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Background

Seattle City Council issues

Secure Scheduling Ordinance

Office of Labor Standards (OLS)




Problem: Secure Scheduling

Accountability is up
1 to the employer

Small businesses might be more
vulnerable to lack of enforcement

were unaware the
ordinance exists



Research

Surveys and interviews

Persona development




Persona Overview

Casey, Manager Luna, Shift worker

Goal Goal

Schedule shifts to run . Earn skills and money
smoothly without infringing while in school
on worker’s privacy




Persona Insights

Luna wants flexible hours Low response rates

Most problems arise from Friendly environment
unpredictability of shift changes InCreases responsiveness
Disparate communication Luna likes informal gifts

channels



Revised Focus

How might we improve

communication between variable shift
e .

workers and their managers when

developing and modifying schedules?

How might we improve communication
between service workers and their
employers to comply with new Secure
Scheduling guidelines?




Goals

1
2

3

Increase flexibility and schedule visibility
while protecting workers’ privacy

Increase response rate and
decrease staff shortages

Increase comfort and trust in an
unpredictable environment



|deation

Affinity diagramming & sketching

Some ideas partly addressed the
problem, but did not focus on
communication between manager
and shift worker

A lot of ideas were already in existing
solutions

Not just another calendar app!




FOR THE MANAGER

Automated
schedule creation

Automated schedule
modification + management

Incentivize employees to
respond and take extra hours

HERMES

A friendly bot that
makes scheduling
flexible, comfortable,
and rewarding

FOR THE SHIFT WORKER

Swap shifts
anonymously

Rewards for responsiveness,
shift swaps, and extra hours

Incentivize coworkers to
swap shifts with you



Prototyping

Wl ATET = 1:45 PM @ v o361%m

Project Hermes >
< Home b s Manage

| want to swap a shift

Which shift would you like to
swap?

MQOD Pizza
University:Ave

Saturday
7:00AM-5:00PM

Swap Saturday

Monday
7:00AM-5:00PM

Swap Monday

Tuesday
7:00AM-5:00PM

Swap Tuesday

j

Wl AT&T = 3:49 PM @ v O % 84%

Project Hermes >
< Home < e A Manage

Sorry Sandy, looks like no one
responded to your request. If

you'd like, you can incentivize
your offer with some points

Sure

P No thanks

How many points would you
like to use?

5 Points
10 Points

P 15 Points

OK! I've updated your offer!
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all ATET = 1:41PM @ ¥ 0% 63%m )

< Home

Project Hermes >
olcally cepties inetanth Manage

Hi, looks like MOD Pizza is
really busy tonight. Your

manager is offering a reward of
20 points if you'd like to come

in
Sure
No thanks
You have 190 points

How many points do | need to
reach the next level?

You have 190 points, only 10
away from Level 2

What level am | on?

Sorry, I'm not sure how to help
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Prototyping

Hermes

Hi Jessica, welcome to
the team. You can talk
to me to ask for
information, shift
requests, and more!

Everytime you message
me, you already get 1
point! You can offer
your points to
encourage coworkers to
pick up your shifts or
use them to buy
rewards.

Hermes

300¢

100p to Level 2

Shop Rewards
Point Transaction History

Points Chart

A

| 2

Hermes

1 Pastry 5 Cookies

10P 20P
1 Meal $5 Gift

Card

50P 50P
1 Bottle of 1 Vacation
Red Wine Day




Usability Test Goals

Use chatbot to swap and
1 accept shifts

2 Understand the reward
system and buy a reward



Usability Issue 1

Chatbot doesn’t provide users with clear
options

Hermes

Hi Jessica, welcome to
the team. You can talk
to me to ask for
information, shift
requests, and more!

Everytime you message
me, you already get 1
point! You can offer
your points to
encourage coworkers to
pick up your shifts or
use them to buy
rewards.

Type a message

Old

ull AT&T = 12:00 AM @ 7 0 P 45% ([ )

Project Hermes > @
Typically replies instantly

< Home

_ Project Hermes
A1 0 people like this

Internet company

Hi Sandy, welcome to the
team. You can ask me for help
with schedule changes,
reward point management
and more!

#% So, how can | help?

(Show shifts) (What are points’D @an | swap?

©Q © B 0O ra © b

New



Usability Issue 2

Reward system unclear and not sure why
It matters

all ATRT = 12:04 AM @ 7 0% 45%([ )
Project Hermes >
< Home @

Typically replies instantly
reward point management
and more!

f’v\ So, how can | help?

What are points?

Points are a way your
employer rewards you for a
job well done.

Every time you respond to my
message, you already get 1
point! Every time you do
something awesome, like pick
up a shift or help out a fellow
employee, you get more
points.

Points are valuable because
you can use them to swap
£ shifts or buy rewards.

View rewards

©Q © & O (A © b

New

Wil ATRT = 12:05 AM @® 703 45%(C )

Project Hermes > @
Typically replies instantly

< Home

point! Every time you do
something awesome, like pick
up a shift or help out a fellow
employee, you get more
points.

Points are valuable because
you can use them to swap
#%%  shifts or buy rewards.

View rewards

7('\*,’\ Here's what you can get!

Free Meal $5 Gil
10 Points 5 Poin

A% More info...
QO © Q ( Aa ©

New



Introducing Hermes

o ® =
® ° ¢
e ———— e e esees Carrier = 9:41AM 100% - || eeeee Carrier = 9:41AM 100% —"
| Hermes Chat | Hermes Chat Hermes Chat
| ' | schedule changes, reward | f Tuesday
point management and more! 7:00AM-5:00PM
| ! | #%% S0, how can | help? | i PAAN Show more...

@ Show shifts What are points?

| Hi Luna, welcome to the team. \
You can ask me for help with
schedule changes, reward

point management and more!

Points are a way your employer
rewards you for a job well
v done.

™ )
#%% S0, how can | help? - Mgp Pf"ﬁ : Every time you respond to my
University Ave message, you already get 1
- 2
TR, X TORTENGIE T, || e Saturday point! E_very time you QO 4
Show shifts What are points? Can | swap? :00AM-5:00PM something awesome, like pick
up a shift or help out a fellow
o | N of "_'10""““’\/' . employee, you get more
o PAFICER points.
Tuesday .
QWEWRTYU I OP 1:00AM-5:00PM Points are valuable because
you can use them to swap
ASDFGHJ KL #x Show more... = #£5%  shifts or buy rewards. -
S Z X CV B NM & Can | swap? "What oints? ) ( Who are yo view ds)

123 & 0 space return = ) o el )

7\ 70 4
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Swapping a shift

eeeee Carrier & 9:41 AM 100% -

Hermes Chat

Project Hermes

LA A 0 people like this

| want to swap a shift

Which shift would you like to
#0% swap?

o \ .
QWER T YU IIOP
A 'S DVFGHJ KL
4 Z X CVBNM KX

return

123 & O space

N\

[ J
(]
eeeee Carrier & 9:41 AM 100% -
Hermes Chat
Saturday
7:00AM-5:00PM
Sway t :'JLI',‘
Monday
:00AM-5:00PM
Swap Monday
Tuesday
:00AM-5:00PM
‘ Swap Tuesday
/.‘.".\ Show more...
P
QWERTYWU I OFP

AISIDIJFJGJH]J]K]L

4 Z X CVBNM KX

123 & O space

return

O\

eesee Carrier &

o

9:41 AM
Hermes Chat
elapsed)

Sorry Luna, looks like no one

responded to your request. If
you'd like, you can incentivize
your offer with some points

Sure

No thanks

How many points would you
like to use?

< s
10 Points
15 Points

By the way, you have 190
points to use.

100% -

eeeee Carrier &

9:41 AM

Hermes Chat

By the way, you have 190

points to use.

OK I've updated your offer!

Looks like someone accepted!
Here's your updated schedule:

By the way, you have 185points
left

B

MOD Fifza
University Ave

Saturday
No Shift

shifts ) | What are points? ) { Can | swap?

100% ..

O\

/"




Buying a reward

L ] @ L J
o @ ]
eesee Carrier & 9:41 AM 100% - f eeeee Carrier & 9:41 AM 100% -
1 Hermes 1 Rewards ]

@ Balance: 185

| 185 '~

185/200 to Level 2

Choose a pastry

from our store

Current Shift Offers
Purchased Rewards

Transaction History

-
7\

— — —



Accepting a sh

eeeee Carrier 9:41 AM

Hermes Chat

Hi, looks like MOD Pizza is
really busy tonight
5:00PM-10:00PM.

Your manager is offering a
reward of 20 points if you'd like
to come in.

PAAY No thanks

100% -

Ift request

eeeee Carrier & 9:41 AM 100% -

Hermes Chat

Hi, looks like MOD Pizza is
really busy tonight
5:00PM-10:00PM.

Your manager is offering a
reward of 20 points if you'd like
to come in.

Sure

No thanks

Sure

@
@
eseee Carrier & 9:41 AM 100% -
Hermes Chat
N4

Awesome! I'll let the manager
know

MQD Rizza
University Ave

Friday
5:00PM-10:00PM

You also now have 200 points!
Welcome to Level 2

congrOfU'QHOns




Reflection

Not a complete solution

How to make reward system fair
OLS compliance

Get more manager insights
Create manager version

Create desktop version



