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“fThe experience of withessing people’s reactions
firsthand alters the conversation from “what |
think” to “what customers think.” 1,

- Hoa Loranger, Nielsen Norman Group

CalSAWS | BenefitsCal 9



DRAFT

Table of Contents

Executive Summary
What scenarios did we test?
Who did we talk to¢
What did we learn?

What we need to address

SISIBIOI0

CalSAWS | BenefitsCal 3



Executive Summary




Executive Summary DRAFT

Usability testing is a user-centered design technique utilized
to gather user input on design concepts.

To confirm the usability of design concepts for BenefitsCal,
the feam conducted a series of evaluative research
activities.

Okay, now we'd like
learn if you receive
money from any of tf
sources below.

Sure you want to

LOGIN

= BenefitsCal

Answering these questions n
helpful. Please inut]
‘yes’ or ‘no’

Customers and CBO/FBO assisters and managers were
invited to test high-impact flows. They took control of the
mobile wireframe prototypes; navigating the prototype on
their own, while sharing their thoughts. We observed how
they interacted with the designs and formulated
recommendations for design improvements or adjustments.

< Back to Help Center

Select all that apply.

ANSWER STATEMEN County Office Locator

D Child/Spousal Support

D Worker's Compensatio

U

2 nsati
oney or Loan

This research was conducted as the second round of
usability testing during the General Systems Design
phase. Further usability testing will continue throughout
the upcoming project phases.

N Q 75th S

43217¢

@ Van Ness Center
1234 Main Street
Suite 1000 Suite 20
Los Angeles, CA 93459 Los An¢
(123) 456-7890 (123) 4t

SEE DETAILS ﬂ

propd

This report includes a summary of what we learned, key
success areas, and areas of improvement.
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What scenarios
did we test?
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Scenarios DRAFT

= Focus on high touch, high frequency processes
= Break up flows into bite-sized chunks to avoid participant fatigue
= Keep testing durations to about 1 hour to be respectful of participant's time

= Use experience from existing systems and prior usability testing to inform
areas where we have seen the most customer confusion or struggle

= Gather feedback from customers on designh concepts or hypotheses, such as
one question per screen vs. many, or mobile design vs. desktop
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Scenario Breakdown

CUSTOMER SCENARIOS

Questionnaire

Dashboard Find Local

Office

Log In

Link to a Case

View Case Details

View Program Details

View EBT Transactions

Perform Recertifications

Capture demographic data including county, age,

education, benefits received, comfort with
technology, and experience using the website.

Find a local county office.

Login to an account and send verification codes.

Link a case that was previously done outside the
website.

View details on the user’s case.

View details on the user’s enrolled programs.

View details on transactions on EBT card.

Complete information related to People, Income,
and Expenses for a recertification.

DRAFT

CBO/FBO SCENARIOS

Questionnaire

Dashboard Overview

View Not Submitted
Applications

View Application Details

View Your Reports

Disable John Smith'’s
Account*

View Jane Smith Not
Submitted*®

Apply for Benefits Part 1

Apply for Benefits Part 2

Capture demographic data including county, age,
education, organization size, comfort with
technology, and experience using the website.

View CBO dashboard to navigate to other parts of
the application.

Continue a previously started application that has
not been submitted.

View information about application details.

View reports on the status of the CBO's
applications.

Disable an account of staff in their organization

Continue an application previously started by staff
in their organization that has not been submitted.

Assist a customer to complete income questions
while applying for benefits.

Assist a customer to complete expense questions
while applying for benefits.

*Scenario was only presented if participant was a CBO Manager/Supervisor
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L N N Zoom

Who did we
-l-alk -I-o? Sincerely Media
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Participants

8 Customers

Age Ranges Education Levels
Post-graduate degrees 13%
60+ 20
25% 25% Graduated college 25%
Some college 38%
50s 40s
25% | 25% High School 25%

0% 10% 20% 30% 40%

Counties Represented Languages Represented
+ Sacramento (1) * English (6)
+ San Bernardino (1) » Spanish (2)

+ San Mateo (1)
+ Santa Clara ()

Customers were identified from CBO referrals and Customer Survey volunteers. All customers were
currently receiving benefits or had received benefits in the past. All but one customer had used one
of the existing state portals or other systems to apply for and/or manage their benefits.

CalSAWS | BenefitsCal

DRAFT

6 CBO/FBO Workers

Age R
ge Ranges CBO/FBO Roles
Supervisors 50%
40s 30s
50% 50%
Assisters 50%
0% 20% 40% 60%

Counties Represented

+ San Mateo (1)
« Santa Clara (3)
» San Diego (2)

CBO/FBOs were identified from volunteers within Santa Clara County and Catholic Charities.
Most CBO/FBOs used one of the existing SAWS portals or other systems to apply for and/or
manage their benefits. Assisters and Supervisors were shown different screens, as Supervisors
were shown screens to manage the organization.




What did we
learn?

|
&
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Customer Usability Test Results DRAFT

Results Overview

3 types of errors contributed to the ( y )
(o) 6.1% error rate, all of which are being , J® o
addressed by the Design Team. “ROGR®

SUCCESS RATE

W. ducted 8 one-on- o . .
Cu'aséf:eﬁrffeewief,?_ ihoensggiorios 6.1 % Viewing EBT Transactions (Your Dashboard) — 1 Customer did
included Finding a Local Office, .noi know how to access her EBT transactions by first going
Logging In, Linking to a Case, into her Case Details

Viewing Case Details, Viewing

Program Details, Viewing EBT

Transactions, and Performing L. . .

Recertifications. Viewing Program Details (Your Dashboard) - 1 Customer did
not redlize she had to go into her case details to view
program details.

93 97 Performing Recertifications (Let's make sure you continue to
C ° get the help that you need) - 1 Customer did not know
where to click to begin the recertification

* Due to a lack of knowledge in English, one customer was asked for feedback rather than to complete tasks.
** When an error was made on any part of a task, the entire task was coded as unsuccessful. Error rate = Number of tasks with an error / Total number of tasks fested.
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Highlights for Success — Customer

Using SSN

= BenefitsCal @® ©

Enter the following
information to link your
existing case.

You must also enter one more
of the following fields.

\ O Case Number ‘

\ O EBT Number ’

No, I don't [know my case
number]. | would probably choose
‘Last 4 of SSN'... | would probably
do the social first, then the phone
number, [and] then the case
number.

Customers preferred to use the first four
digits of their Social Security Number
rather than use their case number to link
a case to an account. Still, they liked
the different options they could use to
link a case.

CalSAWS | BenefitsCal

Caseworker Contact Info

John

Name Status
Jane Doe (31) Active

Name Status
Tessa Doe (10) Active

Name Status
Rob Doe (8) Active

Name Status
Caitlyn Doe (13) Active

© Need to talk to your caseworker?

Here's your caseworker’s contact
information:

Robin Smith

Worker #: 21234
Phone: 916-443-3343

| like the fact that it has
your caseworker and
phone number...

Customers liked that caseworker
contact information was available
to them, as they had difficulties
contacting their caseworkers in
the past.

Warning Screens

Sure you want to skip?

Answering these questions now is really
helpful. Please take a minute to answer
‘yes’ or 'no’ to these statements.

This is good too because
sometimes when | see screens
like this I'll be like, ‘Hmm maybe
there is something | should go
back and answer,’ so | think it is
good if you want to skip through
it but it's also that reminder just
in case you want to go back
and double check something.

The pop-up warning screens that
alerted customers that they were
skipping sections on their
recertifications was welcomed as
it gave customers time to consider
whether they wanted to leave
information blank.

DRAFT

County Office Locator

= BenefitsCal

< Back to Help Center

County Office Locator

| really like this screen to
find a local office. | can see
all the offices nearby and
quickly see their
information.

Customers liked the ability to
search and find the closest county
offices fo them. They also liked
how the county office locations
were displayed on a map.




Highlights for Success — Customer (Continued)

Color Contrast

& benefitscal.org
m X0
™, -

Your Information

What's your
preferred
language?

What language do you prefer to
read?

[ - Select One - A4 ]

| like the first one better
because it has a darker
background and with the sun
glaring down on phones a lot,
it's a lot easier to read.

Customers preferred the screen
visual designs with darker
contrasted backgrounds, since it
was easier to read.

CalSAWS | BenefitsCal

Recertification Confirmation

We received your

CalFresh Recertification.

Confirmation Receipt
09/10/20
4:31 pm
2ZJK063

CalFresh
Recertification

Text, email or print a copy of
your receipt for your records.

Oh, I think | need to see
because | need to make sure
everything is submitted and that
you guys received my
application.

Confirmation receipt for
submitting a recertification
was given positive feedback.

DRAFT

Case Details

= BenefitsCal @® ©

< Back to Dashboard

Case 234323563

EBT Information

CalFresh CalWORKs

-~ -~

$120.12

$150.32

Program Information
CalFresh (Food) E
Recertification Due 11/20

[ like that it tells me if | have EBT
or CalWORKs and it tells me
how much balance | have left.

Customers liked the ease of
viewing their case details and
several key features, including
the ability o see benefits
amounts, download benefits
verifications, and access to
complete their recertifications.




CBO/FBO Usability Test Results DRAFT

Results Overview

3 types of errors contributed to the ( ﬁ’ )

9 0 5 370 9.5% error rate, all of which are being \ 5@ o

o 9.5% addressed by the Design Team. PRocRE
SUCCESS RATE
We conducted é one-on-one Viewing Another Assister's Not Submitted Applications - 2
interviews which CBO/FBO CBOs did not know where to navigate to view all Assisters’
participants. The scenarios for applications.
CBO/FBO Assisters included a
Dashboard Overview, Viewing
Not Submitted Applications,
x::x:gg ggggﬁ?h:pBngz’me Disabling an Account - 1 CBO Manager did not know where
and AFB - Changes. The to navigate to disable an account from the dashboard.

scenarios for CBO/FBO Managers
included the scenarios above,
along with Disabling an Account
and Viewing Another Assister’s

. Y AFB - Income - 1 CBO did not know what “in-kind income” is.
Not Submitted Applications.

90.5%

* When an error was made on any part of a fask, the enfire task was coded as unsuccessful. Error rate = Number of tasks with an error / Total number of tasks tested.
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Highlights for Success - CBO/FBO DRAFT

CBO/FBO Dashboard Ease of Use

Reports Page Data Additional Details

= BenefitsCal (2 )

= BenefitsCal

< Back to Dashboard

Step 5 - Income v

Who has a job?

Hi, Jane

<Organization Name>

Step 4 - Income v

Okay, now we'd like to

Reports
Look at all you've accomplished!

You are on a roll!

20 You submitted 20
applications this month

Applications

Select one person at a time

John Doe (36)

Jane Doe (34)

Let’s review your applications.

Use the date filter to select a date range.

Date From

l 10/01/20 ] [10/31/20 J

APPLY

Date To

learn if you receive
money from any of the
sources below.

Select all that apply.

I [j Child/Spousal Support ]

2 Not Submitted [ D Worker's Compensation ’

CalFresh Applications E

3 Documents Needed (] sifts of Money or Loans ’

This includes gifts of cash as well
as the money you receive from

The reports section is really
useful. We're supposed to do
follow-up calls that people were
not wrongfully denied, so having
the data is really important.

The fact that you have this

) o on a cell phone the way it
Our goal is to do 22 applications looks, is very friendly and

per month. It's very helpful to see readable, so that’s a
these numbers here at the top. positive.

I really like the explanations
under what each income
category is. This would really
help the clients to understand
what these are.

The descriptions for different types
of items included in different
income categories were
welcomed by CBO/FBOs since
they believed it would be helpful
for Assisters and Customers alike.

CBO/FBOs liked how easy,
intuitive, and straightforward it was
to use different features. They also

The Reports page showed key
metrics and useful information on
approved, submitted, and denied
applications that CBO/FBOs could
use to track towards goals.

The CBO/FBO Dashboard allows
CBO/FBOs to immediately view key
accomplishments and statistics as well liked how they would be able to
as complete important action items, access the websites on their
which excited participants. phones.
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What we need fo

® address
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Heard it from the Lab

CalSAWS | BenefitsCal

01. Conduct Usability Testing

First, we invite users to complete a set of
tasks and we observe and listen as they
interact with the designs.

Fl

',_-“..'..-&-'

02. Analyze the Results

= Next, we analyze our observations from usability
testing to derive usability insights. We prioritize
which insight to address by its severity and over-
all effect on usability and user experience.

03. Update the Design
Then, we ideate on solutions, present them to
stakeholders and incorporate the changes in

the design!




Insights Prioritization Criteria: Severity DRAFT

We prioritize which insights to address by their severity* and overall impact
on usability and the user experience.

- Major usability problem. User cannot figure out how to complete the task without help. These are prioritized to
address.

Minor usability problem. User can still figure out how to complete the task after trial-and-error or some minor help.
These should be addressed as it can block certain users from completing a task.

Moderate

This is a cosmetic problem only. User can still perform the task at hand, but the design could be more intuitive and

Cosmetic UX can be improved if addressed.

N itical This is not a usability problem and the user completed the task. Could be a script/moderator error, a technical
e issue (Zoom, internet connection, etc.), a positive comment or a recommendation that cannot be addressed for
policy/requirement reasons.

*Severity: User’s ability to complete a task during usability testing. Blockers could include a copy issue
(not understanding the text on screen) a functional/interaction issue or a design issue.

CalSAWS | BenefitsCal




Suggested Improvements to Customer Dashboard DRAFT

Screens Usability Testing Insights

m m Severity

Your Applications and Cases Your Applications and Cases
View your open applications and cases. View your open applications and cases.
Case 234323563 Moderate

Case 234323563

CalFresh (Food) Pending 2 CalFresh (Food) > Pending

Jane Doe Joe Doe Sally Doe Jeff Doe
Jane Doe Joe Doe Sally Doe Jeff Doe

CalWORKs (Cash Aid) Active .
JaneDoe  Joe Dos View EBT Card Balance Observqflon
Medi-Cal (Health Coverage) Active CalWORKs (Cash Aid) > Active
et e mbee e ) G Customers were unclear about how to go view their EBT
View EBT card Befance transactions from the dashboard. They were looking for the

word “EBT"” on the dashboard and needed moderator
assistance to know that information would be on the Case
Details page. Additionally, one customer mentioned that

@2 Medi-Cal (Health Coverage) >  Active
Your Next Appointment

Jane Doe Joe Doe Sally Doe Jeff Doe

Re-evaluation Interview Case 234323563

Friday 03/12/20 31 200 pm _ “benefits left *was unclear and would prefer the word
VIEW CASE DETAILS m " . .
balance” to refer to EBT card information.
EBT Information EBT Information °
Y N
rd Proposed Solution
CalFresh CalWORKs Re-evalu CalFresh CalWORKs
Friday 03/11 . .

se ~ -~ ~ -~ Add an EBT link to the dashboard on the case card with the
bt $150.32 $120.12 $150.32 $120.12 programs that have an EBT card.
Ap BENEFITS LEFT BENEFITS LE| BALANGE BALANGE
Lwf

What elsg|
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Suggested Improvements to Customer Dashboard (2) DRAFT

Screens Usability Testing Insights

m m Severity

Your Applications and Cases Your Applications and Cases

— View your open applications and cases.
View your open applications and cases. y P PR

L]
Case 234323563 Case 234323563 Cosmetic

CalFresh (Food) Pending 2 CalFresh (Food) > Pending

JaneDoe  JoeDoe  SallyDoe  Jeff Doe JaneDoe  JoeDoe  SallyDoe  Jeff Doe

CalWORKs (Cash Aid) Active View EBT Card Balance

Observation

Medi-Cal (Health Coverage) Active CalWORKs (Cash Aid) > Active

. JaneDoe  Joe Dos Customers were unclear about how to get to the program
View EBT Card Balance details page from the dashboard. They tried to click on the

program name, but they had to go to case details first. All

but one eventually clicked on "view case details” and

R evaluation nterview  Cace saar3es found the program detail page. One needed moderator

Friday 03/12/20 8t 2:00 pm assistance to complete the task.

VIEW APPOINTMENTS

What else would you like to do?

@2 Medi-Cal (Health Coverage) >  Active

Your Next Appointment Jane Doe  Joe Doe Sally Doe  Jeff Doe

Your Next Appointment PrO posed SO|Uﬁ0n

Re-evaluation Interview Case 234323563

Frday 03/12/2020 81 2:00 pm Add a direct link to the program details page from the
dashboard by making program names clickable.

See if you qualify for other programs or benefits.

I want to see if I'm eligibile VIEW APPOINTMENTS

Apply for the programs you qualify for.

Lwant 1o apply for anew zrogram What else would you like to do?

CalSAWS | BenefitsCal




Suggested Improvements to CBO Dashboard- Staff ApplicatioBRAFT
Screens Usability Testing Insights

" m m Severity

1 Pending VIEW 1 ::;?:dhi:ng\hm Assigned) VIEW
1 2 A d VIEW 1 2 ::':ir:u\:neni Assigned) VIEW - Cosmei‘ic
pprove 1 1)
3 Denied WIEW 3 E‘?Pe‘zudmbar Assigned) VIEW
Documents Needed ObSQI’VQﬂon

e CBO/FBOs were unclear about how to view one of their

| —— | staff’s application from the dashboard. They understood
I how to do it from the organization summary page, but they

| VIEW ALL APPLICATIONS

were unable to get to the page without the moderator’s

help. All CBO/FBOs were unclear about the different

VIEW STAFF APPLICATIONS | functionalities of the “View My Applications” and “View Al
Applications”.

I VIEW MY APPLICATIONS |

My Reports |

View key metrics about applications you've
created and submitted.

20 20 My Reports
S e sectons e Proposed Solution

lications ications
Sﬁl?:'nue:j This A?;E?Lve; This

e vomt 20 20 Change the button wording to make it clear that it is to

view staff application.
Applications Applications
I VIEW REPORTS I Submitted This Approved This
Week Month

CalSAWS | BenefitsCal




Suggested Improvements to CBO Dashboard- Staff ApplicatioRRAFT

Screens (Confinued)

_— o .

= BenefitsCal (o)

< Back to Dashboard

Application Summary
for My Organization

Staff Name

All e

@ Active D Inactive

Alphonso Smith
10 0 0 0 0

Jane Smith @

8 24 12 4 1

Jeerrrie Smith @

1S5 2 | 12 6

John Smith @

B

= BenefitsCal

< Back to Dashboard

Staff Applications

Staff Name

All

@ Active D Inactive

Alphonso Smith

Jane Smith @

Jeerrrie Smith @

John Smith @

10 23 5 25 2

CalSAWS | BenefitsCal

10 23 5 25

10 0 0 0

8 24 12 4

el 2 | 12

Usability Testing Insights

Severity

Observation

Make page title consistent with dashboard file.

Proposed Solution

Rename the page to Staff Applications.



Suggested Improvements to CBO Dashboard- Application StafRRAFT
Screens Usability Testing Insights

M—W M—w Severity

Applications My Applications Moderate Cosmetic

2 notsubmitted VIEW 2 Not Submitted VIEW

3 Documents Needed VIEW 1 Pending (Under Review) VIEW .
Observation

8  submited ViEw 12 approved e CBO/FBOs were unclear about some of the status
definitions and which ones were applications vs. cases.

1 pending view 3 Denied SR They were specifically unclear about the “Documents
Needed” as it could apply to multiple statuses. They were

12 Approve vew Pocuments Needed also unclear about the difference between the "Pending”

g Applkations Need view and "Submitted” statuses.
3 Denied VIEW

Proposed Solution

| VIEW MY APPLICATIONS |

NEW APPLICATION

I VIEW MY APPLICATIONS |

Combine applications “Submitted” and “Pending” as they
are both considered under review. Separate the
applications that have “Documents Needed” in another
section of the card as it can apply to multiple statuses.
CBO/FBO liked that feature as it is a clear action item.

| VIEW STAFF APPLICATIONS ]

| VIEW ALL APPLICATIONS |

My Reports
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Suggested Improvements fo Manage Staff DRAFT

Screens Usability Testing Insights

“m Severity

View key metrics about applications you've
created and submitted.

My Reports

View key metrics about applications you've
created and submitted.

20 20 Moderate
20 20
Applications Applications
Applications Applications Submitted This Approved This
Submitted This Approved This Week Month
Week Month

Observation

1 CBO/FBO was unable to find how to disable a staff
Staff Management account from the dashboard.

Manage your staff's information and
BenefitsCal accounts.

VIEW REPORTS

VIEW REPQORTS

Organization

Manage the organization's staff and

Proposed Solution

MANAGE STAFF

MANAGE STAFF

Adjust language on "Manage Staff” card to reflect actions
that can be taken on the staff management page. Make
¢ Backto Dashboard the card ftitle consistent with the page fitle.

He

< Back to Dashboard

Staff Summary [ Staff Management

. Progra Staff Name
Staff Name

Al <] [AH = y

(@) actve [ Inactive E () Active (] inactive

Alphonso Smith Alphonso Smith

CalSAWS | BenefitsCal




Suggested Improvements to Income Question DRAFT

Screens Usability Testing Insights

N - I

= BenefitsCal @® ©

Do you, or anyone you
buy and prepare food
with, get income from a
job?

In this case a job is anything you do
to earn money, like:

* Full-time or part-time work
+ Self-employment

* Seasonal work

* Uber/Lyft driving

* Online store/sales

* Babysitting

* Recycling

Yes | I No

— B

= BenefitsCal @® ©

Do you, or anyone you
buy and prepare food
with, get income from a
job or self-employment?

A job or self-employment is
anything you do to earn money, like:

* Full-time or part-time work
* Seasonal work

* Uber/Lyft driving

* Online store/sales

* Babysitting

* Recycling

CalSAWS | BenefitsCal

Severity

Moderate Cosmetic

Observation

Customers were confused between self-employment and
unemployment income. They were unsure whether
unemployment would be considered as income from a job
and not sure what would be considered self-employment
since it was listed in the example list along with examples of
self-employment.

Proposed Solution

Review question copy and examples to make it clear that
income from a job is also income from self-employment.
Remove "self-employment” from the example list and move
to the actual question. The example list should only show
examples of self-employment jobs.




Suggested Improvements to Income Summary DRAFT
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. m m Severity
: 9 Q = BenefitsCal @® ©
Moderate | Cosmefi
Here's a summary of the
Here's a summary of the income for your
income for your household. o
household. Obsel‘VCIron
50 Self employment 9023 Customers and CBOs were confused with the categories
Jobs om0 listed on the income summary screen, specifically the
Publle $625 > income in-kind category, and were looking for self-
Public $250.00 > employment. All of them were able to complete the task b
Assistance Bi-Weekly p y p y
owereome $625 expanding the summary cards.
Other Income . n§ﬂ9 > o
In-Kind Ipcume $625 >
(For free or in honth o
In-kind Income SO > iehenge orerd) o Pro posed SOIUtlon
per month
ettt i s changa e LR Add self-employment to the job title card and add sub-text
e e e e defining the income in-kind category.
Total Household Income
$2,500




Suggested Improvements to Recertification Welcome Page  DRAFT

Screens Usability Testing Insights

m 1MO Severity

1 1/" 2/2 Share all of your changes since

you last reported for the
following programs:

Share all of your changes since
e LT & Food (CalFresh) Moderate Cosmetic
= Food (CalFresh) Cash Aid (CalWORKs)
@9 b Observation
Fill in and submit Fill in and submit 2 customers had issues with the Recertification welcome
your recertification your report

page and thought the first help text "What to report and
when" would lead them to the start of the process. One of

What to report and when? > o Type of information you will N
nesdto eportevey 6 menthe them needed moderator instruction to complete the task.
@ % Proposed Solution

Upload documents

Upload documenta Change the wording of the help text and change the in-
line help style so it doesn’t look like a button.

Type of documents you might >

need to upload o Type of documents you might N

need to upload

T e

We'll review your
recertification We'll review your report

CalSAWS | BenefitsCal




Suggested Improvements to CBO Applications Page

Screens

-

< Back to Dashboard

Applications

results.

Let’s review your applications.

Type the applicant name, or the
application number/status to filter the

Submitted

DOCUMENTS NEEDED

NOT SUBMITTED SUBMITTED PENDING

DENIED APPROVED

Results (2)

Application Number
29047620

Last Name
Smith

Application Status

@ submitted
Application Number
03579821

Last Name
A

VIEW

First Name
Keeley

Action ltems
4 Documents
Needed

VIEW

First Narme
P

CalSAWS | BenefitsCal

< Back to Dashboard

Applications

results.

-

Let's review your applications.

Type the applicant name, or the
application number/status to filter the

Submitted

DENIED APPROVED

NOT SUBMITTED SUBMITTED PENDING

DOCUMENTS NEEDED

Results (2)

Application Number
29047620

Last Name
Smith

Application Status

@ submitted

Application Number
03579821

Last Name

&

VIEW DETAILS

First Name
Keeley

Action llems

4 Documents
Needed

VIEW DETAILS

First Name

DRAFT

Usability Testing Insights

Severity

Moderate

Observation

1 CBO/FBO was unclear about where the view button
would take them. They assumed they would be able to
view the filled-out application rather than go to the case
details page.

The ‘View' button would be to view the whole
application or a part of the application?

Proposed Solution

Adjust language on button to make it clearer that it would
lead to a case detail page and not the ability to view the
filled-out application.




Suggested Improvements to Homepage DRAFT

Screens Usability Testing Insights

Current

Create an account now.

CREATE AN ACCOUNT

Need help?

EQJ Find a local office.

Find an office near me

@ What if | need help to apply?

Find someone who can help

How do | apply for benefits?

€

Learn how to apply

EBT?
Find an ATM [

® Where can | find the (FAQs)

Go to FAQs (Frequently Asked
Questions)

What is Covered California?

[3] Where can | find a free ATM or

Frequently Asked Questions ?

CalSAWS | BenefitsCal

Solution

Create an account now.

With an account you can check your benefits
balance or make changes to your case.

CREATE AN ACCOUNT
nt? in

Already have a

Need help?

EL?J Find a local office.

Find an office near me

@ What if | need help to apply?

Find someone who can help

How do | apply for benefits?

1€

Learn how to apply

E] Where can | find a free ATM or
EBT?

Find an ATM [

@ Where can | find the (FAQs)
Frequently Asked Questions ?

Go to FAQs (Frequently Asked
Questions)

What is Covered California?

Severity

Cosmetic

Observation

Customer missed the login option in the header and
navigated to the “Create an Account” section of the
homepage. Customer did not click the button of that
section however, since they thought it would lead to a
different page than the login page.

Proposed Solution

Add text under “create an account” that reads, “Already
have an account? Log in” to make sure customers can log
in from multiple locations on the homepage.




Suggested Improvements to Program Details DRAFT

Screens Usability Testing Insights

— R B severty

Benefit Amount Recertification Due Date
$600.00 11/12/20

Program Members

Preram Members Name Status Cosmetic
John Doe (36) Active
MName Status
John Doe (36) Active
Name Status
Jane Doe (31) Active
Name Status °
Jane Doe (31) Active ) s Observahon
Tessa Doe (10) Active
e ety A customer mentioned that it would be nice to have other
essa Doe ctive . .
Name Status contact and support options on the program details pages
- . fob boe () hetie in case their caseworker is unavailable.
Rob Doe (8) Active
Name Status
Caitlyn Doe (13)  Active ‘ ‘ | would rather have both a number to the direct
MName Status

caseworker and a number to a group call centerin
case | can't reach the caseworker

Caitlyn Doe (13) Active

© Need to talk to your caseworker?

© Need to talk to your caseworker? Here's your caseworker’s contact °
information: Proposed solutlon
Here's your caseworker's contact Robin Smith
information: Worker #: 21234 . - . " .
S Phone: 916-443-3343 Add alink to the “Find an office” page and to the live chat
obin Smitl
WOHI(E!' #.I21234 Can't reach them and need help? for Suppor'l'_

Phone: 916-443-3343 Find a local office or live chat with us

LogoHere Frequently Asked Questions LOQDHE‘I'e Frequently Asked Questions

CalSAWS | BenefitsCal




Suggested Improvements to Office Lookup DRAFT

Screens Usability Testing Insights

m m Severity

< Back to Help Center
= BenefitsCal Find an Office
Type in your address to find nearby local offices. .
Cosmetic
< Back to Help Center
lype address
County Office Locator o
Lo Observation
Q 5 :'-'__ 3 ; 9 i A customer thought "Office Locator” was hard to
e wang 3 Q@ understand; was expecting the page to have some help
: o text around how to find an office near them.
M Q 9 ‘ ‘ I think “County Office Locator” is a litfle vague. |
Q VanNessCenter € 75ths would like a better descriptor like “Type in your zip
Ao P ol code to find your local BenefitsCal office”
Los Angeles, CA 93459 Los Ang
(123) 456-7890 (123) 4!
Van Ness Center 75th S H
W o 1234 Main Street i ° 4321 7¢ m Proposed SOIUtIon
Suite 1000 Suite 2(
e an et Change the office lookup page fitle to read, “Find an
LogoHere et Asked Buestons Office” to be consistent with call-to-action wording on
@ ﬂ _ Privacy Policy Homepage and Help Center. Add some direction copy on
: e & Sondiions how to use the lookup tool.
English T
Eind an Office
Accessibility Policy

CalSAWS | BenefitsCal




Suggested Improvements to Link a Case DRAFT

Screens Usability Testing Insights

m m Severity

= BenefitsCal @® @ = BenefitsCal @® @
Cosmetic
Enter the following Enter the following
information to link your information to link your
existing case. existing case.
Date of Birtk ID.ILL‘ of Birth (required) I Observaiion
| ’ I A customer was unclear if they had to select another field
fp et [ ] since they were not marked as required; was able to
| ! complete the task with no help but suggested changing
I Select one additional field. the instruction Ionguoge.
You must also enter one more required)
of the following fields. (
(O cosenmeer | (©  coeromer | Proposed Solution
‘O EBT Number ! | | Simplify instruction wording and mark the field selection
required to be consistent with the design pattern of other
(O rons tumeer | (O corhumber ] required fields.
‘ O Last 4 of SSN Number y [ O Phone Number ]
[O Last 4 of SSN Number ]

CalSAWS | BenefitsCal




Suggested Improvements to Mobile Menu DRAFT

Screens

Current

Main Menu

Home

Am | Eligible
Check your eligibility before you apply.

Apply for Benefits

Fill out an application for benefit programs.

Log In or Create an Account

Learn More About Programs

Find a Local Office

Help Center

Need more help? Visit the Help Center for
videos, chat, tutorials, and FAQs.

CalSAWS | BenefitsCal

Solution

Main Menu

{at Home

@

Am | Eligible
Check your eligibility before you apply

Apply for Benefits

Fill out an application for benefit programs
Log In or Create an Account

Learn More About Programs

Food (CalFresh)
(CalWORKs)

Health Coverage (Medi-Cal)
Find a Local Office

Help Center

Need more help? Visit the Help Center for
videos, chat, tutorials, and FAQs.

Language Selection

Usability Testing Insights

Severity

Cosmetic

Observation

Although it was not a task, a customer was looking for the
“change website” language function. They eventually
found it in the footer but said they would expect to see it in
the header or the menu, as well.

Proposed Solution

Add language selection to the mobile menu.




Suggested Improvements to CBO/FBO Application Cards DRAFT
Screens Usability Testing Insights

m. Solution
Severity

= BenefitsCal (2] = BenefitsCal
Cosmetic
¢ Back to Organization
Jane Smith’s Applications
Type the applicant name, or the application < Back to Organization
number to filter the results. .
[ Jane Smith's Applications Obsel'VCIflon
N he appli . or the applicati .
number to fite the resuite. T oo One CBO/FBO assister was unclear about what the
R exclamation point meant for not submitted applications, 1-
Filter H H H
e I I year after it was started. She knew it meant that something

was urgent but wasn’t sure what.

NOT SUBMITTED DENIED PENDING

Results (19)

APPROVED  DOCUMENTS NEEDED ‘ ‘ When | see [the exclamation mark] my gut feeling is,
Application Number ‘is that telling me that there is an application number
59483765 Results (19 | need, or do I need to continue?
esults
Last Name First Name
Potter James ation Numbor °
orsan s ossmres Proposed Solution
Not submitted ! 10/05/19
B Last Name First Name \/| | | | | U - |
‘ Provide additional information about the 1-year deadline to
i Remove Applicator retter James submit applications. Prior to the 1-year mark, there will be a
e dynamic message that states the application will be

@ Not submitted /A 10/05/19
purged if it is not submitted before the deadline.

CalSAWS | BenefitsCal
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