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Incorporating feedback from all
stakeholder levels into the design and
implementation of new systems

Presentation By: Cindi Fellows (DMV), Matt Gomez (DSS), Heather Legere (DVS), Deanna Oware (DRPT), Lauren Govoni (SCC), and Mike Palmer (TAX)






FROM A PROBLEM TO A SOLUTION

PROBLEM:

X Limited stakeholders are
involved during design and
rollout phases

£ Misalignment between
new system capabilities and
business processes

Delays due to scope creep,
unclear requirements, or
inadequate user training
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SOLUTION:

£ Involve all stakeholders
early and continuously
throughout implementation

Set clearly defined
milestones, responsibilities, and

metrics

§= Equip users with the skills
and confidence to adopt the
new system



https://theoryofinterest.blogspot.com/2017/02/to-think-is-to-solve.html
https://creativecommons.org/licenses/by-sa/3.0/

WHAT IS HUMAN-CENTERED DESIGN?

HCD is a method that:

e places people’s experiences at the heart of service design
e prioritizes real-world challenges and frustrations
e keeps users’ wants, pain points, and preferences front of mind

Our focus is on improving the experience of employees with system implementation.




APPLYING HCD

Analysis & Synthesis
of findings

Research on user
and their needs

Ideation
of design
Prototyping of
favoured design
Testing with
anticipated users

Implementation
of design



SIDEWALKS AND USBs




AN HCD SUCCESS STORY

ADVANTAGES:

* Invests in Stakeholders as Experts of their Needs
* Promotes Innovation

* Modernizes and Increases Accessibility for All

OUTCOMES:

* 50% Improved User Experience Compared to
Pre-Implementation of HCD (Ohio)

* Increased Time and Energy Directed Toward
People and Service Delivery, Instead of
Technology (Ohio)




RECOMMENDATIONS: QUICK WINS

Designate the Commonwealth’s Chief Transformation Office to
sponsor HCD

Survey agency leadership to assess the baseline understanding of
HCD
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Create a guide to educate stakeholders on benefits of HCD




RECOMMENDATIONS: STRETCH GOALS

Se Develop HCD training that Agency Heads
N - -
and Business Owners are required to take

VITA enhances current Enterprise

V Architecture and Procurement policies to
incorporate HCD standards




KEY TAKEAWAYS: WHY HCD MATTERS

* HCD creates responsive and stakeholder-
focused services

* It improves trust, outcomes, and
engagement by focusing on real user
needs

* As technology and challenges evolve, HCD
keeps government services relevant,
efficient, and impactful

* Let’s embed HCD in policies, systems, and
culture for a resilient and future-ready
Commonwealth




QUESTION & ANSWERS

How familiar were you with Human-
Centered Design prior to this presentation?

How can we advance Human-Centered
Design in our agencies?

What questions do you have for us?




Appendix




e VITA has an Enterprise Architecture policy to “develop,

Recom mendation . maintain and use the EA as a tool for making decisions
around IT changes and investments.”

deate tO VITA EA * Policy: VITA Enterprise Architecture Policy

DO“Cy * Possible language update to page 7

Future Enterprise Architecture Vision

The EA component reports, and the corresponding EA Standard provide guidance and
technical direction for achieving the envisioned future EA. Executive branch agencies shall
comply with the direction provided by the EA In developing and implementing technology
solutions, the corresponding IT infrastructure must meet the Commonwealth’s business
needs and include a human centered design approach and consider ergonomics, usability
knowledge and techniques, and sustainability.


https://www.vita.virginia.gov/media/vitavirginiagov/it-governance/ea/pdf/EA200.pdf

RECOm mendatiOn: e |T Procurement: Authority and Delegation Policies

9 pdate to VITA « Addition of bullet on page 2
DrOCU rement POI |Cy * Incorporated some language from HB2541 (2025 Session)

e Any procurement for new software exceeding $250,000 shall be developed to include
interactive systems aimed at usability and the needs and requirements of both persons
with and without disabilities, in compliance with §2.2-3502 assurance of accessibility
requirements. Considerations shall include ergonomics, and usability knowledge and
techniques, as well as other human factors. Considerations shall also include,
sustainability, adverse effects on human health, safety and performance.


https://www.vita.virginia.gov/media/vitavirginiagov/supply-chain/pdf/Authority-and-Delegation-Policy.pdf
https://lis.virginia.gov/bill-details/20251/HB2541

Sources

Ohio. Find IT Here: A Focus on Human-Centered
https://www.nascio.org/wp-
content/uploads/2023/08/0OH Cross-Boundary-
CollaborationPartnerships.pd

Building a Human-Centered Organization
hjctps:/?wwvy.ibm.com/design/thinking/page/hco#prin
ciples-overview

Why Human-Centered Design Is Absolutely Non-
Negotiable in Public Sector Innovation
https://oaktheory.co/blog/human-centered-design-in-
public-sector

CoVA Secretary of Health and Human Resources
Initiative: Language and Disability Access
https://www.hhr.virginia.gov/initiatives/language-and-

disability-access/

Curriculum Guideline, Digital.gov, _
https://digital.gov/topics/human-centered-design/

History and Nature of User-Centred Design,
https:y/medium.com/@joshuapacheco/historv-and-
nature-of-user-centred-design-18e20186294t

The Most Successful Failure: Design Lessons from USB,
https://medium.com/@usable/usb-wasted-our-lives-

a-painful-lesson-in-human-centered-design-

86a959bb96be



https://www.nascio.org/wp-content/uploads/2023/08/OH_Cross-Boundary-CollaborationPartnerships.pd
https://www.ibm.com/design/thinking/page/hco#principles-overview
https://oaktheory.co/blog/human-centered-design-in-public-sector
https://www.hhr.virginia.gov/initiatives/language-and-disability-access/
https://digital.gov/topics/human-centered-design/
https://digital.gov/topics/human-centered-design/
https://medium.com/@joshuapacheco/history-and-nature-of-user-centred-design-18e20f86294f
https://medium.com/@usable/usb-wasted-our-lives-a-painful-lesson-in-human-centered-design-86a959bb96be

