messages
Calcium Anlon Gap GFR AA GFR non AA
R Settings 10.0 - 9.2 wsan mat Range: 7-14 3 mi Vormal Hange:2 2
MNormal Hormal Hormal Hormal
#A Home
o o & o
£ Customization
r | Fiosi | 4 [ Finsi | s EAe el B View Detsils  Finai

|'m Room Controller

S PATIENT




SANA SANA Health Systems Portal

FhLClN
Papineni, Ravindra
[Licenced Prescriber]

== Dashboards

& ER
#7 Inpatient
m Outpatient
l Murse

7 Patient

ﬂ Pharmacy

B Reports

Messages

£ Settings
@ Support
#& Home

Add Patient Vitals

© alvitals () NS Vitals Only

[ show Conltrols 09/22/2025

*

16:45 icon Legend: (%) Refused 3] Of Unit  4Cf Change Units

Helght s Welght 7 BN Temperature ¢ Pulse  # Rbwythm Respiratory Rate §_¢ _
5. 11in ® 3 145 ibs Q5 | o2 S6 F S 3 | 45min & 3 &5 ® 5
Heart Beat ¥_7 Blood Pressure 4. Standing BF ¥_r Sitting BP Blood Dxygen 7
79 &5 120/80 mm/hg 5 1EoEsmmng (5 3 12o/E0mming (5 3] | 98 EPM &5
Select Sedect Select
e Salact W Select R Sinus Rhythm W o
v
w w
2 [JSTEMI

Vitals

Height: 6t 1in | Weight: 145 Ibs

Allergies

NSAID {non-stergidal anti-inflammatory drog) (Unknown)

No known food allergies {)

Input Maotes

Disposition Details

L *
BMISISET kg/im2 |Syslolic: B3mm{HG) | Temp: 98F s o
082273025 08-57 Stable L
Disposition Type ™ Dispasition To
Transfer Outside Faclity MedSurge i [ Transfer?

Comments

Save Dizposition




Business (Goals

- Redesign old school site  Improve overall usability

« Make it modern looking * Leverage new tools

« Reduce no. of pages  Sync with other SANA systems

SANA Systems Al Design




SANA SANA Systems Al

UX Research

» Conducted a comprehensive UX audit .
» Performed competitive analysis UX D e S I g n

» Translated stakeholder feedback into design requirements

Created lo-fi wireframes

Redesigned the interface using modern design principles

Streamlined navigation and content structure

Reiterated designs

Ravi My design thinking approach

. Understand Users Define Problems Explore Ideas Prototype  Test and Implement

T = 5.‘. = e%E = QQ = ﬁg = @4:)



SANA SANA Systems Al
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TCEQ (Texas Commission on Environmental
Quality)

CCEDS (Consolidated Compliance Enforcement
Data System)

STARS (State of Texas Air Reporting System)

Business (Goals

Redesign ageing 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 I g Nn

Performed contextual inquiry

Created user surveys oo
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 « Defined UX strategy

. Understand Users Define Problems Explore Ideas Prototype  Test and Implement

ln' - . ; » Checked for final prOdUCtion design consistenc
.



Deloitte  CCEDS/STARS Application

300+ lo-fi wireframes created
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Deloitte

CCEDS/STARS Application

300+ Similar wireframes created

@ . CCEDS CCEDS Admin 023 TIERSTT @ @ . CCEDS CEDS Admin or TERS T @
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Deloitte  CCEDS/STARS Application

Production Version

CCEDS - Microsoft Edge - o x CCEDS - Microsoft Edge = o

QAIVLLO11-150.130 L 110.11-15
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Business Goals

 Create first of its kind mobile » Make clickable prototype

app concept - Make UBER like experience

» Research new possibilities
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 -
| | UX Design

* Interviewed drone pilots (Drone Drop app)

* Interviewed EV drivers (Nissan app) . Created paper sketches

« Competitive analysis (Austin Telco Credit Union
app)

 Feasibility analysis

Created hi-fi mockup in Xara app

Developed interactions in InVision app

Incorporated feedback into mockups

Reiterated designs
Ravi My design thinking approach

. Understand Users Define Problems Explore Ideas Prototype  Test and Implement

P o ¢ % e



Projects Beyond Work- Drone Delivery Mobile App
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* This app has potential to address a $95 billion dollar merchandise
returns problem, with cancel order in the mid-air feature!



Projects  Beyond Work- Austin Telco Bank Partial Redesign

s s | o Verizon[® 317 PM ©@7wesim
Accounts
= LOGOUT
_
o elcomre, Jane Smith $00 Prlrrary Savings
Balance $20,453.92
Login Available $20,428.92
Retrieve Username /’-'-\ S80 Primary Checking
Reset Password (@nl Balance $2,746.06
Enroll K Available $2,746.06
AU STIN TELCO L02 2014 Bmw 3 Series
k —————————
FEDERAL CREDIT UNION Réimnoy $8,849.31
Notes $449.46 Due 04/0121

Existing design 2021

3 actions combined in one screen

il Verizon

/t\; 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

DE®

Login

——

New Acc@h_

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 Bank Partial Redesign

00O

e al= | el Verizon = 3117 PM @765 m )
£ 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 o & 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
. L ‘ From
2:33 il - wil Verizon & 11:14 AM CRLEET 1 ol Verizon & 1:17 AM ®FEe
- “ Transfer Done SAVINGS $1 2,45889
= LOGOUT S00 Primary Savings 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
®

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

Cancel easy |npUt

Transfer

2 of b transfers
XX

Upfront information on
allowed transfers
reduces customer calls

Existing design 2021




HHSC (Health and Human Services)

Business Goals

Redesign old web presence

Increase conversion from
partners

Make it easy to understand
Uplift the look and feel

Eliminate excess pages
Focus on partner message
Increase usability

Must pass ADA
compliance



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 : :
9 » Improved call to action persistency

* Presented to smaller user group
 Incorporated user feedback into mockups
 Reiterated designs

R;,ri My design thinking approach - ADA compliant

Understand Users Define Problems Explore Ideas Prototype  Test and Implement

T — 5.‘1 = QQ — ﬁg — IE' ‘:)



TEXAS

Health and Human

HHSC Community Partner Program Redesign

Engaging
visuals

Persistent call
to action on all
pages

L Community Partner Program = ’ .
LET'S PROMOTE SELF-SERVICE & SELF-SUFFICIENCY

TOGETHER, (T

WHAT IS CPP?

The Mission of the Community Partner Program is to develop and maintaina | <
statewide network of community organizations helping eligible Texans apply . )
for and manage their benefits on line. Hierarchical

Texas Health and Human Services, through the Community Partner Program (CPP), works with Community
FIND COMMUNITY Community Partners: Helping Serve Texans % 2 2 TR s eX eX p a I n I n g
PARTNERS ; Partners to promote self-service and self-sufficiency by helping individuals apply for and manage their
In an effort to make it easier and more efficient for Texans to apply for and manage their HHSC benefits, the b fi h h B fi
ZIP CODE Texas Health and Human Services Commission (HHSC) is partnering with community-based organizations to enefits thro ug YourTexasBenefits.com. C 0 r e V a | u e
I help people leamn how they can get the most cut of the HHSC's benefits application and management
- website, YourTexasBenefits.com.
on UW - How You Can Help
To support this effort, HHSC is building a A R e The Community Partner Program began as a pilot with 36 Community Partners in January 2012...
OR COUNTY paople apply for and manage their HHSC benefits, including food, cash and medical assistance, online at
HHSC's YourTi com. This C v Partner Program (CPP) is a growing network of
organizations trained and capable of teaching Texans how to put YourTexasBenefits.com to work for them, C P P FACTS
Search The organizations that become Community Partners represent a wide range of social services, including -
public entities, non-profit organizations, and faith-based groups. &n organization interested in becoming a More than x of Cummunuy Partners <
Community Partner enrolls by submitting an Interest Form online, which includes questions on what Have been Partners for at least two years
Community Partner level the organization Is best suited for. Once enrolled, HHSC then provides online Believe serving as a Community Partner benefits their organization and community TR
CPP Overview Video training and certification te interested staff and vulunteels of those Community Partners approved to provide T -t b | d
i with YourTe fits.com. Ity Partners also have access to reports from ru S u I I n g

HHSC showing how many people the organization has assisted In applying for and managing HHSC benefits
online at YourTexasBenefits.com.

Jain the g ’
g:mrmty . Community Partner Program Support Team fa C tS at a
Program

Are you interested in joining the Community Partner Program? Are you currently in the enroliment process HH

and have a question? Or are you already a Community Partner and would like assistance with something? . sSC '.Reglons |

The Community Partner Program Support Team is here to help at every step of the way. You may email Se I_f- Se rvice 1 - High Plains g a n C e
2+ Northwest Texas

your request or question and contact information to CP s.edu or to your regicnal support
- Self-Sufficiency

contacts. To find your regional support contact click Reg
m link at the top of this by helplng

INDIVIDUALS

Become a Partner Now!

3 » Metroplex

4 » Upper East Texas
5 » Southeast Texas

B * Gulf Coast

7 » Central Texas

8 * Upper South Texas
9 » West Texas

CPP Testimonial Video

Join the Community Partner Program

If your organization would like to participate in the program, click the Ir
page to complete and submit the form,

10 » Upper Rio Grande
11+ Lower South Texas

" SUBSCRIBE TO OUR NEWSLETTER
CONTACT US 3 t-'”tRNﬂcl. I,IINJH:'S
F ane




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

rai My design thinking approach * Defined UX strategy
@

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

W22 0" - ¢"- g -@8



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

JOHN DOE

SOMPLETED 2856 O 14660 1989 @
- il e s
DOCUMENT BY CHANNEL

FACE2FACE INTERNAL

Claimed Unclaimed

Completed Forwarded

B

8500 1001 2856 1989
3000 1250 2856 1082
1567 5214 2698 6214
2000 2516 1020 999
IMAGE INGESTION OUTCOME
10 267 =60 520 Received Date  03-17-17
6500 2516 1466 1001 AutoLinked 1500
Auto Routed 1234 TOta I 9562
6500 1466 620 1466
Auto Complete 4561
Regular 1237
v All Supenisors - & Refresh
Staff Status Login Legout Completed Forwarded Claimed
O Active 8:30 am 4:30 pm 1500 1500 1500
) Inactive 8:30 am 4:30 pm 1500 1500 1500
© Active 8:30 am 4:30 pm 1500 1500 1500
) Inactive 8:30 am 4:30 pm 1500 1500 1500
O Active 8:30 am 4:30 pm 1500 1500 1500
Yy Inactive 8:30 am 4:30 pm 1500 1500 1500
O Active 8:30 am 4:30 pm 1500 1500 1500
() Inactive 8:30 am 4:30 pm 1500 1500 1500
O Active B:30 am 4:30 pm 1500 1500 1500
() Inactive 8:30 am 4:30 pm 1500 1500 1500

HHSC INTRANET | TXWORKS HANDBOOK | HELP DESK

= MENU

AS Index v

TASK COUNTS

All Open Tasks

w 3rd Party Document (13) 2.73%

ThirdParty Document (13) 2.73%

» Application (116) 24.32%

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

» Duplicate Application (1) 0.21%

SOR JOHN DOE LOGGEL

TASK MANAGEMENT SEARCH

RESULTS @ Show v

Show more rows 5 =

1o 50 Assign Unassign
O DCN Workflow Doc Type Claimed By Initial Task Created ~
0 150608002060678 Index = 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
(0 150608002060678 HEART Assignment a Application  Rangel, David 10-20-2015 02:01:52 PM

; In Progress

[0 150608002060678 Multi Case Application  Rangel, David 10-20-2015 02:01:52 PM
O 150608002060678 State Review ¥ Internal Doc Rangel, David 10.20-2015 02:01:52 PM
O 150608002060678 Multi Case Z VRChange  Rangel David 10.20-2015 02:01:52 PM
Showing 1 to 6 of 32

TASK ASSIGNMENT

(@) Staff Hierarchy (O Staff by Role | Status: @Al OActive  (Olnactive

Manager

UserAAl11, DPUAT
& UserAAB, DPUAT

~ UserBB&, DPUAT

UserBBe, DPUAT

AVAILABLE STAFF LIST

& & UserAA6, DPUAT

& SEHECTED STAFF

& UserHP14, DPSIT

©
(€]

Distribute Tasks

HHSC INTRANET | TXWORKS HANDBOOK | HELP DESK




Business Goals

* Find out usability issues in existing application
» Redesign Your Texas Benefits Portal
* Reduce screen count

Create a persona

Develop a storyboard

Use best practices

ADA compliance

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 mine‘

lives with many family members under one

roof. Mobile

Hector do not carry a mobile device, and .

depends on elder children for computer

Sodal Metwork
related tasks. He generally prefers to goto I

benefits nffices ta apply far benefits,
Only recently he started using computer for

“Iwant to spend

as less time as possjbje 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 )
Eamily: 4 Children * To learn English better

Lo EatiB R SR AR TATR e To use computer without help from children
Archetype: Manual labor e To spend less time applying on line

Frustrations
Limited tech skills

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




Business Goals

* Educate Dev team * Educate productteam on UX
» Peer review  Explain feature creep
 Share with UX community « Explain why usability matters




Project Beyond work- Posters for UX community

FLEXIBILITY = USABILITY Ul vs. UX TS



Let's Talk

» Reach me by phone or e-mail
* +1512-767-8697
 planetpapi63@gmail.com

 Linkedin.com/in/planetpapi

 Usabilitytimes.design

Deloitte. [Preoyee verizon’ ercotS @4 CLEARCHANNEL

@ cereatncare @I | 'cSC, r
BNY MELLON
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