YOU GONNA BUILD A PROCESS
FOR THAT PROCESS?

Client Engagement, User Experience,
& Research Projects

UC DAVIS @ BADCAMP 2019
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Shawn DeArmond Anthony Horn
Web Architect UX Designer
sgdearmond@ucdavis.edu ahorn@ucdavis.edu
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Our Origin Story
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Confluence
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* Inconsistant Client Experience
* Budget Overruns
* Regularly over- and under-statfed

* Single Point of Failure
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Building a Foundation
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A P rO C e S S I S B O r n UCDAVIS IET Professional Services Client Engagement Process

Client Contact Discovery Development Design Process
IET Web Development / Professional Services Client Engagement / Meetings and Talking Points -] ServiceNow ) Configure Style Tiles /
‘ Request »| Configure Tools > Hosting Wireframes
IET Web Development / Professional Services Client Enaagement / Meetinas and Talkina Paints ‘B & |
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* '"trf’d Talking poin g Talking points 1 =T Approvel Design v Sprint
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. Whic * Part.s . | e John Do  Training and Documentation e
H Review
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SLA
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e Who 3 . Explain ¢ Review t e Review Forecast
e Sprint e Enter project into Forecast if possible
¢ Browse Actions: e Go finalize SOW and send for approval Revise
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~/anTaar2a/72 . e -
e lan - Wri .
Attendees: Cient Approvef
A I
Assets: e John Doe pprova
e Jane Doe
. Cancelled
w —————————— v
INFORMATION

EDUCATIONAL TECHNOLOGY



ENTERPRISE INFRASTRUCTURE SYSTEMS

Better Tools & Resources

The Process Matures

Worksheets

Forecast Harvest PandaDoc LCDAVIS MoSCow Method

EDUCATIONAL TECHNOLOGY

MoSCoW is a fairly simple way te sort features {or user stories) inte priority order — a way to help teams quickly under-
stand the customer's view of what is essential for launch and what is not.

X

B

H Harvest Time UC Davis JIRA UC Davis Bitbucket (3 UC Davis Crive &« UC Davis Box G SiteFactory % SitsFactory Tast (@ SteFarm Pattern Leb

harvestapp.co CUONN OO I T 0) forec

MoSCow: Must Do, Should Do, Could Do, Would or Won't Do.

H Harveet Time UC Davie JIRA UC Davie Bitbucket (N UC Davie Drive & UC Davie Box %, SiteFactory o, SiteFactory Teet (@ SiteFarm Pattern Lab H Harvest Time UC Davis JIRA UC Davis Bitbucket (8 UC Davis Drive = UC Davis Box ‘. SiteFactory ‘e SiteFactory Test @ SiteFarm Pattern Lab

M Time Expenses Projects Reports Help  AH Anthony Schedule Export Manage ¢ 2 S p— Documents { WeoDev { Statement of Work €Fat522,500.00 All chenges have been s O o Feature or User Strory M Hm

Timcsheet BiDcndittg Aprroval i Arches Projects Team ‘ v Daily Availability v Q| a = < | This Week | > Blocks Fields Tokens g
Q 33 Sep a) Ses - Oct 4 Oct UCDAVIS Web Development Statement of Work Certant l C
INFCRMATION Procedy stmates umelir T )
2 24 % 2% 7 | 30 1 2 3 1 7 3 9 10 EDUCAIONAL TECHNOLOGY R N L DAVIS RACI Matrix
. ) —_— INFORMATION AND \
< > Today: Wednesday, 25 Sep B | Day = Week )  Web Developar = = |— EDUCATIONAL TECHNOLOGY Worksheet
- \Web Devcloper Estimate TEXT IMAGE Liorary

E - - Estmate Details P : . . . . PRTTY

Su M 1 w Th F S Total: 18:06 Crasio Dafe | Bact16,2010 Prepareciby | Shews DeAmmord A /‘_ A rasponsibility assignment matrix (RAM), also known as RACI matrix or ARCI matrllx or linear responsibility chart (LRC),
! 0:cC 7:48 616 l 402 2.00 2:00 0:00 | AH Anthony Horn Phne 18107521356 Eral mcemoncgucdvs. sl . @ g describes the participation by various roles in completing tasks or deliverables to” a project or business process.

Professioral Se~vices, Web Davel... Auourt Curact . — TS Activity
New Entry Indirect (IET) e Departmars Responsible (also R d
| ! indirect 1:04 @ Stop 4 Mvnm;&"ﬂ o 2 Those who do the work to achieve the task. There is atleast one role with a participation type of responsible, although
1 AA Name ™ }(—- E - others can be delegated to assist in the work required.
Phane eral . e et et Recipisnts
. Accountable (also Approver or final approving authority)
0:37 Q) Start 4 C B Sewvice Descrintion I The one ultimately answerable for the correct and thorough completion of the deliverable or task, and the one who
e delegates the work to those responsible. In other words, an accountable must sign off (approve) work that responsible
prevides. There must be only one accountable specified for each task or deliverable.
Y + )
2:21 @ Start P —_ Consulted (sometimes Consultant or counsel)
N a Suope valkdated by E Download Those whose opinions are scught, typically subject matter experts; nd with whom there is two-way communication.
Apnlication Adminisraton/Mevelopmant Coss = « Informed (also Informee)
= oo — = if"“r':fﬂ Those who are kept up-to-date on progress, often only on completicn of the task or deliverablz; and with whom there is

Total: 4:02

Web Devehoanmit Spi it devald 3740008 2 31501000 jus: one-way communication.
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Example RACI Matrix

[0g e Tatal Ona.Tima Costs  $22,500.00
Role Project Project Team Team Team
BLdgel valdated by Activity Owner Q/A Lead Member #1 | Member #2

Write User Stories R A/C

Level Up Your Time Tracking

Did you know Harvest can help you remember to track time?
Stay on top of your timesheats, even whan you forget!

Try Reminders Remind Me Later

~ever show me this message again

cos®

e renee tasars Tar

Sewice Descriptior
A

Devsiopmen Cosis Feature Testing A/l R

Culof Sonpa
Thés Is ar estimace
Cur Apuraech
Dewslopmant
Desgnand Thenng
Prpa taanagement
Tuaining zans. Dozeulati
Resources
Links.
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Professioral Senvices, Supernvisor..

Submit Week for Approval + Add Person

+ Add Placeholder | 2

Development Task 1 C/l A R

New Story Approval R/A
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Configuring Analytics

Purchase 3rd Party
Resource
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One For Every Meeting
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- : User Story Worksho
Discovery Kickoff . Wl o Budget Review Meeting

IET Web Development

IET Web Development
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Design Meeting User Story Review

IET Web Development IET Web Development
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https://bit.ly/2mxBuuZ

More Listening & Less lalking

What are Your Project Goals?

We want to learn more about you.

e Tell us about your department

e \What are the objectives of this project
* |dentify your target user(s)
* |dentify problems you want to solve

e |dentify some indicators of success

e What’s your budget & timeline

INFORMATION AND
EDUCATIONAL TECHNOLOGY



Process Builds Logically

Personas The User Story Anatomy of an Issue

Personas are fictional characters based on As a (Persona), | want to (Do Something),
firsthand knowledge of your target group. so | can (Accomplish a goal).
User Story* As someone, | want to do something, because.

Create your own user personas. Description* Describe what needs to be done.

« Picture & Name

5 Definition of Done Describe what defines this as complete.
¢ Details

*+ Goals Define this project, and later ones.

Small buckets to put user stories into.

This format gives us the who, the what, and
why and allows us build an issue around it.

An estimate of the amount of effort to complete.

Blocker, critical, major, minor, trivial, and not prioritized.

* Responsibility of the empowered project owner.

INFORMATION AND
EDUCATIONAL TECHNOLOGY



Better Formatting & Sharing

Al e No Transitions or Animation

Discovery Kickoff

NNNNNNNNNNNNNN
OOOOOOOOOOOOOOOOOOOOO

e PDF, PPT, KEY with no issues

Q e Hosted in Box(file sharing) public folders

INFORMATION AND
EDUCATIONAL TECHNOLOGY
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Wireframing Improved

Templates and Libraries in Lucid Charts

SITEFARM WIREFRAME ELEMENTS Anthony Horn | Septeml
é * l;a- ﬁ.{' http:llmysite.ucdsitefarm.acsitefactor-y.cor.nlpagit!’:-;iT‘e ; - _=_h]F
Lo po— UCDAVIS
SiteFa <] reee Internal Page Template Xty Websites Grown Here QuckLinks >
‘ Home News Blog Events Peo&‘e Galleries g t::: :an
— Link One  Link One Link One  Link One Link One tm:: ?"e @ Link Three
= ﬁ Lnkrour reieiiaalli e
I.E-:.“h ,“,‘:"-, E L!nkaut ’
TEMPLATE : rl Home > Page Title Link Five
SiteFarm Pagt ; _
Design Components Heading Level 1 Focaltink
Heading Level 2
e Heading Level 3
TEMPLATE Heading Level 4 640 x 480
SiteFarm Page Wireframe
UC DAV |$ Wireframe Components from our Pattern Library

INFORMATION AND

EDUCATIONAL TECHNOLOGY https://sitefarm.ucdavis.edu/blog/sitefarm-wire-framing-lucidchart
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Results

Seeing is Believing

UCDAVIS MyVGL Login UCDAVIS

National Center . .
@ \ for Sustainable E UCDAVIS Veterinary Genetics Laboratory
| ¢ ) Transportation S Ml VETERINARY MEDICINE

Vet Med Links

ABOUT RESEARCH FOR RESEARCHERS EDUCATION EVENTS > NEWS CONTACT US Q

5OURCES CONTACT
UCLA / College / Life Sciences Q

Q Login to My Account
e Create an Account

Search for Tests

David Geffen
UCLA Microbiology, Immunology
& Molecular Science

About v Undergraduate < Graduate Faculty Research News v Q

L\ | i =2l )l <

About the National Center for Sustainable Tr

The National Center for Sustainable Transportation (NCST) is one of se ' ’ \ \‘ : "

) N ) ] SN Search Keywords
the U.S. Department of Transportation’s University Transportation Cent U S H I G H S c H 0 o LS G RA P P L E W I T 4 N
national center focused on the Fixing America’s Surface Transportation — U v . \

area of Preserving the Environment. UC Davis leads the NCST consorti

Long Beach, UC Riverside, USC, Georgia Tech, and the University of Ve P 0 L ITI C L I N C I VI L I TY - - k3 species
Read more... ‘ ‘ Any

‘ A UCLA report reveals rising hate in schools across the country, and highlights

efforts to address the behavior.

4

Breed

A
v

_Any_

Read the Article
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Analyzing Our Success

Problems Addressed

UCDAVIS
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* Inconsistant Client Experience

Thank you for taking the time to provide us feedback!

The purpose of this is to allow an opportunity for clients to reflect on
the entire project after it has been completed and provide feedback
that the WebDev team can use to improve our processes,

engagements, communication, and other aspects critical to a ‘ B U d g eil Ove r r U n s

successful client engagement.

We want you to feel comfortable giving us frank and honest feedback,
so all responses will be first viewed by supervisors and abstracted, if

necessary, before being shared with individual developers. O Re g U I ar I y over- dan d un d = r-sl'q ffe d

Contact and Project Information

e Single Point of Failure

T ———

Client Feedback

UCDAVIS
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EDUCATIONAL TECHNOLOGY




-
A o p 4
A R
o 1
ki ]
i
e .
‘ L

DUPLICATING SUCCESS

UX PROCESS

(User Experience)

& Hurtadg
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New Service, New Process

The Reasons tfor a User Experience Process

e Popularly requested service

Google e Have provided bits and pieces in the past
» B Analytics

* Team expertise

1 (j * Looking to repeat our success

e * Improve client products

UCDAVIS

INFORMATION AND
EDUCATIONAL TECHNOLOGY
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New Service, New Process

New Hurdles to Creating a UX Process

e Missing expertise (UX Strategy, UX Research)

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

e Who's going first?

e How much/little is required to see results?

® |s this a one time service or a subscription?

UCDAVIS

INFORMATION AND
EDUCATIONAL TECHNOLOGY




Old Methods. Repeating the Process

&

Last updated Apr

@ Shawn DeAl d

Agenda:
About IET Web Deve

Part of [ET Profe
* Incontrasi

Work is done on
* Actual hou

e Currentra

Examples of our:
Description of pl
e Drupal, La
e Demo Dru
Theming a
Accessibill
Itancy Scr
Have they
d-outs

the Client

Which departme
Where does this

Who are the maj
Who will be appr
Who is the highe
Who will be parti
Who are the prit

About the Project

Go Use It

Start with Knowledge

INFORMATION AND
EDUCATIONAL TECHNOLOGY

0. Sales Meeting

Created by Shawn DeArmond

All client engagement assets available in Box directory(Request access from Shawn or Anthony).

Meeting Highlights

Talking points that go with the presentation.

aRiaianiR

IET Web Development / Professional Services Client Engagement / Meetings and Talking Points B e
.
J
IET Web Development / Professional Services Client Engagement / Meetings and Talking Points B & U(ND VIS
1. Discovery Kick-off Meeting INFORMATION AND
EDUCATIONAL TECHNOLOGY ™

Created by Shawn DeArmond
Last updated May 06, 2019 by Anthony Horn

Thank you for taking the time to provide us feedb.

The purpose of this is to allow an opportunity for clients to..

the entire project after it has been completed and provide feedback
that the WebDev team can use to improve our processes,
agagements, communication, and other aspects critical to a

essful client engagement.

Introductions - Everyone introduce themselves

I,
Project Goals - Discuss the clients goals ﬁ ‘

Discovery Kickoff

Discovery Meetings - Explain the meetings
« Discovery
* Design
* User Story Workshop
* User Story Review
« Budget and Timeline
Agile & Scrum
* Agile is a development methodology

ant you to feel comfortable giving us frank and honest feedback,
| responses will be first viewed by supervisors and abstracted, if
essary, before being shared with individual developers.

* Scrum is a subset of this methodology using sprints and an empowered project owni
Personas - Fictional characters based on your envisioned users

* Name

® Details

* Goals

User Stories - As a (Persona), | want (Something), so | can (Accomplish a Goal).

UCDAVIS

INFORMATION ano
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Parts of an issue (Story)
* User Story

* Description Contact and Project Information
» Definition of Done
® Version
o Epic Your Name
* Estimate
* Priority
Sprints & Jira
e Jirais our issue tracking tool

* We use Jira to plan and execute 2 week sprints

At i far b,

Mature It

t

eedback/Analysis
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Faculty Are... Different

Different Client Engagement Needs

@ python’

T — ———————

e Different technology needs

e Different type of client

e Different approach

UCDAVIS
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How We Continue to Build

Awesome Processes

e us feedback
The purpose of
that the WebDev team can use to improve our processes,
engagements, commrication, \ and other aspects criical 03 0
successful lient engagement.
O
o
bstracted, f
ssssss  before being shared with indicual developers.

nnnnnnnnnnnnnnnnnnnnnnnnnnnn

O
el——

FeedToacE/Analysis
PROCESS

Discovery Kickoff

< Clent Engagement | Mastings and Taking Poits B @
eeting

"""""""" EVO |Ve I t
.

Go Use It

......
yyyyyyyyyyyyy

ool
Jan and execute 2 ook sprins

Mature It
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ENTERPRISE INFRASTRUCTURE SYSTEMS

If Any of This Looks Familiar

Maybe Because...

Build
Turni ideas

into products.
Build MVP.

Lean
Startup

R  —

INFORMATION AND
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P\ CHECKOUT OUR
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BN CLIENT ENGAGEMENT

- PROCESS MATERIALS
W ' https://bit.ly/2mxBuuZ




Iﬂ
ot TomboW AS
Acid Free

.

N15

&
o
N
al
>
<
O
a)
<
m

Y



