Journey Map

« Purpose: Visualize the process a user goes through to accomplish a goal using
the new site
+ Success Criteria: 1-2 Journey Map(s) based on User Persona created
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Journey Map

+ Purpose: Visualize the process a user goes through to accomplish a goal using
the new site
+ Success Criteria: 1-2 Journey Map(s) based on User Persona created

Goal: I am in need of a job with flexible hours to help out my household financially, but still be able to tend to my

Persona: Chi Lan Scenario: Chj Lan is job hunting, and there is a job fair (Bloom Energy) coming up soon at the VASC. : ¢ Expectations: I expect to find a job that meets my needs, without language or cultural barriers.
duties as a wife and mother.
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Journey Map

+ Purpose: Visualize the process a user goes through to accomplish a goal using
the new site

+ Success Criteria: 1-2 Journey Map(s) based on User Persona created

This is the journey of

Hoa the Vulnerable

Scenario: Hoa is currently in a very precarious situation in her marriage. She has been coming to
Persona: Hoa
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Journey Map

+ Purpose: Visualize the process a user goes through to accomplish a goal using

the new site

- Success Criteria: 1-2 Journey Map(s) based on User Persona created

This is the ji

irney of

Antonia the
Matriarch

What are their key goals and needs?

Frotect
children -
thinks af their
future a lot

What do they struggle with most?

Infarmation
alienation

What tasks do they have?

Taking care of
and wrking
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Paying rent
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Sulfering
witth
depression

Fird redical
services

Find works
ather sources
of income/
financial
resources

Health and
diet

Scenario: Being an undocumented resident, Antonia has made a habit of avoiding institutionally-
operated services. However, she has run into more struggles lately, especially with her mental and

Persona: Antonia

physical health and financially.

Looks for
help at her
ocal Church

Journey Steps

Journey Steps
Which step of the experience
are you describing?

Doing

Thinking/Saying

Feeling

Opportunities & Insights

WhaLinfa
A pecgi

Talks to Priest
and he gives
her phane
state number
{BA3-GBT-096T)

wairm ke tam
=

Phase One:

Inquiry

Phase Goal:
Seek help/resources from trustworthy sources

Look for help

at Church,

talk to priest

I need to find
a way to pay
our rent
soon!

Scared,
worried

Listen to
Huga's
intarview

Church, Il go
there for help
first

Trepidation

sheuld we be

parmering with
£ reaching out to
¢ psting fyers

in churches?

Thee resl vaeek

What is VASC?
Is that
somewhere
worth
checking sul?

Determined

She calls the
stal 4 theny She takes the
Ere her the s v VASC

VASC address

Phase Two:
Follow state lead
Phase Goal:

Find out if the state has any resources available

for me
Pass by WASC
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| feel ok calling Crate af
this number What are all ol e
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Goal: My live-in daughter and I have been hit hard by the pandemic and are now in dire need of assistance with
paying our rent for the time being.

Lating staff VASE createns an Her daughter

She tells Latira

n

Phase Four:
Rent relief application
Phase Goal:
Employ the help of the WASC staff and her
daughter to submit an application for rent relief

Phase Three:
First visit to VASC

Phase Goal:
Ask for help and see what they have to offer her (and her family)
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Phase Five:
Further inquiry

Phase Goal:

Learn about other services at the WVASC that she

might benefit from

s e
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Phase Six:
Back at home

Phase Goal:
Tell family about experience at VASC

Ger
Take abus Lo granddaught
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about VASC
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I e Lo 5 gocd Lo
wiar | laamed have done
today with rmy samething lo
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Good, Hzppy,
productive excited
A A

Expectations: I don't want to do or say anything that could jeopardize my residence in the US, but 1
need to find a way to pay our rent very soon.

Meantal Wl sha
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changes once they used the product or ser

What are they able to do now?

Get
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rental
assistance

Has anything been lost?

What changed for me?

| can stars
paying more
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physival and
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Have a
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source for
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Get free hol
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no longer in
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Get medical
and behavioral
health services



Journey Map

+ Purpose: Visualize the process a user goes through to accomplish a goal using

the new site

+ Success Criteria: 1-2 Journey Map(s) based on User Persona created

This is the journey of

Victor the Resourceful
Community Member

What are their key goals and needs?

Chronic
back
pain

What do they struggle

Mom
has
diabetes

Healthear, Interested Health,

for him and in wellness
his Community and suppart

mom/family resources for 11 y'o

wxperiencing
challenges - he 5

fir b
healtn serdces

What tasks do

Supporting
his family

Planning his
mom's care
ard wellness

Househald
chores

Support
for his
mom

Mom needs
more care
hiar they can
provide

Kidds'
education

Parenting
{espedally
during
covin)

Persona: \ictor

of more and more help these days due to a decline in her health.

Direswes by thse

Lok around
Stops al the

Journey Steps:

Journey Steps

WASC 3 1T was

bieing built and

rew curious.

Which step of the experience

are you describing?

GG the outside -
e history of
cormpletion Lo £ 3
e vigtnam in
i front

See the YASC and make a point to stop in

Phase One:
Discovery

Phase Goal:

Drive by

Doing

while VASC iz
brzirg built

urament

Thinking/Saying

Feeling

Opportunities & Insights

This is a nice
new County
building! |
wander what
they do here.

Curious Inguisitive

Victor will probably spread
the word about what he
learns regardiess of what

his first impression is!

Interested in
same of the
sarvices
mentaned
during the tour

Scenario: Victor and his wife both work hard at their full time jobs, but his mother has been in need

Rcallzes secand

Sigrs up bis
morm for SNP
(diabetes
CONCEMS
addressed}

Phase Two:
Explore

Phase Goal:

Find out what this place is all about

Ask questions
to grester

Wew, this
place has a
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Curigus

Go on a tour
Look around, and learn
see flyers about VASC's
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_ sounds
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Goal: I have to find a way to get my mom the assistance she needs.

His meen can Goes home

use medical and talks
SETvices on about IH5S
2nd floar and AT ta his wife anth wark
I'.ruugh WHP his wife Tull time

Sign his
mother up
for SMP

My frarm can
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use the
medical
Services

Phase Three:
Sign up for services

Phase Goal:
Figure out which services he's interested in for his family and
sign up

Learn about
IHSS

HES might bea

A abaul
medical services
and some things

ne seas an 3nd
Anar

My kicd caan
come here
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and stay out of
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Satlsfied with
his
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Expectations: Working less hours doesn't feel like a realistic option for me, but I want to know what
our options are.

Make sure DAAS
AN CONNECE
with wictar ma

answer

If Wictor has

questions

Phase Four:
Planning & Logistics
Phase Goal:
Figure out who will be able to be an [HSS
caretaker for Victor's mom

members at MARE

Phase Six:

Phase Five: Spread the word

Talk about Connect with
Talk to wife oplions for AAS Lo help
abour IHSS potential with
caratakers application
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or | could be the. we'll figure
caretaker E"Ii.S =5 I'm s glad |
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Detzrmined Al Excited
stressed
.0 (N
\E 3
- W

Are there other suggestions

that VASC would have il they

couldn't find someane to be
his maom's caretaker?

Religved!

Apply for IHSS
Phase Goal:
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il out ASKVASCIF || mernbier sign A
R Mextdoar, ring
application he has any up to ke his app, Facabook
anline questions mam's g:npg e
caretaker! s
e It's comfarting I nead o let
a";_?::t::::% that mom's others know
helpful. | feel I WOE e . could berefit
can trust them e e il fram utilizing
know and trust naw placel YA

Happy

Excitad Productive

AA

= W

q

victar should be

What are they able to do now?

Have his mom LRAE
saler and after-school

cared foron a place far his
chaily basis child to go to

Has anything been lost?

What changed for me?

I have a new
rellable source
o tum to for
all types of
senices

Use VASC's Znd
Naor medical
services Tor
himself and his
farrily




