
Get Care Design Sprint Follow-up
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Date Task Objective Key Participants

Week of 8/27 Prototype – 1st Review “Gut check” with PMG to validate low-fidelity prototypes PMG sprint attendees

Week of 9/4 Prototype – 2nd Review Collect additional feedback on prototypes All sprint attendees

Week 9/17 Prototype – 3rd Review Collect final feedback on prototypes prior to user testing All sprint attendees

End of Sept/Early Oct User Testing Collect user feedback on prototypes Members, Prospects

Oct/Dec
Ongoing 

Requirements Gathering
Finalize UX designs and document requirements

(includes check-ins with DCAG)
DEC, PMG/DCAG, Marketing

2019 Development Build new Get Care experience DEC, IT

Schedule at-a-glance



Prototype - first review
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We’ve done a first pass at three prototypes based on the 
thinking that came out of the design sprint

The goal today: review high-level flow and direction to ensure 
we’re on the right track

Next steps: Refine prototypes based on feedback and go into 
user testing



Sprint Recap – High Level



A series of steps, each forming a foundation

Vision exercise
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Personas

Empathy mapping

“How might we?”

Scenarios

Solution sketching

UX prototyping

Get Care Sprint, Part I
(what we did in Pasadena)

Where we are now



Solution sketch
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Tuesday 7/10



Solution sketches > Prototypes
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Solution sketches were used to call out common themes and unique approaches that could be integrated into 
three prototypes for testing.

Common themes/approaches include:
Ease of care | Transparency | Clarity around cost | Simplicity, voiding decision paralysis | Educating users

Guiding principles, goals and best practices:

1. Communicate value exchange when users are prompted to provide info (e.g. location; sign in)

2. Provide guidance where possible 

3. Identify where in the user flow is the most appropriate point to request log in

4. Personalize where possible

5. “Show, don’t tell”



Providing feedback today
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What this is:
Low-fidelity mockups for concepts only
Three different approaches to get the most useful results in testing: 
• Concept A: Lead with channels of care
• Concept B: Lead with symptoms
• Concept C: Iterate on current Appointments & Advice page

What this is not:
We are not “voting” for our favorite concept
These are not final, high-fidelity designs: content is placeholder for now and flow is not final
Out of scope: sophisticated personalization, integration with facility info (e.g., wait times, distance)

Feedback is needed:
Your feedback will ensure we’re not testing any non-starter ideas
We want to be sure and include any critical approaches that need to be included
Ask yourself: Are we on the right track? Is anything  missing? 

What we’ll do with the test results:
Learn what does and does not work for real users
We’ll take the best parts of each variant and combine into a single direction



Sprint Recap - Detail



Participants



Take-aways from the design sprint
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• Provide guidance on the most appropriate mode of care for certain conditions

• Communicate why we’re asking users to take action or provide information (e.g. zip code, sign on, etc.)

• Identify the most appropriate point to log-in, it’s not always step one

• Familiarize users with digital care capabilities behind the sign-on before forcing sign-on

• Personalize the experience by leveraging previous navigational behavior, information provided by the user, 
and/or information we know about the user

• Show, don’t tell: focus on addressing the member’s immediate care need rather than spending time/words 
educating them on how KP delivers care
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Monday

Sprint output



See appendix for all output
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All output is available in a Box folder at https://kp.app.box.com/folder/51996227298



14

Monday

Vision: magazine covers
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Monday

Personas





Empathy Mapping

18

Monday





1:30 pm - “How Might We?”
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Monday

Look at the empathy map for your 
persona and ask yourself “how might 
we…”
• Complete their tasks?
• Address their pain points?
• Improve their feelings?
• Work with their influences?
• Achieve their goals?
• Achieve KP’s goals? (metrics)





Homework - lightning demos
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Tuesday
https://www.youtube.com/watch?v=0Q7eBbpeKTQ https://youtu.be/v3ic9SetIHQ

https://www.youtube.com/watch?v=0Q7eBbpeKTQ
https://youtu.be/v3ic9SetIHQ
https://youtu.be/v3ic9SetIHQ
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Tuesday
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Tuesday
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Tuesday
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Tuesday
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Tuesday
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Tuesday
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Tuesday
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Tuesday
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Tuesday
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Tuesday
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Tuesday



Rapid Fire Scenarios
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Tuesday



Scenarios Tuesday



Each team picks their 
biggest ah-ha moment

Something that wasn’t on 
the radar but they now see 
is important to keep in mind 
as we move forward

Present scenario a-ha moment
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Tuesday
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Tuesday

Solution sketching




