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Overview
What is Human-Centered Design?

Understanding a new way of problem solving.

What are Customers Experiencing?


The journey of those experienceing unsheltered homelessness.

What Can Be Done?


Recommendations

Using customer insights to make services more visible.

What Do We Do Next?


Start with a text to begin understanding what customers need.

What is

Human-Centered Design?

What is Human-Centered Design?
The goal of the human-centered design method is to
empathize with the user of a service and create a better
experience with them.
Take traditional qualitative and
quantitative tools and use them
to include customers and
employees in decision-making
processes.
HCD offers a cutting-edge approach to improving services:

Customer points-of-view; and,

Active role in decision-making.


What is Human-Centered Design?
Discover


Understand customer and employee experiences.

Design


Co-create solutions to problems.

Deliver


Measuring success and creating an implementation plan.

What Are Customers
Experiencing?

What are Customers Experiencing?
JOURNEY MAP
No one experiences homelessness in the same way, but customers often walked through their journey as follows...
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Stories Along the Journey

I ran away from home and I was 16. Legally I ran, but emotionally I was being abused. It was an unreasonable situation, so I had no
choice but to leave. If you know that you being there is going to cause more problems, the best thing is to [leave], especially if you
have abusive parents... I don’t want to talk about all the gory details, but I was on the street [after that].

Thrive

What are Customers Experiencing?
MOMENT THAT MATTERS
Entering

Phases
Stages

Why This
Moment
Matters...

Trouble

Trouble

Move

Adapt

“Homelessness comes
suddenly/unexpectedly: I have
a disease... That is why I’m
here. The doctors couldn’t
identify it for 15 years. Then,
all of a sudden, it breaks you
down... I was working one
day and the next I
couldn’t...”


An opportunity to make
homelessness rare.
“Another gap is homelessness
prevention. So, if a person is
behind a couple months [on
rent] that would be a program
to provide financial assistance...
I just know that would help a lot
of folks, because they were just
behind on rent.”

What are Customers Experiencing?
MOMENT THAT MATTERS
Phases
Stages

Why This
Moment
Matters...

Equipping
Orient

Advocate

Equipping

Wait

“They don’t explain nothing
to you here. [You] just walk in
and you [are] supposed to get
information from everybody
else that lives there. You don’t
get it from the head office...”

An opportunity to make
homelessness brief.
“I’d love for everybody to have a
place to live other than the
streets, but you gotta wonder
sometimes maybe some
people are... safer being
around [other people or]
being on the street or at least
around other people who check
in on [them and] see them.”

What are Customers Experiencing?
MOMENT THAT MATTERS
Phases
Stages

Why This
Moment
Matters...

Excelling
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Reflect
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“[If] you find some positive
people to be around and to
connect you with these...
resources, like the first
apartment [I looked at I got].
They got so many apartments.
If you can stay sober, you will
be able to do it.”

An opportunity to make
homelessness non-recurring.
“There’s not a lot of great
housing opportunities for
people. I firmly believe that
someone getting into housing
completely changes their
ability to focus on their
health, focus on their safety,
[and] relax.”

What are Customers Experiencing?
PERSONAS
Entering

Phases

Move

Adapt

Trouble

“Homelessness comes
suddenly/unexpectedly: I have
a disease... That is why I’m
here. The doctors couldn’t
identify it for 15 years. Then,
all of a sudden, it breaks you
down... I was working one
day and the next I
couldn’t...”


HARD TIMES HANK
Getting back to shelter
on time;
Transportation;
Managing sickness
without having a place
to stay.
Entering

Bright Spots

Why This
Moment
Matters...

Trouble

Pain Points

Stages

Community support;
Friendships with those
at the shelter.

Engaging Equipping

Exiting

Excelling

What are Customers Experiencing?
PERSONAS

Why This
Moment
Matters...

Orient

Advocate

Wait

Equipping

“They don’t explain nothing
to you here. [You] just walk in
and you supposed to get
information from everybody
else that lives there. You don’t
get it from the head office...”

SAM THE SURVIVOR

Finding resources to
help find a job;
Connecting with
employees along the
journey;
Overcoming bad habits.

Bright Spots

Stages

Equipping

Pain Points

Phases

Getting a job interview;
Getting out of shelter
system;
Support from people in
the community
throughout the day.

Entering Engaging Equipping

Exiting
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What are Customers Experiencing?
PERSONAS

Why This
Moment
Matters...

Overcome

Reflect

Thrive

Overcome

“[If] you find some positive
people to be around and to
connect you with these...
resources, like the first
apartment [I looked at I got].
They got so many apartments.
If you can stay sober, you will
be able to do it.”

HOPEFUL HAILEY

Getting used to
sleeping inside;
Finding resources to
help adjust to life
indoors;
Overcoming bad habits.

Bright Spots

Stages

Excelling

Pain Points

Phases

Interacting with
caseworker;
Getting out of shelter
system;
Finally feeling like I am
ready to get my life
back together.

Entering Engaging Equipping
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What are Customers Experiencing?
FOCUS ON EQUIPPING

Why This
Moment
Matters...
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“They don’t explain nothing
to you here. [You] just walk in
and you supposed to get
information from everybody
else that lives there. You don’t
get it from the head office...”

SAM THE SURVIVOR

Finding resources to
help find a job;
Connecting with
employees along the
journey;
Overcoming bad habits.
Entering

Bright Spots

Stages

Equipping

Pain Points

Phases

Getting a job interview;
Getting out of shelter
system;
Support from people in
the community
throughout the day.

Engaging Equipping

Exiting

Excelling

How might we... help customers understand potential paths to
exiting homelessness and equip them to easily navigate that journey?
2

I am ready to
be equipped!

3

Goals

Motivations

Barriers
4
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Barrier Breakers

Finish Line

Co-Creation
Session Overview

5

Refine

Co-Creation Results: Goals
Housing Stability


Customers consistently used the word “stable” when referring to their
housing goals.
“It’s been hard for years... trying to maintain stable housing here… has definitely

been the hardest thing.”

– Customer Currently Experiencing Unsheltered Homelessness

Financial Stability


Customers seek stability via a job or social assistance.
“Right now I have to call all these people. I am trying to figure out how I can just do it.


– Customer Currently Experiencing Unsheltered Homelessness

ending Family Ties


M

Customers often have family they want to stay or reconnect with,
especially children/dependents.

“I have been jumping [through] hoops for Social Services. They have taken [my

daughter] into their custody.”

– Customer Currently Experiencing Unsheltered Homelessness

Co-Creation Results: Barriers
Knowing What Resources Are Available


Customers feel left in the dark regarding what is available to them.

Customer when asked “have you been to Entry Point?:” “No, I haven’t heard of that.
I am going to go there today. [I wish I would have known about that before].”

Accessing Resources


Customers do not feel free to access the resources that are available
to them.
“I don't know what is available to me, the available resources you know. I guess I

should.”

-Customer Experiencing Unsheltered Homelessness

Co-Creation Results: Barrier Breakers
Central Resource Hub


It already exists!

Durham’s Network of Care (DNC)

Direct Access to Resources

This solution already exists, too!

NCCARE 360

A Way to Know Where to Find Resources


Highly impact customers’ ability to equip themselves to exit
homelessness.
But if someone were to say, “text [this] number and say, ‘hey I'm
experiencing homelessness’” and then they text you back and say,
‘here's everything you need to know. Here's a list of resources.’
[Something like] that would be helpful.”

– Customer Currently Experiencing Unsheltered Homelessness

What Can Be Done?

Recommendations
Implement a short code text messaging system that allows
customers to receive information they need on Durham’s
homeless services.
Sample Flyer

Sample Text

Layers Of Homelessness
Homelessness has three layers:


1. The deep layer: unsheltered homelessness becomes their norm; 

2. The middle layer: it’s not so deep that you shouldn’t be able to
support them exiting; and,

3. The top layer: people who should have never been in
homelessness in the first place.

creating an easier path for the top and
middle layers could free up resources for
the deep layer.

Redesigned Journey
The design solution should help customers feel equipped along the entire journey,
rather than in one phase.
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Next Steps

Roadmap
90-Day Pilot Plan

Below is a 90-day pilot plan and roadmap that can guide CDD in implementing the design solution.

45-days
15-days

75-days

Either contact different

90-days**

providers such as
Schedule final meeting

Finalize language of text message

TextMarks for pricing and

with Matthew Lanza to

and flyer. Also, finalize surveys.

an overview of how to use

address any questions

Hang/pass out flyers and
activate short code system

the service chosen or post

about the project

to start tracking outcomes

an RFP*

Send announcement to
Decide whether or not to
maintain the system
in-house or put out an RFP
for the project (suggestion
is to do this in-house)

Connect with the host organization of DNC to inform them of
plans to bring more attention to the website. Also, inform CoC
members and other stakeholders of the plan and solution
details. CoC members should be familiar with NCCARE 360 and

CoC members of 10-day
countdown to launch and
details on conducting
surveys

DNC if they do not know already.

80-days
30-days

60-days

*The remaining pilot plan is under the assumption that the solution will be
implemented in-house since that is the recommended course of action.
**Along the road, HSAC will have to approve funding for the project unless
CDD has the ability to fund the project in-house.

Recap
What is Human-Centered Design?

Understanding a new way of problem solving.

What are Customers Experiencing?


The journey of someone experienceing unsheltered homelessness.

What Can Be Done?


Recommendations

Using customer insights to make services more visible.

What Do We Do Next?


Start with a text to begin understanding what customers need.

Contact


Matthew Lanza | Email: matthew.lanza@duke.edu

Interviews By the Numbers
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Employees Interviewed
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