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About Us

Shawn DeArmond
Web Architect

sgdearmond@ucdavis.edu

Anthony Horn
UX Designer

ahorn@ucdavis.edu
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CLIENT 
ENGAGEMENT
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Pain Points
Our Origin Story

•Inconsistant Client Experience 

•Budget Overruns 

•Regularly over- and under-staffed 

•Single Point of Failure



INFORMATION AND
EDUCAT IONAL  TECHNOLOGY

ENTERPRISE INFRASTRUCTURE SYSTEMS

Building a Foundation
A Process is Born

Discovery 
Proposal

Client 
Approval

Client Contact

IET Approval

Discovery

Sales 
Meeting

Discovery 
Kick-off 
Meeting

Client 
prepares wish 

list and 
examples

Design 
Meeting

User Story 
Writing 

Workshop

Write all User 
Stories

Configure Tools

IET Drafts
Project Charter

ServiceNow 
Request

Project Stops

Approved

Cancelled

Revise

Approved

User Story 
Review

Estimate and 
Budget 
Review

Statement of 
Work, Project 

Charter, 
Estimate

Client 
Approval

IET Approval

Project Stops

Revise

Approved

Cancelled

Development

Configure
Hosting

Approved

Sprint 
Planning

Development
(with daily 
stand-ups)

Sprint
Review

Sprint

Repeat

Design Process

Style Tiles / 
Wireframes

Design
Process Mockups

Development 
Sprint(s)

Hardening 
Sprint

Design 
Implementation 

Sprint

Launch!

Client Approval

Design 
Approved

Client Approval

IET Professional Services Client Engagement Process
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Better Tools & Resources
The Process Matures

Forecast Harvest PandaDoc

Worksheets
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Our Process Re-Imagined
Evolution

•Slide Decks 

•Speaker Notes 

•Precomposed Meeting Minutes 

•Lucid Chart Templates 

•Hosted Resources and Files
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Slide Deck Evolution
One For Every Meeting

https://bit.ly/2mxBuuZ

https://bit.ly/2mxBuuZ
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Slide Deck Evolution
More Listening & Less Talking
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Slide Deck Evolution
Process Builds Logically



INFORMATION AND
EDUCAT IONAL  TECHNOLOGY

ENTERPRISE INFRASTRUCTURE SYSTEMS

Slide Deck Evolution
Better Formatting & Sharing

•No Transitions or Animation 

•PDF, PPT, KEY with no issues 

•Hosted in Box(file sharing) public folders
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Wireframing Improved
Templates and Libraries in Lucid Charts

Home Page Template

Internal Page Template

Design Components

Wireframe Components from our Pattern Library

https://sitefarm.ucdavis.edu/blog/sitefarm-wire-framing-lucidchart
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Results
Seeing is Believing
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Analyzing Our Success
Problems Addressed

•Inconsistant Client Experience 

•Budget Overruns 

•Regularly over- and under-staffed 

•Single Point of Failure

Client Feedback



DUPLICATING SUCCESS

UX PROCESS
(User Experience)
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New Service, New Process
The Reasons for a User Experience Process

•Popularly requested service 

•Have provided bits and pieces in the past 

•Team expertise 

•Looking to repeat our success 

•Improve client products
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New Service, New Process
New Hurdles to Creating a UX Process

•Missing expertise (UX Strategy, UX Research) 

•No clear model for UX Process in higher 
education (Most UX profit driven) 

•Who’s going first? 

•How much/little is required to see results? 

•Is this a one time service or a subscription?
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New Service, New Process
Old Methods. Repeating the Process

Start with Knowledge Go Use It Mature It Evolve It Feedback/Analysis



ANOTHER PROCESS

RESEARCH 
PROJECTS
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Faculty Are… Different
Different Client Engagement Needs

•Different technology needs 

•Different type of client 

•Different approach



BUILDING

A PROCESS 
FOR PROCESS
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How We Continue to Build
Awesome Processes

STRATEGY

RESEARCH

ANALYSIS

DESIGN USER STORY REVIEW

TIMELINE & BUDGET

DEVELOPMENT

REPEAT

Start with Knowledge

Go Use It

Mature It

Evolve It

Feedback/Analysis
PROCESS
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If Any of This Looks Familiar
Maybe Because…

UX Design Process

Lean 
Startup



CHECKOUT OUR

CLIENT ENGAGEMENT 
PROCESS MATERIALS
https://bit.ly/2mxBuuZ
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