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Project Overview

Objective 

Redesign NeoCare’s coach 
application to provide an expanded 
set of user-centered tools and 
features to better support coaches 
easily and effectively delivering care. 
  

Approach 

To better understand the needs and 
objectives of coaches and the role of 
the coach app in delivering care, we 
conducted 5 one-on-one video 
interviews with members of the 
NeoCare clinical team. Participants 
ranged from social workers to nurses 
to clinical leaders.



Themes



Theme 1 / Coach Value

Coaches see their job as supporting and 
empowering members. They find satisfaction  
by positively impacting members’ lives.

• Coaches rely on parents to understand what  
will be helpful and work to support the goals  
of parents. 

• Coaches appreciate and value engaged 
parents, even maintaining relationships  
after “graduation.” 

• Coaches are rewarded by providing support  
to families in need.  

• Coaches would like to provide more in-depth 
education to parents or groups of parents. 

• Coaches want information they gather to lead  
to meaningful recommendations and actions.

Insight



Theme 1 / Coach Value

I love being able to empower 
the parents – to see a lightbulb 
go on – you can tell just that 
you’re making a difference for 
them in their experience and 
increasing their confidence.

…for [the parent] just knowing that 
someone’s there to ask these 
questions and get support 
from...for me that’s really 
rewarding.

I think the goal of the 
the program is parent 
empowerment—what 
they want out of it.

What we heard



• Support coaches being successful by providing smart tools, 
education, and resources that enables them to better guide and 
support members.  

• Design and develop a cross-channel service experience that 
enables coaches to provide customized support.  

• Tailor content delivery and communication to fully leverage each 
channel—free coaches up to do what coaches do best. 

• Define success metrics that quantify parent empowerment and 
share the results with coaches and the sales team. 

Recommendations
Theme 1 / Coach Value



Theme 2 / Relationship Building

Coaches understand that building relationships 
with members is key to doing their jobs well. They 
have developed techniques to overcome the 
unique challenges of remote support.

• Coaches work to make members feel 
comfortable. 

• Coaches ask questions and give parents an 
opportunity to share details about their baby 
before asking probing questions. 

• Coaches want to ask relevant questions and 
follow up with relevant content. 

• Coaches find it harder to gauge where people 
are emotionally and how well they’re coping 
without being in person. They are consequently 
more cautious.

Insight



Theme 2 / Relationship Building

Now, a lot of my coaching depends on 
what the parent tells me, which is 
hard because parents often don’t 
know what’s going on with their child, 
they can’t explain it, they’re not 
medical professionals!

What we heard

I loved video chat.  
At first I didn’t want 
to.  You feel like 
you’re really 
communicating.

Being consistent and following through 
is really important for the family.



• Support coaches and members building relationships by providing 
communication tools that facilitate seamless interactions. 

• Provide ways for parents to become more active participants in 
supplying coaches with information about their situation. 

• Leverage data and automation to provide foundational content 
and suggestions for coaches to curate.

Recommendations
Theme 2 / Relationship Building



Theme 3 / Barriers

NICU parents have a lot going on which makes 
communication difficult. Their needs ebb and flow 
and don’t always map to the Neo process.

• Parents of NICU babies are going through a 
stressful time and have a lot of people working 
with them and contacting them. 

• Coaches feel like they are chasing parents 
down. Their biggest challenge is contacting 
parents. 

• Coaches let parents preferences drive the 
method of communication. 

• Coaches perceive that members are frustrated 
with the App’s technical challenges and issues 
with timing out.

Insight



Theme 3 / Barriers

It’s hard getting people on 
the phone; time is a 
challenge...baby is sick, so 
they say call back in 30, but 
then they aren’t available.

What we heard

I’m finding it difficult to build a 
relationships. I feel like I’m cold 
calling.

After a while we stopped using the 
App. The phone was easier for her.



• Develop and deploy an App Welcome Experience that sets 
members and coaches up for success. 

• Capture member communication preferences upfront to reduce 
the time being spent “trying to get in touch” with members. 

• Allow members to access learning content independent of 
coaches.

Recommendations
Theme 3 / Barriers



Theme 4 / Task Management

Coaches have developed ways to meet the 
responsibilities of their jobs, sometimes in spite  
of the App.

• Coaches currently use tools outside of the App 
to schedule and keep track of their 
appointments. 

• Coaches keep cheat sheets and notes outside 
of the App because they find them easier to 
access and more reliable. 

• Coaches try to balance their workload when 
scheduling future appointments. 

• The App currently doesn’t support in-depth 
coach to coach communication resulting in the 
use of email for hand-offs of information.

Insight



Theme 4 / Task Management

I wish there was a little less 
clicking in the App. Even in 
researching patients I'm afraid 
I'm going to miss one little step.

What we heard

I am expected to be 
able to pick up 
where someone 
else left off.

For one interaction I can make 4 notes.

I like to check things off 
as I do them.



• Make coordination between coaches more seamless by allowing 
coaches to easily communicate and schedule with each other. 

• Enable coaches to be rewarded for quality support by providing a 
backend system that enable and measures success accurately. 

• Provide a place in the App for coaches to manage their daily tasks 
and view calendar availability.  (????)

Recommendations
Theme 4 / Task Management



Theme 5 / Fragmented Information

Member information is fragmented across 
multiple touchpoints making it difficult to access 
and increases the chance of error.   

• Coaches are currently doing a lot of clicking 
around to understand a member’s situation. 

• Coaches are anxious that they are going to miss 
a step in the process. 

• Coaches rely on ATV and other external sources 
for member information. They check each 
before reaching out to members. 

• Alerts are currently unreliable or non-existent in 
the Coach App. 

• Coaches use “last log-in” as a way to 
understand which members have been  
active on the site and might be trying to 
communicate with them.

Insight



Theme 5 / Fragmented Information

I have my own little folder that I keep. 
It's kinda like my brain. There's certain 
things in the App that I find hard. I have 
to look in so many place to get a good 
picture of what’s going on.

What we heard

We copy and 
paste millions of 
times.

I’m afraid I’ll make one  
little mistake.



• Provide a central location to display and organize member details, 
allowing coaches to easily assess a member’s situation. 

• Make it easy for coaches to monitor activity and respond quickly by 
implementing reliable notifications and alerts at a global level.  

• Streamline the coach workflow by limiting the number of 
interactions and applications necessary to complete their jobs. 
Provide automation when possible and templates to support more 
accurate record keeping.

Recommendations
Theme 5 / Fragmented Information



Theme 6 / Content Needs

The App has limited high-quality content which 
coaches need to support members. This results in 
the use of out of App communication tools.

• Coaches curate articles to send to parents 
based on their initial assessments and 
experience in the field. The App no longer 
suggests articles based on the results of 
assessments. 

• Coaches are measured on sending evidence 
based articles but those articles are not in the 
App. 

• Coaches are conflicted because they feel 
pressure to encourage parents to use the  
App but without necessary relevant content, 
they resort to using email to deliver content  
and communicate. 

• Coaches feel that content on the App is sub-
standard and not keeping parents engaged.

Insight



Theme 6 / Content Needs

Development articles 
which are the “meat” 
of the content are not 
in the App.

What we heard

Articles in the app are very light, 
more like stuff you can find on the 
internet quickly.

It’s hard to engage parents with  
the App if there isn’t engaging, 
high-quality content—they’re busy.



• Make the App the primary way for sharing relevant, high-quality 
content, inspiring members to engage with it. 

• Leverage data about a member’s situation to recommend  
articles and resources and allow coaches to curate, review, and 
share with members. 

• Define and develop an extensible system for adding appropriate, 
quality articles, videos, and resources to the App.

Recommendations
Theme 6 / Content Needs



Theme 7 / Reliability

Coaches and members are limited in their use of 
the Apps by current functionality and reliability.

• Coaches are afraid they’re going to miss a step 
in the process which is convoluted because of 
current functionality. 

• Coaches say members have a hard time 
engaging with the Parent App because of 
technical difficulties, bugs, and lack of  
relevant content. 

• Coaches have developed cheats and work-
arounds to meet the responsibilities of their 
jobs. 

Insight



Theme 7 / Reliability

I keep my notes in my 
notebook. It’s reliable and I 
can find things.

What we heard

Members get tired of App because 
they have to update frequently and it 
times out quickly.

Video chat– first it worked, then it 
didn’t, now it does… sometimes.



• Get the basics right so bugs in the App and lack of functionality 
don’t drive members and coaches to use other forms of 
communication and external tools. 

• Learn from the cheats and work-arounds coaches have developed. 
Design and integrate needed functionality into the App. 

• Stabilize coach tools so they can reliably complete tasks.

Recommendations
Theme 7 / Reliability



Theme 8 / Direction

There is a gap between the service experience 
we want to deliver, the functionality of the App, 
and the job of the clinical team.

• Member engagement with the App does not 
accurately reflect the value coaches are 
providing. 

• NeoCare is looking for the right balance of 
automation and personalization in content 
delivery and record keeping. 

• Coaches are challenged to validate the great 
work they’re doing with families because it is not 
being captured in current metrics.  

• Successful implementation of future redesigns 
will be dependent on clear communication and 
alignment of the product and clinical teams. 

• Poor functionality of the App and slow progress 
have resulted in struggle for the coaches.

Insight



Theme 8 / Direction

I feel like I kept having to justify 
it...she doesn’t want to log in, I’m just 
going to keep on email with her 
because that’s what she likes — I had 
to document that in the App, why I 
wasn’t engaging her in the App.

What we heard

We support the goals 
of the parents.

Coaches want to be 
involved and have a lot of 
experience to offer.



• Align as an organization around the goals and direction of 
NeoCare Solutions mission.  

• Work together as a team to develop a future vision for the App that 
meets the needs of members, coaches, the business, and Aetna. 

• Create open channels of communication between all teams within 
the organization working together to define and build the best 
service possible for NICU parents.

Recommendations
Theme 8 / Direction



Recommendations



Coach Value 

Support coaches being successful by providing 
smart tools, education, and resources that enables 
them to better guide and support members.  

Design and develop a cross-channel service 
experience that enables coaches to provide 
customized support.  

Tailor content delivery and communication to fully 
leverage each channel—free coaches up to do 
what coaches do best. 

Define success metrics that quantify parent 
empowerment and share the results with coaches 
and the sales team. 

Relationship Building 

Support coaches and members building 
relationships by providing communication tools that 
facilitate seamless interactions. 

Provide ways for parents to become more active 
participants in supplying coaches with information 
about their situation. 

Leverage data and automation to provide 
foundational content and suggestions for  
coaches to curate. 

Recommendations



Barriers 

Develop and deploy an App Welcome Experience 
that sets members and coaches up for success. 

Capture member communication preferences 
upfront to reduce the time being spent “trying to 
get in touch” with members. 

Allow members to access learning content 
independent of coaches. 

Task Management 

Make coordination between coaches more 
seamless by allowing coaches to easily 
communicate and schedule with each other. 

Enable coaches to be rewarded for quality support 
by providing a backend system that enable and 
measures success accurately. 

Provide a place in the App for coaches to manage 
their daily tasks and view calendar availability. 

Recommendations



Fragmented Information 

Provide a central location to display and organize 
member details, allowing coaches to easily assess 
a member’s situation. 

Make it easy for coaches to monitor activity and 
respond quickly by implementing notifications and 
alerts at a global level.  

Streamline the coach workflow by limiting the 
number of interactions and applications necessary 
to complete their jobs. Provide automation when 
possible and templates to support more accurate 
record keeping. 

Content Needs 

Make the App the primary way for sharing relevant, 
high-quality content, inspiring members to engage 
with it. 

Leverage data about a member’s situation to 
recommend articles and resources and allow 
coaches to curate, review, and share with 
members. 

Define and develop an extensible system for 
adding appropriate, quality articles, videos, and 
resources to the App.

Recommendations



Reliability 

Get the basics right so bugs in the App and lack  
of functionality don’t drive members and coaches 
to use other forms of communication and external 
tools. 

Learn from the cheats and work-arounds coaches 
have developed. Design and integrate needed 
functionality into the App. 

Stabilize coach tools so they can reliably  
complete tasks. 

Direction 

Align as an organization around the goals and 
direction of NeoCare Solutions mission.  

Work together as a team to develop a  
future vision for the App that meets the needs of 
members, coaches, the business, and Aetna. 

Create open channels of communication between 
all teams within the organization working together 
to define and build the best service possible for 
NICU parents.

Recommendations



Screen Recommendations 



Coach Workspace Learnings 

• Coaches feel they are constantly 
clicking between multiple screens, 
applications, and platforms 

• Coaches maintain physical cheat 
sheets because they are easier to 
access more reliable than the app 

• Coaches store content on desktop 
or word docs because the best 
articles are not in the app 

• Coaches rely on external tools to 
calculate gestational age and keep 
track of time zones 

• Coaches feel the need to keep 
paper records as back-up 

Potential Improvements 

• Build coach app to run on PC? 

• Provide easily accessible parent 
and baby details—limit clicking



Coach Dashboard Learnings 

• Coaches would find a place to 
organize and manage their case 
load and daily tasks valuable 

• Coaches find high-level family 
information helpful as they move 
through their activity list 

Potential Improvements 

• Provide activity list in calendar view 

• Allow activity list sorting by date, 
type, family, status, and time zone 

• Highlight upcoming assessments 
due 

• Provide high level overview of 
family (as it relates to activity list) 

• Provide reliable notification of 
parent communication and activity



Family Overview Learnings 

• Coaches want a high-level 
overview of a family easily 
accessible 

Potential Improvements 

• Virtual cheat sheet of latest activity 
including chat history, notes, family 
information 

• Display assessments completed 
and due 

• Provide information about 
milestones 

• Resources could include referrals 



Baby Details Learnings 

• Coaches want easy access to 
information about a baby’s status 
and location 

• Coaches currently calculate 
gestational age of babies in order 
to appropriately provide care 

Potential Improvements 

• Provide easy access to baby details 

• Assessments, activities, and notes 
associated with individual baby 

• Display gestational age 

• Tie parent assessments to each 
baby automatically



Assessments Learnings 

• Assessments need a “total 
overhaul” to be as effective as 
envisioned 

• Assessments are one piece of the 
picture that coaches want at their 
fingertips when reviewing a case 

• Providing easy access to past 
assessments enables coaches to 
be smarter while talking to parents 

Potential Improvements 

• Provide ability to duplicate, amend, 
and update only what has changed 

• Display date of completion or last 
update 

• Tie parents assessments to each 
baby automatically 

• Display baby assessments in  
baby details



Notes Learnings 

• Notes are the primary method for 
“charting” and documenting a 
coach’s “plan” 

• Coaches often reference chat and  
a baby’s name and details while 
creating a note 

• Coaches generally create an 
activity directly after creating a note 

• More note types and templates 
would improve productivity, 
consistency and reduce workload 

Potential Improvements 

• Enable search by date, type, author 

• Display last note 

• Provide built in templates 

• Notes and chat should scroll in the 
same direction



Activities List Learnings 

• Coaches rely on the activities list 
when planning their day 

• Coaches have developed work 
arounds for missing functionality—
using last log-in sorts to monitor 
potential activity or parent 
communication 

• Coaches would like to be able to 
view each others availability while 
creating and assigning new 
activities 

Potential Improvements 

• Provide parent activity and 
communication notifications at a 
global level 

• Sort by date, family, baby, activity 
type, and time zone 

• View upcoming schedule in 
calendar view / view availability


