
©2021 Guidehouse Inc. All rights reserved. Proprietary and competition sensitive. For internal use only.©2021 Guidehouse Inc. All rights reserved. Proprietary and competition sensitive. For internal use only. 1

Gold Standard UX for 
Government: Usable, 
Accessible and 
Adoptable from the 
Ground Up
GSA Fleet Modernization
September 23, 2022



©2021 Guidehouse Inc. All rights reserved. Proprietary and competition sensitive. For internal use only.©2021 Guidehouse Inc. All rights reserved. Proprietary and competition sensitive. For internal use only.

Today’s Objective

• Introductions
• GSA Initiative Overview
• Our Approach & Methodologies 
• Initiative Retro
• Key Takeaways 
• Q&A
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We are here today to discuss 
how we leveraged 
multiple frameworks to 
successfully modernize and 
innovate with GSA. We’ll walk 
through the GSA initiative, the 
frameworks, and what this all 
means for you.

Agenda
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Introductions
Who we are
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• Creative Design
• Developers & Testers
• Analysts & Scrum 

Master
• Program/Product 

Managers
• Are you undergoing a 

modernization also?
• Human Centered 

Design Agile/Scrum 
familiarity

Greetings to All!
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is the Director of the Product 
Integration Division for GSA Fleet. 
This division is responsible for 
managing the 19 legacy 
applications that power business 
operations as well as the cloud-
native modernization and product 
management efforts currently 
underway. Jessica joined GSA 
Fleet in 2010 and holds a 
Bachelor’s of Arts from Clemson 
University and is a certified 
Lean/Agile practitioner.

Jessica Murray



©2021 Guidehouse Inc. All rights reserved. Proprietary and competition sensitive. For internal use only. 6

is the Branch Chief for the Product 
Integration Division and is responsible for 
the implementation of software products, 
human centered design, change 
management, vision, and strategy for the 
modernized fleet system 
(GSAFleet.gov). Jamie manages a team 
that is responsible for supporting the 
Product Managers with a centralized 
communications strategy, training needs, 
usability testing, or helping to facilitate 
other user feedback methods.

Jamie Lindabury
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is a managing consultant 
within the Digital and 
Emerging Technology practice 
at Guidehouse. She has 
served as the Product Lead 
and Product Designer for the 
Catalog product for GSA’s 
Advanced Fleet Software 
Modernization project.

Melissa Glasser
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GSA Initiative 
Overview



©2021 Guidehouse Inc. All rights reserved. Proprietary and competition sensitive. For internal use only.

GSA Overview
GSA Mission 
The Office of Fleet Management’s (GSA Fleet/QMD) mission is to provide safe, reliable, 
low-cost vehicle solutions that assist federal agencies in effectively and efficiently meeting 
their mission and federal mandates. GSA Fleet manages mandatory Government-wide 
vehicle acquisition programs, provides Federal agencies full-service vehicle leases, and 
offers short term vehicle rentals. 

GSA Current State
In order to meet this mission, GSA Fleet personnel, customers, and other internal and 
external stakeholders currently use 20 disparate systems, some obsolete for system 
expansion or future growth. 

10



©2021 Guidehouse Inc. All rights reserved. Proprietary and competition sensitive. For internal use only.

Our Solution: Modernization
Embarking on Modernization
A complete systems modernization is underway to modernize the functionality within the 20 
legacy systems into a single integrated system. As GSA Fleet embarks on its systems 
modernization, the resulting applications and value-added fleet management services 
enabled by the enhanced automation will be made available to agencies as service 
offerings to improve their fleet management. This modernization will allow agencies across 
the government to reap the benefits of the resulting solution and enhance a widely 
leveraged shared service.

What does modernization solve?
• 20 disparate, mainframe legacy applications – 20 sets of user permissions, foundations 

of architecture of how people interact with the system
• Data quality and governance
• Laborious and manual processes
• Shadow IT
• Challenging User Experience – slow, inefficient, not unified, manual data entries

11
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Year 2/5 Outcomes & Successes
• GSA engineers are working in the system to manage vehicle standards
• License plates are being managed in the system
• Dev, Test, Stage and Production environments
• Established the inventory management related features
• Releasing all the features needed to decommission another legacy 

platform, FedFms this month
• Data migration and write-back is still a challenge

12
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Our Approach & 
Methodologies
How are we doing it?
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Our Approach & Tools

Human-Centered Design

14

Accessible Design Remote Facilitation Tools

Agile & Scrum

Our Guiding Principles
Minimize Time to Value Excel at Change Build for Outcomes
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Human-Centered Design
Human-Centered Design (HCD) is a framework to solve complex problems. 
This framework integrates a set of practices to understand users—their 
needs, constraints, contexts, behaviors, and wants—so that you can build 
deep empathy with them, generate multiple ideas to help solve their 
problems, and arrive at a solution via rapid prototyping.

15

PROTOTYPE

Bring ideas to 
life by creating 

concepts; validate 
and iterate to refine 

the solution

TEST

Measure and 
analyze how real 

users actually
experience the 

solution through 
iterative testing

UNDERSTAND

Empathize and 
research users and 

problem space, 
identify goals, 

needs and 
challenges

DEFINE

Synthesize 
research into 

actionable insights, 
define key 

problems and 
prioritize them

IDEATE

Generate as many 
ideas as possible; 
narrow down to the 
ones with highest 

impact
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traditional 
approach

human-centered 
design approach

Prioritize conventional research, 
industry trends, and traditional competitors

Fall in love with an idea or solution

Build comprehensive business cases 
and project plans with agreed upon deliverables

Output over outcomes

Obsess over customers’ functional and 
emotional needs

Fall in love with a problem

Use an iterative approach that prioritizes 
speed and learning over perfection

Outcomes over output
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1. Understand (HCD Process)
In the Understand Phase, we research end users and the problem space 
where we ask them critical questions to set the course of the project, and to 
identify goals, needs, and challenges. We tailor our methods to the needs of 
end users and conduct quantitative and qualitative research to glean 
insights on the most important features and capabilities. The outputs from 
the Understand Phase inform the Define Phase.

Common activities and tools
• Empathize with users and stakeholders by conducting user and business 

research
• Interviews with representative users from each product
• Synthesis
• Research Readouts
• Personas
• User Journeys

17
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1. Understand (HCD Process)

18
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1. Understand (HCD Process)
How we implemented for GSA:
• Interviews with users and stakeholders
• Current state analysis
• Affinity map, persona, journey map

I asked Jamie how he thinks a user centered approach to research has 
helped him as a leader to better understand the people we are building for.

19
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2. Define (HCD Process)
The second stage in the process is about clarity, focus and definition. Gather all the 
insights you’ve collected— consumer need states and barriers, lifestyle realities and 
cultural influences—to begin to make sense of the landscape of solutions you’re exploring. 
What themes or patterns are bubbling to the surface? What unmet needs came out of left 
field? What unexpected barriers might shift our focus? Are we asking the right questions, 
and do we need to reassess our assumptions about the task at hand?

Common activities and tools
• Personas, journeys, and research readouts to build consensus around problems
• Design hypothesis
• Product teams write experience plans, features, epics and user stories
• Prioritization exercises to understand effort, impact and priority
• Weighted Shorted Job First (WSJF)
• Development strategies : Sliver, Program Roadmap, decommissioning strategy

21
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2. Define (HCD Process)

22
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2. Define (HCD Process)
How we implemented for GSA:
• Recommendations from research
• Product Experience plans
• Development framework (Sliver, data, user, decommission)
• Estimations and prioritizations

23
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3. Ideate (HCD Process)
During this phase, ideas are generated in the form of questions and solutions by way of 
brainstorming. Designers are encouraged to use creativity and innovation to develop 
concepts that address the needs of users. Assumptions should be challenged at this 
phase. Sketches, storyboards, affinity mapping should be developed at this stage.

Common activities and tools
• User flows, process flows, business architecture, service blueprints – co-creation
• Rapid ideation workshops
• Sketches, storyboards and affinity mapping
• Group think – Card sorting for IA

24
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3. Ideate: Card Sorting for IA

25
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3. Ideate: Business Architecture

26
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3. Ideate: Process Flows

27
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3. Ideate: Service Blueprints

28
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3. Ideate (mental models, co-create)

October 6, 2022 29

Met with 5 representative 
customer agencies to 
understand their mental 
models and how they group 
vehicles and their team to 
inform user role structuring 
in the system
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3. Ideate (HCD Process)
How we implemented for GSA:
• Card sorting for Information Architecture
• Business architecture, service blueprints, process and user flows
• Workshops for the future state with SMEs, design, product and 

development
• Mental model workshops with customer agencies for grouping of users 

and customers

We reflected on all the artifacts and workshops over the last two years. I 
asked Jess to explain a bit of her take on the client experience of the 
ideation process.

October 6, 2022 30
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4. Prototype (HCD Process)
The prototype phase is all about experimentation: transforming ideas into tangible 
“artifacts.” Regardless of the task at hand, rapid prototyping is a crucial step in gaining 
insights quickly without much effort from the design team. Consumer understanding is key 
in putting each solution to the test, to highlight any gaps, barriers, constraints, or flaws in 
the concept.

Throughout this stage, proposed solutions may be improved, redesigned or rejected 
through a series of reviews and critiques from the broader team. This rapid iterative 
process does many beneficial things: It allows creatives to be imperfect and detach from 
their work, it embraces collaboration by “piggybacking” ideas from different sources, and it 
depersonalizes the creative process in a way that empowers teams.

Common activities and tools
• Low, medium and high-fidelity artifacts
• Cross-functional team collaboration
• Design system
• Component library
• Accessibility from the ground up, buy in from design, dev and product

32
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4. Prototype (HCD Process)

33
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4. Prototype (HCD Process)

34

Design System 
& USWDS
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4. Prototype (HCD Process)
How we implemented for GSA:
• Mural and Figma – low to high fidelity, interactive prototypes
• Cross-functional collaboration
• Design system and component library

Our designers meet with GSA product teams weekly to get feedback on 
prototypes. I asked Jamie how he thinks that rapid iteration between 
reviews supports us building the right thing at the right time?

35
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5. Test (HCD Process)
Low fidelity prototypes and screens can be tested to receive user insights 
quickly without much effort from the design team. Fidelity can increase as 
needed during the iterative HCD process as we learn more about users and 
their interactions and impressions with our product or service.

Common activities and tools
• Frequent feedback from SMEs and users through design reviews and 

usability testing sessions
• Accessibility testing through browser extensions and with disabled users
• User Acceptance Testing
• Iterate based on feedback

37
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5. Test (HCD Process)
How we implemented for GSA:
• Weekly design reviews for feedback from Product Owners, 

Managers, SME stakeholders and GSA legacy IT
• Pre-development usability testing with users, iteration after feedback
• Accessibility testing with every build and at releases with disabled GSA 

users
• User Acceptance Testing

I asked GSA where they’ve seen testing improve the product?

38
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Agile & Scrum

Agile manifesto
• Individuals and interactions over processes and tools
• Working software over comprehensive documentation
• Customer collaboration over contract negotiation
• Responding to change over following a plan

40
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Agile & Scrum
Scrum Values
Courage, Focus, Commitment, Respect, Openness

Scrum Principles
1. Control over the empirical process. In Scrum, the empirical process is 

based on observation of hard evidence and experimentation rather than 
theory. ...

2. Self-organization. ...
3. Collaboration. ...
4. Value-based prioritization. ...
5. Time-boxing. ...
6. Iterative development.

41
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Agile & Scrum

How we implemented for GSA
• 2-week sprints, scrum masters who uphold scrum values
• Ceremonies- sprint planning, daily stand up, retro and demo; PI planning 

& Retro

I asked Jess and Jamie if they had to recommend Agile for a project, what 
they say are the benefits.

42
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Accessibility
Throughout the GSA initiative, we have prioritized building an accessible product. We have 
buy-in at every level: design, development, testing, product and leadership.

Common activities and tools
• WCAG 2.0
• Universal Design
• Design Systems
• Testing

How we implemented for GSA
• Designing in compliance with WCAG 2.0

44
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Initiative Retro
What’s working well and what we can do 
better?
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Initiative Retro

46
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Initiative Retro

• How we implemented for GSA
• Retros with each sprint and program increment- what's going well, what is 

not, what actions can we take?
• Enforces transparency and relies on and builds trust within the team and 

the program

I asked GSA what they learn and gain from our retro practice and findings.
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Key Takeaways
What does this mean for you? How can you 
leverage HCD, Agile & Scrum?
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Key Takeaways
• Build for users by talking to them and get them trying what you 

design/build
• Inspect & adapt
• Pivot mercilessly without guilt
• Data, data, data

I asked Jess and Jamie what are some of the most important things they’ve 
learned that they want to share with others involved in large scale 
modernizations

50
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Questions?
How can we help you?
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Thank you!
We wish you a wonderful conference.
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This content is for general information purposes only, and should not be used as a substitute 
for consultation with professional advisors.

54

Your Guide

Melissa Glasser
Managing Consultant, UX/Product
mglasser@guidehousefederal.com
(240)338-6231
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