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OVERVIEW
Project Objectives

1. Develop a highly customizable, first-class user
- experience (UX) design for health insurance exchanges
- operated by state and federal governments under the

- Affordable Care Act.

. Design the UX based on an understanding of consumer
“needs and refined through user testing.

Create a new standard for public and private health

| Insurance enrollment.
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DeS|gn Concepts FH §igEsaesazsannas

= De5|gn determlnes the user experlence of the onllne
enroliment process

= Enroll UX 2014 design is a toolkit for state and federal
implementers
« Set of customizable, scalable materials and instructions

« Describes and demonstrates interactions, flow, visuals, help
tools, etc.

* Not a functional website
« Placeholder language - final wording part of customization and
implementation
= CMS plans to leverage the design for their model
application and portal

ESEE R 5
NOI.L N O N O 2 O
; uxmm




O\E/ERVIEW
PUblIC / Prlvate Partnershlp ......

% Lq

CALIFORNIA

| Robert Wood Johnson Foundation Ry
i FOUNDATION
‘ The :
| blue shield éi’é
-ﬁ L4 LANTIC of california .
Philanthropies foundation KAISER PERMANENTE.
\‘ll
lii‘ . NYS P - Ehe
The Colorado | !!Eéhm Cahglrég?vm sk

EENROL:L'
- 2014UXWREVRNE

\
\
\
\
|
|
|
|
Health Foundation™
\
\
|
i
!
1
!
\



itgt‘

i
|
]

|

|

|

\ 4
/¢

v
5 1 o

|
i
|
|
i

i ﬂ S S — T o R {

1 |

b | £ R S | | |
{3 | I . { | | T




OVERVIEW BES Ee as
UX 2014 DeS|gn Partner =

mEEe

Global deS|gn and mnovatlon firm '

= Palo Alto-based with 10 offices on three continents

= Market leader in simplifying design of complex
- systems; understanding and then translating needs
and desires of end users
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| OVERV|EW e S
PrOJect Scope sgEsss

IndIVIduaI and famlly self—serwce enrollment

End-to-end eligibility, enroliment, plan comparison and
selection, premium payment and retention experience

All health insurance affordability programs -(Medicaid, CHIP, |
Exchange, Basic Health Plan); linkage to other human services
programs |

Multiple pathways; support for assisters
Design for diversity and ADA compliance

Vendor neutral, system agnostic and customizable
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OVERVIEW - |
PrOJect Phases and Tlmellne

| April June
‘MONTII 2011 2012

Understand

Initial Design

Design Refinement

|
|

peliverables: Understand Strateqy Initial Design Design Refinement

| Research Plan Strategic Frameworks Wireframes User Experience Design Spec
| HCD Project Journey Design Directions Information Architecture Reference Design Prototype
Research Snapshot Mobile Recommendations  Preliminary Visual Design ~ Communication Materials
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CMS and states
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= Weblnars leth states'"an i
national organlzatlons

and assomatlonsi | TheEnrollUX 3014 projectwill provide fsderal and state governmenta with &
F e human-centered user experience (UX) design for health insurance exchanges.
o O A The design will help people better understand and connect with coverage.
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UNDERSTAND uEE
Human Centered Des'lgn Research

Understand needs and desires of prospectlve users, and
publlc and community-based agencies who interact with
users as they flow in and out of the enrollment process

= Received in-depth briefings on the Affordable Care Act

=  Conducted field interviews with consumers in three
states

= Talked with experts: frontline workers, state and federal,
| staff, advocates and policymakers

= Reviewed Medicaid, CHIP and commercial health
| msurance online appllcatlons and other analogues
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| INITIAL DESIGN

= User Evaluatrlomg'

Evaluatlon Objectlves '

= Test the navigational structure

= Test behavioral aspects of the

interaction model

= Collect feedback on general

application flow

= Evaluate two different

approaches for finding health

care plans

= Collect feedback on the visual

design direction
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Participants |
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Participants from different
socioeconomic backgrounds

Age and ethnic diversity

Range of familiarity with
computer technology and online
shopping

Emphasis on multi-plan families
including mixed eligibility and
people with current or very recent
Medicaid or CHIP experience



INITIAL DESIGN

User Evaluatlon

High-LeveI Insights

= Navigational structure gave = During plan selection, participants
participants a sense of felt focused and appreciated the
progress and accomplishment. context provided with filters and
| questions.

= General application flow was
easy and manageable, = Participants liked the idea of
especially when compared to indicating flexibility on certain
paper applications. questions.

= All participants struggled on =  While comparing, participants
income page, especially with liked that they could go deeper
current and projected income. into plan details without having to

; switch views.
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Teams from CMS and 18 states participated
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DELIVERABLES Tl

PIrOJect Dellverables Summary
o= ‘De3|gn Reference Prototype '
= Design Specifications Manual
= lconography and lllustrations
= Policy and Implementation Supplement
= User Evaluation Summary

= Communications materials for sharing design
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language forimplementation

;DELIVERABLES

- Implementatlon
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Dellverables deS|gned for use by a skllled software
implementation team

Deliverables are technology agnostic, applicable
regardless of implementation frameworks and

programming languages
Prototype provides design guidance, not reusable code

All wording used in the design content is placeholder
text and fully customizable; not intended as model
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DELIVERABLES - =t
f NDA and Accessnullty Compllance

The user experience design supports a developer’s ability
to implement a Section 508 and ADA compliant website.
Design decisions were informed by:

. Interaction design industry best practices

= ADA and Section 508 Guidelines

i WAI (Web Accessibility Initiative) recommendations

= WCAG (Web Content Accessibility Guidelines)

- ARIA (the Accessible Rich Internet Applications Suite)

The final design was reviewed by internal and external
accessibility experts.
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Prototype Scenarlo EReessasssggssaRE ; REBRERA]

= Famlly of three W|th current income below 135% FPL

= Gustav is a U.S. citizen who works full time at an
employer that offers coverage to employees (but not
dependents). He is not an applicant.

= Penelope is an immigrant who has been in the country
for less than 5 years, was recently laid off, and is now
receiving unemployment compensation. She is eligible
for the premium tax credit and cost sharing reductions.

= Beatrice, their child, is a U.S. citizen and is eligible for
Medicaid.
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Design Zone 'Who's Involved

_ AboutUX2014  Design Journey

FAQ

i]‘he Enroll UX 2014 design offers a new standard for public and private
health insurance enrollment, and serves as a reference model for a first-class
user experience (UX) design for health insurance exchanges.
1
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Enroll UX 2014 - Welcome to Coverage Share ¥ More info
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