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 Contextual Design 
engages the people doing 
the work and studies 
their intents and 
problems to ensure the 
software system 
developed is more in 
tune with the user's 
actual needs.  

 It provides a powerful 
tool for software 
engineers to use as input 
into their requirements 
and architecture





 Enhancements to a existing system
 Migration from legacy system
 Creation of new system to a replace manual 

process
 Two quick examples:

 Copy Paste Functionality in a migration
 Save and Return in a migration 









 Our goal was to create a Contextual Design Platform 
across the IT organization of 4K IT people. 

 Consistent
 Little Training
 MEME Like





 Changed the terms
 Whittled it down to two main activities:

 Story Gathering
 Focus Groups

 Made it generic
 Testers to improve test scenarios/planning
 Developers to look for adoption, find problems, gain 

empathy
 Architects to use to redesign flows, interfaces
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 Visiting centers is very disruptive to user’s 
work.
 Needed to get Exec support on user org

 IT Employees needed a lot of training
 Systems
 Acronyms
 Data Flows
 Processes
 Products

 Focus Groups need
SMEs to be useful
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 Templates
 Training



Videos Emails FAQsWebsite



“Seeing them use the system and seeing how they work around issues 
you have a better understanding on how to apply a fix for the next release”
Daniel - Developer



 We did a trial run in Tampa and 
found several process improvements 
which are in the works now.

 “this is GREAT!” –Architect during 
Focus Group

 Architecture team loves us!
 Finding why fields are empty or 

full of garbage

• Testing team loves us
• Improving their testing

• “This will be useful to all 
the dev and design team 
members .. .when they see 
the real-life situations - step 
by step as compare to what 
they provided... more open 
discussion should occur”-
Developer



 Business Process Management team 
Loves us!
 Identifying user training issues
 Process improvements

 Users love us!
 They feel “heard”

 HR Loves us!
 All the training is great for
onboarding new hires



 Create support structures that include 
 Training 
 Tools
 Make it easy and fun
 Show recognition
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