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Our Client
Boston Code Enforcement

Responsible for monitoring code 

violations and issuing tickets, through 

patrols and the 311 app/hotline.



Boston, MA

685,094 
residents

5 
major languages

38% 
tickets unpaid

$10,123,841 
unpaid fees
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Introduction

Problem Statement

Timeline

User Groups

Prototypes

Implementation



the challenge

HOW MIGHT WE SPARK 
BEHAVIOR CHANGE IN BOSTON 

RESIDENTS RESULTING IN MORE 
TICKETS PAID AND FEWER 

VIOLATIONS?



TIMELINE 

Identify users

Stakeholder interviews

DISCOVER & 
PRIORITIZE

Desktop research

User interviews

USER 
RESEARCH Create user profiles

Update problem 

statement

Develop hypothesis

SYNTHESIZE
Ideate

Prototype

Test & Iterate

PROTOTYPE
Present findings to 

client

DELIVER

FEB MARCH MARCH
APRIL

APRIL
MAY

MAY



User Groups

PEOPLE WHO HAVEN'T 

ENTERED THE 

PAYMENT PROCESS

Suspicious Ignorers

Apathetic Ignorers

Constrained Ignorers

PEOPLE IN THE 

PROCESS OF PAYING

Suspicious Checkers

Accepting Escalators

PEOPLE WHO 

COMPLETED THE 

PAYMENT PROCESS

Accepting Payers 

Fearful Payers



IDEATE

Ideas

brainstorm

no bad idea

BUILD

low fidelity

simple

TEST

feedback

observations

SMS system

Landlord Facebook

311 App

Policy

Administration



ENVELOPE

FOLLOW UP
LETTER

WEBSITE 
LANDINGINSERT

TICKET



Ji-Yun

"WHO IS THIS FROM AND 

WHO MADE THIS AT HOME? 

IS THIS A SCAM?"



JI-YUN’S CURRENT JOURNEY 



Envelope



Before

“Is this real? What do I 
do with this?”

“Says ‘Treasury’- must 
be something to do 

with taxes.”

“It looks like spam...I 
would just ignore it”



After
Front

7 iterations 58 user tests

“This looks serious.”

“I know it’s official so 
I’ll open it.”

“[This] will definitely 
catch my attention.”

After
Front



7 iterations 58 user tests

After
Back

“The [info on the] back 
is useful.”

“I’m convinced it’s not 
a scam.”

“I need to do 
something about this.”



Ticket



Before

“It looks like a receipt.”

“I would definitely 
throw this away!”

“What did I do 
wrong? I don’t 
understand.”



6 iterations

43 user tests

“It’s clear that I owe 
$50.”

“I would give this to my 
landlord.”

“I like that ‘pay by’ is 
highlighted.”

After



Insert



Understanding Responsibilities

B
A

C
K

2 iterations 8 user tests

FR
O

N
T



“It’s a helpful reminder of why it matters. On the trash 
stuff some of that is hard to know whether you’re 

complying with that.”

“This sucks; I’ll pay and now with [the insert] I’ll know 
for next time.”

“I think the story is helpful.”



Letter 



PAYMENT
DUE

PAST DUE
LETTER

PREVIOUSLY

NOW

PAYMENT
DUE

PAST DUE
LETTER

REMINDER
LETTER



3 iterations 11 user tests

Follow-up + Reminder

“I like the headings 
and information flow.”

“I understand what 
happens if I don’t pay.”

“I like the picture - 
that’s how I know it is 

my fault”



Website Landing



Before
Separate Pages

“I’m a little confused 
by all these tabs.”



After
Redo flow

Electronic ticket

Unified landing page

2 iterations 4 user tests



Implementation



Timeline of Implementation

Stage 1 Stage 2 Stage 3 Stage 4

Ticket Backend 
Checks

Launch -

Continued 
Evaluation 

Envelope Plan Pilot Launch Pilot Decide Final  
Color + Launch

Inserts - Launch -

Letters Collaborate with 
Treasury

Launch -

Website
Work with 

Digital Team to  
Launch

- -



JI-YUN’S OLD JOURNEY 



JI-YUN’S NEW JOURNEY 



Ji-Yun

"OOPS, I SHOULD HAVE 

SHOVELED THIS WEEK. GOTTA 

PAY THIS TICKET ONLINE."



Thanks!


