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TASKS

What tasks are users trying to
complete? What questions do
they need answered?

INFLUENCES

What people, things or places
may influence how the user

FEELINGS

How is the user feeling about
the experience? What really

matters to them? acts?
NAME
PAIN POINTS OVERALL GOAL
What pain points might the What is the users ultimate
user be experiencing that they goal? What are they trying to
hope to overcome? achieve?
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PHASE
Find support & programs 2 | Prepare and apply 3/ Provide more info & await decision | / Benefits begin
STEP
'IIIHW prm nqnnu Inm

USER Fill out paper
ACTION oronline More —> Provide
application evidence additional
requested documents
Approved —\*
Gath Visit/call CBO Submit Receive Use Receive
Identify > ; N and they llfill a anotice benefits - a notice
Figureout PO © “ outapp for e 7 Denied l:
What/m eyl ' Scheduled Participate -
lookto  elgiblefor™>~F il _ for an S~ in interF\).riew .
friends/ ~< 4 isit/call a govt interview .
family for office and thEy'" * * ‘
advicefinfo fill out app for me PROBLEM PROBLEM PROBLEM
| didn't receive I never heard | didn't receive
anotice or if was a notice or was
haven't heard approved otherwise
anything or denied cut off
INSTANT VERIFICATION
TROUBLESHOOT DROP OUT
A A Y
Contact Seek Stops
govt support persuing
directly from a CBO benefits
MAJOR -
IR Figuring out Challenges to Being able to Missed notifications Missing Awaiting Finding/providing
[N\ Wheretostart finding/keeping read+ access and finding answers pre-scheduled response more documents,
and getting track of docs online apps when notices not interviews missing notice to
connected to needed to prove received or are refﬂl"ﬁfy or gel‘ting

support eligibility confusing cutoff

Getting to physical offices and interacting with disrespectful employees
Level
of pain n n



Experience Model: 5Es

Entice  Enter  Engage  Exit  Extend




emotional and social

perceptual and cognitive




