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Agenda 



UX in the SDLC 

• User Experience 

– the User Landscape 

• SDLC 

– Is there room for UX? 

• Agile 

– Is there time for UX? 

• Methods and Techniques 

– Nuts and bolts 

• Customer Experience 

– Moving Forward 
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If the user can’t use it, it doesn’t work 

Agenda 
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UX and the User Landscape 

• describes the overarching 

perceptions a person has while 

interacting with a (software) 

system 

• puts users at the heart of the 

design process in order to ensure 

a useful, intuitive, and appealing 

experience 

• combines science and art to 

create interfaces that balance 

user and business goals 
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UX is a Discipline 
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UX and the User Landscape 

• Users don’t exist in a vacuum 

– Experiences from other parts of their lives – shopping websites, banking sites, 

news sites 

• Users don’t like change and new things 

– Change disorients users, new navigation confuses users 

• Users don’t want to read 

– Sentences and paragraphs get skipped entirely 
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Expectations with Public Users 
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UX and the User Landscape 

• User research with members of the public is tough! 

– We are looking for depth to understand needs 

– Plan for one-on-one user interviews 

– Interview people who can tell you about user problems 

– Conduct contextual interviews if the setting is important 

6 

Know your Users 
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SDLC – Is there Room for UX? 

• Software Development Lifecycle 

• User Centered Design Activities 

 

 

Which is more important? 
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SDLC v. UCD 
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SDLC – Is there Room for UX? 
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UX Lifecycle 
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Agile – Is there Time for UX? 

• UX prelim activities in Agile framework 

– User analysis up front 

– Conceptual model of design 

– Pattern Library or Style Guide 

• UX in the design/development  

– Sprint ahead/paired sprint 

– Consider design spikes 
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Plan for good UX using any methodology 

UX Activities in Agile framework 

NORTHROP GRUMMAN PRIVATE / PROPRIETARY LEVEL I 



Agile – Is there Time for UX? 
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Agile – Is there Time for UX? 
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Methods and Techniques 

• Planning 

• User Research 

• Design/Develop 

• Evaluate 
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User Centered Design 
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Methods and Techniques 
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User Research 
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Methods and Techniques 

Design/Develop 
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Methods and Techniques 
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• Eye tracking equipment and software: 

Currently being used for usability of web 

pages to analyze human behavior, user 

experience, and consumer responses. User is 

given a specific task and the eye tracker 

records all visual movement until task 

completion, allows us to determine where 

users are focusing, if they are performing as 

expected, provides data for design decisions. 

• Features: Ability to track by gaze duration or 

frequency, can show path of eye movements, 

study design can specify areas of interest.  

Can further analyze data by slicing according 

to project needs (age group, gender, disability, 

etc.) 

• Mobile: Additional hardware available to test 

mobile and handheld devices. 

Evaluate 



Methods and Techniques 
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Evaluate 



Methods and Techniques 
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Evaluate – What are we looking for? 
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Effectiveness 
Was the user able to complete tasks successfully and accurately? 
 

Efficiency 
Was the user able to complete tasks quickly and easily? 
 

Engaging 
Did the user have a satisfying and pleasant experience using the interface 
 

Error tolerance 
Did the interface help the user to make few errors and recover easily from them? 
 

Ease to learn 
Was the user able to learn what to do because the interface was predictable and 
consistent? 



Customer Experience – Moving Forward 
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Becoming customer centric 
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Source: Forrester Perspective: The Business Impact of Customer Experience, downloaded Jan 16, 2015 from 

http://solutions.forrester.com/customer-experience/prove-roi-cx-report-49RA-1623IB.html 



Customer Experience –Moving Forward 
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     ForeSee:  American Customer Satisfaction Index 

    (ACSI) for e-Commerce/Transactional Federal  

    Websites 

                    

      Medicare Drug Subsidy     90 

  Retirement Estimator        90 

  MySSA          88 

  iClaim         88 

  BSO      87 

  Disability Report        83 

 

 

“Once again, two sites from Social Security Administration lead the pack, with Extra Help with Medicare 
Prescription Drug Plan Costs and SSA Retirement Estimator coming in with a 90 for the quarter.” 

American Customer Satisfaction Index 
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Questions? 
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For more information: 
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Kathleen Kohlmeyer 
User Experience Lead 
Healthcare Systems Management 
Northrop Grumman Corporation 
 
2810 Lord Baltimore Drive 
Suite 100 
Windsor Mill, MD 21244 
 
410-265-4673 


