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U S E R  D ATA  A N D  T E A M  C O L L A B O R AT I O N  

The Service Platform is built on Salesforce using, as much as 
possible, “out of the box” solutions that are well supported and 
maintained through Salesforce robust “Health Cloud”. 
 
However, design and development need to work together to find 
creative solutions — because implementing Salesforce in this way 
means that we can’t just build anything we want.  

This means that design need to work closely with development 
because the software is far too restrictive and complicated.



What is Design Think?



W H AT  I S  D E S I G N  T H I N K ?

Design Think is a tried and true process 
User Experience employs to design the 
right things in the right way. 

Also, the method relies on observed data, 
team collaboration, and rapid iterations. 

There are many different “flavors” of 
Design Think — but really they all focus on 
these four four moments …



T H E  R E L I A B L E  D O U B L E - D I A M O N D



U S E R  C E N T R I C  |  D ATA  D R I V E N

The end-users, the individuals that will use the tools on a day- to-day 
basis, are our main focus.   

We validate assumptions against their needs and wants. We observe 
their behavior, often witnessing failure, to understand their intention. 

We listen to what they have crafted outside of the solution we have 
crafted for them — to understand functionality we didn’t know they 
needed.



Case Study: International Center



C A S E  S T U D Y :  I N T E R N AT I O N A L  C E N T E R

Our international patients face a 
unique series of obstacles that make 
their first visit to MSK challenging: 
1. Translations 
2. Visas 
3. Navigating the US Healthcare system 
4. Time delays - both in communication 
and document delivery



C A S E  S T U D Y :  I N T E R N AT I O N A L  C E N T E R

Currently, the International Intake team uses  
1. email to organize goals and tasks  
2. while management uses Excel to keep 

track of patient status. 

These ensure that each liaison has a 
radically different way of organizing the day. 
Also, weekly alignment meetings are 
necessary to assess real-time activity. 

Screen shot of research recording showing how liaison uses 
*read and *unread message options to organize work



Case Study: International Center
The Ask



I N T E R N AT I O N A L  I N TA K E :  T H E  A S K

Our task was to look into how Salesforce’s Health Cloud could 
reduce alignment meetings in lieu of realtime- reporting 
dashboards while giving liaisons a unified structure to record activity 
and align on patient status. 



Case Study: International Center
The Process



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S

We decided to interviewed three members of the team to 
understand the full scope of the work they had done.  We simply 
listened to them communicate what they did and they drew maps of 
their journey’s. 

They were all radically different:



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S

They were all radically different:



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S
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I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S

They were all radically different:



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S

We recorded the interviews,  
let DoveTails translate them, 
searched for common topics, 
and let the data tell us what 
was most important!



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S

We then distilled a common path — which resonated with the team



I N T E R N AT I O N A L  I N TA K E :  T H E  P R O C E S S

From this Research we’ve optimized the Flow



Case Study: International Center
The Solution(s)



I N T E R N AT I O N A L  I N TA K E :  T H E  S O L U T I O N

At this point in the design process, we knew that we wanted to start to 
collaborate with the development team.  The Service Platform has a 
commitment to try to do most things using “out of the box” solutions provided 
by the Salesforce Site Builders. However, these tools are deep and require 
extensive expertise that only the developers have. 

Our major shift was to move to disposable, Salesforce instances to do high 
fidelity prototyping for user testing.  

This new way of working was radical - and took several attempts.



The Care Plan structure in Salesforce 
seemed like the perfect solution. 

We mapped out what this would look 
like and the developers 
implemented this in the system.  

We fabricated fake accounts using 
personas of patients to make the 
prototype feel more real — because  
the next step was to test this solution 
with the liaisons!



I N T E R N AT I O N A L  I N TA K E :  P L A N N I N G  T H E  T E S T S

Persona accounts 
Fake information 
Fabricated story 
Hidden failures 



We created a test plan and crafted 
fake emails to simulate the 3 critical 
portions of the intake process. 

If we scored a high success rate — 
then we’d know that our solution was 
on the right vector …



… and we made sure to include a 
challenging error to see how the 
liaisons would handle it in the new 
system …  

                   😳



I N T E R N AT I O N A L  I N TA K E :  D I S C O V E R Y  D E V E L O P M E N T

Set up environment 
Focus on marrying outcomes with out of the box salesforce solutions 
Treat instances as disposable  
We learned setting up information in SP was time consuming 
Also, learned how to reduce the time to instantiate a SF instance



I N T E R N AT I O N A L  I N TA K E :  D I S C O V E R Y  D E V E L O P M E N T



I N T E R N AT I O N A L  I N TA K E :  P L A N N I N G  T H E  T E S T S



I N T E R N AT I O N A L  I N TA K E :  T H E  S O L U T I O N

The prototype testing with the liaison went well.  

As expected we didn’t score high as we wanted … but 
because we took the time to build the prototype in a 
Salesforce environment — we designed updates, the devs 
implemented them, and we were back at another round of 
testing within a week … 

where we faired better!





F R O M  T H I S  R E S E A R C H  W E ’ V E  O P T I M I Z E D  T H E  F L O W

Using structure set up in Service Platform, we can reduce the 
reliance on Excel and third party tools 

By implementing standardized Milestones (Goals + Tasks) we can 
allow teams to  
1. Expose where a patient is along the journey 
2. Track work done and identify blockers 
3. Assist liaisons in a structure, yet organic, workflow …



Case Study: International Center
The Challenges



I N T E R N AT I O N A L  I N TA K E :  T H E  C H A L L E N G E S

We completed 2 rounds of usability tests in two sprints 
in between rapid updates based upon user feedback and 
observation. 

We achieved our goal to go from a whole PI of just discovery 
to one sprint of the complete Design Think workflow!



I N T E R N AT I O N A L  I N TA K E :  T H E  C H A L L E N G E S

Even though we were able to test with hi-fidelity prototypes in 
Salesforce with real Liaison end-users, we still are optimizing the 
flow to make the experience more streamlined. 

Moving through the double-diamonds ( discovery > design > 
testing > ) we’re able to get further faster to the last stage (delivery) 
and can accommodate changes from user feedback without a heavy 
development lift!



Closing Comments



C L O S I N G  C O M M E N T S

We went from frustration to collaboration within the team. 

While we enjoy working together as a team, we often feel conflicted by the limitations of 
the system and the needs of the customer — we realized that this is a shared experience 
between business, development, and design. 

From opposing viewpoints to shared sentiments, resulted in a 100% change in the 
dynamics of the team.  

Also, using robust user data collected from first hand research, we removed all of the 
guess work that plagued previous projects.


