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Healthcare
CPS Social Work

A Child Protective Services 
(CPS) Social Worker is a 
specialized professional 
responsible for 
investigating allegations of 
child abuse, neglect, and 
exploitation to ensure the 
safety, security, and 
well-being of children. 
They work within state, 
county, or local 
government agencies, 
acting as advocates for 
children while often aiming 
to support and keep 
families together 
whenever safely possible.

Medical social workers are 
essential healthcare professionals 
who
provide non-medical support, 
counseling, and logistical 
advocacy for patients and their 
families within hospitals, clinics, 
and long-term care facilities. 
They bridge the gap between 
medical treatment and a patient's 
psychosocial needs, addressing 
issues like anxiety, financial 
strain, and safe discharge 
planning.

Social workers are
trained professionals 
dedicated to enhancing 
human well-being, promoting 
social welfare, and helping 
individuals, families, and 
communities overcome 
challenges such as poverty, 
discrimination, abuse, and 
illness. They operate across 
various levels of society – 
micro (individuals/families), 
mezzo (groups/communities), 
and macro 
(policy/administration – to 
provide counseling, advocacy, 
and resource coordination. 

Social Work Medical Social Work



User Persona



Meet Sam 
the Social Worker

“I want to serve patients 
with dignity, but the 
system makes it hard to 
sustain myself.”



Sam the Social Worker

DEMOGRAPHICS

Age: 34
Location: Oakland, CA
Education: Graduate-educated social 
worker
Family: Lives with long-term partner; no 
children
Occupation: Social Worker

Bio
Sam is a justice-oriented social worker committed to equity 
and collective care. He finds purpose in supporting people 
during crisis, but heavy caseloads, emotional labor, and 
administrative demands leave him overextended. He values 
balance, integrity, and meaningful community connection.

Goals
- Support clients with empathy and 
dignity
- Maintain sustainable work-life balance
- Advocate for systemic justice
- Preserve long-term emotional 
well-being

Frustrations
- Chronic caseload pressure
- Excessive documentation demands
- Limited institutional mental health 
support
- Risk of burnout from sustained trauma 
exposure

Motivations
- Advancing social justice
- Direct, meaningful impact
- Being competent and trusted
- Living in alignment with his values



Journey Map



Journey Map

https://docs.google.com/spreadsheets/d/1rDVyETrSLauHmhipruAk5z1mcFueEOLDXcfytiruz58/edit?usp=sharing


Influencer Matrix 

https://docs.google.com/spreadsheets/d/1LX0_XQU-TCZYGfVUWCD_XFV11uz-W5mEMzRmGyDfOeA/edit?usp=sharing


User 
Flow  

https://www.figma.com/design/KBEsAeT6FTspC5b50bo9ok/Prototype%7CUT%7CIteration?node-id=2041-4&t=aTt7fSvGKeaSK0mc-1


Low Fidelity 
Prototype



Figma Lo fi Prototype

Device and 
Dashboard spec 
sheet

About STEWARD

Wireframes
Figma Design Link

https://www.figma.com/proto/KBEsAeT6FTspC5b50bo9ok/Prototype%7CUT%7CIteration?node-id=2022-2&t=Mt0QE0HiTPROQVkh-1&scaling=contain&content-scaling=fixed&page-id=0%3A1
https://www.figma.com/design/KBEsAeT6FTspC5b50bo9ok/Prototype%7CUT%7CIteration?node-id=0-1&t=aTt7fSvGKeaSK0mc-1


ENTRY / ONBOARDING

Landing Page
Device Connected Screen
Login / Sign Up



FIRST EXPERIENCE / STATE 
SETTING
Breathing Prompt (optional 
interruption)

Breathing – Inhale State
Guided Breathing Support



Breathing – Exhale State
Reset and Refocus

Breathing Complete - 
Ready to Continue



SYSTEM LOADING / 
TRANSITION
Preparing Dashboard

DASHBOARD (CORE HUB)

Main Dashboard (final version)
Dashboard with Documentation Assist



DOCUMENTATION FLOW (CORE 
EXPERIENCE)

Documentation Page (AI Report + 
Transcript)

COMPLETION + REWARD

End of Documentation (confirmation + 
impact)
Documentation Complete

More information about our imaginary 
partnership with Ecosia.org, the provider of 
our AI and gamification elements

http://ecosia.org


IMPACT / 
GAMIFICATION 
(ECOSIA)

Ecosia 
Dashboard

Steward Device 
Specifications 
Sheet



Molding putty used to imagine device 
size, hardware and ergonomics

Images taken by me



Molding putty used to imagine device 
size, hardware and ergonomics

Images taken by me



User Research & 
Testing



A structured survey was conducted using Google Forms with 7 
participants (21 questions: 4 screening, 17 core) to identify patterns 
in documentation workflows, workload, and cognitive and 
emotional impact. Due to the small sample size, findings are 
directional and used to inform deeper qualitative research.

Findings:

● Documentation requires significant time (1 - 4+ hours/day) 
and often extends beyond work hours

● Participants frequently delay tasks, primarily due to 
emotional exhaustion and workload pressure

● High cognitive and emotional demand indicates 
documentation is mentally taxing

● Key friction points include repetitive data entry, writing 
burden, and unclear requirements

Insight:

● Documentation challenges are driven by both system 
inefficiencies and cognitive/emotional strain, not usability 
alone

Research Survey 
(Quantitative)



Research Survey Highlights



3) Onboarding & Entry Flow

Confusion around:
● new vs returning user
● sign in vs sign up
● biometric login

Examples:
● “Am I a new user or returning 

user…?”

4) Content & Readability

Users reported:
● text too long
● difficulty reading smaller 

content
● need for zoom and 

accessibility

Examples:

● “The paragraphs were a 
little long. I skimmed 
them.”

Responses to Post-Test Questions

Did the interface feel intuitive?

● Majority: Yes
● Described as:

○ clear
○ easy to navigate
○ guided

Where did users hesitate?

● “Take a Moment” screen
● onboarding/login
● unclear progression points

Did anything feel unnecessary?

● Some users flagged:
○ wellness interruption
○ dense informational content
○ unclear ecosystem elements 

(e.g., Ecosia relevance)Progress tracking (seeing 
what’s completed vs 
remaining)

Gentle reminders or 
prompts

Visual indicators of 
workload

Recognition of 
completed tasks

Tools that reduce writing 
effort (templates, autofill, 
dictation)



Semi-Structured Interviews (Qualitative)
Method:

● 5 semi-structured interviews (1 hour each)
● Participants: 3 social workers, 2 MFT therapists
● Focus: real experiences with documentation, 

workload, and cognitive strain

Findings:
● Documentation creates mental fragmentation, requiring 

users to track multiple details simultaneously
● Participants experience emotional fatigue, especially 

when tasks feel repetitive or disconnected from client 
care

● Many delay documentation due to overwhelm, not lack 
of time

● Users rely on personal workarounds (notes, memory, 
external tools) to manage system limitations

● There is a disconnect between system requirements 
and real workflow demands

Insight:
● Documentation requires sustained attention, 

memory, and emotional regulation while 
navigating complex system requirements. 

● Participants described needing to hold multiple 
pieces of information in mind at once, often 
while managing time pressure and competing 
responsibilities. 

● This creates a cognitively demanding process 
that contributes to fatigue and delays.
 

● These challenges are the result of interface 
design that is shaped by broader systemic 
constraints such as workload expectations, 
compliance requirements, and unclear 
documentation standards



Moderated Usability Test
(Wireframe Prototype)

Method:
● 1 in person usability test (moderated)
● Participant interacted with prototype in real time (no 

guidance)
● Observed behavior, hesitation and task completion

Goal:
● To assess whether a returning user can navigate the 

system and complete a documentation task using 
context clues alone

Insight:
● The interface supports smooth navigation once the 

user understands the context, suggesting that the 
system is effective within a guided scenario but may 
rely on initial framing to orient the user.

Hypothesis:
● If the interface provides clear visual and contextual cues, a 

returning user will be able to follow the intended workflow and 
complete the documentation task with minimal hesitation or 
confusion, without needing explicit instructions

Context:
● 1 participant observed in a quiet controlled 

environment
● Test conducted on desktop device
● Researcher (me) present and observing

https://docs.google.com/spreadsheets/d/1E6WJeaXSZqf007B_K2vKPXOO8N5isP9aE_s78Hixz_E/edit?usp=sharing


Unmoderated Remote Usability Test 
(Wireframe Prototype)

Method:
● Remote usability test (unmoderated)
● 9 participants interacted with prototype independently
● No facilitator guidance or intervention
● Collected self-reported data on:

a. uncertainty
b. navigation clarity
c. hesitation
d. cognitive effort

Goal:
● To assess whether users can navigate the system and 

complete the documentation flow without guidance
● To identify breakdowns in interaction clarity or workflow 

structure

Insight:
● Users were generally able to navigate the system 

independently, indicating strong foundational usability; 
however, confusion occurred at key interaction points 
(e.g., unclear click actions, onboarding, and workflow 
gaps), suggesting that while the structure is effective, the 
system requires clearer affordances, stronger entry-point 
clarity, and better alignment with real-world workflow 
expectations.

Hypothesis:
● If the interface provides clear visual and contextual cues, users will be 

able to follow the intended workflow and complete the flow 
independently with minimal hesitation or confusion

Context:
● Participants completed test in their own environment
● Desktop-based prototype interaction
● Scenario: navigate prototype to complete returning user 

documentation flow
● Prototype was unfinished (wireframe) with some 

implied interactions

Key Findings:
● Majority found the interface easy and intuitive
● Repeated confusion around “Take a Moment” interaction (unclear 

next step)
● Onboarding issues: sign in vs sign up unclear
● Missing workflow elements: patient list, next actions
● Mixed reactions to wellness feature (helpful vs disruptive)



Steward Usability Testing Report (Spring 2026)
Unmoderated + Moderated Usability Testing - Wireframe Prototype

Overview
● Type of Study: Usability Testing (Moderated + Unmoderated)
● Participants: 10 total

○ 1 moderated (in-person)
○ 9 unmoderated (remote)

● Prototype Fidelity: Low-fi  (Wireframe)
● Device: Desktop
● Scenario Tested: Returning user completing a documentation 

workflow

No formal instruction or walkthrough was provided to unmoderated 
participants. Users were expected to rely on interface cues and written 
instructions in the email to navigate and complete the task.

Observations
● Most participants were able to move through the prototype without 

assistance
● Several participants hesitated at specific interaction points:

○ “Take a Moment” screen
○ onboarding (sign in vs sign up)
○ unclear clickable elements

● Some users expected the system to:
○ automatically advance
○ provide clearer directional feedback

● Participants frequently relied on:
○ trial-and-error clicking
○ visual cues (highlighted buttons) to proceed

● Content-heavy sections led to:
○ skimming
○ reduced engagementSummary of Results

● The majority of participants were able to successfully navigate the 
interface independently

● Users consistently described the system as:
○ easy
○ intuitive
○ straightforward

● However, usability breakdowns occurred at:
○ onboarding and entry points
○ unclear interaction cues (what to click / when to act)
○ missing workflow steps

● Users demonstrated a strong expectation that the system should:
○ guide them
○ reduce effort
○ automate progression

Key Insights
● The interface supports independent navigation, even at the 

wireframe stage
● Usability issues are concentrated in interaction clarity, not 

overall complexity
● The system lacks workflow completeness aligned with 

real-world use
● Onboarding introduces early confusion and hesitation
● Users prioritize efficiency over optional reflective features
● There is a strong expectation that the system should act as a 

cognitive assistant, not just a tool



Steward Usability Testing Report (Spring 2026)
Unmoderated + Moderated Usability Testing - Wireframe Prototype

Conclusion

The Steward prototype demonstrates a strong foundational 
interaction model, with users able to navigate and complete tasks 
independently.

However, the system requires improvement in:

● interaction clarity
● onboarding structure
● workflow alignment
● cognitive support

Addressing these areas will be critical to transforming the prototype 
into a system that not only functions well, but actively supports 
users in high-demand, real-world environments.

1) Interaction Clarity (Recurring Theme)

Users did not always understand:
● what was clickable
● when to take action

Examples:
● “I didn’t know I had to press 

to move through…”
● “It took some time to figure 

out that I needed to click 
the circle.”

2) Workflow Improvements

Users expected:
● a patient list before 

documentation
● clearer task progression
● actionable next steps

Examples:
● “It feels like a step was 

skipped…”
● Suggested adding referrals, 

scheduling, and follow-up 
actions

3) Onboarding & Entry Flow

Confusion around:
● new vs returning user
● sign in vs sign up
● biometric login

Examples:
● “Am I a new user or returning 

user…?”

4) Content & Readability

Users reported:
● text too long
● difficulty reading smaller 

content
● need for zoom and 

accessibility

Examples:

● “The paragraphs were a 
little long. I skimmed 
them.”

5) Mixed Reactions to Wellness Feature
● Some users appreciated the pause
● Others found it disruptive and unnecessary

Examples:

“I want to get to where I need to go in 1–2 clicks.”

Responses to Post-Test Questions

Did the interface feel intuitive?

● Majority: Yes
● Described as:

○ clear
○ easy to navigate
○ guided

Where did users hesitate?

● “Take a Moment” screen
● onboarding/login
● unclear progression points

Did anything feel unnecessary?

● Some users flagged:
○ wellness interruption
○ dense informational content
○ unclear ecosystem elements 

(e.g., Ecosia relevance)

How did users describe effort?

● Navigation: low 
effort

● Reading/processing: 
moderate effort

What did users expect from the system?

● automation
● guidance
● reduced cognitive load

Key quote:

● “Have the program work for 
me.”

Responses to “How can we improve the system?”



Usability Test Participants 

“I wasn’t totally sure 
what I was doing at 
first… the ‘take a breath’ 
part confused me.”

“I want to get to 
where I need to go 
in 1 - 2 clicks.”

“Have the 
program work 
for me.”

“Very user 
friendly… 
Intuitive!”

“It feels like a step 
was skipped before 
getting into the 
individual patient’s 
file.”
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THANK YOU

Meryl Harden
merylharden@gmail.com
www.merylharden.com
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