
H e a t i n g  o i l  t e c h n i c a l  a s s i s t a n c e  p r o g r a m  

f o r m  r e w o r k

P o l l u t i o n  l i a b i l i t y  i n s u r a n c e  a g e n c y

Our challenge was to rewrite our Heating Oil 
Technical Assistance Program form. 

We have had numerous questions about how to 
fill out the form. 

T H E  C H A L L E N G E

T H E  I N S I G H T S

T H E  P O S S I B I L I T E S

What did you learn during the two day 
design challenge?
We learned that the message of the form was 
not clear and there was a lot of technical terms.

What did you learn about your customers?
We learned that we need to work on 
communicating the program to make it less 
scary and more approachable. 

Did you have any “aha” moments?
Reducing the technical jargon. 

W H A T  W E ’ V E  D O N E

W H A T ’ S  N E X T

We have removed unnecessary information and updated the form visually. We have 
also written the form to be housed online with checkboxes and drop down menus 
and with direct document uploads. We will be reviewing again for any additional 
information that can be removed and plain talked. 

2 0 1 8  A g e n c y  D e s i g n  C h a l l e n g e

The prototype was all about 
making the program 
approachable, direct, and easy 
to understanding. It was taking 
suggestions of the group to 
clearly state how to apply, where 
to mail items to, and providing 
faces to the document. 

The latest draft was all about incorporating the prototype notes. It involved a lot of 
updated logos and color schemes to current agency practice. Removing information 
that was not necessary for making determinations. We also mirrored this form with 
our Petroleum Technical Assistance Form. 
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