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Abstract

In 2006, Romania started its journey towards inclusion and protection for people with
disabilities, but the progress made still needs reform. This project is a collaboration between the
WPI project team and Code for Romania, and it proposes a solution in the form of a website that
guides Romanians with disabilities who are seeking the financial, social, and legal benefits of a
Romanian disability certificate. After conducting surveys and interviews with disabled Romanians
and relevant NGOs, the team designed, built, and evaluated a prototype that digitizes the disability
certification process for applicants and government employees. The potential benefits of the
project to alleviate burdens of the disabled community could be historical for this commonly

marginalized population.



Executive Summary

Introduction & Background

Romania has a remarkably low reported
percentage of people with disabilities (4%)
(ANDPDCA, 2021), however, this low number
may be due to the fact that Romanian disability
demographics only include persons with a
government-issued disability certificate and
exclude those without the certificate.

Part of the reason why the number of
people with disabilities is unreported is that there
is a significant lack of information available on
the current protections in place for people with
disabilities. This leaves the disabled community
without the knowledge of their rights or how to
obtain their benefits such as a pension,
educational and employment accommodations,
and  transportation  benefits  (European
Commission, 2019). Once they are aware,
applicants find the process to obtain the
certificate to be lengthy, with multiple
appointments and evaluations, and tangled in
bureaucracy. Formalizing the process and steps to
obtain a disability certificate and unifying them
under one source will promote inclusivity for
people with disabilities in Romania by reducing
barriers that hinder allocating their rights.

The goal of this project was to
collaborate with Civic Labs to propose a digital
tool to guide Romanians with disabilities who are
seeking a Romanian disability certificate. Civic
Labs is a branch of Code for Romania that

designs digital solutions for social issues such as

accessibility. The four objectives to achieving the
project goal were:
e To identify the challenges Romanians face
when seeking a disability certification
e To identify the best practices to present the
necessary processes and documents through
a digital application
e To design a digital solution to provide
guidance for the disability certification
process
e To evaluate the effectiveness of their design
in reducing the barriers and complications

related to seeking a disability certificate.

Methodology

The team first interviewed Romanian
NGOs who assist people with disabilities and
surveyed people with disabilities. The team
created an online survey using Qualtrics in both
English and Romanian and distributed it to
Romanians with disabilities through email with
the help of Civic Labs. The team ultimately
collected 38 valid responses. The goal of the
survey was to gain data on the experiences of
people with disabilities to guide the design of the
digital solution. The team used quotes and
summary statistics to extract meaningful results
from the interviews and surveys.

After analyzing the interview and survey
results, the team worked with Civic Labs to
design the prototype of a website using Figma, a

web-based software used to create and design



user interfaces and prototypes. The team
developed user flows, or steps a user takes to
complete a task, to then create a series of website
screens that present the essential information to
complete the process. Additionally, applicants
and government workers have the ability to share
and review documents. The team then linked the
buttons and screens of the web pages together to
create a functioning prototype on Figma to
exhibit the possible functionalities of the
designed website.

The team then conducted three user
testing sessions with NGO representatives to
obtain feedback on the progress of the prototype,
as well as suggestions for future implementation.
A team member performed a demonstration of
the prototype and asked the user-testing
participants to provide feedback on the
intuitiveness of the prototype, the accuracy of the
information provided, and how helpful the
website would be to either themselves or the

people they assist.

Findings
Through literature review, interviews
with NGOs and surveys with people with
disabilities, the team uncovered the challenges
inhibiting applicants from progressing through
and completing the disability certification
process. The results from their research revealed
five major findings:
1. Applicants for the disability certificate

are confused about the process.

Many of the responses from interviews
and surveys were related to the overall confusion
applicants have about the certification process.
Interview responses emphasized that there were
insufficient definitions for medical and legal
terminology found in online resources regarding
the process. Without clarity, the applicant lacks
the necessary understanding of the application
process due to the difficult language. The
responses also revealed that at times, social
workers and online resources would supply
incorrect information due to their own lack of
knowledge of the process. Additionally, there is
a lack of a system to centralize and synchronize
Figure E.1

indicates that about 85% of survey respondents

the information on the process.

had some difficulty finding information online.
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Figure E.1 Difficulty finding online process
information for Romanians with disabilities
(Appendix I: Block 4, Q2)

2. Themanagement of documents creates
disruptions in making progress.

The interview and survey responses also

indicated that the management of documents

created disruptions in making progress through
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the certification steps. The team’s background
research and literature review determined that the
overall process is complex, especially because
there is no source that provides the list of
documents that is necessary for an applicant.
During the interviews, participants told stories
regarding missing documents and the large
amount of paperwork for an application. Missing
documents could add months to the process as an
applicant would need to schedule several trips for
various appointments and evaluations to obtain
and submit the necessary documents.

3. The government manages the

certification process inadequately.

A commonly recurring theme found in
the responses was that the government manages
the certification process inadequately. In the
survey, the team asked respondents an open-
ended question, “What complications with the
process did you encounter?” (Appendix I: Block
4, Q5). Figure E.2 identifies that bureaucracy was
the most prominent impediment to the application

process.

(Appendix I: Block 4, Q5) Frequency of Common Responses to "What complications with the
process did you encounter?”
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Figure E.2 Frequency of common responses to “What

complications with the process did you encounter?”

4. A website is a more suitable solution
than a mobile app.

The team also decided that their digital
solution would be a website rather than a mobile
app. Through the survey results from 35
respondents, 43% chose a website as being the
more familiar digital format to use. The
collaborators, however, noted that respondents
may have assumed that a mobile app meant
utilizing a website on a mobile device. It was also
mentioned during interviews that rural applicants
may not have any personal technological devices.
However, those applicants could access a website
from a computer at their nearest social worker’s
office.

5. Stakeholders need a website to manage
documents and application progress.
Additionally, the interview and survey

responses often suggested that stakeholders
needed a website to manage documents and their
application progress. Survey and interview
responses revealed that digitizing and
centralizing the process would make the
application much easier. A website that has all the
information and documents would ease the

number of trips an applicant would need to take.

Website

The website prototype was guided by the
results and findings from the methodology, with
the simulated capability of digitizing the
application process, for both applicants and social
workers. The website consisted of three sections:

A set of public pages that visitors could view, a



set of pages that account-holding applicants could
view, and a set of pages for social workers to
view. As the pinnacle of the team's deliverables,
the prototype was the culmination of all work,
research, and time that the team dedicated to the
project.

When the team asked Romanians what
would make the process easier during interviews
and surveys, the most common response was
digitalization. Thus, the team designed a website
that would allow Romanian applicants and social
workers to complete and manage the entire
process in a single unified and digital location.
Figures E.3 to E.6 show some of the key features
of the prototype such as:

e Centralizing information on the
Romanian disability certificate for
visitors (Figure E.3)

e Preparing a personalized list of steps for
visitors to obtain the certificate (Figure
E.4)

e Providing applicants the ability to apply
for the disability certificate online
(Figure E.5)

e Providing social workers the ability to
review application submissions (Figure
E.6)

The government can mitigate or
eradicate many of the issues the team’s research
revealed by digitizing the process through a
website. This includes applicants needing to wait
months to schedule appointments, travel
hardships due to financial standing or mobility

impairments, as well as bureaucracy.
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Figure E.6 Social Worker’s Applicant Database page

Final Recommendations and Conclusions

The team developed the prototype with
the point of view that the current system is too
inefficient, too analog, and too difficult. By
moving the process online, applicants are free to
review and submit their documents in a much
more streamlined and efficient manner. Although
the user testers provided much positive feedback,
the three NGO representatives presented areas of
improvement on the design, which the team is
proposing as final recommendations for future

advancement.

vii

These recommendations include
providing a digital version of the disability
certificate, monitoring any changes occurring to
the certification process to keep the prototype up
to date, and making the platform accessible to
every stakeholder.

In collaboration with Code for Romania:
Civic Labs, the project team accomplished their
goal of proposing a digital tool to guide
Romanians with disabilities who are seeking a
Romanian disability certificate. While the issues
surrounding the navigation of the certificate
process are yet numerous, the project team’s
proposed solution is a large stride toward making
the certificate more accessible for any person
with disabilities.

The team laid the groundwork for Civic
Labs to continue the project, and to create a
revolutionary impact on Romanians who wish to
obtain their certificate. The work the team and
Civic Labs have completed thus far are the first
steps in building a long-lasting, positive impact
on Romanians with disabilities for years to come.
The team is hopeful that the implementation of
this platform will promote inclusivity and better
support and enhance the lives of Romanians with

disabilities.
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1.0 Introduction

The European Commission claims that 15% of the global population has a disability
(European Commission, 2019). People with disabilities face various challenges in everyday life,
resulting in the necessity for governments to put in place additional rights and protections. The
Romanian government has initiated providing these necessities by establishing a government-
issued disability certificate (handicap certificate). The advantages of obtaining this certificate are
numerous, including financial assistance, employment benefits and a government pension
(Romanian Law, 2006). However, the major challenge for certificate applicants is navigating the
certification process.

Statistically, Romania has a remarkably low reported percentage of people with disabilities
(4%) (ANDPDCA, 2021) compared to the United States of America, which stands at 26% (CDC,
2019). Romanian disability data and demographics only include those with a government-issued
disability certificate and exclude those without the certificate, reflecting bias and creating
inaccurate data.

There is a significant lack of information on the current protections in place for people with
disabilities in Romania, which leads them to not knowing all their rights or how to obtain their
benefits in Romania (European Commission, 2019). Additionally, disabled applicants and the
people who assist them are often frustrated and confused as there is no source that formalizes the
information regarding the process to obtain a certificate, government sites containing some
information are inaccessible to users, and the overall process is time-consuming and bureaucratic.
Formalizing the process and steps to obtain a disability certificate under one source will promote
inclusivity for people with disabilities in Romania by reducing barriers that prevent them from
obtaining their rights.

The goal of this project was to collaborate with Civic Labs to propose a digital tool to guide
Romanians with disabilities who are seeking a Romanian disability certificate. The team
established four objectives to achieve this goal:

1. To identify the challenges Romanians face when seeking a disability certificate.
2. To identify the best practices to present the necessary processes and documents
through a digital application.



3. To design a digital solution to provide necessary guidance for the disability
certification process.

4. To evaluate the effectiveness of our design in reducing barriers and complications
related to seeking a disability certificate.

The researchers accomplished the first two objectives through interviews with NGOs,
surveys with Romanians with disabilities, and analysis of the interview and survey results. The
team recognized the importance of listening to the voices of Romanians with disabilities to
understand the most effective methods for informing on the certification process. The team
accomplished objective three by developing wireframes, which are a rough schematic of the
necessary screens, gaining collaborator and advisor approval, and implementing the prototype into
Figma, a web-based, collaborative software used to create prototypes and design user interfaces.
The team completed their fourth objective by conducting user studies with NGOs and analyzing
the feedback and results.

The project team discovered many major findings that influenced and assisted the creation
and development of their final deliverables. Civic Labs plans to finalize the team’s finished work,
which provides assistance as well as reduces the burdens of Romanians with disabilities when
obtaining a disability certificate. While the state of accessibility in Romania can always be
improved, the team’s ultimate product has the potential to create a significant impact and benefit

the disabled community.



2.0 Background

This chapter presents important background information on topics pertinent to the project
that the team found when researching the Romanian disability certification process. In particular,
the chapter explores the certification benefits, procedures, requirements, and complications. In
addition, this chapter introduces the team’s collaborator, Code for Romania: Civic Labs, and the
software that they use to create their prototypes. The team used the research that this chapter
examines when collaborating with Civic Labs to fulfill the project goal of proposing a digital tool
to guide Romanians with disabilities who are seeking a Romanian disability certificate.

Romania has long been bereft of accessibility for people with disabilities, who represent a
stigmatized portion of the Romanian populace (Disability and Poverty in Romania, 2022). Though
the government has passed laws to provide benefits to their disabled citizens, they have marred
their attempts at inclusivity by creating an onerous registration system for a disability certificate
(Law 448/2006 “Regarding the protection and promotion of the rights of disabled persons”, 2006).
Hurjui and Hurjui (2018) assert that the certificate is tangled in bureaucracy and hostility, and
many of the intended recipients do not make it through the process to receive their benefits. Many
do not even start the process at all (Baciu & Lazar, 2017). Though the government has stagnated
in the progress of accessibility laws, there are still NGOs, including our collaborator Code for
Romania: Civic Labs, who fight for awareness and recognition of the protection and rights of

people with disabilities.

2.1 Romanian Disability Certification

With Romania’s introduction into the European Union in 2007, policymakers had to
quickly adopt European regulations regarding the rights of people with disabilities and establish
institutions to support them. The Convention on the Rights of Persons with Disabilities (CRPD)
by the United Nations is the first international human rights instrument to “promote, protect, and
ensure the full and equal enjoyment of all human rights and fundamental freedoms by all persons
with disabilities, and to promote respect for their inherent dignity”(CRPD, 2006). In Romania, the
responsible body to implement the CRPD framework is the National Authority for the Rights of



Persons with Disabilities, Children, and Adoptions under the Ministry of Labor and Social
Protection. The Romanian Government has made an effort to support those with disabilities
through the issuance of a government-issued handicap or disability certificate. The Romanian
National Strategy on the Social Protection, Integration, and Inclusion of People with Disabilities,
defines the word handicap as “the loss or the limitation of a person’s chances to take part in the
community life at an equivalent level as the other members. It describes the interaction between
the person and the environment” (National strategy on the social protection, integration, and
inclusion of people with disabilities, 2006, p. 6). The Romanian government uses this definition
to grant people with disabilities access to government benefits, but society now considers the word
‘handicap’ to be discriminatory and offensive, as the connotation behind the word brings
“prejudice to human dignity.” According to the Romanian National Strategy, future administrative,
legislative, and official acts should avoid using this language (National Strategy..., 2006). More
recent legislation, such as Law 448, uses the terms disability and handicap interchangeably. This
results in confusion about the language within the legislation, as the two words have different

meanings and connotations.

In Romanian law no. 448/2006 “Regarding the protection and promotion of the rights of
disabled persons”, articles 85 and 89 state that a person must obtain a disability certificate to have
legal recognition as a person with disabilities. This law grants the person access to various
facilities, financial benefits, and employment opportunities. The process of obtaining the
certificate is complex and time-consuming and subjects the recipient to the social stigmas around

having a disability, as well as potential discrimination (Baciu & Lazar, 2017).

2.1.1 Benefits of the Romanian Disability Certificate

The legal benefits of obtaining a Romanian disability certificate include access to a
government pension, legal assistance, tax benefits, employment benefits, and protections assuring
the access to accommodations sufficient to allow the person with disabilities equal opportunities
and inclusivity (Romanian Law, 2006). Additional benefits include medical insurance for certain
services free of charge (Baciu & Lazar, 2017). The government pension involves two parts: an
“indemnity,” and a “complimentary personal budget.” The government distributes the pension,

also referred to as the disability allowance, to Romanians with the certificate. The disability



pensions range from a mere Romanian new leu (RON) 30 a month ($6.81) for people with
moderate disabilities to 207 RON a month ($47.01) for people with severe disabilities. In addition
to financial assistance, the government grants people with disabilities in Romania dramatic tax
reductions. The government can exempt people with a severe or accentuated disability from
income tax, property tax, automotive tax, and several smaller tax benefits (Romanian Law, 2006).
Employment benefits may include professional formation courses, reasonable accommodations
for the workplace, reduced working hours, and free counseling from a labor mediation counselor
(Romanian Law, 2006).

The Romanian Government guarantees free education for all Romanians, irrespective of
ability (Romanian Const. chap. Il. art. XXXII). The government therefore must provide
accommodations on a case-by-case basis to ensure that all Romanians with disabilities “shall have
a free and equal access to any form of education, irrespective of their age, according to the
disability type, degree and the educational needs thereof” (Romanian Law, 2006). The ownership
of a disability certificate enables a Romanian to seek the necessary educational accommodations
that they need, guaranteed at the expense of the government.

Transportation benefits are another advantage to owning a disability certificate. Law
448/2006 allocates funding for Romanians with mobility issues, granting them access to specific
transportation adapted to their needs, free tickets for urban land transportation, and 12 free

interurban transportation tickets per annum.

Gaining access to the benefits the certificate provides is highly advantageous for people
with disabilities in Romania. The largest barrier to acquiring benefits is the unnecessary challenges
and difficulties of navigating the process to obtain the certificate. The process makes it difficult to
achieve disability status and receive benefits, but for disabled Romanians who receive the

certificate, the benefits dramatically improve their quality of life (Ciobanu, 2021).

2.1.2 Requirements to Obtain the Certificate

Under Law 448/2006, it is necessary for social insurance evaluators from the County House
of Public Pensions to classify the type and severity of the disability, prior to proceeding with the
remainder of the process. Romanian legislation defines people with disabilities as “people with



long-term physical, mental, intellectual or sensorial deficiency which, in interaction with various
barriers, may hinder the full and actual participation of the people in society, under conditions of
equality with the others” (Romanian Legislation, Law 292/2011).

Evaluators only classify the type of disability if the diagnosed disability is also located in
the medical-psychosocial criteria, approved by Order no. 762/1992/2007. The types of disabilities
which fit the criteria are physical, somatic, auditory, visual, mental, neuropsychic, associated,
HIV/AIDS, rare diseases, and deaf-blindness. The government further divides disability into levels
of severity (severe, accentuated, and moderate) to determine the appropriate level of assistance
required to support each person. Law 448/2006, which introduces the disability certificate, does
not define the levels of disability (Law 448), and neither do any government websites
(ANDPDCA). After workers at the Social Insurance County Offices classify the type and degree
of disability, there is a detailed process to grant a disability certificate, which the person with

disabilities must renew yearly (Stamatin, 2010).

2.1.3 Process to Obtain the Certificate

The process for obtaining the disability certificate in Romania is extensive and elaborate.
The applicant starts by visiting their general practitioner (GP), or family doctor, who refers them
to a specialist for their disability. With the referral, the specialist performs an evaluation and
provides the applicant with more documents. The applicant then returns to their GP to obtain their
full medical history. The applicant then visits their local city hall to apply for a social evaluation
at the Social Assistance Service (SPAS). At the city hall, the government worker informs the
applicant of the other documents they need to obtain to be eligible for a social evaluation. These
include various identity and income papers of themselves and those that live with them, and
additional medical documents. After the applicant returns to City Hall to submit this set of
documents, and the SPAS worker approves them, the applicant schedules a home evaluation. At
the home evaluation, the SPAS provides the applicant with another document. This is the final step
before the complex assessment, which occurs at the county level Directorate General of Social
Assistance and Child Protection (DGASPC) (World Bank, 2021).

The person going through the certification process applies to undergo a multidimensional
assessment with professionals at the DGASPC called Complex Assessment Service for Adults



with Disabilities Public (SECPAH), or for children, Complex Assessment Service for Children
(SECC). To be examined by SECPAH or SECC, the applicant must submit a form confirming the
applicant allows the Directorate General of Social Assistance and Child Protection (DGASPC) of
their local county to process their personal information. Additionally, the applicant must provide
the medical letters from their primary doctor and the doctor specializing in their disability
(DGASPC, 2018). The primary care doctor letter includes the current status of the disability, and
the specialist letter should cover the diagnosis and history of the disability. The applicant must
also submit other administrative documents, including an identity card, income documents, and a
certificate if the applicant is in a disability or elderly care center. The professionals examine and
estimate the person’s development, integration, and social inclusion and then interpret the results
and ultimately make a decision to legally grant or reject the type and severity of the disability
(DGASPC, 2018). Currently, the applicant can access the complex assessment in a remote setting
due to the COVID-19 pandemic. From the evaluation, the specialists of the Complex Assessment
Service for Adults compile the results into an official report (DGASPC, 2018).

After receiving the official report from the DGASPC, the applicant and/or the person
assisting the applicant gathers all previously mentioned documents and possibly more to obtain
the certificate. The applicant takes their collective file of documents and returns to the registration
office at their local city hall to apply for an interview conducted by the Commission for the
Assessment of Adults with Disabilities (CEPAH). If CEPAH approves the applicant's submission
for a certificate, they will inform the applicant of their rights and the procedure to obtain their
newly-granted benefits. Applicants with appeals or complaints on the process or results of the
process can take the respective institution to court. Figure 2.1 showcases the disability certification
process in Romania, including the steps within the process, and common documents necessary for
the final file submission. The yellow boxes represent the primary steps within the process, and the

gray box lists common documents needed for the complex assessment step (World Bank, 2021).



Disability Certificate Process

General Practitioner (GP) Appointment

l

Specialist Appointment (referred by GP)

l

Return to GP for full medical history

!

Visit City Hall to prepare for a social evaluation

!

Apply for a social evaluation at city hall (SPAS)

l

Consent to processing Home evaluation by SPAS
of personal information

Two doctor letters l
Submit full file at county level DGASPC to request a complex
evaluation

l

Interview by DGASPC

!

Obtain Certificate

Administrative —_—
Documents

Application

Evaluation Form

Figure 2.1 Disability certificate process in Romania

2.1.4 Complications and Barriers of Obtaining the Certificate

Despite the benefits of obtaining a certificate, many people with disabilities are hesitant to
get the formal recognition of their disability. The entities who permit the issuance of the certificate
only take into consideration the medical files and doctors’ recommendations, and do not consider
the environmental influences which increase the likelihood of a person with impairments having a

reduced access to things like education, job opportunities or transportation (Stamatin, 2010).

Romania further struggles with the social perception of people with disabilities. People
with impairments who enter doctors’ offices often encounter staff members acting authoritatively
or in a condescending manner (Baciu & Lazar, 2017). Parents of children who doctors diagnose

with a disability claim that medical specialists describe their children’s condition as irreversible



and a family burden (Hurjui & Hurjui, 2018). Additionally, doctors often treat their beneficiaries
as inferiors, rather than educating them on their rights and possible benefits (Baciu & Lazar, 2017).

There is also poor availability of information on the rights and benefits of people with
disabilities. Much of the information people registering for certificates need is located across
several different organizations and the information is not formalized under one source. There is
information regarding the process on government sites, however many of these websites are
inaccessible to users. According to the National Institute for Research and Development in
Informatics in Bucharest and BAUM Engineering’s study, Romanian municipal websites are not
compliant with international standards, including the World Wide Web Consortium’s web content
accessibility 2.0 guidelines (WCAG), and web accessibility initiative (WAI). The study looked at
municipal websites in the 60 largest cities in Romania and evaluated each one against the WCAG
2.0 guidelines. The results showed that on average each website had more than 20 violations per
page, an abnormally high number for a webpage (Pribeanu et al., 2012). Each Romanian
municipality administers disability certificates, therefore municipal websites need to be accessible

for all users.

The lack of clarity garners substantial confusion for applicants and their families regarding
the rights and protections people with disabilities have under the legislation. To gain more clarity
on the situation, people with disabilities will often seek the advice of others who have previous
experience with the process (Baciu & Lazar, 2017). The complications and barriers of obtaining
the certificate create the appearance that it is more beneficial, or at least convenient to remain
unrecognized as having disabilities. As a result, some Romanians do not undertake the process to

obtain the certificate.

2.2 Romanian Demographics on Disability

The Romanian Ministry of Labor and Social Protection collects data on individuals with
disabilities in Romania. Data from the Romanian National Authority for the Rights of Persons with
Disabilities (ANDPDCA), which is a subset of the Romanian Ministry of Labor and Social
Protection, indicates that as of September of 2021 there were 866,390 people with disabilities in
Romania, which amounts to approximately 4.5% of the population (ANDPDCA, 2021).
Comparatively, the CDC reports that 26% of adults in the United States of America have a type of
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disability (CDC, 2019). However, ANDPDCA’s data includes only those with a government-
issued disability certificate, which does not reflect the true number of individuals living with
disabilities. Therefore, excluding those without a disability certificate systematically biases the
data. This population includes those who refuse the certificate, do not know the legal rights which
the certificate provides them, are older than retirement age, who became disabled after an accident,
live in hospitals, or are homeless (Stamatin, 2010). Figure 2.2 presents the ANDPDCA disability
demographics by type of disability for adults and children.

Number of people with disabilities, by type
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150,000
126,714
100,000 86,355 79,902
50,000
21,668 17,801 18,199
5,319 3263 10,159 1934
) 2,091
0 — — - [ = [ _
physical visual auditory somatic mental neuropsychic rare

*based off of ANDPDCA data
*as of 30 September 2021

m # of children # of adults

Figure 2.2 Number of people with disabilities, by type (ANDPDCA, 2021)

ANDPDCA reports that physical impairments are the most common impairment for
Romanians (25% of the disabled population), followed by somatic (20%) and then mental
disorders (16%). Somatic disorders include cardiovascular, respiratory, or endocrine diseases,
neuropsychic disorders include epilepsy and stroke, and mental disorders include depression and
schizophrenia (Mirica & Soare, 2020).

2.3 Code for Romania: Civic Labs

The significant issues regarding inclusivity for people with disabilities in Romania stem
from the government historically failing to adequately prioritize this vulnerable group. In
response, volunteers have formed several organizations to promote awareness and implement

improvements surrounding the related issues. The team's collaborator, Code for Romania, is an
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independent, non-governmental organization that addresses a wide variety of social problems

within  the Romanian community, using technological solutions. Civic Labs

(https://code4.ro/ro/civic-labs), a branch within Code for Romania, works with ING Banking and
Lidl Romania to design digital solutions related to the education of children, healthcare for all
citizens, support for vulnerable groups, protection of the environment, and Romanian community
involvement. Overall, Civic Labs works to provide inclusivity for all communities within
Romania, including vulnerable groups such as people with disabilities. Its mission is to produce
the best technological solution to deliver a “scalable, efficient, and impactful” tool that any user

within Romania can access.

Civic Labs operates by solving one problem at a time in order to develop a strong solution,
with the ultimate goal of acquiring a sponsor to further implement their design. Furthermore,
Civic Labs creates its solutions by doing extensive research, brainstorming, and developing a
high-fidelity prototype. The official process that Civic Labs follows for each project is known as
“The Civic Labs Mechanism.” This includes stakeholder mapping, research, checking the context,
finding solutions, documentation of solutions, conditions for adoption, building solutions, and
solution management. Civic Labs has pre-made software components that enable their project
interfaces to be consistent in aesthetics. After creating, testing, and finalizing the prototype, Civic

Labs sends the design to a separate sponsor organization for final development.

Civic Labs uses a web-based software tool called Figma to create their prototypes. Figma
is a collaborative application used to design user interfaces and prototypes. Each of Civic Labs’
prototypes focus on three user tasks, which are the actions a user may need to do within the
application. The prototype then has three flows, or the series of steps included in completing a
user task. The goal of the prototype is not to show a full application, but to understand if the

solution is intuitive and functional.
2.4 Usability Heuristics

When making products accessible, including digital applications, it may be difficult to
determine what useability aspects are most important to consider. When researchers demonstrated
that Romanian municipal websites have low accessibility in Section 2.1.4, Pribenau compares
websites to international standards such as World Wide Web Consortium’s WCAG 2.0


https://code4.ro/ro/civic-labs

12

guidelines, and WAI. These guidelines are specific to websites; however, it is important to

consider other standards to make accessible products and provide a good user experience.

In 1994, Jakob Nielsen published a set of principles, or heuristics, that professional
evaluators could use as criteria to determine a product’s usability known as Nielsen Heuristics
(Jain, 2015). These usability standards act as a checklist that designers should consider when
creating an accessible product. Table 2.1 lists the ten rules of Nielsen Heuristics. User interfaces
for websites and mobile apps should aim to follow these principles to provide users with the
highest quality experience. When web developers consistently take these standards into
consideration, the development process of ensuring product accessibility proceeds much more

smoothly.

When creating a digital product, including apps and websites, it is important to consider
the target audience to address their needs and concerns. Furthermore, the team utilized having
this critical knowledge to design a prototype that is accessible to the largest population within
Romania. Additionally, heuristics are beneficial to the team when considering the important
aspects of accessibility and usability in ensuring the digital tool is useful and intuitive for all users.



Table 2.1 Nielsen heuristics (Jain, n.d.)

# | Heuristic Abbreviation | Notes

1 | Visibility of Visibility * The website keeps the user informed about what is going on
system status through constructive, appropriate and timely feedback.

2 | Match between Match - Language usage, such as terms, phrases, symbols, and concepts, is
the system and similar to that used by the users in their day-to-day environment.
the real world * Information is arranged in a natural and logical order.

3 | User control and Control - Users control the system.
freedom - Users can exit the system at any time even when they have made

mistakes.
* There are facilities for Undo and Redo.

4 | Consistency and Consistency - Concepts, words, symbols, situations, or actions refer to the same
adherence to thing.
standards - Common platform standards are followed.

5 | Error prevention, | Error - The system is designed in such a way that the users cannot easily
specifically make serious usability errors.
prevention  When a user makes an error, the application gives an appropriate
usability-related €ITOT Message.
eITors

6 | Recognition Recognition + Objects to be manipulated, options for selection, and actions to be
rather than recall taken, are visible.

* The user does not need to recall information from one part of a
dialogue to another.

* Instructions on how to use the system are visible or easily
retrievable whenever appropriate.

7 | Flexibility and Flexibility - The site caters to different levels of users, from novice to experts.
efficiency of use - Shorteuts or accelerators, unseen by the novice users, are provided

to speed up interaction and task completion by frequent users.

8 | Aesthetic and Aesthetics - Site dialogues do not contain irrelevant or rarely needed
minimalism in information, which could distract users as they perform tasks.
design - Displays are simple and multiple page displays are minimized.

9 | Recognition, Recovery - Error messages are expressed in plain language.
diagnosis, and - Error messages indicate precisely what the problem is and give
recovery from quick, simple, constructive, specific instructions for recovery.
eITors

10 | Help and Help - The site has a help facility and other documentation to support the
documentation users’ needs.

- The information in these documents is ¢asy to search, focused on
the user’s task, and lists concrete steps to be carried out to
accomplish a task.

13

2.5 Summary

This chapter reviewed the Romanian handicap certification and demographics, our
collaborator Code for Romania, and technology as pertaining to the inclusivity of Romanians with
disabilities. The limited social inclusion of people with disabilities in Romania remains a
significant issue, stemming from the societal perception that the issue of accessibility is not as

serious as it truly is. A primary barrier inhibiting Romanians with disabilities from inclusion is
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the process of obtaining a disability certificate. Many people are hesitant to undergo the process
to obtain the certificate as it is complex, time-consuming, invasive, and unclear. A comprehensive
digital application for Romanians to complete the previously analog process could reduce an
arduous, complex, and oppressive burden. The social impact of implementing a digital tool
regarding the certification process can increase the inclusivity and the accessibility to rights and

benefits for people with disabilities in Romania.
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3.0 Methodology

The goal of this project was to collaborate with Civic Labs to propose a digital tool to
guide Romanians with disabilities who are seeking a Romanian disability certificate. The team
established four objectives to achieve this goal:

1. To identify the challenges Romanians face when seeking a disability certificate.

2. To identify the best practices to present the necessary processes and documents through a
digital application.

3. To design a digital solution to provide necessary guidance for the disability certification
process.

4. To evaluate the effectiveness of our design in reducing barriers and complications related
to seeking a disability certificate.

The team of four WPI undergraduates spent seven weeks completing these objectives to
fulfill WPI’s interactive qualifying project (IQP) requirements. The project team worked in
Worcester, Massachusetts from March 14th to May 3rd, 2022, developing their project in
collaboration with the organization Code for Romania: Civic Labs, based in Bucharest, Romania.

To create the digital tool, the IQP team carried out various methods addressing each of
their objectives. The project approach included reviewing literature, conducting interviews with
NGOs, issuing online surveys to Romanians with disabilities, creating a prototype by utilizing
Figma, and gaining additional feedback from NGOs on the prototype for future implementation.
The team organized this chapter by objective and the subsequent deliverables while providing the
details of their associated methods. Figure 3.1 is a graphical outline of the project methods the

team used to complete the objectives.
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Figure 3.1 Schematic of project methods to complete objectives
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3.1 Objectives 1 & 2: Identify Challenges of Obtaining a Disability Certificate

and the Best Practices to Present Information Digitally

The first objective was to identify the challenges Romanians face when obtaining a
disability certification. The outcome of this objective furthered the team’s insight into the current
state of accessibility of disability certificates in Romania, as well as understanding the experiences
of people with disabilities when going through the application process.

The team’s second objective was to identify the best means of presenting the necessary
processes and documents required for certification through a digital application. The team was
able to design a more accessible and user-friendly application with this knowledge.

To complete these two objectives, the team utilized the same methods to obtain the
information necessary. The team researched the issue through a literature review of journal
articles, Romanian and international comparative reports on the accessibility of employment
opportunities, and the attitude of Romanians in regard to people with disabilities. Additionally,
the team explored what makes a product, such as a website, user-friendly. This research, as
explored in Section 2.0, yielded project ideas for the team to develop on how to create a more
accessible digital solution. Along with the literature review, the team conducted interviews with
NGOs and surveys on Romanians with disabilities to expand their resources.

3.1.1 Method 1: Interviewing NGOs in Romania

To accomplish objective one, the project team reached out through Civic Labs to various
Romanian NGOs working to support disability groups and the legislation surrounding them.
Table 3.1 provides a list of the five NGOs that the team interviewed in chronological order. Civic
Labs contacted NGOs via email to inquire about the possibility of the IQP team holding an
interview. After Laura Micle, the UX researcher for Civic Labs, set up a date and time for the
interview, the team emailed Appendix A: Email Introduction for Interviews to the interviewee.
The email introduced the project team, explained the purpose of contacting the NGO, stated the
goal of the project, and disclosed to the interviewee that the interview is not inherently
confidential, but they could opt to remain anonymous in documentation and reports. The
introduction email concluded with the group’s contact information to address any questions or
concerns from the interviewee. The research team sent out an email invitation with the Zoom

meeting link to the interviewee the day prior to the meeting.
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The interviews took place online via Zoom and email. Using Zoom enabled the team to
record the interview for future reference, with consent from the interviewee. The team conducted
one interview by emailing the questions to the interviewee. Laura Micle sat in on all Zoom
interviews to provide clarification and assistance. Additionally, Laura Micle translated the
interviews with the representatives from Foundation for You and the Romanian National
Disability Council from Romanian to English. Two members of the research group were present
during each Zoom interview. The first member acted as the interviewer while the second member
took notes throughout the session. Prior to commencing the questioning portion of each interview,
the interviewee signed a digital informed consent agreement via a Google Doc, which the
interviewer sent directly to the interviewee through the Zoom chat room. For the written
interview, the team sent the consent agreement in the document along with the interview questions
via email. Appendix B presents the signed agreements for all the interviews performed.

The interviewer began the interview portion by obtaining consent from the participant to
record the session and by informing the interviewee of their rights as a research participant. For
the written interview, the first page of the document contained a brief overview of the interview
and the project goal, as well as their research participant rights. The interviewer then began the
semi-structured questioning portion of the interview. Appendix C presents the introduction to the
interview, as well as the original interview questions. Due to time constraints and differing
focuses of each interviewee’s organization, the team prioritized three or four questions that would
be the most beneficial to ask each representative.

The NGO interview questions (see Appendix C) addresses the organization’s knowledge
of the certification process in Romania (Q1), how the organization relays information to the
people they serve (Q2), if they have assisted people with the disability certificate process (Q3)
and how they think the certification process could become easier for the applicant (Q4). During
the interview with the Centrul de Resurse Juridice (CRJ), additional questions addressed how the
procedure will change in the future (Q5), and if the certificate process is different for varying
disabilities (Q6). In the interviews with Asociatia Metodelor Alternative de Integrare Sociala
(AMAIs) and the CRJ, the team included a discussion on the survey questions shown Appendix I.
The interviewer asked the representatives to provide feedback on the survey's content to adjust
for sensitivity and to recommend questions to help the team. The researchers sent an email to the

interviewee with the link to the Romanian and English versions of the survey, which Appendix |
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presents, immediately after the interview. The team did not receive responses from either
interviewee, and were thus unable to make changes based on their recommendations. The team
utilized Zoom’s transcription feature and exported the transcript providing a written record of the
interviews which one team member proofread and another member coded (see Table 3.2).

Appendices D through H present the interview transcripts.
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3.1.2 Method 2: Online Survey with People with Disabilities in Romania

The team used Qualtrics, an online survey software, to develop an online survey for people
with disabilities. The team prepared a survey with a conditional flow of questions, meaning that
Qualtrics directed Romanians with disabilities who have received a disability certificate to one
block of questions, and those who have not to another. The purpose of the survey was to ask
Romanians with the disability certificate to provide their experiences with the challenges of the
disability certificate process. The team’s survey asked Romanians with disabilities who did not
have the disability certificate to contribute to this information regardless of whether they had
sought out the certificate previously or not. If a person had not sought out the certificate, the team
asked why they did not start the process and what barriers they had encountered (Appendix I:
Block 5, Q3), and why they did not start the process (Appendix I: Block 5, Q4).

Appendix | consists of an introduction to the project, the topics mentioned in the survey,
an estimated completion time, a confidentiality clause, and a consent to participate clause. To
protect the safety and privacy of the participants, the introduction portion of the survey informed
individuals that the survey is anonymous and voluntary. Individuals were free to bypass any

question or stop at any point prior to completion. Survey questions including those asking about
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why they did or did not obtain a certificate, the complications they experienced, or suggestions to
ease the process (Appendix I: Block 4, Q3-6 and Appendix I: Block 5, Q3-5) included an open-
ended response option (‘other’) to allow respondents to freely express their opinions and
experiences in more depth for appropriate questions.

The team worked on the survey from January 12th, 2022, through March 30th, 2022, while
gaining feedback from their advisors. The team further requested feedback for the survey
questions from the first two NGOs interviewed, mentioned in Section 3.1.1. Before distributing
the survey, the team presented the introduction and survey link to Civic Labs’s communication
manager, Traian Stanciu, and Laura Micle. The Civic Labs team made alterations regarding the
accuracy of the information on the multiple-choice questions, the clarity of process steps, and
English to Romanian translations. The team adjusted the survey and returned it to Civic Labs to
distribute.

Civic Labs distributed the survey for the team through redirectioneaza.ro, a Code for
Romania platform for NGOs in social services. Though the platform does not directly correlate
to people with disabilities, it reaches hundreds of NGOs, many of which do focus on disabilities.
The NGOs registered on the platform circulated the online survey that the project team created.
Given the short time frame of the project, distributing the survey link via email to the target
audience enabled the team to reach a larger number of the target sample, comparative to
conducting interviews. The researchers and Civic Labs opened and distributed the survey on
March 29th, 2022 and closed the survey on April 6th, 2022.

The team split the survey questions for people with disabilities (see Appendix 1) into
several blocks of questions for different topics. The survey started with the team asking the
respondent to provide general information such as gender, age, and disability type to better
classify the demographics of the participation pool (Appendix I: Blocks 2 & 3, all questions).
Quialtrics then directed the participant to either block four or five, depending on whether the
respondent reported having a disability certificate (Appendix I: Block 3, Q5). The team asked
individuals with a disability certificate to answer questions that focused on their experience on
the issuance of the disability certificate, including any difficulties and challenges they faced
(Appendix I: Block 4, Q1-6). Qualtrics directed participants without the certificate to block four,
which asked why the individuals didn’t have the certificate, or what prevented them from

obtaining it (Appendix I: Block 5, Q1-5). Block six, the final question block, was identical for all
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participants that completed either block four or five. The team asked participants about their
technology usage to determine the potential characteristics of the digital tool.

The team provided the survey questions in both English and Romanian, permitting the
respondents to answer in their preferred language. While the researchers were unable to view the
respondents' email addresses, they were able to utilize Qualtrics’s security settings to detect and

block multiple submissions, thus ensuring the data’s integrity.

3.1.3 Analysis of Interview and Survey Responses

As responses for the online survey arrived and interviews took place, the team began to analyze

Table 3.2 Deductive codes  the results. To analyze the qualitative responses in both the interviews

1. Suggestions/things to and surveys, the team used deductive coding with the developed
consider for the app ) . . .

2 Information about the categories found in Table 3.2. The team addressed the information
process overall necessary for the first objective of identifying the challenges within
3. Difficulties with the

e the certification process by establishing categories one, three, four and

4. Difficulties with getting | five in Table 3.2. The team added in categories six and seven to
information

5. Why do people not identify how to best present information digitally, which addressed

register objective two. The team’s understanding of the overall process and
6. How the NGO sends out . : . .

mfoo“ © EEOE additional topics that the group did not consider were furthered by
7. Other quotes and comments that fell under categories two and eight. This

8. Additional sources

method provided an organized visual key to establish the common
themes found across the interviews and surveys.

In the survey, the team asked the respondents to select their experienced difficulty on
specific steps in the process (Appendix I: Block 4, Q2). The team provided a Likert scale for the
respondents to rank their difficulty from extremely easy to extremely difficult. The Likert scale
approach gives the respondent five choices, and the team can analyze the responses by computing
a weighted average over all the responses. The team set “extremely difficult” at five, and
“extremely easy” at one. With the Likert scale, the team can compare the average answers
between multiple questions which use the same scale.

In the interview coding, one team member highlighted following the established criteria
with corresponding colors. The other team members reviewed the coding afterward. Appendices

C through H present the coded interviews. For the survey responses, the team used summary
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statistics for close-ended questions and extrapolated the common difficulties experienced by
people with disabilities using inductive coding (coming up with the codes as we read the

feedback) as well as their preferences for personal technology usage.

3.2 Objective 3: Designing a Digital Solution

The third objective was to design a digital solution to outline the information needed for
the disability certification process. The team participated in a “crash course” conducted by Civic
Labs. UX designer Ana Stoichitoiu facilitated the session and Teodora Negru and Laura Micle
also attended the session to provide input. The team learned the basics of utilizing Figma, and the
design process in developing a prototype. Ana provided the team three steps to start the
development of the digital solution: determining user goals and their flows, creating a decision
tree, and developing wireframes.

Similar to Civic Labs’ technique, the team immediately started developing three goals the
users of the digital solution could accomplish using the digital solution. The team developed user
goals by analyzing the results of the interviews and surveys. These goals are finding general
information about the certificate, finding personalized information on the process, and creating
an account to save and share information and documents. From these goals, the team determined
user flows, or the steps the user will take to reach the information the website aims to provide.

The team then developed wireframes of different screens of the idealized application.
These are potential screen layouts using simple formatting influenced by past Civic Labs projects
and other user interfaces the team searched for. The team worked with Civic Labs to accomplish
this step to create an intuitive flow. Next, the team developed a high-fidelity prototype, or hi-fi,
meaning the prototype will closely resemble the final product. This involved the team adding
more aesthetic design choices such as the color scheme, font choice, and images. The team also
added different user interactions such as when a user clicked a button, it would prompt a new
screen and when a user hovered over a dropdown menu, the button would be highlighted to show
that the user selected it. By adding variations of components and screens with the user
interactions, the prototype can resemble a more realistic website.

Prior to completing the user testing, the team tested the contrast of the prototype to ensure
the selected color scheme would be readable by users if they accessed the prototype on a device

that only shows grayscale images. To complete this task, the team took screenshots of the most
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complex prototype screens with many buttons and edited the coloring to be in grayscale. By
converting the screens to grayscale, the team determined if the contrast was sufficient for users

to read all the text.

3.3 Objective 4: Evaluating the Effectiveness of the Prototype’s Features

Upon completing the prototype, the team requested feedback from three NGO
representatives, listed in Table 3.3. Laura Micle of Civic Labs reached out to Diana Ungureanu
of Fundatia Pentru Voi, Daniel Huma of Motivation Romania, and Bianca Luca of Asociatia
Autism Voice, inviting them to participate in user testing sessions of the Figma prototype. After
accepting, Micle sent out a Zoom invitation. Two participants of the research team, acting as
interviewee and notetaker, and Laura Micle joined a Zoom call with the NGO representatives to
test the prototype. Laura Micle also sent each representative Informed Consent Agreements for
User Testing to sign (see Appendix J).

Originally, the team created a template (see Appendix K) to test the prototype with the
NGO representatives. The framework consists of four tasks for the representative to complete:
find benefits of the certificate, find personalized information for an adult applying alone for the
first time with a vision impairment, submit an application, and approve Jane Doe’s application.
Three of these tasks are applicant user flows, and one is a social worker flow. The interviewer
asked the participants to “think-aloud” to understand a theoretical user’s thought process while
interacting with the prototype. The think-aloud process facilitates the team’s ability to assess the
intuitiveness and functionality of each of the user flows. After completing each task, the
interviewee answers a series of questions, including rating the difficulty of completing the task
on a scale of one to five, one being extremely easy and five being extremely hard. The interviewer
additionally asked what difficulties the tester faced completing the task as well as what they
enjoyed about the particular user flow during the session. Following the participant’s testing of
the prototype, the researchers asked follow-up questions about the participants’ comments and
inquired about further suggestions for the application.

During the first testing session, there were complications completing the user testing
session. Because the team did not make all the buttons and interactions clickable for the prototype,
the Civic Labs representative Laura Micle recommended the team to display the prototype screens

rather than have the participant interact with it directly to prevent further confusion. For the next
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two sessions, the team simply presented the prototype pages to the testers and asked for feedback.
The team recorded the user testing sessions, and presented the transcripts in Appendices L through
N. The team then used inductive coding to code the feedback into three categories, compliments
in green, suggestions in yellow, and other feedback in red. Appendix O presents the coded user
testing notes. The team took the input from the NGO representatives and proposed possible

improvements in the results chapter of the IQP final report.
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Trans-
Names of Date of .
Name of NGO/ Name of . . cription
i : Interviewer, NGO Focus Testing .
Website Interviewee . Appendix
Notetaker Session
Letter
Fundatia Pentru Organization which
. ) works to support and
Voi (Foundation .
. Evelyn Tran, | advocate for rights, .
For You) Diana . . April 20,
https://pentruvoi.ro [ Ungureanu Charlotte Inclusion and 2022 L
RS./ID ' g Kokernak welfare of adults
len/ L
with intellectual
disabilities
NGO whose mission
is “to develop
Motivation sustalnfible programs
. Evelyn Tran, that improve the .
Romania . . . . April 20,
. Daniel Huma Sophia quality of life of M
https://motivation.r . 2022
Calandrello people with
o/en/ .
disabilities in
Romania” -
Motivation Romania
Organization which
works “to develop
and provide, at the
national level, the
Asociatia Autism Sophia best specialists and
Voice Bianca Luca Calandrello, | the best programs for | April 20, N
https://pentruvoi.ro Charlotte the recovery and 2022
len/ Kokernak integration of

children with autism
or behavioral
disorders”- Autism
Voice
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3.4 Summary

The team worked collaboratively with Code for Romania: Civic Labs to propose a digital
tool to guide Romanians with disabilities through the necessary processes and documents when
seeking a Romanian disability certificate. The team executed the four established objectives to
complete their project, and presented a complete, high-fidelity prototype to Civic Labs at the end
of the project term. The team used the findings from the interviews and surveys conducted under
objectives one and two to summarize the inadequacies of the current system surrounding the
disability certification in Romania. The team developed the initial prototype of the website
(objective three) by including the findings discovered from objectives one and two, and sought to
address the many problems of the application process. In objective four, the team used additional
NGO feedback to refine and finalize the prototype. Figure 3.2 below is a Gantt chart outlining the
schedule the team followed to carry out the steps and objectives of the methodology. In Figure
3.2, the blue boxes demonstrate the duration of time the team allotted for the given steps found in

the left-most column. The ‘X’ illustrates the completion date for the given task.
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C-Labs Gantt Chart

Start
Preparation
Finalize methodology and
surveyl/interview questions 3/14
Objective 1: To identify the
complexities people with disabilities
face when seeking a disability
certification.
Objective 2: To identify the best
practices to present information
through a digital application.
Set up interviews 3/16
Hold interviews with respondents 3/22
Interview coding and analysis 3/29
Finalize survey questions in Qualtrics 3/25
Open Survey 3/29
Survey coding and analysis 4/4
Objective 3: To design a digital solution
to outline the information needed for
the handicap certification process.
Brainstorm possible solutions 3/24
Develop mockups 3/31
Design Approval by Advisors and
Collaborator 4/8
Implement into Figma 4/8
Objective 4: To evaluate the
effectiveness of our design in reducing
the complications of seeking a
handicap certificate.
Reach out for user testing 4/1
Prepare for user testing 4/1
User testing 4/20

End

3/20

3/24
41
4/3

3/30
4/6
4/6

4/4
477

4/8
414

414
4/14
4/20

Week 1 Week 2 Week 3 Week 4

Week 5 Week 6 Week 7

3/14 3/16 | 3/20 3/21

3/24 3/28 3/30 4/3 4/5 4/6 4/7 48

4/9 4/13 4/15  4/16 4/19 4/20 4/22 4/25 4/26 4/29

Figure 3.2 C-Labs team Gantt chart
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4.0 Analysis of Survey and Interview Results

This chapter reviews the team’s key findings from the methods outlined in the previous
chapter. The team divided this chapter into two sections under which the main findings fall:
difficulties with the current disability certification process and the design considerations for the
prototype. The team identified the findings by analyzing the data from interviews with NGOs
and surveys of people with disabilities, and the preliminary steps of the prototyping design
process. When the team analyzed the interviews and surveys, they discovered that the
information and direction on the certification process is scarce, the management of documents
hinders progress in the process, the government inadequately manages the process, a website is a
more suitable solution than a mobile application, and that there needs to be a website for
stakeholders to manage documents and application progress. During the prototyping design
process, the team found additional evidence which made a website the more suitable solution and
subsequently determined that there needs to be a website where all stakeholders can access the
application process. The team’s objectives for the design process were to identify both the
challenges Romanians face when seeking a disability certification and the best practices to
present the necessary processes and documents through a digital application.

4.1 ldentifying Difficulties with the Current Application Process

This section presents the key findings relating to challenges with the current disability
certification process and begins with reviewing the results to demonstrate the insufficiency of
knowledge and direction available for the certification process. The section proceeds to explore
the extent to which managing documents disrupts the process for the applicant. Finally, the team
examines the process that the government currently employs to manage administering the
certificate. The team obtained the results presented in this chapter through interviews with NGOs

and surveys of people with disabilities in Romania.

Finding 1: Applicants for the disability certificate are confused about the process.

As the background chapter discussed, the government and its institutions have not
centralized information on the Romanian disability certification process under a single accessible

source. The team discovered, through the interview with the National Council for Disabilities,
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that the laws regarding the certificate are homogenous throughout Romania. Despite this, each of
the nation’s 41 counties has different regulations governing the process, as well as unique
requirements for application documents. Those familiar with the certification process know there
are multiple government and medical institutions involved and the applicant must travel between
them, sometimes on multiple occasions. Multiple interviewees and survey respondents claim
social workers at the DGASPC frequently are not familiar with the process either, since their
only job is to check the paperwork. They are often unable to answer specific applicant questions
about the process. Additionally, the government divides the term “disability” into ten classes, but
legislation does not contain information on the specific diseases or disorders which make up each
of the classes. The team discovered this information through early research and gained
confirmation through the interviews. Because of the extensive process and lack of organized
information, people with disabilities often cannot discern from the information provided if they
qualify for a certificate in Romania.

The survey responses from people with disabilities in Romania reveal that applicants
have a considerably difficult time finding information on the certificate process online. Figure
4.1 presents the results from the survey question where the team asked Romanians with
disabilities to select the option which best represents their experienced difficulty level while
finding information on the certification process online (Appendix I: Block 4, Q2). From the 25
responses, the majority of respondents reported finding information on the certification process
online is extremely difficult and almost 30% reported it to be somewhat difficult. Using the
Likert scale, the 25 respondents rated an average difficulty of 4.36 on a scale of one to five, one
being extremely easy and five being extremely difficult. These results demonstrate the
government’s inability to provide clear and understandable information and directions to

certificate applicants.
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Difficulty finding information on the process online
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Figure 4.1 Difficulty finding online process information for Romanians with disabilities
(Appendix I: Block 4, Q2)

In addition to surveys, the team interviewed five NGOs involved with assisting people
with disabilities. The NGOs revealed insight into the shortage of information on the process for
applicants, social workers, and other parties involved. During the interview with the President of
the Romanian National Council for Disabilities, Daniela Tonsch, she states that information on
the process is not available online and that the applicant must go in person to a county agency
which introduces significant difficulties to the process. “They [the websites of all the county-
level ag