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"User experience Is how somethmg
WOrKS

— Steve Jobs

Trideum’s User Experience (UX) process provides a strategy to create
or Improve systems by designing what users need in a way they can

more easily understand and engage.



CASE STUDY: APPLE

In early 2007, Apple was struggling to maintain three points of profit— but by the end
of the fiscal year, they had turned those 3 points into 30. How did they do it?

Meanwhile, Motorola was forced to pull their smart phones from the shelves due to
over-saturation of the market. No one was buying smart phones —and it was at that
exact moment that Steve Jobs decided to break in with the new iIPhone.

Jobs was convinced that he had a better design than any other players on the market.
He understood that it's not about the technology that we use, but about building that

technology around human needs.

Apple released the IPhone, and it sold 270,000 units in the first 30 hours. Because the
IPhone was built with users in mind, Apple Is how among the top five most profitable
companies in the world.



CASE STUDY: INTUIT

Nty

INntuit takes takes a similar approach as Apple to create their products, investing 10,000
hours a year In user research to observe how people actually use their software tools;

thelr needs and pain-points.
solved — and then building a

Ntu

Proc

It begins by identifying the problem that needs to be

uct to solve It.

But it hasn't always been that way.

In 2007, Intuit founder Scott Cook decided the company could innovate through “Design
for Delight” — by putting users at the center of their product development processes.

By 2009, Design for Delight was the driving impetus behinds Intuit's product

development, which leverages their “follow me home"” approach to user feedback &
observation. For the next 5 years after, Intuit sales grew from 10 to 45 million and stock

prices tripled.

Today, Intuit is the leader in personal and professional financial software. Their TurboTax
product enjoys a staggering 67% market share of all online tax preparation products,
while QuickBooks rings up a whopping 57% market share for all accounting software.




INTRO

We are tireless user advocates and promoters of innovation,
crarting experiences that impact lives and advance society.

We do paradigm-shaping work. We are experts in UX who educate
our communities on the application of user-centered processes to
solving the world’s toughest challenges. We bring commercial best
practices and design thinking to complex systems such as DoD,

emergency management and healthcare.



WHAT IS USER EXPERIENCE?

Trideum’s UX process takes a to a problem,
oroduct, service; as opposed to a

User-centered design is driven by empathy. Too often, systems are built from a
system-centric perspective, designed to meet system goals and system requirements,
while ignoring the needs and attributes of the people who use the system. User-centered

product development builds out product requirements and designs around the needs
of the user.

Usability Is more than efficient code and eye-popping visuals, at its core, it's about
problem solving. User-centered product development processes tend to produce better

user experiences by creating products that make the interchange between us and the
systems that we use more facile, more understandable, more efficient.



SERVICES




SKILLS

e R

We exercise empathy in our human-centerec We transform organizations and services from the ground
approach to problem solving, employing qualitative up to deliver the best experience for the user/custometr,
and gquantitative measures to investigate and employee, and service provider. Whether improving an
uncover insights into the impact of systems and existing service or creating a new one, we apply a holistic
services on their users to ensure we are solving the and flexible approach to planning and organizing
right problems to meet our users’ unigue needs.
Q% We see more than just an interface, constructing
, . . engaging systems and services that explore the

We are skilled practitioners of data collection and . _ . . .

, , functional and emotional impacts of interaction on
analysis who translate words and numbers into . o

, , , user behaviors and limitations.
meaning. We can measure anything-from attitudes
to performance—-and our findings guide Iteration Cﬁ
based in evidence-driven decisions.

We understand the art and science of how content
should be structured and presented to a user when
they are interacting with the product to optimize

efficiency and usability.



SKILLS

We can imagine a product from identifying the problem
to developing the solution, taking into consideration

business objectives and user needs.

We apply our expertise in storytelling, interaction,

and aesthetics to the art of game design. As strategic

thinkers, we balance logic with empathy to craft goals,
rules, and challenges for educational and entertainment
purposes — and often apply those principles to other

domains in the form of gamification.

We create visual systems that improve ease of use, utility
and inspire action by empowering audiences. We use
color, shape, and type to transform company values into

recognizable patterns.

<>

UX developers are able to collaborate with UX designers
& researchers and understand the importance of the end
user. Agile software development enables iteration and

responsiveness to user feedback.

We seek every opportunity to advocate for user-
centered practices in our community. We take a

nands-on approach to making connections and

nave built a reputation for ourselves as passionate
educators who remain inspired to learn from those

around us.



USER-CENTERED
RESEARCH

Results

User research refers to systematic investigation
of the behaviors, needs, and motivations of the

users of a system or service. Research may Opinions

O.0 I
P Information
= Mining

entail anything from literature reviews to non-

INtrusive observation to detailed personal
Interviews. Regardless of the methodologies

employed, the goal of user research remains Surveys

the same: to build contextual understanding e

and empathy for the users.

A critical part of user research is evaluation

and assessment, which employ a collection of
methodologies aimed at measuring usability.
These could range from questionnaires or
surveys to elicit feedback on a specific topic —
to heuristic or reviews based on expertise In
usability best practices — to usability testing,
which involves a user performing some action

using a system or service as the research team

collects qualitative and/or quantitative data on

how the product (not the user) performs.




SERVICE DESIGN

Service Design is the application of UX principles and strategies to Through a deep and holistic examination of the problem area, the UX
organizations and services (as opposed to the more tangible products or team can provide leadership with recommendations for a strategy and
systems for which UX is commonly recognized). By applying our iterative timeline to improve internal and client-facing relationships, products, and
approach to discovery and problem-solving to people, policies, and practices — and potentially uncover additional business opportunities.

procedures, we can improve the quality of the work produced and

INnteractions between a company and its clients.

O 2 2 ..which identifies your most critical
scenarios1 needs and Opportunitiesm. O ..that when blueprinted, allows everyone
to see end-to-end and surface-to-core...
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....letting leadership identify strategic
themes and tactical fixes...

O 1 Your opportunity space allows you
focus in on an area of your business...

..which enables the organization to take
O 6 meaningful, enduring action, transforming

our organization and customers’

experience.

O ..which leads to valuable insights
across multiple scenarios...



|
| NTE RACT' O N Whereas visual design concerns the visual presentation of form and information, the
main focus of interaction design rests upon behaviors— how does a tool behave when

D ES | G N used by operators; and

Discoverability

Users must be able to easily and quickly find
what they're looking for - or for them, it
simply doesn't exist.

Signifiers

“Affordances define what actions are possible. Signifiers
specify how people discover those possibilities: signifiers
are signs, perceptible signals of what can be done.

Signifiers are of far more importance to designers than
are affordances.” (Don Norman, 2013)

Feedback

Feedback refers to the information provided to
the user regarding the action taken or status of
events. Without sufficient feedback, users can
experience uncertainty and frustration.

Mental Models

............................................................................................

Mental models are pre-existing ideas in the
users mind about how something should
work. Designs that use mental models
effectively creates a more intuitive
experience for the user.

how must users behave to most effectively use the tool?

GUIDING PRINCIPLES

Consistency

The consistent use of similar actions, elements or rules
within a design makes it easier for users to learn and
use a product - and, minimizes the likelihood of error.

Patterns

The use of common interaction patterns provide instant
learnability. For example, once someone knows how to use

a fork, they always know how to use a fork. The same notion
applies to Ul components such as buttons or menus.

Visual Hierarchy

Visual hierarchy enables the user to focus on and
take action on those items that are most important
| = - - and can be achieved by balancing properties such

as size, contrast, proximity or color.

s o <. Recognition & Recall

Designs that utilize recognition throughout an
Py ||||||\\\\\\“\ \ . . .
i experience make it easier and faster for users;

- requiring users to recall information creates a
Constraints higher cognitive load.

Constraints in design eliminate unnecessary
controls or features that can overly-complicate
the user experience - providing guard rails that
simplify and streamline actions.



INFORMATION
ARCHITECTURE

Information architecture concerns
the clear and logical organization
of information within a system. It is
IMmportant to structure complex
INformation hierarchies in a way
that make them easy for the user
to navigate. This increases both
efficiency and satisfaction.
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PRODUCT DESIGN

11.56%

Avg Total Profit

PlayerEnteredName

Twenty20

METIS
Product design is about conceptualizing, creating, and refining marketable product design. At Trideum, our UX team specializes in the production of
products that address the needs of a target user group. A product is anything complex digital assets. Our product line-up includes educational games,
that can be produced and sold, ranging from the material (tangible objects) mobile applications, intelligent management tools, ground control interfaces,
to the digital (such as software systems). Understanding the end-user (the monitoring systems, configuration management software, and more!

person for whom the product is being designed) is critical to successful



PRODUCT DESIGN
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GENERAL ATOMICS

Product design is about conceptualizing, creating, and refining marketable
products that address the needs of a target user group. A product is anything
that can be produced and sold, ranging from the material (tangible objects)
to the digital (such as software systems). Understanding the end-user (the

person for whom the product is being designed) is critical to successful
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product design. At Trideum, our UX team specializes in the production of
complex digital assets. Our product line-up includes educational games,
mobile applications, intelligent management tools, ground control interfaces,

monitoring systems, configuration management software, and more!



GCAME DESIGN

UX and game design go hand in hand — both concern how a person experiences the
end product. Whereas UX is about solving problems, game design is about creating
and redefining problems (or challenges) for the users (or players) to solve. In game

design, defining appropriate levels of challenge is crucial to engaging play.

\
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GAMIFICATION

contexts as well, in the form of gamification —which can help to encourage engagement with

dopamine reward systems to promote specific user behaviors.

Game design principles such as competition, scoring, and rewards can be applied to non-game

the product or service. Gamification takes advantage of human psychology by repurposing the

Clear, objective goals increase
engagement and cultivate
responsibility for meeting
requirements

Challenges must be created
around the anticipated skill level
of an individual in order to
provide an experience that is
neither too easy nor too hard
resulting in defeat or
abandonment

Gamification introduces extrinsic
motivators such as rewards or
badges to non-game content to
compensate for content that may
not be intrinsically motivating

Rewards such as badges or

certificates increase engagement
and can include things such as
cash, status recognition, exclusive
access or additional power.

Gamification increases learning
capacity; studies have shown
specific benefits in the area of
content recall, retention and
application



BRANDING & VISUAL DESIGN

Branding is the practice of building a unigue and recognizable professional presence. Companies, products,
and sales teams use branding to get recognition, iIncrease business value, generate new customers, Improve

employee pride, and create trust with consumers.

To build a brand, creative teams have to turn insight into innovation. Creative teams conduct and evaluate
marketplace research in order to successfully find and establish a brand’s place in the world. Once they have
found where the brand fits in, they use language and visual arts to tell the brand story. The most successful
brands stand out while also connecting with their audience’s values. Beyond creating logos, our team can help

envision a hew brand or strengthen and personify an existing brand.
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DEVELOPMENT

From consulting, prototyping, and front-
end development to developing out code
for robust systems architecture, our dev
team Is Involved throughout the UX
process. By embracing the challenges
that others say can't be done — while
always keeping the end-users front of
mind — our devs consistently build,
deliver, and implement top quality and
easy-to-use software.

{1

: ) 'S Qree' :
1able ? always.




WORKSHOPS &
CONFERENCES

In addition to providing UX services on contracts, our team of experts In 2020, Trideum proudly established and sponsored the first annual
U has the capability to offer hands-on training for your team (virtually or UX Rising Conference in Huntsville, AL. This half-day mini conference
20 20 on-site). Workshops can be customized around your specific learning was an opportunity for the local UX community to come together to
UX RISING objectives. These events are ideal for groups seeking to increase celebrate and share industry knowledge and interests. Stay tuned for
R awareness and understanding of UX value, processes, and methodologies. future events and happenings.

Ny -
| UXRISING [
MIKE HUBLER i | 2020

Trideum

X RISING

NTSVILLE, AL
UX Rising Call to Action

JARED SPOOL

User Interface Engineering * Embed UX in company processes

* Program management (customer and
employee experience)
* Business development (customer experience
and demonstration)
* Software and systems engineering (Agile UX,
UCD, etc.)
* Manage vision and culture not (directly) people
* Make UX the business of the company, not just
the UX team
* New markets
* Organic growth
* Sustainment
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TRIDEUM UX
USER CENTERED DESIGN PROCESS




USE
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Creative Discovery

D D

-SIGN

The idealized Trideum UX process below is displayed as a linear process. The true process
IS iterative, customized and tailored based on customer needs and desired outcomes.

Design Thinking Iterative Production

Discover

Define Create Evaluate Iterate

Implement

Business Case/Mission
Contextual Inquiry
Ethnographic Observation
Interviews
Focus Groups

Academic Research

Vision Designh Framework Heuristic Evaluations Prototyping Software Design
Personas Wireframes Usability Testing Pilot Testing Documentation
Journey Maps Visual Design System Card Sorts Desigh Recommendations Visual Style Guide
Task Models Interaction Design Surveys Research Specifications
User Stories Sketches and Storyboards A/B Testing Design Actions Software Development

Environmental Profile Information Architecture Expectancy Matrices

Prototyping

EVERY STEP INCLUDES: Collaborative Brainstorming, Design Reviews, User Research & Feedback



UX ARTIFACTS &
METHODOLOGIES




USER PERSONAS

PROJECT DELTA

I might be working on
something at 3 AM, and [
can’t wait to be granted
access by someone who's
away on vacation - I need
it now!

If it takes me an hour
and a half to sort through
areport, it's useless.

Primary Goals:

Program Manager (PM)

Scenario: Contract

Wants/Needs

I

mmediate, accurate visibility

Answers (What does the information mean?)

Standardized organization

=

Performance accountability

Optimize effectiveness (apility fo do job well)

Opportunities

® Central location to collect and access info

&

@ Cross-project reporting

 Awareness of consequential
reverberations

+ Integrate resource performance,
project performance, and financials

@ Sandbox for what-if analyses

- Must be protected from actual data

@ Tailorable to fit diverse project needs

+ All programs structured differently

@ Accountability to process

® Standardization of reports

ard requirin

Frustrations

A Difficulty obtaining the information I need.
+ Housed in disparate locations
+ Culture of tribal knowledge for current toolset

A Difficulty obtaining information when I need it.
+ Contains sensitive data [ am not
authorized to access
« Communication (or lack theraof)

A Relying on Excel to execute complex data reporting.
« Time-consuming
+ Proneto error

A Ourcompany is growing, fast. (This is a good thing! But...)
« We are over-tasked
« We are always running behind

People I Rely On
Executives
Confracting Client Confacts
Team Members Human Resources
Team Leads

A

> > > b b

>

Command Type:

Shadow Persona

ABOUT ME

Soldier Type: Regular Army
Job Title: UAS Operator
Primary Role(s): AQ/PO

Age: 26-30
Readiness Level: 1
Experience: 5-8 years
System Experience: 7 years

Operation Frequency:  2-4 times a week

License(s): None

TRADOC & FORSCOM

PAIN-POINTS

Issues diagnosing, or recognizing a problem
prior to a WCA appearance.

Issues, or difficulty, in tracking a moving target.

Issues, or difficulties, associated with the
P@C functionality.

Accidental editing of routes of overlays on the
map, and the inability to edit once submitted.

Inaccuracies with mark targets.

Issues in recognizing a new WCA, and know-
ing when it was received.

Information organization - for instance,
knowing and finding the appropriate info.

Users experience confusion, or oversight,
when making runway adjustments for
approach.

Drawing tools being a secondary ribbon
menu that must be accessed.

Difficulty making an adjustment to overlays
(i.e., removing or editing a point).

“I work long hours, and am confined to a box for nearly 12 hours
when deployed. I fly with the same person nearly every day, and we
have gotten to know each other really well - flying habits, payload
behaviors, and communication styles/intent.”

PRIMARY ROLES

AIRCRAFT OPERATOR: Asan AO, my goal is to get the aircraft in a position to
support payload operations and then just monitor. Sometimes I go in Knobs
and make 1-degree changes in either direction just to do something.

PAYLOAD OPERATOR: Asa PO, Iam continuously reviewing my feed and
trying to get a better picture for our customer or unit — adjusting brightness,
contrast, modes, and so on. If I lose a target for just a moment, our entire
mission can be blown.

BLAIR | Shadow Operator

SECONDARY ROLES

NUMBER OF SECONDARY ROLES: DISTRIBUTION OF ROLES:
e 10 .
@2 so
/ ® s ve I
‘ S e
PRIMARY MISSIONS

Average Preflight Time: 45 minutes

® soaking
AO: Maneuver aircraft into a position that allows the PO to get a
clear picture. May mark targets.
PO: Attempts to mark targets in order of intended progression,
or label them clearly for easy movement between targets. May
use P@C from target list to slew payload. Monitor to see if track
is breaking, or if aircraft is about to obscure video so the zoom
level can be adjusted or go into inertial to minimize impact

o ROUTE RECON

A0 : Support the PO in scanning and data mapping or collection.
Primarily fly Knobs or Points Nav. May rely on drawing tools.

PO: Collect data to create payload products, including pictures
of areas that could be used to form a more complete or compos-
ite view when combined.

@ WIDE AREA SEARCH

AO: Maneuver aircraft into a position that allows the PO to get a
clear picture. Knobs or Points Nav may be used.

PO: Willrely on P@C tool after receiving grid callout so the
sensor payload directional indicator can be used for orientation
(for both operators). Manually scans each section of a designat-
ed area in inertial mode.

Q REMOTE DESIGNATIONS

AO: Airspace management and coordination. Rely primarily on
5 tools for guidance. Points Navigation used first, then
obs for approach. Ensure aircraft does not obscure payload,
and that they remain behind friendly aircraft firing weapon, out
of line-of-sight.
PO: Mark target and rely on inertial and autotrack modes to
pinpoint and fire laser. Challenging due to separation of controls,
and aircraft movement.

TRIDEUM WU

Elton Highsmith: &

“Sitting the line day irre
a guy out. Wish | could e

Bio

Elton has never piloted a manned aircraft, but, has been flying unmanned aerial
systems for eight years - mostly operating MQ-1B Predator missions, with a couple of
years experience with Reaper and Predator systems. After his commission and UAS
training through the 18X program, Elton spent his early years as a UAS operator
overseeing transiting vehicles, and more recently executing strikes and ISR missions.
Periodically, he’s had to return to oversee the transit phase of operations due to
manning shortfalls and currency requirements.

It’s not uncommon for him to spend 60-80 hours each week on the job, and since his
skills are in such high demand, little of that time is training or downtime. The job’s high
demands, long hours, and stressful environment have left him needing a break. He also
knows that he’s not as sharp as he should be—just last week, he missed a target
because he couldn’t quite remember the proper sequence in his software to execute
his task. How’s a guy supposed to remember where all the buttons are in the Ul, when
there’s never any time to train on them?

CAOC/command and control
ATC/AWACS  XC2 operator

OpsSup DCGS or ISARC

25-40 years old
Male
College degree
Officer (or advanced via rank)
Non-Aviator
Hunting, Sports, Cookouts

Interruptions
Communications noise
Limited Training Opp’s

Long or late shifts

Missions

Concerns

JTAC

Training - there’s little opportunity to build
“muscle memory” that enables users to react
reflexively during intense missions.

While the system is deconflicting operational
and emergency missions, will there be deconfliction
problems with all of the other aircraft?

Wants more control of payload instead of
handing off to DGS or other ACs, or sensor to
XC2 op’s for simple sensor tasking.

Integrated PEDs generate a lot of false
hits while transiting

Task saturation/task deconfliction

Fatigue

DCGS / ISARC
CAOC / command and control

Supported unit

are research artifacts and tools that help the design team and stakeholders

build empathy with the user(s) of a product, and to keep the users’' needs, motivations, and
frustrations in the forefront throughout the UX process.

An empirical or hypothetical archetype personified into a character, typically defined by their goals.

Pain Points

It’s difficult to remember personal
setups when transitioning to a Mac
after long periods of time on XC2s.

The comms of multiple aircraft can
become very task saturated.

Routing of aircraft and emergency
missions while managing multiple
aircraft in congested airspace pose
high task overload.

Operations supervisor  Flight commander

Decision-Making SKills

_Experience

Tra

Burnout
Boredom
Fatigue
Errors

L« Mu
Turnover

® Time required for sensors to pick up
5 target of interest during transit and
receiving a re-tasking message from
CAOC if required.

:o Not having an available XC2 Operator for
handoff of aircraft during an emergency.

e It's easy to get lulled into boredom
when things are going smoothly.

Operations officer




U S E R STO R | E S A collection of short, specific components describing a system or
& R EQ U | R E M E N TS service used to guide design and development

As a [USER]...

to keep track of how much I've spent on | can plan ways to support employee morale such as with
Program Manager ODCs (Overhead - such as for conferences) conferences or other incentives

to compare my profitability performance to

Program Manager the target profitability on asingleproject I know how profitable my program is
to compare my profitability performanceto
the target profitability across multiple

Program Manager projects | know how profitable my programs are

| can determine the level of cost for this adjustment

to show budget tracking to customer | am have SA of project budget health

| can seethevariance between what | planned and what is
Program Manager to see my estimates versusactuals by dollars being executed

| can see the variance between what | planned and what is being executed

Program Manager to see my estimates versus actuals by dollars being executed | can access the correct information based on my roleand
permissions

to see my estimates versus actuals by labor | can see the variance between what | planned and what is || haveaclear pictureand insight into the programs|
Program Manager category (LCAT) being executed | Manage
| have a clear picture and insight across the programs |

Whereas system requirements focus primarily on what elements are needed for the product
or service to be successful, offer a goal-oriented and user-centered view of these
items, which help the team to stay connected with the user’s perspective.



T AS K M O D E LS A visual representation of each step in a flow carried out to achieve a goal

PROJECT DELTA TASK MODEL GOAL: Onboarding for new contract aw CURRENT MODEL: PHASE 0

ROLES

Contract Program Program Project
Admin Executive Control Analyst Manager Lead

Project Execution (Time frame here)
SOAKING
A GOAL: Look at a number of buildings or fixed points of interest.

Perpetual Pain: Perpetual Pain: Perpetual Pain: Perpetual Pain:
Manual processes No project health Maintaining clear Consistent communi- Perpetual Pain:
cations to all parties Lack of automated

insight direction
* * * * forecasting
Opportunity: Opportunity: Opportunity: Opportunity: * * *

Importing Excel data Dashboard status Forecast [ESOLIEES Autoroute and . - _
to tool - view budget, views and scheduling Auto-track Opportunity: Opportuntly:  Oppeiunity:

then can be submitted Automate ETC analysis Variance analysis

by toolinto CP forecasting - with

related alerts
Daily Status Generates Generates
Execution Reports ETC Variances

PROJECT DELTA TASK MODEL GOAL: Onboarding for new contract award CURRENT MODEL: PHASE 01 SYSTEM SUPPORT

ROLES

Contract Program Program Project
Admin Executive P Control Analyst Manager Lead

Adjust
Aircraft
Position

Position
Aircraft

Receive

Coordinates Monitor

Target

@

Analyse &
Report
Variances

Targets

Customer
Relations

@

Adjust

Monitoring &
Payload

Reporting

Create
Project
Budget

Baseline

. A
e "@a% o
Resource alg, RRC Autotrack is ideal, but
- Executive Mgmt. & ’5 "gets, then sta¥ is slow compared to
(No schedule) Reporting & AirForce software.
Monitor <p wz o -
* e | CONTINUOUS A sl

Status ACTION i i
. B maen oz & suspend may latch
Opportunity: Inability to share edit ey
pp ty permissions across oo fearty-ohjac.
Pull data from CP Crewstatons: )
PG must monitor for

Comms

A Unable to edit

Multitasking is difficult, coordinates, target
details, or rearrange

— indications that track is
Limited use of P@C breaking.
due to issues with drift.

may miss change in . AQ to ensure aircraft 1
parameter due to lack once marked. it bika nal [ word
of feedback. payload, and warn PO

{Need intended order

of progression.} to prepare for

obstruction.

Alerts lack specificity
and changes may not

n ﬂ ﬂ b Reticed. CRIENg; & B AIRCRAFT OPERATOR

an issue.
PAYLOAD OPERATOR
PROJECT BUDGET (_rrozecTeian ) ( scuenute ) [ ms) SCHEDULE ETC {_ vamance report ) sceeEDute ) .
Usrierngs ) | rravereian ) { emais ) PCR UPDATES

WORK AUTH. * PROJECT PLAN PROJECT PLAN

A Opportunity: MaR
* * Role-based permis-

. ion
) ' Perpetual Pain: Perpetual Pain: Perpetua? Pain: Perpetual Pain:
Opportunity: Opportunity:  Changeofcontext  Frequenttool changes  Facilitating transparency while  Work authorizations are
Export in multiple Mobile platforms maintaining clear boundaries manually generated

formats for flexibiity

Tools Clear Company Concur A CostPoint Excel r;ﬂgfgﬁ Exchange n Outlook m PowerPoint “ Project n Project SAM Security 8l SharePoint Teams I8 ggsv?r;nlntemal Word

A identifies a specific task or goal and articulates the steps and decisions a user
makes as they work toward that goal. Task models enable us to understand the process,
Identify issues or inefficiencies in current task flows, and may also be used to convey
enhanced or optimized task flow approaches.



S E R\/l C E B I_U E P R | N TS A diagram outlining the steps in a process and all the components that make

each step possible

AMSO Service Blueprint: Decision Support - Nonimation (Initial Nomination & Prioritized Cutline)

Once ideas have been presented and discussed, working groups must select and Key Outcomes: Related Content Topics

prioritize projects for nomination for funding. Throughout the process, Alex and team - Initial nomination Nomination/Prioritization/Politics/Trust/Rules & Guidelines/Decision Support
have awareness of past efforts and access to historical information. They are able to . Prioritized cutline

collect input and gather feedback in a highly sharable and collaborative system; « Project activation

prioritization is easily tracked.

Situational Awareness Security & Trust Governance Simplicity/Ease-of-Use FALR.
Guiding Princinios Facilitate informed decision-making and confident management Store information securely on Government servers with the Provide an authoritative structure that guides users and holds Minimize the user's cognitive load by creating a simple, usable, useful, Increase awareness by enabling search and discovery within the
9 P practices through visibility of status, automated progress tracking, and appropriate system firewalls to enable a traceable, maintainable them accountable to execute projects in a standard, conti and easy-t service envi that leaves them feeling knowledge management environment, applying FAIR principles for
—_ " S solution - without compromising speed or ease of access. and repeatable manner. at ease and in control. digital assets: Findable, Accessible, Interoperable, and Reusable.
AMSO Service Blueprint: Discovery & Compatabillity Identification (Decisfon Support for Compatibility Identification)
The Intel/Sensors working group has identified gaps in the Intel SA effort, and they awareness, discovery, and prioritization with tools such as search, compatibility Key Inputs: Key Outcomes: Related Content Topics
need to determine if there is a completed or currently developing project that has identifiers, and automated recommendations - all available within a highly accessible « Gap Identification « Championed subgroup effort Decision Support/No Visibility/Prioritization/Manual Processes/Politics/
already addressed these gaps or can be modified or repurposed to do so - or,ifanew  but secure environment. Once a compatible project is identified and agreed upon they . Downloaded resources Trust/Access/Discovery/Share-Collab/Archiving/Assess & Evaluate
effort would be required. Alex and team will use the system for will download resources for reuse. Working Groups Members Project Lead Sharepoint Admin J  Page Component - SP Built-In # Component-SPWebPart &% Component - Custom Component - External Technology Service Device Touchpoints
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as emails, notifications, etc. Outlook Email Notification Outiook Email Notification maker Contacts Voting/Prioritization App = Blog
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Fies, Code, Other Aggregate and manage notes and Contacts - S
on comprehensive criteria on comprehensive criteria © Kanban SP App 8 Kanban SP App comments across large groups Tesm access News o
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Illustrates the entire process of service delivery — step by step —
encompassing user-facing tasks as well as a look behind the scenes at the roles, touchpoints,
and systems that drive the process as a whole. The service blueprint can be used to draw
attention to inefficiencies in a current workflow as well as to assist in defining a new or
modified service process.



D ES | G N R EVl EWS A meeting between the UX team and stakeholders for the purpose of revision or approval of deliverables.

The may include presentations of completed work and/or discussion of drafts
IN progress. It is an occasion for the UX team to provide updates and allow stakeholders to ask
guestions, identify challenges, and provide insights as the group comes to a shared
understanding of the proposed solution.



P ROTO | Y P ES A simulated version of a product used for testing and evaluation

Warning: AC 01 is approaching a
hazardous weather zone within the next
20 miles. Heavy precipitation and
lightning have been reported. ACO2
must reroute immediately.

Low Fidelity High Fidelity Highest Fidelity

can range from sketches on paper to high-fidelity interactive mockups; they
serve to represent designs and are typically used to assess interactions and collect usability
feedback for iteration prior to a full development effort.




U S E R E\/E N TS A sequence of activities occurring in a set time for concentrated user research and evaluation

The findings reported here may seem to present a more positive view of the current system than might

be expected. Keep in mind, however, that this rating did not account for learnability, or ease of learming

the system, an important factor in overall usability. When sprleaseitbia ot an o follawiacal System Usability Scale (SUS) —-—
administration of these questionnaires, operators stressed | o Operators want the ability to adjust the airspeed used f] survey Overview 8. Range-findin a3

aperator commented, “There's not really too many things th ETA/ETE without adjusting their actual speed, so that thy g o3 , ; , 9. Using the laser pointer 41
- decisions when reporting time to a location during emer] 11 following information will be used to establish base
e Health and Status system software handles aircraft operations relative toy Prototype Testing
Gray Eagle o Operators want the ability to adjust the time span used { and demographics will be used to examine trends withi 5‘(155(52-;
e brieeillinss: Sating. Ly T T : us know.
Wh',m delermining “playtime,” of time to Biago. The average SUS scores for the payload prototype concept is presented in the table below:
= System Guidance System Usability Scale
= Excallom o Operators state the desire to have a search function for _ | UE6 Prototypes |
z ) _'_'1 ' o Operators state guidance is desired for WCA resolution { Instructions: Please read each statement carefully and | IEIEYTHEE T3 76.6
i o Operators state training or guidance is needed within th| "SPonse each statement for the current Ground Cont
T « Default Lofter Sizing (as reported by Shadow operators) about each statement. Make sure you respond to every { As shown above, the average score for the payload prototype was 76.6, well above the average SU
i o Cicle: 17200m radius simply place a check in the middle bax. score of 68.
o Racetrack: 3000m in length, 1000m radius I think that I would enjoy using this system frequently.
o Figure-B: 4000m length, 1000m radius ondb
Strongly = . = User-Friendiness Ratings
Note that the Gray Eagle users rated the user friendliness si{ User Stories Disagree O - - Participants were asked to rate the prototype concept’s user-friendliness on a scale from "worst
User Story e imaginable” to "best imaginable.” The table below assigns a percentage. A breakdown of scores b
Letter Grades concept is presented below: . \ \
AIRCRAFT CONFIGURATION ; (S %
Each participant was also asked to assign a letter grade to el . : " . I found the system unnecessarily complex. : - £ o, % R T
As an AO/PO, I want the ability to adjust the air Multiple users Best Fair, Wor ' ’ ; NILITA
chart below. vehicle link profile frequencies saved, so that I replacing thesg gmngw O) ) ) User Friendliness Bk Excellent Good i Poor  Awful ey t AL IRY SINULA
. . - . 5 — — p—
Latter Grade | T rass TR Rt antry and sve . frustration wi] 1S3 UE6 Operators 0.0% 65.5% 24.1% 10.3% 0.0% 00% 0.0 , n, 7 1 g
) that can be say Letter Grades . - : ‘
25 As an AO/PO, I want the ability to conduct a Multiple opera| I thought the system was easy to use. Each participant was also asked to assign a letter grade to the prototype, from A to F. A breakdown A ':' S 13
% hostile takeover, so that I can ensure an aircraft deployment Strongly . . grades by concept is preseneted in the table below: ; . 4
2 remains controlled at all times. citing sues of  pis @, ® O : S
15 getting "stuck. Grade A B c D ¥ i y
As an AO, I want the system to provide an 44.8% 48.3% 6.9% 0.0% L \
11 indication as to why I do not have Up-Sync or Dn- I think that I would need the support of a technical per
L) f:nmc;.ln H’::t.:: ﬂ i(:)::;:ﬂl.::l more quickly and St_rongly ) 0O ) Task D¥fficulty Ratings
- Disagree - - = The average difficulty ratings for each task within the prototypes, rated on a scale from O (Very Diff
(1 | E
" ’ v As an AO/PO, I want the ability to override the | VROC reductio _ o ] o Ny g e e
. - | system !imi‘l:tiuns :l'ul sutematic rechetions sn tnmplratun.n 4 I found the various functions in the system were well iy e — tsedl o
W Giay Eavle WEH the vertical rate of climb (VROC), so that Ican health is maintl  g3rongly = ~ ey S
O appropriately respond to issues surrounding | there @re somd  Disagres e N 1 Markingatarget [N : 55
Pain-Point Severity Ratings airspace deconfliction or meet mission necessary to 2. Searching for a specific target in the
Below are outlined major pain-paints in the design of the GO requirements. confliction wh R T i T 55 54 5.5
Shadow operators during Event 1, on which frequency data neaded to I thought there was too much inconsistency in this sys 3. Editing your target's detals | 5 = 5.4
are by no means intended to represent a comprehensive list 4. Re-tracing a route taken by a moving ) ) = ‘
5. Creating a SALT report - - 5.7 41
6. Performing P@C 5.0 52 51 4.8

Information discovery and usability testing can occur throughout the UX process, dependent
upon access to users and availability of resources. When these activities require special
equipment or travel, or are subject to time constraints, they may be structured more formally
asa’ " These events typically range from a few day to a week at a time, and
provide an opportunity for the UX team and stakeholders to get a more intimate view into
users' behaviors within their natural environment — while gathering a large volume of data.
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