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Project overview

The product: 
The Disability Management (DM) Team is responsible for tracking leaves of absence and reviewing 
accommodation requests for employees at a Class I railway operation in the US and Canada.  They 
are responsible for complying with relevant state, federal, and provincial laws.  They work to 
facilitate safe and expedited return to work for all employees.

Project duration: 
January 2022 - July 2022



The problem: 
The existing DM case management system does not allow the specialists to easily and efficiently 
manage their caseload tasks or document non leave related concerns.

The goal: 
Revamp the existing DM case management system to enhance its function to better capture the 
specialists daily work functions and allow for documentation of general concerns that are not 
associated with an active leave of absence.



My role: 
UX Designer designing upgrades and new content to an existing web based DM system.

Responsibilities: 
Conducting interviews, designing paper and digital wireframes, low and high fidelity prototyping, 

conducting usability studies, and iteration on design.



Understanding 
the user

● User research
● Personas
● Problem statements
● User journey maps



User research summary
I conducted user research and identified that users of the DM system were frustrated as they 
were not able to easily search through their cases to identify tasks that needed to be done on a 
day to day basis, and were not able to document notes in a case file unless it was tied to a current 
and active leave of absence.  A few users also identified that the system was not able to capture 
their job tasks at all.

It was assumed that if the DM system were updated to enhance the functionality of the system to 
include tasks based on the users position, it would improve the productivity and efficiency of the 
team that used the DM system.  System enhancements would also lead to improved legal 
compliance if all notes could be documented within the same system.



User research: pain points
● General notes - users reported that they weren’t able to document all employee interactions 

in one system.
● Daily tasks - the current system does not make it easy to identify tasks that are due on a day 

to day basis.
● Limited function - users with specialty roles on the team noted that the system did not 

accurately capture the information they needed to document.
● Ease of use - system users reported that they were not able to easily find information that 

was needed for Job Search candidates.



Persona: Maxine Williams
Problem statement: 

Maxine is a Disability Management Specialist 
who is passionate about accommodating 
employees with disabilities and needs to better 
document her case notes because her work 
needs to provide record of the companies 
compliance with Provincial guidelines and 
laws.

“I want to be able to easily document the work 
that I do with employees in one place so that I 
can better manage my caseload”

Maxine Williams

42 year old female 

Masters degree in 
Kinesiology

Lives with her partner 
and 2 children in 
Toronto, CA

Works as a Disability 
Management Specialist



Persona: Maxine Williams
Goals:

● She wants to be able to document all 
notes in one employee file.

● To be able to quickly and efficiently 
review tasks that are to be done during 
her workday and work week.

● To use a system that makes it easy to get 
everything done by 15:30 so she can go 
home and enjoy time with her family.

Frustrations:

● “The drop down options in the FAF 
section of the system take too long 
complete”

● “I don’t have a logical place to put Job 
Search information.”

● “There has to be a better way to see and 
adjust my tasks for the week so I can 
plan better.  I need a better work life 
balance.”



User journey map: Maxine Williams



Updating the 
design

● Paper wireframes
● Digital wireframes
● Usability studies
● High-fidelity prototype



Paper wireframes
Starting the iteration process with paper 

wireframes allowed for an efficient way to 

brainstorm and identify ways to update the 

existing case management system to address 

the current users pain points.



Digital wireframes
As upgrades were being made to an existing 

system, digital wireframes were created for 

new web page content to better address the 

users primary concerns and pain points.
Visual calendar 
representation 
with tasks 
represented on 
the calendar 
due date.



Usability study: findings
Round 1

● Users were frustrated with the lack of 
ability to document notes for inactive 
cases.

● 4 out of 5 users did not find the task list 
useful in managing their daily tasks.

● 5 out of 5 users indicated that it took too 
long to use the drop down menu for the 
FAF tab.

Round 2

● All 5 users were happy with the task list 
presented in a calendar view format.

● The added transferable skills section 
was reported as valuable - however 
users wanted to be able to access this 
information in any file.

● Adjustments to the FAF form reduced 
time spent on data entry on this tab by 
40%+.



Mockups
Before usability study, task - list view After usability study, task - calendar view



High fidelity prototype High fidelity prototype

The high-fidelity prototype presented a cleaner user flow with a better functional work experience.  

Existing work tabs were enhanced based on feedback gleaned in usability studies.

https://www.figma.com/proto/LOfBKsGhmBFNxfboxF8X7D/DM-System?node-id=35-1096&scaling=min-zoom&page-id=35%3A914&starting-point-node-id=35%3A1096


Going forward ● Takeaways
● Next steps



1Impact:

The DM System upgrades should 
enhance the functionality of the work 
done by the DM Specialists.

“Ohhhhh i love that! I can gauge my 
whole week with the calendar view so 
that I schedule things with a better view 
of all my weekly tasks.”

“I love the transferable skills section, but 
I want to be able to access this 
information in any of the employee files.”

What I learned:

The iterative design process is best 
approached when reviewed by the 
actual users of the system with a variety 
in job roles.  Based on the different roles 
that the DM Specialists held, there are 
some roles where simple system 
enhancements will make a big difference 
in how they are able to work.  Other 
users, still require a complete overhaul 
or additional offerings in the system to 
be able to enhance their work 
experience.



Next steps
● Undergo additional user interviews for the positions where the current system is failing.  Get 

an understanding of what data they need to capture that they currently can’t in the existing 
system. Design and iterate additional features or changes to the system for these specialty 
users.

● Conduct another usability study to ensure that the features for the specialty users enhance 
the ease of documentation for their job needs and allow for easy navigation within the new 
page offerings.

● Handoff system design changes to the development team to begin production.



Questions?
lisahanson.pt@gmail.com


