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Figure 4.3.3-1. Delivery Approach: SDLC vs. UCD. 
The current CalSAWS approach is based on a traditional SDLC approach that is 
“development process” focused, versus UCD which is customer or user focused. UCD 
should not be thought of as a stand-alone, bolt-on approach that is added to the SDLC 
process, rather it should be fully woven in and integrated to the overall CalSAWS 
delivery process to achieve optimal results. In fact, separating the two processes leads 
to confusion, inefficiencies and impedes the overall effectiveness of UCD to deliver its 
full potential. For example, when comparing the two, each use similar terms for their 
different phases and activities. This division and lack of synchronicity between the two 
approaches leads to confusion and uncertainty on how the phases align operationally 
to improve the overall delivery process. To solve this challenge, Deloitte brings forward a 
model that integrates the UCD and SDLC phases into one unified end-to-end 
approach, as shown in Figure 4.3.3-2.  

 
Figure 4.3.3-2. Elevating the CalSAWS User Experience – User Centered Design Process. 
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analysis, and output of our Discern phase, to support data-driven leadership decisions 
to smartly allocate time and resources towards CalSAWS enhancements. This helps 
stakeholders see universal problems which prevents larger Counties from drowning out 
the user needs of smaller Counties. This time is also used to propose and approve new 
initiatives, agree on system-wide adjustments, share lessons learned and best practices, 
and communicate quick-turn changes for urgent policy items. 

While this phase supports the Hybrid-Agile process it is separate from the day-to-day 
delivery activities. The Opportunity Roadmap tracks strategic enhancements over the 
course of several months. The Opportunity Roadmaps feeds into the Hybrid-Agile 
process that drives the research topics for Discover & Define and the tactical-level 
backlog for project delivery. Key outputs from the Dream phase include: Opportunity 
Roadmap, data inventory, and research insights/reports. 

Delivery Stakeholder Engagement  
We think of the user experience holistically, understanding there are interdependencies 
across stakeholders within the CalSAWS ecosystem. Who we engage in our UCD 
approach is critical to develop a thorough understanding of solution requirements. 
When we work on a solution, we actively engage and take into consideration three 
groups: Users, Engineering, and Program. We know, from prior experience, if we only 
focus on one or two of these groups, we may develop a solution that is feasible, 
desirable, or viable. To achieve the optimal solution that is feasible, desirable, and 
viable, we must engage the three groups throughout the duration of a project as 
indicated in Figure 4.3.3-3.  

 
Figure 4.3.3-3. Delivery Stakeholder Engagement. 
How and when stakeholder(s) are engaged also influences the success of a solution. In 
contrast to the traditional SDLC process, our unified UCD approach starts with users to 
understand the problem from their perspective. We then present these findings to both 
Program (e.g., CalSAWS committees, state partners, etc.) and Engineering (e.g., 
functional teams, partner vendors) in order to establish alignment on user stories. We 
engage users outside of formal meeting structures, such as the Self-Service Portal 
Committee, through research and usability testing which validate we are developing 
solutions users value. We bring the data and insights from these user engagements to 
help inform Program and Engineering’s decisions. Our process allows Users, Program, 












