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Quick Question

How do we know if we have the right 
solution, when solving a problem?



Human Centered Design (HCD)

An approach to problem solving that 
involves the human perspective in all steps 
of the process

• HCD is a mindset

• Commonly used in design and management 
frameworks

• As used in ISO standards



Human 
Centered
Concepts

Agile
Development: 

The way 
programmers 

really work

Service Design: 
Designing service 

experiences to 
meet the 

customer’s needs

Employee 
Experience 
(EX): The 

holistic sum of 
experiences of 
an employee 

within an 
organization

Customer 
Experience (CX):  
The holistic sum of 

experiences a 
customer 

encounters with a 
service provider

User-Centered 
Design (UCD): 

Method of design 
considering the 
user’s needsUser Experience 

Design  (UX): 
Discipline of 
designing 

computer systems 
based on the 
user’s needs User Interface 

Design (UI): 
The design of 

human-
computer 

interactions

Behavioral Sciences: 
The scientific study of 

the behaviors of 
humans and animals

Behavioral 
Economics: 
Study of the 

effects of 
psychological, 
emotional & 

cultural factors on 
economic 
decisions

Scrum: 
Implementation 
of agile in which 
deliverables are 

given to 
customers every 

2-3 weeks



Poorly designed things can be more than a nuisance.  They can be 
dangerous.

Is HCD just a nice-to-have”?
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What was the alternative?

System-Centered Design Human-Centered Design

Success=Reducing Defective Products
Driven by hypothetical “Use Cases,” 
Focus on component robustness

Success=Task Achievement, Real-
World Scenario/Observation Driven
Focus on User Interface robustness

Discussion: Who might be the people involved as Heinz 
was able to approach this “modernization?”



Case Study:

Steve Jobs’ big bet on customer centricity.

● Mobile handset companies duplicates desktop experience (in 
response to perceived customer needs to access their desktop on-
the-go.)

● Steve Jobs reacts to what they really need - connectivity. 
● Apple’s revenue goes from $38 billion in 2008 to $229 billion in 2017 

(mostly from iPhone sales.)
● Most handset manufacturers go out of business except Samsung, 

who relentlessly copied iPhones.
● Steve Ballmer rescinds his comments, and Windows Phones are 

discontinued.



Human-Centered Design is a paradigm 
change and about constantly trying and 
doing. It applies to every level of an 
organization. But it starts with 
leadership.



Design Thinking

Design Thinking is a process.

Derived from the way “designers” - “think”

3 Pillars of Design Thinking*
● Empathy — Understanding the needs of those you’re 

designing for.
● Ideation — Generating a lot of ideas. Brainstorming is one 

technique, but there are many others.
● Experimentation — Testing those ideas with prototyping.

*https://www.ideou.com/blogs/inspiration/what-is-design-thinking



Design Thinking: A brief timeline of 
HCD Pioneers

Reference: https://medium.com/@szczpanks/design-thinking-where-it-came-from-and-
the-type-of-people-who-made-it-all-happen-dc3a05411e53

Design 
Thinking 
Emerges into 
Business 
World

20XX

IDEO Merger | 
Liz Sanders 
Publishes 
“Convivial 
Toolbox” 

IDEO design firm 
created out of 3-way 
merger to apply multi 
disciplinary fields to 
design thinking. Liz 
Sanders pioneers 
HCD and Designing 
thinking tools. 

1990’s

Nigel Cross 
publishes 
“Designerly 
ways of 
Knowing”

Researcher in 
human-computer 
interactions 
investigates the way 
designers think to set 
foundations for 
“design thinking.”

1980’s

Victor Papnek 
publishes 
“Design for 
the Real 
World.”

Professor integrates 
anthropology into his 
design practice. Applied 
principles of socially 
responsible design in 
collaborative projects like 
UNESCO, WHO.

1970’s

Scandinavia 
Democratizes 
Design

Cooperative design 
launches an 
alternative. Unlike the 
USA deploying teams 
of experts, invites 
everyone to participate 
to solve Government’s 
challenges with unions, 
workers rights.

1960’s

Buckminister 
Fuller at MIT

Inventor established the 
academic discipline of 
“Design Sciences.” Uses 
design sciences to form 
cross-disciplinary design 
teams to tackle systemic 
failures.

1950’s

Horst Rittel + Melvin Webber 
coins “Wicked Problems” and 
incorporates Phenomenology 
to champion the importance 
of human experiences.





Design Process
From The Lab at OPM  (lab.opm.gov)

Explore Understand Envision Make ShareFrame

HCD Definition: The discipline of navigating 
complex problems and creatively designing 
effective solutions to meet people's real needs.

-- The Lab at OPM



User Experience

The User Interface is the physical intersection of 
the product and the user. For example, visual 
design, the simplicity of the webpage, form, or 
button.

The perceptions of a user when trying to use a product as 
intended.  User Experience is subjective and cumulative.



Elements of User Experience*

StrategyStrategy ScopeScope StructureStructure

Business
Objectives

User Needs

Functional
Requirements

Content
Requirements

Information
Architecture

Interaction
Design

Interface
Design

Navigation
Design

Information
Design

Visual
Design

SkeletonSkeleton SurfaceSurface

How a product or service works in the real world when a person has to 
interact with it?

* Jesse James Garrett, The Elements of User Experience: User-Centered Design for the Web 
(New Riders, 2003).



Customer Experience

CX is about the Overall Relationship -
Emotions and All!

“Customer experience is the sum of all interactions 
between a customer and your organization. It’s the 
blend of your organization’s physical performance 
[and] emotions that you create all measured against 
customer expectations across all your points of 
interaction.”



Who are Customers in the Government?

Internal Customer:

Anyone in the organization who 
needs assistance or interaction 
from another to fulfill their job 
responsibilities.

E.G. Employees, Contractors, 
Program Offices/Contracting

External Customer:

Also known as “clients,” or accounts or 
those who “make the paycheck,” 
possible

In Gov.t it can be the Public, Citizens, 
Tax Payers, Visitors to the Country

Also includes the vendors, contractor 
community that interact with a Govt 
services and processes

We are transitioning to a new paradigm of 
innovation in Government Technology, 
focused on Customer Experience.



What’s the difference between 
customer experience and user 
experience?

User experience focuses on individual interactions or 
accomplishing discrete goals
• How was your phone call? (Interaction)
• How was your car buying experience? (Goal)

Customer experience focuses on the relationship 
between a person and your organization
• What is your overall overall perception of a car 

dealership?



11 22 33

Customer Experience (CX) : The Customer’s Entire Journey 
with your Organization

UX Designers create this experience.

CX Leaders envision this.



Sometimes the best customer experience is 
no interaction at all 



Making Perfect Customers

A positive CX develops trust that can make your customer the “perfect” 
customer. Getting customers to exhibit just one of these 
characterizations brings significant results to organizations.

Elect into services 
that save everyone 
time and money.

03
● They’d elect into your organization’s new offerings 

and products.
● They’d sign up for automated services like auto-

pay.

Fix their own issues.02
● They’d use self-service options to achieve goals.
● They’d use your online portals to easily accomplish 

easy changes and to receive information.

Won’t complain.01
● They wouldn’t call the contact center.
● The organization would have less risk of a 

negative experience.
● Costs of operations would decrease!



Why want perfect customers?
With customer driven growth, organizations can develop a 
competitive advantage by forging a positive relationship with 
customers.

Report higher satisfaction with 
experiences.

Engage with your organization to 
provide invaluable feedback that 
helps your organization capture 
growth opportunities

Trust your organization and allow 
their behavior to be modified.

Translates into growth by becoming 
your organization’s biggest 
advocates or “promoters.”



“You have to start with the CX and work backwards.”
-- Steve Jobs



Federal CX Governance 
& Web Standards

David Ellison, SSA
Jacob Parcell, GSA



Cross-Agency Priority Goal 4 (President’s 
Management Agenda, March, 2018): 
Improving Customer Experience

This goal will:

• Transform the customer experience by improving the usability and 
reliability of our Federal Government’s most critical digital services

• Create measurable improvements in customer satisfaction by using 
the principles and practices proven by leading private sector 
organizations

• Increase trust in the Federal Government by improving the 
experience citizens and businesses have with Federal services 
whether online, in-person, or via phone; and 

• Leverage technology to break down barriers and increase 
communication between Federal agencies and the citizens they 
serve.



OMB Circular A-11, Section 280 (June, 
2018)

• Supports PMA CAP Goal 4, providing guidelines 
for managing and improving CX

• Mandatory for HISPs, recommended for others:
– Collect customer feedback
– Submit quarterly dashboards to OMB
– Conduct annual self-assessments
– Create CX action plan
– Embed CX into service design

– Agency toolkit at: 
https://www.performance.gov/CAP/cx/

29



21st Century Integrated Digital Experience 
Act (IDEA) (December, 2018)

SEC. 3, WEBSITE MODERNIZATION: All government-produced digital products, including 
websites and applications, to be consistent, modern, and mobile-friendly. Under the law, all 
new and redesigned websites must:

• Be accessible to individuals with disabilities bv applying section 508 of the Rehabilitation Act of 
1973

• Have a consistent appearance

• Not duplicate any legacy websites

• Contain a search function intended for public use

• Be provided through an industry-standard, secure connection

• Be designed around user needs using qualitative and quantitative data-driven analysis that 
drives management and development decisions and validates user goals, needs, and behaviors

• Be tested continually

• Use web-based forms, web-based applications, or digital services to ensure that user needs are 
addressed and digital transactions are more efficient and accurate

• Be fully functional and usable on common mobile devices



SEC. 4: DIGITIZATION OF GOVERNMENT SERVICES AND 
FORMS

SEC. 5: ELECTRONIC SIGNATURES

SEC. 6: CUSTOMER EXPERIENCE AND DIGITAL SERVICE 
DELIVERY: Chief Information Officer of each executive agency, or 
a designee, shall:
• (1) coordinate and ensure alignment of the internal and 

external customer experience programs and strategy of the 
executive agency

• (2) coordinate with the management leaders of the executive 
agency, including the head of the executive agency, the Chief 
Financial Officer, and any program manager, to ensure proper 
funding to support the implementation of this Act

21st Century Integrated Digital Experience 
Act (IDEA) (December, 2018)



U.S. Web Design System

Website Standards



21st Century IDEA

Website modernization

Digitization of services and forms

Electronic signatures

Improved user experience and service delivery

Standardization



Website Modernization

Accessible

Consistent

Authoritative

Searchable

1

2

3

4

Secure

User-centered

Customizable

Mobile-friendly

5

6

7

8



Compliance With United States Website Standards. Any website of 

an executive agency that is made available to the public after the date of 

enactment of this Act shall be in compliance with the website standards 

of the Technology Transformation Services of the General Services 

Administration.

21st Century IDEA (P.L. 115-336 §3(e))

Website Standards



Agencies should use the U.S. Web Design 
System maturity model to deliver a great digital 
experience:

1: Integrate design principles.

2: Follow user experience guidance.

3: Use USWDS code.

Agencies should adopt the U.S. Web Design 
System incrementally, and prioritize 
implementation to align with the priorities 
identified in their modernization plans and 21st 
Century IDEA reports.

1
Principles

2
Guidance

3
Code

Maturity Model

Website 
Standards



Working together to improve federal 
websites and digital services.

Follow @GSA_TTS

Visit designsystem.digital.gov to learn more about 
the website standards.

Transformation is a process.



Short Break



Why is CX Important in 
Government?

Panel



Why is CX Important in Government?

• Martha Dorris - Founder, Dorris Consulting 
International

• Zac Trojak - Principal, Medallia Public Sector

• Marcy Jacobs - Associate Partner, McKinsey 
& Company, former Executive Director, Digital 
Service, VA

• Barbara Morton - Deputy Veteran Experience 
Officer, VA

• Lee Becker- Chief of Staff, Veteran Experience 
Office, VA



How to Establish a CX 
Program

John Chang, Director of Enterprise Solutions
U.S. Dept of Justice/Executive Office for Immigration Review



Navigate to CX Community of Interest



Download FREE copy of CX Playbook



8 Plays within the Playbook



1. Understand the current state of 
customer satisfaction and experience in 
your agency



2. Understand your agency’s culture and 
appetite for change



3. Build a customer-centric culture



4. Create a customer strategy



5. Design a Single Organization That 
Focuses on the Customer



6. Design the experience of the future



7. Develop a business case to justify 
resources



8. Continually measure and monitor 



Customer Experience 
Maturity

OUR STORY AT

The GSA Integrated Award Environment



5
4

GSA’s Integrated Award Environment
Who are we? 

Our Mission
• Reducing barriers for doing business with the 

Government
• Increasing transparency into federal spending
• Increasing accountability in the award process
• Reducing reporting burden
• Increasing data quality and integrity



5
5

GSA’s Integrated Award Environment
Who are our stakeholders? 

The IAE Systems
• 1.7 million users per month
• 527+ million page views per month
• Interface with 90 agency contract writing systems
• $ 1.1 Trillion in federal awards annually



5
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InvestedInvested CommittedCommitted

Customer Experience Maturity Model*

* https://experiencematters.blog/2008/09/18/the-customer-experience-journey/

Customers and  
CX recognized 
as important

Little funding

Individual 
efforts

No formal 
programs

Initial 
investment in 
personnel

Centralized 
effort

Formal 
programs 
begin to 
emerge

Customer 
experience tied 
to goals

Focus on 
creating and 
improving CX-
related 
processes

CX moves 
from being 
centralized to 
everyone’s 
responsibility

Focus moves 
from process 
to results

Customer 
experience is 
built into all 
aspects of the 
organization 
and its culture

InterestedInterested EngagedEngaged EmbeddedEmbedded
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• External communications
• Presentations at external events
• Engagement with regulatory and governance 

stakeholders
• Federal Service Desk

Outreach and 
Stakeholder Management
Division

Pre-2014

Part-Time UX Consultant (~400 hours)
July 2013

Interested in User ExperienceInterested in User Experience



5
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Formal UX programs start to 
emerge
• Started holding focus groups 

with federal and non-federal 
users for contracting and grants

• Full-time UX Lead in IAE
• Identified and developed 

enterprise personas and user 
journeys

Outreach and 
Stakeholder Management
Division

2014

Invested in User ExperienceInvested in User Experience

GSA launches first 
agency Office of 
Customer Experience

United States Digital 
Service is launched

Also in 2014

US Web Design 
System created

First Enterprise UX 
Conference

And in 2015



5
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USDS Audit leads to a Product Team with a
Product Manager & Design Lead 
Director Level Positions

2016

• Modernization and Strategy Visioning
• Created User Interface Common Components Team 

Later renamed the Design System Team and aligned with US Web Design System

IAE PMO GSA-IT
Product

Invested in / Committed to User 
Experience

Invested in / Committed to User 
Experience



6
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100% of federal program personnel trained on 
Human-Centered Design
Through GSA Office of Customer Experience and The Lab at OPM

2017

IAE deployed first modernization deliverables
• Began alpha testing program 
• Launched modernized beta website with a tool 

allowing open feedback

Committed to User ExperienceCommitted to User Experience

Also in 2017



6
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Transitioned first legacy application to 
modernized website
First real users doing real work on our new website

2018

21st Century 
Integrated Digital 
Experience Act

Committed to User ExperienceCommitted to User Experience
Also in 2018

Established programs focus on
• UX Process improvement
• Change management
• User interface consistency
• Information architecture
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Transitioned three legacy applications to modernized 
website
Iterating on customer experience based on feedback from operational system

Where are we now?

Committed to / Engaged in 
Customer Experience

Committed to / Engaged in 
Customer Experience

Alignment with standards
• Guidelines for GSA Digital Presence based on 21C IDEA
• Version 2 of the U.S. Web Design System

Increased collaboration with other parts of GSA
• Office of Customer Experience
• Office of Strategic Communications
• Federal Acquisition Service
• Common Acquisition Platform
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Where are we now?

In ProgressIn Progress In ProgressIn Progress

Strategy Scope Structure Skeleton Surface

Elements of User Experience*

The Elements of User Experience: User-
Centered Design for the Web (New Riders, 2003).

Business
Objectives

User Needs

Functional
Requirements

Content
Requirements

Information
Architecture

Interaction
Design

Interface
Design

Navigation
Design

Information
Design

Visual
Design







Thank you!



Wrap Up

Brian Whittaker
Deputy Executive Director
GSA Centers of Excellence



Call for Surveys
Q&A

CX COI Leadership


