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Helping governments
communicate more effectively

A case study of our work with Nevada’s Department
of Employment, Training and Rehabilitation

®

THE
BEHAVIORAL
INSIGHTS
TEAM

Overview

Governments work hard to create programs to support their residents. But
sometimes, accessing them can be tough. A combined behavioral science and
human-centered design approach can help. Applying this approach can identify
parts of programs that people struggle with and create evidence-based solutions
to help address them, ultimately improving residents' lives. This case study
summarizes our work doing just that with the state of Nevada.

The Behavioral Insights Team (BIT) partnered with Nevada’s Department of
Employment, Training and Rehabilitation (DETR) and the National Association
for State Workforce Agencies (NASWA) to strengthen Nevada's unemployment
insurance (Ul) program by:

« Eliminating pain points and barriers in the claims filing process and
« Improving communications to increase public understanding of program
requirements and processes.

More specifically, we worked with DETR (the State) and NASWA to co-develop
and test new versions of two claimant-facing communications: Ul eligibility letters
and the program’s homepage. We were interested in seeing if versions written
in plain language and designed with behavioral techniques would help people
find the information they need more efficiently. The State was interested in
expanding equitable access for eligible claimants, so there was also a focus on
marginalized groups (e.g., applicants with low English proficiency, older
applicants, those with low socioeconomic backgrounds, etc.). Our team
evaluated these changes through two online trials and multiple rounds of in-
person user festing.



Our approach

We approached this challenge by leveraging our
expertise in behavioral science and human-centered
design.

Behavioral science is the study of human behavior and the ways that
our actions are shaped by environmental and contextual factors.
Human-centered design complements this by grounding us in empathy
for people and an understanding of how they engage with products,
services, and systems.

While this case study provides a more detailed look into the redesign
and testing of eligibility letters (also referred to as determination letters)
and homepages, our engagement with DETR included a variety of
activities, including:

e Internal focus groups and 1:1 interviews with DETR staff

« Document review of existing materials

« Focus groups and usability testing of existing materials with former
Ul claimants

o Data review and analysis of administrative data and reports

These activities helped us better understand DETR, the Ul system, and
barriers faced by claimants—ultimately leading to solutions that could
improve the claimant experience.

Evaluation methodology

When it came to evaluating effectiveness, we made sure to take a mixed
methods approach, using both qualitative and quantitative findings to produce

recommendations.

o

First, we tested the redesigned letters and homepages
against the originals in an online experiment using Predictiv,
BIT's online testing platform. This allowed us to pilot the
redesigns and generate rapid insights with a large sample
representative of Nevada's Ul claimant population.

Next, our team conducted in-person usability testing. We
asked participants to review the letters and complete Ul
tasks on the homepages while verbalizing their thought
processes in realtime. We then asked more specific
questions to explore what people liked and disliked and
how different groups interacted with the materials (e.g.,
age, English proficiency, disability status).

By taking this mixed methods approach, we enhanced our understanding of
the quantitative data by digging deeper into the why. This strengthened our
findings and ensured that the recommendations we proposed were aligned

with the realities of Nevadan claimants.


https://www.bi.team/bi-ventures/predictiv/

Applying behavioral insights

A determination letter from the state workforce
agency tells the applicant if they are eligible for Ul
benefits.

Based on the first round of user testing for the version
DETR currently uses with claimants, we were able to
develop three additional versions that could
potentially improve comprehension:

« Simple: A “simplified” version of the content
using plain language guidelines

« Design: The simple version, plus plain language
design features

« Tone: The design version, plus friendly and
encouraging language
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Claimant ID: B954684
Ra: Notice of Monetary

Determination
TEST DOCUMENT Date Mailad: 02/16/2022
500 E THIRD ST Appeal Date: 02/2872022
CARSON CITY, NV 89701-4772 Claim Effective Date:

10/10/2021

Program: Ul

This Motice of Monetary Determination is to inform you of the wages used by the Division to
calculate your monetary eligibility for unemployment benefits. Your benefit amount is calculated
on base pericd wages reported by your Employer(s). Your base period is 07/01/2020 through
06/30/2021

Per Nevada Revised Statute (NRS) 612.025 [1], the base period is defined as the first four of
the last five completed calendar quarters immediately preceding the effective date of your initial
claim for benefits. For additional information regarding Alternate Base Period eligibility, contact
Nevada Telephone Claim Center.

Your benefit year is a consecutive 52 week period beginning the effective date of your claim.
Benefits may be paid for any period you are out of work during the benefit year, as long as you
have a remaining benefit balance.

If a person does not meet the wage requirements by using the first four of the last five completed
calendar quarters, then an Alternate Base Period claim may be established using the last four
completed calendar quarters.

Per Nevada Revised Statute (NRS) 612.025 [2), the alternate base period is defined as the last
four completed calendar quarters immediately preceding the effective date of your initial claim
for benefits.

Receipt of this letter does not necessarily mean that you are qualified for unemployment benefits.
Its purpose is to advise you of the benefit amount you are entitied to if you are meeting all other
eligibility requirements for unemployment benefits. See the Nevada Unemployment Insurance
Facts for Claimants booklet for more information about eligibility issues and the method used to
calculate your benefit amount. This booklet is available on-line at https://ui.nv.gov.

Carefully examine the wages which were reported by your employer(s). Errors or missing wages
could reduce your benefits or prevent you from qualifying for unemployment benefits. If the
information below contains errors, omissions, or reported wages not earned by you, you are
responsible for notifying the Division. Your written request must include the reason that you
disagree with the determination. Include your name, social security number and any proof of

Report suspecied Ul Fraud online at hitps-idetr.nv.gov
LET142_ED0.0
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UNEMPLOYMENT INSURANCE BENEFITS
Your Benefit Amount Decision

Claimant ID: 8954684
Date Mailed: June 12, 2023
Appeal Deadline: June 23, 2023

Our records show that you have earned enough wages to be eligible for Unemployment
Insurance (UI) benefits, conditional on meeting the other requirernents

This letter confirms that you meet one of the three requirements for recelving Ul benefits: you
have earned sufficient wages in the 12 10 18 months’ before filing a claim. You will ONLY receive

benefits if you also meet the other two requirements listed below;

* You are unemployed through no fault of your own.
* You are physically, mentally, and legally able to work, you are available to accept new
work, and you are actively looking for a job.

If you meet all other eligibility requirements, you may be paid the following:

&  Weekly benefit amount®: 5440.00
+  Maximum benefit amount®; $11.440.00

These amounts are based on the wages your employer(s) reported below. Please check
carefully whether they are accurate or if an employer you have worked for between April 1, 2022
and March 31, 2023 is missing or listed incorrectly.

Employer Quarter 1 Quarter 2 Quarter 3 Quarter 4 Total
Nama* Apr-Jun 2022 | Jul - Sep 2022 | Oct-Dec 2022 | Jan- Mar 2023

ABC Inc. $11,000.00 $11,000,00 $10,000.00 511,000.00 $43,000.00
Total $11,000.00 $11,000.00 $10.000.00 $11,000.00 $43,000.00

You are responsible for notifying us if there are errors in the information above. You need to
send us a written Wage Protest letter as soon as you notice any incorrect or missing wages to
avoid delays in getting your benefits. The letter has to include the same infoermation listed in the
Appeals Process section below. You should mail or fax it as described there,




Evaluating the letters

Revised letters significantly improved comprehension
Our team tested three new versions of the state’s determination
letter against the original using a mixed-methods evaluation—an
online randomized controlled trial (RCT) and in-person user testing.

In the online RCT, all three revised letters performed similarly in improving
participants’ comprehension. All revised letters outperformed the Original
letter, with the Simple letter achieving the biggest difference - it increased
comprehension by nearly 5 percentage points.

Using Predictiv, we recruited 2,009 participants that
reflected Nevada's claimant population and randomly
assigned them to see either the original letter or one

Comprehension score by letter version

o

60 - '
of the revised versions. Afterward, they answered
questions measuring their comprehension and S
confidence in understanding the information. % 40-
c
——) Then in Las Vegas, 16 Nevadans participated in user- -%
—_’? testing. We asked them to look at two of the revised £
C—‘ letters while thinking aloud and answering questions Eizﬂ_
about what they liked and disliked. 8
Our team then analyzed all of the data. This mixed methods 0" Original Simple Design Tone
n = 2,009

approach enabled DETR to learn what happened when people
interacted with the revised versions and why, which helped clarify
what works and how they should approach future revisions.

*p<001,*p=<0.033

Primary analysis, controlling for race, age, and education, and adjusted for multiple comparisons.
Comprehension score (%) refers to the percentage of correct responses to the 8 comprehension
questions.



Evaluating the letters

User testing illuminated helpful features

User testers provided helpful feedback on letter features that helped them
understand the content, particularly:

e Clear and succinct headers added structure to the letter and made it
easier to follow

« Bullet points made information easier to understand

« Bolding important information helped guide their eyes and emphasized
the most important information

| dislike [that] they're telling me a bunch
of stuff but it’s not clear if | got [the Ul
benefits]... it's confusing and I'd have to
call these numbers and talk to somebody.
— Original letter participant

| focused on the bullet points
with the amounts - they caught
my eye right away.
— Simple letter participant

What could the increase in comprehension mean?

More staff
time

More
positive
interactions

Less
adjudication

12,500
fewer calls

Claimants may ask fewer and better questions, which
take less time for staff to answer.

Claimants may be less frustrated, resulting in more
positive interactions for both claimants and DETR staff.

Claimants might also make fewer mistakes, which would
lead to less adjudication and rework.

In 2022, Nevada’s Ul call center received ~250,000
calls. We could imagine that a 5 percentage point
increase in comprehension might lead to a proportionate
decrease in callers—which could mean 12,500 fewer
calls annually.



Applying behavioral insights

Along with support from DETR teammates, we developed two new versions of Nevada Ul’s homepage:

« Simple: A “simplified” version of the then-current homepage, using updated branding guidelines and existing content; the goal of this version was to
reduce the amount of mental load people might feel when coming to the page.

« Modern: Builds off the Simple version by integrating design features inspired by DETR’s modernization efforts. New content was added to this version to
streamline and reduce the number of pages users needed to click through to find information.

.

m FEDERAL UNEMPLOYMENT EXTENSIONS EXPIRED IN SEPTEMBER 2021.

B, New Claimant Registration

& Existing Claimant Sign In
+ En Espaiol

English ~ Contact Us Chat Now

DETR Home | Unemployment Insurance Claim Filing System (Ulnv) ADA Assistance

Contact Us

MUl Home = Nevada Unemploymént Insurance

Ulnv Home For Ul Claimants

I want to:
= Unemploymant Insurance Banofits
video Tutorials
« Register as a now claimant
+ Sign in as an Existing Claimant
« Print a Work Search Activity Record
= Register with Nevada JobConnect
» Request a 1099-G
» Request an Overpaymaent Waiver
wut Nevada's U debit card
]
ct the unemploym i
office
» Report Unemployment Insurance
Fraud

“ Announcements

account, click HERE for more information.

@ Nevada Hardest Hit Fund -

@ Updated ID.me account login required to access claimant self service

Welcome to the Ne

Para Solicitantes For Employers

Help and resources:
+ Login or PIN help ONLY
+ Fraquently Asked Questions (FAQ) File A Ul Claim -
« Nevada Unemploymaent Insurance Facts for Claimants booklet
+ Appeals Information

Ul Claimant Forms .

+ 1D.me Information
+ NEW Debit Card Information
+ 1099-G Form for Unemployment Benefits Tax year

« Americans With Disabilities Act (ADA) Accommodation Form

Call Center Hours of Operations

@ Monday through Friday from 8:00am to 5:00pm

Receiving unemployment benefits and in need of mortgage assistance? Al Office CI re and System Maintenance

[For Ul Claimants | Para Solicitantes For Employers

File a Claim

Claimant Handbook

Click by Click Guide to Online Filing
Identity Verification / ID.me

© Video: Register as a New Claimant

File Weekly Claims

How to Calculate Weekly Earnings
Print a Work Search Activity Record
Work Search Requirements

Find a Job

Register with Mevada JobConnect
Resource Guide for Job Seekers
Additional Job Seeker Services

Additional Resources

7 Frequently Asked Questions

£ Appeals Information

§ Overpayment Waiver Request Form
® Debit Card Payments

& Report Fraud

® Glossary of Terms

Naotifications

Call centers are closed all federal and state
halidays.

Duwring scheduled maintenance, systems may be
down on Saturday aftemoons, starting at 1PM.

Disable pop-up blockers if you are having trouble
acoessing the claim filing system.

@ enghan
=

iployment

Create an Account
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Q, File a Claim

How it Works Determine Eligibility | Verify [dentity Apply for Benefits File Weelkly Claims

How it Works

If you lost your job and it was not your fault, you might be able to get Unemplayment Insurance (UI) payments. Here's how:

Determine if you ane Register and Complete a weekly Manage any issues Receive Ul
eligible to receive UL complete a claim claim each week to with your claims, as payments, if eligible
benefits anling confirm your wages needed
and job search
efforts
Additional Resources Need Help?



Evaluating the homepages

Ovur team tested the two new versions of Nevada’s Ul homepage
against the original.

In the online trial, 2,250 participants were randomly
assigned to see one of the three homepages and
asked to perform three tasks to find different types of
information claimants commonly need in order to

apply for benefits (e.g., eligibility requirements).

To measure efficiency, we calculated the number of
tasks completed successfully divided by the time it
took. We also measured how easy participants said
their experience was.

These quantitative results were supported by in-person
user testing. In Las Vegas, 16 people were shown the
Simple version of the homepage and asked to complete
the three tasks while thinking aloud and answering
questions about what they liked and disliked.

The new homepages increased efficiency 4-5x

Participants were 5x more efficient at finding information on the Modern homepage
and 4x more efficient on the Simple homepage compared to the original.

Efficiency ratio for all three tasks by homepage version
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n=2250
**p<0.001
Primary analysis, controlling for gender, race, age, and education, and adjusted for multiple
comparisons

Participants who used the Modern homepage were the most successful at finding the
resources overall (regardless of factoring in time) —27% of the Modern homepage
participants completed all three tasks correctly, compared to just 2% of the Original
homepage participants.



Evaluating the homepages

. . . Furth litative f k
User testing supported the online trial results urther qualitative feedbac

User-testers were satisfied with the

One participant remarked, “The [original] website needs better organization for finding these topics. They weren't in Simple homepage overall, but had
the places | would have expected.” This observation was supported by click map data, where we captured the exact valuable feedback on how to further
location participants clicked on to find the right answer. improve experiences, including:
As shown below, participants in the Original group struggled to identify where they could find information on o Larger font sizes for buttons
eligibility requirements compared to participants who saw the Modern homepage. « Clearer section titles (e.g., “File a
claim” should be “How to file a
claim”)
« A better-organized “Additional
% FEDERAL UNEMPLOYMENT EXTENSIONS EXPIRED IN SEPTEMBER 2021, o1 eooer SRR emtaetCe SEE Resources” section

% Existing Claimant Sign In

Moo pimmd  mamm s + En Espafiol

DETR Home ) Unemployment Insurance Claim Filing System (Ulnv) ADA fgsistance Contact Us

Welcome to the Nevada Unemployment Insurance
Claim Filing System (Ulnv)

For Employars

| want to: Help and resourges: .
- um&mbm « Login or PIN help oM e see o .
videB Tutorllls | * « Fi Fal) - Flie A%UI ClAm (3
. I!lg"ﬂu ala n.‘mlﬂt « Hew Inm ‘tﬂ“ﬁhﬁnaﬂh&ﬂat
+ Signin a3 an Existing Claimant + Appeals Information Ul Chain:alﬁ r— .
« Print a Work Search Activity Record « Re-amploymant Sandices Ll
» Register with Nevada JoBConnect « Clsimgnt &:m‘t'uonw F:qr a
« Raquesta 1099-G - Resource Guide for Job Seskers 9
« Request an Overpayment Waker + Mevada Statutes and RagulaBons
+ Leam about Nevada's [ debit card = Glossary of Unnmpﬁymﬁt Insurance Tarms
« Calculate Weakly Eamings j&amnle = Top Ten Work Search FAGs
« Canitact the unemployment insurance - Ra?uld Response Resource Packet for Lald Off Workers
o » ID.me Information 5]
« Raport Unemployment insurance s MNEW Debil Card Information
Fraud + 1099-G Form for Unemploymant Banefits Tax year 2022 - FAQ's 2]

Para Solicitantes For Employers

File a Claim

A

Click by Click Guide'to Onffie Filing

Identity Verification / ID.me

© Video: Register as a New Claim3nt




Conclusion

A program that works with people

As a result of our work together, DETR has implemented the Simple homepage
design. You can see it here (as of January 2024). Over the next few years, as they

fully upgrade their systems, they plan to continue updating their homepage, using
the Modern design as inspiration.

N
Overall, the State of Nevada has deeper insight into claimants’ obstacles in NAS W?&

navigating their unemployment insurance program and practical, evidence-based
strategies to address them. Taken together, these insights will help the State make
the most of its resources and improve Nevadans’ lives.

o Nevada Department of Employment,
Training and Rehabilitation

THE
BEHAVIORAL
INSIGHTS
TEAM

Do you have a government program that could better work with people?

: : This project was a collaboration
We'd love to help you explore how a behavioral science approach could help. between Nevada's Department of

Get in touch with Elizabeth Bennett at elizabeth.bennett@bi.team to learn more. Employment, Training and
Rehabilitation, the National Association

of State Workforce Agencies, and the
Behavioral Insights Team.

This case study was authored by Belinda Jivapong, Elizabeth Bennett, and Lila Tublin.


https://ui.nv.gov/

