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Figure 4.3.2-5. End-to-End Delivery Process Improvements. 

UCD Discovery 

Our approach to enhancing the CalSAWS end user experience through User-Centered 
Design (UCD) begins by establishing a vision and setting clear goals for delivering SCRs 
to the CalSAWS platform. 

Process Improvements for UCD Discovery 
Our UCD methodology enables CalSAWS leadership, Counties and stakeholders to 
leverage both our curated user research learnings and performance data collected 
through established listening channels and usage analytics, which is described in 
Section 4.3.3 Improving the Existing CalSAWS Approach to UCD UX (ME-UA11). The 
inputs collected through these channels help identify new SCRs and improvement 
opportunities as well as refine the prioritization of the system enhancements. 

During the discovery phase we conduct discovery and focus group sessions as well as 
qualitative and quantitative research to understand and document the voice of the 
customers. With the objective of learning about the needs, expectations, and pain 
points of CalSAWS end-users, we craft current state journey maps to find and document 
pain points, moments that matter, and opportunities for improvement with using UCD 
tools and techniques throughout. These are reviewed by stakeholders and users, and 
feedback is used to craft future state journey maps. The future state journey maps and 
feedback from stakeholders and users are galvanized as input for the next phase in the 
delivery flow, to discover & define the requirements and design for SCRs.  

For more details about our process improvements for the existing CalSAWS UCD 
Approach please refer to Section 4.3.3 Improving the Existing CalSAWS Approach to 
UCD UX (ME-UA11). 

How this is used for the CalFresh ABAWD SCR scenario 
Below are key activities that occur during discovery phase for ABAWD SCR: 
• We involve stakeholders, the related Committee members, Counties, RMs, State 

partners, and contractor teams (i.e., infrastructure, BenefitsCal, Central Print and QA) 
starting from the discovery phase. 

• Using the , we identify other ABAWD, Interface, Reports, and NOA-
related changes in the pipeline that can leverage the same code base for 
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Enhanced Automation via Selenium Web Driver: Most of the automation testing tools in 
use only provide scripting and execution capabilities, which creates a lot of 
dependency on manual testing for validation. We will work with DIO and bring a new 
tool, Selenium web driver, which not only records the scripts, but also brings execution 
and validation capabilities, as indicated in Figure 4.3.2-9. It will reduce the manual 
testing effort to only look for critical scenarios and boundary conditions, which 
significantly increases the overall delivery pace of the SCRs.  

 
Figure 4.3.2-9. Enhanced Automation via Selenium Web Driver. 
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Feature Based Validation: We utilize a feature management tool, LaunchDarkly. With its 
SCR features can now be deployed to Lower Environments and Production by the 
Development Teams with the feature configuration turned off making the SCR feature 
invisible to the end user. With that Consortium, Counties and Stakeholders can then 
determine at their own discretion when to toggle on that SCR feature making it visible 
to the end user allowing to conduct feature-based validation activities in pre-
production environments as well.  

Additional Support for County Validation Testing: We will work with DIO and Consortium 
to provide additional support for County testers for the County Validation phase which 
will reduce the overall timeline for this phase. 

Our proposed testing approach updates processes and reduces old/siloed processes 
between Counties and the Consortium. Our approach to improve testing through 
different methods and processes are detailed in Figure 4.3.2-10. 

 
Figure 4.3.2-10. Testing Approach. 
This continuous analysis encompasses testing methodology and necessary testing 
support activities, all aimed at identifying enhancements for improved Consortium, end 
user, and stakeholder support through these validation processes. 
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Figure 4.3.2-11. Guiding Principles. 
 

Conventional vendors tend to place excessive reliance on developer staff, resulting in a 
less user-centric approach. This frequently leads to increased defects, iterations of 
coding changes, testing failures, and even adjustments to requirements due to 
incomplete understanding of basic user needs. In contrast, our approach places less 
emphasis on developer resources compared to other pivotal phases of the SDLC. The 
visual (Figure 4.3.2-12) and Table 4.3.2-5 below shows a representation of our staffing 
levels compared to those of a typical vendor and how our approach is aligned with 
Consortium goals of improving the SCR process for the Counties. 

 
Figure 4.3.2-12. Additions for Resource Capacity. 
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• Assisting Counties in identifying crucial changes in the CalSAWS system and 
representing these needs in SCR prioritization and approval processes, while also 
aiding in anticipating workload and operational impacts during UCD discovery 
sessions. 

• Offering staff to aid in County validations for releases, ensuring our user-centric focus 
extends throughout the SDLC and beyond. This includes support during County 
validation phases, user training, and facilitating familiarity with new functionality post-
implementation. 




