
CO-DESIGN PHASE (IN) PROGRESS REPORT



CO-DESIGN TIMELINE

FEB -  Stakeholder Interviews
            VITA Site Observations

    Tax Time Video Production
    Ideation Card Development 
    Ideation Planning + Prep

MAR - Ideation Workshop(s)
    Public Launch/Workshop
    Stakeholder Focus Groups

APR -  Kit of Ideas Development
            Synthesis Planning + Prep

    Synthesis Session(s)



LAUNCH EVENT

Opening Remarks                    Panel Discussion                   Co-Design Activity



TAX TIME VIDEO

Jacob Krupnick - Wild Combination



DISCOVERY COMPLETED 

NY State Dept. of Tax and Finance
Intuit (TurboTax + MyFreeTaxes)
Former Commercial Tax Preparer

STAKEHOLDER INTERVIEWS (CONTINUED): VITA SITE OBSERVATIONS:

Ariva (at Mexican Consulate Gen.)
Financial Clinic (at 5th Ave. Comm.)
Food Bank for NYC
(at 114th St. Site, Santander Bank,
Bronx Works, St. Johns College,
NYC Child Center of New York, A 
Corona Public School, Grameen 
VidaSanana, Bed-Stuy Restoration 
Corp, Saint Nicholas Church, etc.)

Over 25 Low-Income Tax Filers

FILER INTERVIEWS (CONTINUED):

Former Commercial Tax Preparers
Food Bank Virtual VITA Managers

STAKEHOLDER FOCUS GROUPS:

(PLUS ACTIVITIES IN DISCOVERY REPORT)



DISCOVERY COMPLETED 

In-Person VITA Sites Virtual VITA Sites



CO-DESIGN PROCESS

DIVERGENCE:
Generating many ideas for new 
services before deciding on
which to pursue further

1. IDEATION

CONVERGENCE:
Evaluating, refining, and selecting
the most promising service ideas

to address the project goals

2. SYNTHESIS



IDEATION WORKSHOPS

Project Stakeholders General Public Former Paid Preparers



IDEATION CARDS

Discovery Insights Challenge Cards Opportunity Cards



IDEATION PROCESS

1. Select
Challenges

2. Brainstorm
Ideas

3. Select
Opportunities

4. Brainstorm
Ideas

5. Sketch
Service(s)

 Share + 
Discuss

Share + 
Discuss

Share + 
Discuss

Share + 
Discuss

Share + 
Discuss



IDEATION SKETCHES



KIT OF IDEAS

ORGANIZING 
FRAMEWORK:

Actionable service 
concepts and 
components

At different levels of 
specificity and scale

Arranged according
to basic chronology
of a service



KIT OF IDEAS

PRE-SERVICE

● Awareness
○ Communications
○ Branding

● Engagement
○ Promotions
○ Incentives

● Readiness
○ Documentation
○ Training

DURING SERVICE:

● Intake
○ Waiting

● Preparation
○ Consistency

● Review
○ Counseling

POST SERVICE

● Off-season
○ Follow-Thru
○ Integration

● Beyond
○ Accessibility
○ Regulation

? $!



SYNTHESIS PROCESS

EVALUATION MATRIX: Service concepts positioned in relation to project goals.

QUALITATIVE IMPACT:

Financial Empowerment

Better User Experience

QUANTITATIVE IMPACT:

More People Using VITA 

Increasing VITA Capacity



SYNTHESIS PROCESS

INDUCTIVE

Start with the parts:

Select from the most 
promising component 

ideas to create the best 
possible service.

DEDUCTIVE

Start with the whole:

Reflect on the project 
goals and priorities to 
determine the optimal 
service components.

ABDUCTIVE

Start from left field:

Abstract new service 
components from a 

mixture of ideas, goals, 
and external analogies.



SERVICE BLUEPRINTS

EXISTING SERVICE: Virtual VITA (including pain points in one persona’s experience)



SERVICE BLUEPRINTS

POTENTIAL SERVICE: “Super Virtual” (including innovations from the kit of ideas)



CONTINUING CO-DESIGN

Solicit Final Additions to Kit of Ideas

Synthesize and Prioritize Service Ideas

Blueprint Promising Service Concept(s) 

Select Service Concept(s) to Prototype


