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About PPL ▸ Our Mission

publicpolicylab.org  |  @publicpolicylab

• First nonprofit policy-design 
lab for US public sector 

• Partner with government 
agencies and NGOs 

• Design both policy and 
services  

• Focus on experiences of 
low-income and 
marginalized people 

http://publicpolicylab.org


About PPL ▸ What We Do

▾ POLICY DESIGN▾ SERVICE DESIGN

4publicpolicylab.org  |  @publicpolicylab

▾ PRODUCT DESIGN ▾ CHANGE MANAGEMENT▾ RESEARCH & EVALUATION ▾ COMMUNITY ENGAGEMENT

http://publicpolicylab.org
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About PPL ▸ Our Projects

CHILDREN & FAMILIES EDUCATION

HOUSING & HOMELESSNESS JUSTICE & VIOLENCE

HEALTHCARE & BENEFITS

VETERANS

http://publicpolicylab.org
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About PPL ▸ Our Projects

publicpolicylab.org  |  @publicpolicylab

See case studies online at: 
publicpolicylab.org/our-work

http://publicpolicylab.org
http://publicpolicylab.org/our-work/
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About PPL ▸ Our Approach to Policy Design 

publicpolicylab.org  |  @publicpolicylab

Human-Centered 
& Co-Creative

Visual & Iterative 

Holistic &  
Time-Based

Now and Futures-
Oriented

Public & Open

http://publicpolicylab.org
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About PPL ▸ Our Approach ▸ Visual & Iterative

A. WELCOME LETTER 

A one-page letter, signed by 
Secretary Bob, welcomes 
Veterans into VA and lets them 
know someone cares.

B. WELCOME GUIDE 

A lightweight booklet introducing 
Veterans to what VA has to offer, 
where and when VA can help 
throughout their lives, and the 
first few steps to take to get 
started with the VA.

C. QUICK START GUIDE 

Templatized, front and back one-
pagers provide simple, 
actionable, and step-by-step 
information to help Veterans 
apply for or get started with 
specific services.

D. LOCAL RESOURCES 

A one-page template allows VE 
district field officers to create a 
comprehensive and personalized 
list of local people and places 
who can help along the way.

A B C D

http://publicpolicylab.org
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About PPL ▸ Our Approach ▸ Visual & Iterative

V1 V2 V3 V4 V5 V6 V7 V8 V9 V10

http://publicpolicylab.org
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About PPL ▸ Our Approach ▸ Holistic & Time-Based

http://publicpolicylab.org
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About PPL ▸ Our Approach ▸ Now & Futures-Oriented

Adapted from Sharpe, Hodgson, et al.

Now Soon A Bit Later

3RD HORIZON2ND HORIZON1ST HORIZON

Current 
paradigms, 
assumptions, 
data & 
infrastructure

Pockets of the future 
found in the present

Incremental 
adjustments

Transformational 
experiments

Emerging paradigms, 
ideas, innovations

Pr
ev

al
en

ce

http://publicpolicylab.org
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About PPL ▸ Our Approach ▸ Public & Open

http://publicpolicylab.org
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About PPL ▸ How We Work

publicpolicylab.org  |  @publicpolicylab

Monitor & Evaluate
R7

Redesign
R8

Integrate
R9

Co-Design
R5

Launch
R6

Research
R3

Synthesize
R4

Scope
R1

Prepare
R2

Scale & Share
R10

RESEARCH DESIGN DEPLOY SCALEPLAN

FIVE RECURRING TOUCHPOINTSTWO-WEEK SPRINTS10 STANDARD RELEASES composed of inclusive of

http://publicpolicylab.org


About PPL ▸ Public Policy Layer Cake ▸ Policy Delivery
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Government PUBLIC SERVICE DELIVERY Members of 
the Public 

http://publicpolicylab.org
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About PPL ▸ Public Policy Layer Cake ▸ Policy Delivery

PUBLIC SERVICE DELIVERY

SERVICE OPERATIONS

SYSTEMS & RULES

POLICIES

SERVICE DELIVERY

Members of 
the Public 

http://publicpolicylab.org
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Service Managers

Program Leadership

Public Officials

Frontline Staff

SERVICE OPERATIONS

SYSTEMS & RULES

POLICIES

SERVICE DELIVERY

PUBLIC SERVICE DELIVERY

About PPL ▸ Public Policy Layer Cake ▸ Policy Delivery Policy-Delivery Layers

Members of 
the Public 

http://publicpolicylab.org
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About PPL ▸ Public Policy Layer Cake ▸ Public Interaction

POLITICAL PARTICIPATION

CIVIC PARTICIPATION

SERVICE MODIFICATION

Members of 
the Public 

SERVICE USAGE

Service Managers

Program Leadership

Public Officials

Frontline Staff

SERVICE OPERATIONS

SYSTEMS & RULES

POLICIES

SERVICE DELIVERY

Policy-Delivery Layers
Public Interaction Points

http://publicpolicylab.org
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SERVICE CHANGE 
PRODUCTS

SERVICE MODIFICATION

CIVIC PARTICIPATION

CONSENSUS PRODUCTS

SERVICE USAGE

SERVICE USAGE 
PRODUCTS

POLICIES POLITICAL PARTICIPATION

Frontline Staff

Service Managers

Program Leadership

Public OfficialsPOLICIES

POLICY CONCEPTS

POLITICAL PARTICIPATION

OPINION PRODUCTS

SERVICE PROTOCOLS & 
DATA TOOLS

SERVICE OPERATIONS

POLICY-DELIVERY 
MODELS

SYSTEMS & RULES

SERVICE LEARNING & 
DELIVERY TOOLS

SERVICE DELIVERY

Policy-Delivery LayersAbout PPL ▸ Public Policy Layer Cake ▸ Potential Design Products
Public Interaction Points
Potential Design Products

Members of 
the Public 

http://publicpolicylab.org
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QUESTIONS? 
 

publicpolicylab.org  |  @publicpolicylab

http://publicpolicylab.org
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A PLATFORM TO 
INFORM EFFECTIVE 
PERSON-CENTERED 
POLICYMAKING

http://publicpolicylab.org


Create an infrastructure to 
recruit, ethically consent, pay, 
and maintain relationships 
with members of the public 
over time

Build an online database  
with tagged multimodal/multi-
language research data that 
can be expanded with new 
topics and participants

Provide an extensible 
platform for collecting lived-
experience data and 
generating policy insights — 
and sharing them publicly

OUR GOAL

PROBLEM 

Policies and systems are designed from a systems 
perspective, rather than by and with the public. 

23publicpolicylab.org  |  @publicpolicylab

The People Say ▸ Problem Statement

http://publicpolicylab.org
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Research Pool to Date 
• 140 Older Adults in 15 states 

• 11 Caregivers & Staff 

• 13 Subject-Matter Experts

Research Data  
• 4,000+ Data Units 

• 200+ Hours of Research 

• 115 Topics

Online Platform 
• Database 

• Participant Profiles 

• Insights for Action

The People Say ▸ What We Made

http://publicpolicylab.org
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Legislators, 
policymakers, 
and staff  
can use the platform 
to understand the 
lived experience of 
their constituents and 
find compelling 
inspiration and 
evidence on key policy 
issues.

Agency and 
program leaders 
can use the database 
to learn about their 
service beneficiaries' 
needs and challenges 
— and their 
preferences for 
service improvement.

Advocates, 
researchers, 
and designers 
can hear older adults 
speak firsthand about 
their experiences and 
aspirations. 

http://publicpolicylab.org
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Trust in clinicians in  
underserved communities 

The People Say ▸ Platform Use Cases

http://publicpolicylab.org


ThePeopleSay.org



ThePeopleSay.org
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HOW TO USE THE PEOPLE SAY 

• Conduct keyword searches  
or filter by 100+ tags. 

• Filter by specific 
programs, such as Social 
Security and Medicaid. 

• Filter by sociodemographics 
and location (including 
congressional district). 

• Review distilled insights 
from research plus related 
policy opportunities. 

• Embed videos and quotes  
directly into reports and 
presentations.

The People Say ▸ Platform Functionality

http://publicpolicylab.org
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QUESTIONS? 
 

publicpolicylab.org  |  @publicpolicylab

http://publicpolicylab.org
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REDESIGNING SNAP 
NOTICES WITH AI

http://publicpolicylab.org


SNAP Notices ▸ Context
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The Supplemental Nutrition 
Assistance Program (SNAP) 
provides a monthly payment, 
solely for food expenses, to 
eligible U.S. households earning 
130% or less than the federal 
poverty level — currently 
~£23,870 for a family of four. 

SERVES ~42 MILLION PEOPLE,  
OR 12% OF U.S. POPULATION 

Chart credit: US Dept. of Agriculture

http://publicpolicylab.org


SNAP Notices ▸ Context
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The program is federally 
funded, but state administered. 
In Fiscal Year 2024, the 
percent of state residents 
receiving SNAP ranged from a 
high of 21.2% in New Mexico to 
a low of 4.8% in Utah. 

http://publicpolicylab.org


SNAP Notices ▸ Context
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ARIZONA

http://publicpolicylab.org


SNAP Notices ▸ The Challenge
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Lorem ipsum dolor sit amet, 
con sect etur adipiscing elit. 
Quis que mi felis, sodales quis 
mollis ut, ultrices venen atis.

http://publicpolicylab.org
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SNAP Notices ▸ The Challenge
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Lorem ipsum dolor sit amet, 
con sect etur adipiscing elit. 
Quis que mi felis, sodales quis 
mollis ut, ultrices venen atis.

⏶ The PPL team co-designing SNAP notices with beneficiaries in Arizona.

http://publicpolicylab.org
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42 states have program 
error rates over 6%. 
They’ll be required to 
pay a share of federal 
costs — in some cases, 
hundreds of millions of 
dollars — if they cannot 
reduce error rates by 
2028.

SNAP Notices ▸ The Challenge After HR1



Section Name ▸ Slide Title  
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SNAP Notices ▸ Scale of the Problem

Arizona has 171 different SNAP notices. 
From June 2024 through May 2025, the 
state sent over 5 million SNAP notices.

http://publicpolicylab.org
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SNAP Notices ▸ Scale of the Problem

1. 

Regulatory 
Policies 2. 

Accessibility 
Needs

3. 

System 
Constraints
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1. We are developing an AI-powered tool that generates 
compliant, accessible SNAP notice templates 
compatible with pilot states’ benefit-communication 
delivery systems.

SNAP Notices ▸ Project Approach

http://publicpolicylab.org
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1. We are developing an AI-powered tool that generates 
compliant, accessible SNAP notice templates 
compatible with pilot states’ benefit-communication 
delivery systems. 

2. We are creating an implementation pathway with New 
Mexico and Oregon, including onboarding supports, 
national communication standards, and a scaling 
model to guide future adoption.

SNAP Notices ▸ Project Approach

http://publicpolicylab.org
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AI 
Technology

1. 

Regulatory 
Policies 2. 

Accessibility 
Needs

3. 

System 
Constraints

Human 
Oversight+

SNAP Notices ▸ Technical Approach

http://publicpolicylab.org
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LLM(s)

1. Regulatory Compliance 2. Accessibility Check 3. Design & System Compatibility

State 
Documentation 

Vector Index

Retrieval Augmented Generation

External Data 
Sources

Drafting Bot Simplifying Bot Designing Bot

SNAP Notices ▸ Technical Approach

http://publicpolicylab.org
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Drafting Bot

LLM(s)

1. Regulatory Compliance 2. Accessibility Check 3. Design & System Compatibility

Vector Index

Simplifying Bot

Sources

Designing Bot
Notice 
TemplateStaff 

Review
Staff 

Review
Staff 

Review

REJECT & PROVIDE FEEDBACK

SNAP Notices ▸ Technical Approach

http://publicpolicylab.org
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Section Name ▸ Slide Title  
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Lorem ipsum dolor sit amet, 
con sect etur adipiscing elit. 
Quis que mi felis, sodales quis 
mollis ut, ultrices venen atis.

Notice 
Template

OUTSIDE OF TOOL

Benefit 
Communication
Delivery System

Additional 
Testing & 
Approvals

Highlights 

• Plug & Play Implementation 

• Eliminates use of PII

SNAP Notices ▸ Technical Approach

publicpolicylab.org  |  @publicpolicylab

http://publicpolicylab.org
http://publicpolicylab.org
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IMMEDIATE 
• Reduce SNAP payment 

errors and improve SNAP 
delivery experience 

• Develop scalable SNAP 
notice product 

LONGER TERM 
• Extend to other benefit 

notices 
• Develop a national 

framework for benefit 
communications

SNAP Notices ▸ Intended Outcomes

http://publicpolicylab.org
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QUESTIONS? 
 

publicpolicylab.org  |  @publicpolicylab

http://publicpolicylab.org
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THANK YOU 
 

 Chelsea Mauldin, cmauldin@publicpolicylab.org

publicpolicylab.org  |  @publicpolicylab

mailto:cmauldin@publicpolicylab.org
http://publicpolicylab.org

