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Why Focus on UX

* Paving an Enrollment Superhighway: Bridging State Gaps Between 2014 and Today, March 2011

ACA requirements & CMS guidance for Exchange, 
Medicaid, CHIP, BHP
Enrollment Workgroup recommended standards, protocols 
and guidance
Public testimony of IT vendors in this space
NASHP “gap” analysis
Human-centered design thinking matters...



UX Project Objective
Support best-in-class user experience to help ensure that large 
numbers of eligible consumers successfully enroll in and 
retain coverage

“User Experience Design can positively 
impact the overall experience 
a person has with a particular 
interactive system.” Wikipedia



We Live in a Digital Society



Enrollment Will Largely Be Online



Customer Service Expectations & Accountability



Public-Private Partnership



UX Design Partner





Enrollment UX Design Process

Four design phases, over 26 weeks, with possible 
fifth phase TBD

Key design considerations:

Centralization of design standards
Re-use of key elements
Broad distribution
Usage at scale



Research — Phase 1

Understand needs of target users (6 weeks)

Review Affordable Care Act requirements

Conduct human factors research

Assess mobile, smart phone and 
tablet platforms
Review analogues
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“Mobile Web” Survey
 2009 2010

Adult laptop and cell phone Internet (mobile Web) use 51% 59%

African-Americans active use of mobile web 57% 64%

African-Americans & English-speaking Latinos ownership 
of cell phones vs. whites (2010)

87% -80%

26 million tablets will be sold in 2011, with nearly 51 million sold 
in 2012. By 2014, there will be 71 million tablet users in the 
U.S.  Forrester Research, January 2011

Source: Pew Internet and American Life Project, July 2010

California Healthcare Foundation

http://pewinternet.org

http://pewinternet.org


Strategy — Phase 2

Develop design principles

Behavior segmentation
Initial design concepts
Mobile recommendations

1-2 day strategy workshop



Example of Behavioral Segmentation
From Social Security Administration UX Project



PASSENGERS

Hold my hand 
through 
process

EXPLORERS

See all possibilities

PATHFINDERS

Show me the 
process

BY-PASSERS

Get me to the 
finish



Initial Design - Phase 3

Define information architecture and develop 
user flows (7 weeks)

Create wireframes to support various 
use cases

Preliminary visual design direction

Multiple user feedback sessions - test 
design concepts



Refine Design / Communications Plan — Phase 
4
Documentation of visual and architectural design 
(7 weeks)

Working functional prototype
Detailed design specifications and 
manual; channel integration
Design elements and visual style guidelines

Communication materials for sharing design



Code / Product Development — TBD

Develop programming resources to better integrate design 
elements into state-based systems (4-6 months)

Explore use of template engine

Offer no-cost perpetual software 
license



Questions & Answers


	Microsoft PowerPoint - First Class User Experience - 5-24 Meeting [Read-Only]



Accessibility Report



		Filename: 

		Eligibility and Enrollment - First Class User Experience Design for ACA Enrollment.pdf






		Report created by: 

		


		Organization: 

		





[Enter personal and organization information through the Preferences > Identity dialog.]


Summary


The checker found problems which may prevent the document from being fully accessible.



		Needs manual check: 2


		Passed manually: 0


		Failed manually: 0


		Skipped: 1


		Passed: 28


		Failed: 1





Detailed Report



		Document




		Rule Name		Status		Description


		Accessibility permission flag		Passed		Accessibility permission flag must be set


		Image-only PDF		Passed		Document is not image-only PDF


		Tagged PDF		Passed		Document is tagged PDF


		Logical Reading Order		Needs manual check		Document structure provides a logical reading order


		Primary language		Passed		Text language is specified


		Title		Passed		Document title is showing in title bar


		Bookmarks		Passed		Bookmarks are present in large documents


		Color contrast		Needs manual check		Document has appropriate color contrast


		Page Content




		Rule Name		Status		Description


		Tagged content		Passed		All page content is tagged


		Tagged annotations		Passed		All annotations are tagged


		Tab order		Passed		Tab order is consistent with structure order


		Character encoding		Passed		Reliable character encoding is provided


		Tagged multimedia		Passed		All multimedia objects are tagged


		Screen flicker		Passed		Page will not cause screen flicker


		Scripts		Passed		No inaccessible scripts


		Timed responses		Passed		Page does not require timed responses


		Navigation links		Passed		Navigation links are not repetitive


		Forms




		Rule Name		Status		Description


		Tagged form fields		Passed		All form fields are tagged


		Field descriptions		Passed		All form fields have description


		Alternate Text




		Rule Name		Status		Description


		Figures alternate text		Passed		Figures require alternate text


		Nested alternate text		Passed		Alternate text that will never be read


		Associated with content		Failed		Alternate text must be associated with some content


		Hides annotation		Passed		Alternate text should not hide annotation


		Other elements alternate text		Passed		Other elements that require alternate text


		Tables




		Rule Name		Status		Description


		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot


		TH and TD		Passed		TH and TD must be children of TR


		Headers		Passed		Tables should have headers


		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column


		Summary		Skipped		Tables must have a summary


		Lists




		Rule Name		Status		Description


		List items		Passed		LI must be a child of L


		Lbl and LBody		Passed		Lbl and LBody must be children of LI


		Headings




		Rule Name		Status		Description


		Appropriate nesting		Passed		Appropriate nesting







Back to Top
