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Lester Jones

The UX

Researcher/Designer

with Expertise In
Informing Results
Delivering UX

Efforts for Large

Impactful
Systems.

www.lesterajones.com

Academics

2021 - Graduate Certificate - Cyber Security
Harvard Extension School

2009 - Masters - Information Architecture and
Interaction Design
University of Baltimore

2005 - AAS - Computer Information Systems
Baltimore City Community College

2000 - B.Sc. - Zoology and Botany
University of the West Indies

Special Sauce

- Experience Leading Nation Spanning Ethnographic
Studies

- Expert in Generative UX Research Methods

- Experience working with Large Scale Systems that Impact
Millions of Users

- Experience with both UX Research and UX Design
Methods

- Professional Photographer, Drone Pilot and Overlander

- Experience working in Confidential Environments

- Strong Science Background



Search

A research project to conduct an internal review of current search applications across different UHC products and provide an

initial design model to mitigate existing short comings

Full Design Details and Research Results Not Presented Due to Disclosure Rules



The Research Process

Interview Review Research Solutions Prototype

Review Internal Applications

Review all internal products
and workflows that have and

Release and Beyond

Develop annotated prototypes of a
search solutions informed by

would need a search function. Research and constrained by the
: Develop Solutions . .
Investigate and Understand P design system and technical
| Conduct brain storming, capacity.
Interview product owners and Competitive and Comparative
users of.varlous internal analyses and test the outcomes
application that have a search with users, SME’s and product

function. OWners.



Investigate and Understand

Interviews were conducted with Product Owners and Users to determine the following
- Typical Use Cases for Search for Internal Products

- Infrastructure Issues that would impact search applications

- Pain Points in Current Search Implementation across internal products.

- The efficiency of current search related tasks




Search Deficiencies fell into 3 main categories.

O
3 -
o' 000 0
Research and Analysis Fragmentation
O
Research Methods Used o Search is inconsistently deployed across Optum systems.
The following Research Methods were used in the e v ©
Analysis of the Search Function across UHC products ‘ '
1. Workflow Analysis
2. Efficiency Testing ° Missed Opportumtles
3. Comparative Analysis o Search functionalities were missing from key areas where
4. Competitive Analysis it's addition would significantly improve application
5. AB Testing . functionality.
6. Section 508 Accessibility Testing
o
® 0
© - : -
© Lack of Optimization
In some places search Functionalities did not produce the
¢ desired results as a result of a programmatic issue.
o -



Research and Solution

The research methods in the used in the previous slide were used to determine
the problems with the current search interface and develop solutions that would

resolve these short comings.




Analyze and Document

The Main Member Search

Task: Users enter their query into the text box and the results
are populated in the drop down

Challenges

Users cannot sort results.

No count to tell users how many results have been retuned.
Difficult to find common names in a list of common
names.

Users must scroll within a narrow view port to find the
results.

Results drop down are not Section 508 Accessible.

It can be difficult to find a known result.

Tasks

Admin

E3

Rules

Metrics

Marketplace

Analytics

Account

User Roles Bookmarks
é’*; Welcome back, Peter
T Wednesday, 10:15 AM CDT

Member Search

Type in all or any of the following: First Name, Last Name, Date of Birth(MM/DD/YYYY), Phone number, Member ID

o) Position * g v
Name

Search for a Member

Smart Search Basic Search

+ Create New Member

KDOM

BD Donald Drapper ID Number ID Type Acc.ount I'\l:-?me Phone State Zipcode
Male | 56 YO | DOB: 12/01/1964 12345667878 Member ID United Airlines (218) 345-0987 MN 55707
BD Donald Drapper ID Number ID Type Account Name Phone State Zipcode
Male | 56 YO | DOB: 12/01/1964 12345667878 Member ID Google (218) 345-0987 MN 55707
Donald Drapper ID Number ID Type Account Name Phone State Zipcode
DD \iale | 56 YO | DOB: 12/01/1964 12345667878 Member ID Home Depot (218) 345-0987 MN 55707
Donald Drapper ID Number ID Type Account Name Phone State Zipcode
PD iale | 56 YO | DOB: 12/01/196 12345667878 Member ID A-Plus Ad Agency (218) 345-0987 MN 55707
Donald Drapper ID Number ID Type Account Name Phone State Zipcode
DD \ale | 56 YO | DOB: 12/01/1964 12345667878 Member ID C-Minus Ad Agency (218) 345-0987 MN 55707
Donald Drapper ID Number ID Type Account Name Phone State Zipcode
DD Male | 56 YO | DOB: 12/01/1964 12345667878 Member ID Federal Express - The A... (218) 345-0987 MN 55707
Pg1of20 &l I
Announcements
+ Add Annoucement
Effective Date v Date Posted v Urgency v Topic
® Unread MM/DD/YYYY :’:)I.\ZIZD::‘YEYTYY ® High COVID call handling policy view >
® Unread MM/DD/YYYY I‘:’:)'.\:/ZD::‘YEYTYY ® High Seasonal Affect Depression view >
e Unread MM/DD/YYYY :’:)nlzD:nﬁY;,YY ©® Medium System Outage -- 02/22/2022 view >
v/ Read MM/DD/YYYY %%QD:;Y::Y ® Medium Global Field Issue view >
v/ Read MM/DD/YYYY :/(I)I\/;/ZD;);Y:TYY ® Low Global Field Issue view >
Pg1of20 ol <l




Give user the ability to toggle between the current elastic

Solution

Member Search

member search result format and a table result view.

Give the users a search result number count and

pagination.

Allow for search result sorting.

Give the users the ability to change the compactness of

the search results.

Give users the abi

“accordion” afford

ity to view additional details with an

ance.

Give users an “accordion” to vie
additional search result details

Allow users to view search
results in table view.

Q + Add employee

= Name/ID < Positgon < Team S BDay < E-mail / Mobile < Status <

Selivanova Vera Designer u: sy abramov(@gmail.com
15 Auc 086

Abramov Andrey Product m§@ager abramov

oduc 1ge G @ lil.com
’ 10 Apr 20, 1987 y 4

Durov Dmitriy Designer £ o abramov@gmail.com
35 Apr 10, 1988

Antonov Maksim

Give users the ability to
sort results

Allow users to change the search
result display density.

Give user a search result
@ count.



e N
Dashboard Apps
I d D Interaction History X
y oo Donald Draper Open to contact Home phone ) .
ID Type: 3423454234 218-389-0049 Q)
Male | 50 YO | DOB: 01/12/1976 ©
o o
u Sto m e r I nte ra Ct I o n H I Sto r ¢ e Member Summary Medical History Medications
R O 06/01/2022
Jane Smith (Care Advisor) wrote in Engagement Notes
[ O O
Step 1 Step 2 Step 3 - Lorem ipsum dolor sit amet, consectetur adipiscing elit. Etiam porttitor elit quis velit vehicula semper.

In eu dui vel sapien maximus dictum. Integer commodo ut sem in fringilla. Aliguam erat volutpat.
Pellentesque sit amet venenatis augue, in malesuada nulla.

Task: Users can view the history of member interaction. There
are several types of interaction and each uses its own type of
interface.

O 06/01/2022
@ Call to (218) 389-0049 connec ted. Jane Smith (Care Advisor) edited preferred call time.

O 05/01/2022
Member enrolled in CM Diabetes by Tanya George, RN.

Select Tvpe of Call* Reauired

e ‘ Contact (Member?) History

Challenges

. R . Date/Time ~ Type ~ Agent ~ Outcome Topics
« Some Customer Interaction History Views have a search B o
10110 am ET Non-Clinical Ca Jill Smith Successful Benefits, Authorization

feature and other interfaces do not.

1010 am ET Non-Clinical Call

01/07/2022 0 Recent Engagements View All Recent Enqaqements >

10:10 am ET

» The look and feel of search Interactions are different even wnaont < Q)
though they are displaying the same type of content.

10:01am ET

Non-Clinical Call

Total 9 records | Showing 5 records

entries per page 10of 1Pages &l o

1
Name Description Date / Time Added ~ Added By

Link Style > Lorem ipsum dolor sit ai

Link Style > Lorem ipsum dolor

Link Style > Lorem ipsum dolor

Link Style > Lorem ipsum dolor

Link Style > Lorem ipsum dolor



Solution

Different lcons for Each
Interaction Type

Document Search

Potentially give an option to display all member
interactions with UHC as single gantt style chart

Present filters to allow Agents to select the interaction type
to search for/display for a single element

1801 201 24.01. 2013

Chemot Aromasin Bispbsponates Radiation

6 x FEC

Allow users to sort by each column using the header when O G >
in table view is used

Utilize the typical table search results affordances that
includes pagination, record counts, filters, etc. maeini

Potentially utilize icons to differentiate between content
types in the search results

Gantt Chart Styled

. . Color Coded Patent
Interaction View

Interaction Types




Analyze and Document

Document Search

Task: Users have entire libraries of customer documents.
These include scans, prescriptions, reports etc. Internal users
need find and access particular records.

Challenges

» Agents cannot use Search to find a documents in question
and must manually review the customers ‘document list to
find the document of interest.

Document_title.pdf

& Download + Zoom in — Zoom out

}J;lx:edw Hl:d;enmdi:‘ SemocB:, lI‘l‘ni::l’(m behalf of UnitedHealthcare Insurance Company
George wy 4
Richardson, TX 75080 ﬂ UnitedHealthcare
April 5, 2021 Patient: Holly Hobby
Service Ref#:  A002935596
Member:
Member ID: XXXXX7531
HOLLY HOBBY ey sasss
100 ROCKET RD Letter ID: NH_MEDNEC_IPBD_LOC
CHARLESTON SC 29401
Dear Holly Hobby:

We received a request to cover an inpatient facility admission. Some days of your admission may
be covered, and some are not covered.

Requested service or care:

Physician/health care professional: Scott Lindhorst

Facility name: Scott Lindhorst

Place of service: Inpatient

Date(s) of service: 01/13/21 - 04/13/21

Admission date (if applicable):

Diagnosis: M54.5 Low back pain

Date(s) determined not to be medically necessary: 4/1/2021

The clinical reason for our determination is:

Your doctor has requested a surgery that will place a device (spinal cord stimulator) that is
used to send electrical signals to select areas of the spinal cord for the treatment of certain
pain conditions. We looked at the health record from your doctor. We looked at the policy
for this test. There are other options that need to be considered before this surgery can be
approved. Please talk to your doctor about other options for your care.

e Denial code: Not applicable

e Claim amount (if applicable): Not applicable

This decision is based on the following information:IMPLANTED ELECTRICAL STIMULATOR
FOR SPINAL CORD Policy Number: 2017T0567J Effective Date: August 1, 2017.

What this means for you

We reviewed the information submitted by your doctor or facility. According to the applicable
clinical guidelines, your illness or injury does/did not meet the guidelines for this level of care.
Please see the medical rationale above.

"Level of care" is the amount of medical care or treatment needed for an illness or injury, and
where that care or treatment should be provided. When a doctor or facility treats a patient above the
recommended level of care, we cannot cover it. In this case, an inpatient facility is providing or
provided a level of care beyond what the guideline recommends.

Your provider should not bill you for the cost of the services you received.

Please call us at the number on your health plan ID card if you receive a bill from your doctor or
facility that is associated with this admission request.

This is a benefit determination, not a medical decision. Only you and your doctor can decide what
medical care you need.

Your provider can discuss this case by calling the UnitedHealthcare Peer-to-Peer Support Team at
1-800-955-7615.
o If your provider asks for a peer-to-peer review, and the request for coverage is still denied,
you can ask for an appeal.
o If you have already started an appeal, your provider cannot ask for a peer-to-peer review.

N N i S R i SRS i R e A R e



Modal with tools to let users
download or view the fill
document

Solutions

Document Search

Present users with a document list with typical search 5 une
affordances that include pagination, record counts, filters,
document types etc. e
Included document categories with callouts to denote
document type

Yolta Capital - Deal Docs

- Investmant-lpdates-Partars-02.doa Scries Agroement Tokyo 2020 Ohympse Game:
PSS« SAME

Allow users the ability to search for documents uploaded

with in a particular date range Users can search metadata
and Document Contents |

As all document types are PDF’s, give the users the

selectable option to search the actual contents the S | D et v

documents themselves e | D

Present the user with a modal with advanced document
search and review options that include Download, Send,
etc.

Desktop Styled File
Navigator

& o @ vearsse

2018 Accident - Update 2-97-2019.pdf =

iy Share ~ ©




Analyze and Document

Service Provider Search

Task: Agents often assist members in finding service

providers in their vicinity. A location search tool is used for
this purpose.

Challenges
 The map view as it exist is not optimized and is crowded
with other functionalities.

* The proximity search is broken and defaults to a

nationwide search if a provider is not found within the
selected radius.

. Position
QC)pTUh4 Home Tasks Bookmarks App 4 .
' & © Name
< Back to Member Page
Provider Referrals
Find therapists, psychiatrists, or other clinics ® Within @ Location ®
v ’ ‘ 25 Miles v ’ Enter member address ] Q Search
Provider Results @) Show Map 10f20 < >
Sort By ®
Result Filters  ciear Al Filters Enteries per page n 20 50
3 Filters Applied Relevance i
NY 1 QT &
C 9 EVERGREEN Ty e o =
Superlonglastnameguy, John, MD () Add to share 4 Map  Satellite *
@ In-Network @ Accepting New Patients i
Visit ~ ) N | o B
isit Typ @ Previously referred 01/10/2020 - SMS - N/ -
. . g N 20/ 8
All Visit Types @ Virtual Only superlonglastnameguy.j@longofficen ® o e -
Q5 (205) 254-1234 = v/ 2, z 3
ame.com ‘E@ 9 2DRUID HILLS \ it NORT
100 Main Street ; 3 3 % * a*™  AVOND/
0 www.longofficename.com 5 10°
Coverage / Plan Type v Q Birmingham, AL 35235 @ 9 S *31 - (NN @
W
° 2.3 miles Schedule appointment
License Type - Birmingham @ .
Matches:  Filter 1 Filter 2 Filter 3 Museum of Art Sloss Furnaces National
Historic Landmark
X Birm ’ ham
Gender b4 2% J @
Superlonglastnameguy, John, MD () Add to share 65 FOUNTAIN R
@ In-Network @ Accepting New Patients HEIGHTS c_,\“‘w @
Languages R4 @ Previously referred 01/10/2020 - SMS McWane Science Center p\e"
a0
_ superlonglastnameguy.j@longofficen
N = Q5 (205) 254-1234 B TN
EHINEISY Railroad Park g SOUTHSIDE hve M
: 9 ailroad Par o ©
Q 100:Main Street & www.longofficename.com e Ea o 0o %
Birmingham, AL 35235 Ak , 0 a
Visit Type - UAB University Hospital s
iR ° 2.3 miles Schedule appointment @ @ 3
W : ,
Matches: Filter 1 Filter 2 Fil e Children's of Alabama
Availability & Location 2 g Htes L L .\r}w o HIGHLAND PARK
o 2
. . -
* University of )
Superlonglastnameguy, John, MD () Add to share G I Alabama at
° In-Network ° Accepting New Patients o g e e . ' | Map data @2019 Google Terms of Use Report a map error
- @ Previouslv referred 01/10/2020 - SMS



Solutions

Service Provider Search

Develop a map interface with a larger map and more
minimized controls

Put provider details in the Map Pushpins

Fix the search radius issue so default to a state level result
listing if the standard zip code listing yields no results.

Location details in Facility in
Push Pin Popup




Iterative Prototype

After the aforementioned UX Research and Testing Methods were utilized,

prototypes iteratively developed the consolidated into solutions, two of which are

presented.

 Member Search: This search interface lets agents find the member of their
choice from a total list of members.

« Member Content Search: This search interface lets agents search for any

piece of member content, including, doctor visit records, prescriptions,

medical scans, etc,




Solutions

Member Search Results

Agents are presented with search pagination and can
change the number of results presented per page
Agents have a show hide accordion that displays notes

on a members last interaction with UHC

Agents can use a smart search that all that allows them
to enter semi colon separated variables which are
recognized and treated as search criteria.

Agents can sort and filter search results

Account Sponsors are lighted and colored for rapid

recognition.

Q Rules Authoring Parameters Phrases Conditions Admin Area

i= «— Search Results David St John; 123121234

Dashboard
Filters applied Name: StJohn X Subscriber ID: 123121234 X Clear all

3 Open filter

Name v Subscriber ID ~ Coverage Dates ~ Issue State

° David St John 123121234 MM/DD/YYYY-MM/DD/YYYY Maryland

Last Interaction: Lorem ipsum dolor sit amet, consectetur adipiscing elit. Suspendisse sit amet orci ut felis facilisis porta. Nam
sit amet dignissim elit sodales quis. Morbi pulvinar ex volutpat, maximus massa in, dignissim mi. Curabitur non luctus nisl. Aliquam id tortor velit

Interacted with: Mary Sue Interacted on : MM/DD/YYYY DOB: 1/2/2000

David St John 123121234 MM/DD/YYYY-MM/DD/YYYY Maryland
David St John 123121234 MM/DD/Y

David St John 123121234 MM/DD/Y

David St John 123121234 MM/DD/YYYY-MM/DD/YYYY Marylanc
David St John 123121234 MM/DD/YYYY-MM/DD/YYYY Maryland
David St John 123121234 MM/DD/YYYY-MM/DD/YYYY

David St John 123121234 MM/DD/YYYY-MM/DD/YYYY

Results presented in traditionall}. Maryland
table format . Varyiand

David St John 123121234 MM/DD/YYYY-MM/DD/YYYY Maryland

v entries per page

Coverage Type v Relationship ~

BH, EAP WL Self

BH, EAP WL

BH, EAP WL

BH, EAP WL

BH, EAP WL

BH, EAP WL7

BH, EAP WL

BH, EAP WL

BH, EAP WL

10 ~ |entries per page

Search Result Pagination @

fermentum lacus magna,

<

Account ~

Twitter

Twitter

Twitter

Twitter

AT&T

Twitter

AT&T

Twitter

Twitter

Twitter

AT&T

AT&T

Pg | 07




Users can toggle between a
dynamic elastic search and a
standard table view of search

results

- Member. Detail remain visible to
SOIUtIOnS anchor the agent to the task

Member Content Search

Users no longer have to user multiple search interfaces to

< ol Arturo Gonzalez ® AVAILABLE UNTIL 12P ST Sex / Age DOB t
- 53 012345678 Male / 64 02/02/1860 Allanta, Georgia (404) 843-7362

find patient content.

The content of documents are search and presented to

agents.

in the search result in context context Text in the search result in contex Doctor’s Note

° °
Ag e ntS Ca n to g g I e b etwee n a Dyn a I I l I C E | a St I C S e a rC h Text in the search result irin Text in the search result in Text in the search result in context context Text in the search result Medical Scan
Text in the search result in cont® spirin Text in the search result in Text in the search result in context context Text in the search result in contg Employment Document

Text in the search result A Text in the search result in Text in the search result in context context Text in the search resu Medical Scan

Results and Traditional Table Results view

[ ] [ ] [ ] ]
Ag e ntS S ee W h I C h Ot h e r a g e ntS a re V I eW I n g t h e I r C u rre n-t Text in the search result irin Tex the search result in Text in the search result in context context Text in the segPh result in contex Medical Scan
Text in the search result irin Text in theS@arch result in Text in the search result in context context Text #WPthe search result in contex Medical Scan

account.

View Filter (3) Create Filte <! Search

Uses can save searches as filters to speed common

searches in the future.

User can search for any piece
of user content from a single

Search results are categorized with tactic’s that denote interface.

their category and type.
Results are tagged with color

Technical and learning debt reduced by iteratively updating coded tic-tac’s based on it

content type

Users can save frequent
searches as filters they can use
on other accounts

interface elements.




Outcome

Successfully provided UX Artifacts and Guidance to develop new search interface that
reduced information
retrieval times by 74% and

improved retrieval accuracy by 25%.



