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Background

Value Statement

Our service supports people after the
death of a loved one so they can
focus on healing and adjusting to life

after loss.



Research

Research Methods & Insights

We started with secondary research and a few semi-structured interviews and analyzed various pathways and services involved
with end of life. Affinity diagraming found major themes related to; faith, next-of-kin, community care, and structured tasks.
Co-design was facilitated to understand how people view death and value legacy. The Co-Design insights with the main themes
revealed these four insights:

2 &J Emotions vs. Logistics o U Agentic Al as a Shield

Support systems should reduce administrative load and y
provide clear ways to navigate unfamiliar processes.

Mindfully integrating an Al tool can give permission to
focus energy on healing and community connection.

Next of kin are left with an overwhelming amount of Grieving individuals will have to manage administrative tasks.

administrative tasks. There is tension between the impersonal, Agentic Al can take on some of this burden, allowing people to
time-consuming need to navigate bureaucracy and the focus on emotional needs. We caution that Al should not
persona| need to grieve. handle the innately human aSpeCtS of death. But there are

opportunities to integrate Al into this problem space.

@m Lack of Death Literacy a;’lisé Highlighting Life

Design interventions must provide sensitive frameworks Support systems should create space for community-

Western culture glosses over death, and people generally lack
the vocabulary and systemic knowledge required to
confidently navigate these responsibilities. Their surrounding
community may be unsure how to offer support.

Current end-of-life services focuses primarily on the logistics
of death, the surviving community cares about how life is
commemorated. People want their legacy to be defined by
joyful, lived experiences.



Research

Co Design

The Process

In our Co-design session we had participants complete 5 activities over the course
of 60minutes. Participants engaged in empathy mapping, facilitated discussions,
and creative exercises, revealing how they felt about death, grief, and legacy.
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Insights

e End-of-life clashes with overwhelming logistics and personal grief, with
bureaucracy adding more confusing and emotional barriers.

e Emphasis on protecting legacy through relationships, memories, and
meaningful rituals.

e Pain points in communication and understanding what adequate support looks
like for the grieving loved one.

e Service should reduce administrative burden, preserve user control, and
support diverse grief responses while maintaining accessible dignified care.

Reflection

As our team'’s first co-design experience, we saw how these activities enabled
participants to talk to each other and articulate complex ideas much more
naturally than standard in-depth interviews. In the future, we would run a single,
combined session so multiple teammates could facilitate together and observe
all participant interactions firsthand.




Ecosystem Map
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Burial/memorial (first two weeks)
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Technology

Line of visibility
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Systems

Data Sets

Alintegration in PINK

immediate aftermath

User Actions

Service Blueprint

Initial Reckoning

reach out & triage

hand off

Planning the Memorial

Collective Memoralization

Memorial

Settling into the New Normal

Frontstage Actions

Caregiving or medical staff inform the user

of the death and prepare body
Medical staff start paperwork
Mortician prepares certificate of death

Grief Center works with family lawyer on
privacy paperwork

Grief Center advisor talks with the family
about emotional needs and next steps
Funerary offers services to family
Funerary service prepares paperwork and
filing of disposition...

Urgent documents are uploaded and translated for visitors

Grief advisor helps delegate tasks to
family, friends, and members of the
community

Members opt in to the digital companion
app to see what tasks they are in charge of

Creates list of invoices and important dates

« Grief Center staff facilitates

communication with vendors and faith
leaders

« Community handles small but necessary

logistics

« Grief Center staff facilitates
communication with vendors and faith
leaders

« Community handles small but necessary
logistics

» Admin professional at grief center to guide
where they still need to go & who to talk to
Grief counselor leading 1:1 or community
support groups depending on visitor
preferences
Lias with Legal/insurance/bank professionals
close out accounts and loose ends...

Data Input: Medical History

Caregiving or medical staff inform the user

of the death
Death is pronounced from the medical
records — Given to mortician

Data Input: Community members, other tasks

« Logging death certificate and Will/Final
Instructions

« Tracking members of the family and
community that are involved

« Listing tasks that need to be
accomplished

Opt-In Community database is created

Via consent, invited members receive an
SMS to download app, “To-gather”, and
accept invite via their permissions
Companion app provides list of tasks for
each person to accomplish with a checklist
and estimated timeline that will update
Recipients receive notification on progres...

Vendor contacts, invoices, and prioritized task list

« Provides list of services that have been

scheduled with the vendor

« lllustrated calendar with details on

management and timeline

« Highlights progress that is being made on a

specific task per a member of the
community...

« To-gather app notifies recipients on
updates pertaining to memorial

« Invited members who have visibility into
task list to be updated in real-time, while
guests of events will receive updates on
logistics of events

Recipients on To-gather can view how far
they’ve come and remaining tasks left
Continue to mark off what's completed or
note important info and edit assignees
Urgent and unfinished tasks will continue
to be shown and highlighted until resoled

Data input gets pulled into profile

Backstage Actions

« Medical records are updated

« Mortician is notified, signs certificate of
death, and organizes transportation of the
deceased

« Medical Records
« Social work system for organ donation

Backstage Support

User PIl Paperwork

Creates list of necessary documents and tasks

Employment information is uploaded

Life insurance is uploaded

Will and other Legal documents are uploaded
Bill payment and account information is
uploaded

Employment documentation

Life Insurance

Financial institutions, advisors, and bank
agencies

Prioritized list of tasks and opted-in members of the community

Al creates a personalized list of steps for
each actor that has opted-in to the
companion app based on data input from
the family, center’s admin professional,
and grief advisor

Bills and various accounts
Mail forwarding

Update government agencies
Legal and financial agencies
Digital accounts

« NDAs and HIPAA paperwork is signed to
ensure privacy of information

« Legal acknowledgement of the executor
of estate

« NDAs and HIPAA paperwork is signed to
ensure privacy of information

« Insurance agencies share data with the
Center and Together app

« Will and Trust are integrated into the
Together framework

.

.

Government agencies

Financial agencies

Legal and Trust mediators

Insurance agencies (property, car, life)
Data privacy regulations: center/app/Al

Vendor data capture, documentation, and important dates. Triages intakes.

« Al collects vendor data into one place

« Visualizes what progress is being done

« Creates a dynamic calendar with priority
and person responsible -- Allows for the
Grief Advisor/Center Admin to make edits

« Vendor management
« CPA and financial accounts
» Trust and Estate agencies

Gets updates from various agencies on
where progress is being made
Visualizes what actor has information
and where it is in the process

Social Security Administration

Life Insurance companies

Long-term care insurance companies
Banking and financial institutions/credit
agencies. Government agencies too.

Center to update any scheduling made
via phone, website or app, in-person for
future sessions and services needed

Updates to tax information

Social security

Life insurance information

Updates to banking activity (close or
transfer

» Payments and paperwork for the funeral
home/services

» Account sign in from various agencies to
use the Together app

« Tech infrastructure for legal firms and banks




Operations

User Journey Map

User Thoughts/ Context

User Actions

Touchpoints

People

Emotional Needs

Barriers

immediate aftermath

Katie

Katie

Katie

Katie

Katie

Katie

“I feel like I'll never get over
this. | feel too shocked and
hurt to do anything”

“What is the first thing | should
do?”

“Who should I call?”

Speak with hospital/hospice/
nursing home staff

Interface with medical staff
Get death certificate

Notify friends and family of
the persons passing

!

Hospital admin system
Brochure for the service
space

Phone, email, physical mail
with funeral home

medical professionals
community and family closest
to the deceased

Sad, feeling somewhat in
control during a chaotic and
confusing time

Need logistical guidance on
how to start and where to go

Overwhelming amount of
information and tasks
Tension between
responsibilities and grief
recovery

—

Initial Reckoning

reach out & triage

e “I'm afraid and confused about
how to proceed. This is all so
overwhelming.”

« “We have to find the will/final
instructions”

Relief at having a dedicated
Grief advisor map out the first

step

« Make funerary and body
transport arrangements
Meet with a Grief Center
Intake Advisor for initial triage

Katie

Katie

« Grief Center welcoming
reception and private intake
rooms

Katie

grief center advisor

Katie

« Psychological safety in a
calming, judgment-free
environment

« Space to process and grieve

« Need for therapy and
emotional support

Katie

« Hesitancy to trust a new
service during a highly
vulnerable crisis moment

« Bureaucracy

« orchestrating family-
members/close community

Katie

—

3

—>

hand off

« “I need time to process this.”

user internally processing the

handoff
« mental load begins to shift

Katie

Hand off urgent logistical
paperwork to Grief Center
staff

Katie

Digital invite link to the
Together app sent directly by
the Center

Katie

core support network
 receives app onboarding
from the Center to take
over tasks, assign people,
add whoever else needed

Katie

« Desire for space to grieve
« Getting some mental rest

« Need some peace and quiet in

alone time, offload burden

Katie

« Hand off of tasks mitigates
previous barriers

« Not being mentally checked-
in to verify everything

Katie

—>

Planning the Memorial

» “l hope this is what the person
would have wanted”

e “There are stories | want to
share about this person”

 “Is everything perfect?”

Leah

« Searching for photos to use in
memorial

« Contacting person of faith/
spirituality

« Scheduling memorial vendors
(e.g., florist) and faith leader
Inviting guests to mourn

Katie

Grief Center community
spaces for gathering and
memorial planning

Digital chats to make sure
everyone is in the loop

Katie

Grief Center staff facilitates
communication with vendors
and faith leaders

Community handles small but
necessary logistics

« Finding solace in meaningful
places, memories, gratitude

« Desire to have community
around them if needed

Katie

 Decision fatigue -- addressing
small but necessary logistic
questions when I'm barely
functioning

* More expensive than
anticipated

» What is valuable to the
deceased vs what people
valued from them

Katie

_H
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Collective Memoralization

Memorial

e “l have to host everyone but |
just want to hide”

e “Am | doing this right? It feels
weird.”

e “I'm glad | got to know them. |
hope they're in a better place
now”

Katie

« Attending and hosting the
funeral/memorial

Katie

« Slideshow of pictures of the
deceased

* Memorial program

« Storytelling

Katie

Service provides space and
support for grieving relatives,
friends, and community
Offering therapy services

Katie

« Connection and support from
memorial attendees

« Reconnecting with friends and
family

« Need to give dignity to the
deceased and gather
community to show love and
memory for the one who
passed

Katie

+ Nervous seeing people |
haven't seen in a while
« Familial tensions

Katie

Settling into the New Normal

« Feeling anchored by the
sustained routine of Center
programming

Katie

« Find the will/trust, if there is
one

Manage financial accounts
Review a weekly digest of
del d tasks
via the app
Attend specialized Grief

Center group therapy
; sessions

Katie

l

App interface for tracking
long-term administrative
progress

Grief Center space

Katie

« companion app as digital
actor

Katie

Reassurance that they are not
doing this alone

« Beginning to discover new
identity/meaning

« Also a need to find closure and
focus on what's in their control

Katie

« Though supported by the
Grief Center, the primary user
still has to clear the objects
left behind by the deceased.

Katie

Primary User

The primary user is a recently bereaved
individual facing overwhelming
administrative tasks who needs a
structured system to delegate end-of-life
logistics to their willing support network.

Scope of Interaction

This map illustrates the user's transition
from immediate, in-person triage at the
Grief Center to the ongoing digital

delegation of tasks via the companion app.

= directly related to our service

— = service flow




Design

Design Principles

Reducing anxiety

Aim to make people feel like they get some piece of mind
during an uncertain and emotionally difficult time.

Service should provide guidance by clarity laying out next
steps, distributing shared responsibility through community
support, and integrating resources for people to manage the
emotional and logistical burden in the best way possible.

Maintaining sensitivity

Every person’s interaction with the service must be handled
with compassion and empathy, particularly in a vulnerable
phase.

This is maintained through any interaction be it the
professionals at the center, through design and language on
digital app, or the Al technologies incorporated in the service.

Involvement with Al to be met with transparency and consent.

Providing dignity

People should feel that they and their loved one who’s passed
are respected through the process.

They should have an active role to make decisions that honor
their loved one and be given the autonomy to lead in their
desired way through their personal journeys. Technologies
play a back-seat role through the grief process.

Honoring legacy

When a loved one passes, people are learning to adjust to
their new normal and how they can stay close to them.

Service is meant to help people think through how they can do
so with photos, videos, belongings, and digital accounts left
behind. In this phase, people find some closure or meaning of
their lives through their reflection and maintaining practices
based on what they learned from their loved one.



Design

Scenario 1: Expected

A family member accompanies their grandmother to the
service’s Center of Life and Death.

A front-of-house staff member is gathering information on
their background and advising how to set possessions,
paperwork, tax documents, and will in order beforehand so

next-of-kin is prepped on what to do and where to go for help.

Scenario 2: Unexpected

A family visits the Center of Life and Death after receiving
resources to handle their family member’s passing from the
hospital. They receive assistance for next steps and
information to follow during a time they feel sad, lost, and
confused. They return months later for assistance with closing
leftover accounts.

Role of Al assists to synthesize information given during a
first-time visit and allows visitors to see priority of tasks on
app based on their needs.

Narrative Prototyping

Insights & Feedback

Difficult to encourage a loved one who’s expecting to pass
to consider how to logistically assist the family to prepare.

Unrealistically jarring and swift transition between an
emotionally difficult scenario to adjusting with practical
next steps.

Be more intentional of when service should leave more
space for people to deal with their journey on their own.

Interaction and how Al is integrated into a heavy scenario
must also have more consideration.



Design

System Flow

bolded text = service touchpoint

immediate aftermath reach out & triage hand off Planning the Memorial Memorial Settling into the New Normal

« Hospital admin system « Make funerary and body « Hand off urgent logistical « Searching for photos to use in « Find the will/trust, if there is
» Brochure for the service transport arrangements paperwork to Grief Center memorial . :Anaenage i ancial accounts
space _ ‘ _ > « Meet with a:I Grief (.:e.n.ter . % staff . Co.n.tact'lng person of faith/ . Review a weeKly digest of
* Phone, email, physical mail Intake Advisor for initial triage spirituality E— ———>  delegated tasks completed
with funeral home  Scheduling memorial vendors via the app
e Katie Katie (e.g., florist) and faith leader » Attend specialized Grief
« Inviting guests to mourn Center group therapy
Katie sessions
« Digital invite link to the . . \L
Together app sent directly by o S comr.nunlty o App interface for tracking
the Center spaces for gathering and long-term administrative
rH memorial planning progress
« Digital chats to make sure « Grief Center space
. everyone is in the loop
Katie Katie
GO L Ll * Crief Center staff facilitates « Service provides space and « companion app as digital
° [BEAEBEID O EBEE I communication with vendors support for grieving relatives, actor
from the Center to take y ) and faith leaders friends, and community )
over tasks, assign people, « Community handles small but \———> . Offering therapy services
add whoever else needed necessary logistics

NGl Katie Katie

+ Reassurance that they are not
doing this alone

» Beginning to discover new
identity/meaning

o Also a need to find closure and
focus on what’s in their control

Katie



Prototype Feedback

Brochure & Service

e T O B . HOW WE HELP
GATHER ». :

SCAN ME

ABOUT US

Low contrast and challenge of readability with white font
Too much content to read

Key parts of service or values are inadequately conveyed
Visual of center does not connect to what it offers based
on what the service is supposed to have

“Grief navigator” role name does not sound empathetic
enough

Role of Al must be more transparent, not explained
enough

Companion App

sk Task Dashboard rew

To-Gather

How do dyog feel
today Task Completion

e |Lack of user control and freedom to let them skip options

e Options to track emotions may be overwhelming and
unnecessary

e Ul design has an emotional mismatch and may appear too
fun or casual as opposed to the reality of experiencing a
heavy time

e Lack of clarity behind percentages for task progress

e Copy doesn’t feel encouraging enough and that progress
has been made



Final Service

Updated Service Flow
I

Grief Center works with family lawyer on
privacy paperwork

Grief Center advisor talks with the family
about emotional needs and next steps
Funerary offers services to family
Funerary service prepares paperwork and
filing of disposition...

» Admin professional at grief center to guide
where they still need to go & who to talk to
 Grief counselor leading 1:1 or community

 Grief advisor helps delegate tasks to » Grief Center staff facilitates « Grief Center staff facilitates
family, friends, and members of the communication with vendors and faith communication with vendors and faith
community leaders leaders

» Members opt in to the digital companion o Community handles small but necessary o Community handles small but necessary
app to see what tasks they are in charge... logistics... logistics...

» Caregiving or medical staff inform the user
of the death and prepare bod
brep 4 support groups depending on visitor
preferences
« Lias with Legal/insurance/bank professionals
close out accounts and loose ends...

o Medical staff start paperwork
» Mortician prepares certificate of death

Grief Advisor Perspective
« Vendor management
« vendor checklist and invoice
« vendor calendar and timelines

Community Member Perspective
« Community member perspective
« what tasks need to be done
« How can they feel like they're a part of a bigger thing

Grief Advisor Perspective
« Grief Advisor creates profile of the person passing
o They upload important documents like the death certificate and will
» Next steps list that they send to the family and community members

Vend Checklist of Task requests Getting a new
- . ‘endor
Grief Advisor They upload Next steps list . processes Calendar and Tasks progress . N o
flo of . ext steps lis management with oORS v ; from the Grief > service (ie;
creates profile o important that they send to ) (memorial, bill timelines with and overall goal Advi leari i
the person documents like contact info and o visor clearing out stuff)
the family and transcriots (Al) pay, account invoices (Al)
passing the death community P closures)
certificate and
. . members
various bills...
Screen Shows Screen shows Screen Shows
Screen Shows Vend Screen Shows « Task
Screen Shows Screen Shows o * vendor . o New task
« Acquire list of  Memorial completion
+ name of « Paperwork contact card - « Advisor who will hel
d d load names of « transcripts timeline with different P
reen
n:)iteaoiekln up:aer:vcoreke members of . Al hlghllghts “ If you're leaning towards an open casket visitation, you'l need to * Al collects agencies Task Opt-i ‘ Any f‘ocuments
L] bl - L] consider embalming. Note: in some states, embalming is requirec . . . =
¢ bap d the family & time-line oty i caponcd s e invoices in one askOpt-in required
e dateo estimate - > o~ wh wauk you B ot o i i
: R community related notes st et e g space o Invite for community
passing timelines (Al) memorat?You ould sso thik about who o it your to help
members obituary andjor eulogy, as well as how to handie religious customs,
4. Final Resting Place - if you choose a traditional huri:l, it makes "
'sense to purchase a cemetery plot sooner rather than later (or you
s groon bl o
y _
u to pay the funeral
renancoresc gt afunmrmins g
payment pl:
Screen Shows
* New task
L added
o Other people
participating
« Opt-in option
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at the hospital Nurse: “I'm sorry for
your loss." Bobby thinks."l cant breathe.

Nurse hands paperwork; at home
Bobby reads: "The Center for Life

and Death: Here to Help You Heal

Bobby walks up to the center with

<B.obby walks up to the _
= center with family.
95 T know this is
B2 difficult. we'll
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family. "I know this is difficult. We'll
get through this together.”

gy ! =

Grief Navigator welcomes them
& gives a care package to each.
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Grief Navigator explains center,
gives brochure, map & helps download

(:,‘lmse—up: Brochure map +
To-Gather app interface.
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Later at Center, Grief Navigator
delegates tasks to family & community
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Community sees what tasks
& knows what to do.

Family & Grief Nav plan funerary
details. Al takes notes + vendors.
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brings food for family.
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Community member

Memorial scene.

Family returns: review accounts
& next steps with Grief Nav.

g left, clean out
Therapist offered.

help & support.
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Touch Point: Brochure

Entering the Service

This brochure serves as the initial touchpoint to our service
offered by the Center for Life and Death, also distributed
through environments like hospitals and faith communities. It
outlines the core offerings of our Center for Life and Death
and app without overwhelming a vulnerable user.

Our Services

) To-Gather App
Grief Navigators Manage documents, and get
Our Grief Navigators help support from your circle with ease.
with details you don’t want
to manage alone. 4+

‘ +EE
Focus on what =
Matters
In moments of loss, finding the

energy to plan or connect can feel Secure Al Support
impossible. Let us carry the Ongoing Programming Make sense of complex estate
logistical weight so you can focus on S o safely, keeping your
‘what matters most for you and your community events designed for loved one’s information completely
loved ones. every phase of healing. private.

A Gentle Approach

We intentionally designed a physical referral method over a
digital one to reduce cognitive friction during a crisis. By
providing a low-stakes physical touchpoint, the brochure
offers immediate reassurance that support is available
whenever they are ready.
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Service Space: Center for Life & Death
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Somewhere to reflect Long-term services

The Center centralizes grief counseling, death planning, and The Center contains dedicated spaces for group therapy and
paperwork processing, working in tandem with our application community-organized events. Once pivotal end-of-life

and an end-of-life care team. Native greenery, benches, and milestones, like funerals and memorial services, are over, the
footpaths surround the Center, inviting visitors to reflect Center remains a place loved ones and community of the

outside when the weather permits. deceased can find support.
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Infrastructural support

Employees at the center bear much of the community’s end-
of-life burdens and receive specialized support based on their
roles. Additionally, the Center’s open infrastructure provides a
well-lit workspace with plenty of areas for discussion and
retreat for employees and non-employees alike.

Service Space: Center for Life & Death

Memorial —
Garden &
Artwork

Parking

@

@
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P ® @

Q cc:inerl;;:rrd o

L @ . P B

o

82®% ® . Ik

a2 O a

Easy, safe access

Urban space around and within the Center is updated for easy
access via various transportation options. Though the site
contains an on-site parking garage, nearby streets also serve
as transit hubs and contain protected bike infrastructure.
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Front Stage Product: To-Gather App:

We created a mobile application so that users would be able
to include important files and bills into their account
whenever they came across them. The Al interface works as a
file manager and organizer; scanning, tagging, and organizing
the documents. It’s role is to consolidate paperwork into one
space and create a dynamic calendar for when things are due.

In order to incorporate social infrastructure we’ve included a
version of this product for extended family and community
members to opt-into. By opting-in extended family and
community members are able to more cohesively work
together to support the people most impacted by the loss of
a loved one. These users can be assigned a prioritized task
with tangible goals into order to relieve some of the cognitive
load experienced by the main users.




Final Service

Back Stage Product: Digital Integration

We wanted to lead with human-first interactions
for the service. However, we realize that digital
products and Al can be helpful when managing a
lot of data.

Our mobile interface is to be used when working
directly with front of stage customers. Both the
customer and facility are designed similarly so
that the facility staff can illustrate actions and
wayfinding in a way that is similar to the product
that the main users are also interacting with.

The back of house digital interface is designed to
be used on a computer. It’s integrated into the
back end support system of the service space and
utilizes Al’s ability to gather and scan information
to calendar manage for staff and triage users
based on time and emotions.

9:41

To-Gather

Bereavement Support

86 Dashboard

@ Community

9:41

To-Gather

Bereavement Support

86 Dashboard

@ Community

Upcoming Appointments

Current intakes

Bobby Hart
Status: Pending

RC

Time since loss: 3 days

Q (555) 867-5309

Funeral Planning Estate Coordination

Sarah Mitchell
Status: Pending

SM

Time since loss: 3 days

Client Intake Management
. ' J Al-assisted priority triaged cases

Bobby Hart

Status: New User

BH

Time since loss: 3 days

Q, (555) 100-2001

Urgent
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Al Agents as Infrastructure

Technology Selection

We chose Optical Character Recognition (OCR) to bridge the gap between
physical and digital document management. OCR software analyzes paperwork,
identifies its context, and extracts key data like due dates and account numbers.

For in-person interactions, the service includes speech-to-text Al to assist staff
with note-taking. This allows backstage actors to remain fully present and
empathetic with visitors while accurately capturing complex details. Additionally,
agentic Al provides a conversational interface for both users and staff.

Because our service handles highly sensitive Pll and estate documents, the
architecture relies on enterprise APl connections with zero data retention
policies. This infrastructure ensures user data is never stored or used to train

future models. New serVice Ca pa bilities

Previously, next-of-kin manually triaged estate documents and waited on hold to
figure out how to close accounts. To-Gather automates this by explaining opaque
bereavement protocols simply, recommending next steps, and flagging time-
sensitive deadlines.

For backstage staff, having this contextualized data aggregated securely allows
them to triage priorities faster, shifting the service ecosystem’s focus from mere
information gathering to high-touch, human support. All information as with any
use of Al agent deployment in the service, will be verified by professionals.
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Labor and Compliance

Next of kin will now have to act as a “final approver”. Because Al cannot legally
act as an estate executor, the app’s onboarding process must carefully train
users to review Al-generated suggestions before physically executing the
steps themselves.

Behind the scenes, backstage actors must continuous audit and verify the Al’s
performance. They must ensure the Al navigates the fine line between
offering helpful administrative triage and giving legal or financial advice. The
Al uses language that is only informational to help make that distinction.
Backstage actors are required to conduct routine data privacy audits to
maintain integrity.

Al Agents as Infrastructure

Ecosystem Risks

Handling highly sensitive documents, from finances to government identity,
introduces new security vulnerabilities. If compromised, this aggregated data
presents an identity theft risk for the deceased. Because of this, rigorous data
encryption is a priority to make our service work.

The To-Gather app part of our service introduces a dependency on the digital
presence of external vendors and institutions. The Al’s ability to provide accurate,
actionable triage relies entirely on these third parties maintaining up-to-date
bereavement policies on their websites, creating a vulnerability that exists outside

of To-Gather’s control.



The design of a service is never truly finished. Instead, it's an ongoing
dialogue shaped by the evolving values of the people who use it.
The value of a service should be reflected in every touchpoint that users

Interact with.
Articulated design values and value proposition of a service is the heart

of its purpose. If unclear, the service will falil.

A service ecosystem should enable shared autonomy where participation
allows for dignity rather than simply maximizing efficiency.

Services are sums of their parts. Various levels of a service need to be
well-designed for the experience to feel seamless.




Appendix

Appendix

e Documentation of process (Weeks 1-10): FigJam Board

e Design file for final service: Figma



https://www.figma.com/board/0oy0S7uUArT8UNquWT2C8l/HCDE529--Very-Serious-Design-Firm?node-id=0-1&t=5wAQde8rKJFVEswp-1
https://www.figma.com/design/HbuCv4XW6zaaR6hfCK0t1t/Final-Service?node-id=0-1&t=5x8A25Ub4DduibDT-1
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