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Purpose of this framework

Organizations invest heavily in digital products, platforms, transformation efforts, and delivery systems.

Yet many still struggle with:

fragmented workflows reactive delivery

operational ambiguity siloed collaboration

inconsistent research adoption unclear ownership

disconnected decision-making UX engagement too late in initiatives

Most organizations are not lacking effort. They are lacking operational clarity.

This framework and playbook were created to help organizations operationalize user-centered design as a scalable
system for collaboration, delivery, decision-making, and continuous improvement.



What this is — and what it is not

This framework is not about forcing rigid process

The recommendation is that organizations establish structured operational systems that help teams:

reduce ambiguity improve collaboration create clearer initiative progression
validate assumptions earlier improve delivery consistency support continuous learning

Organizations may successfully combine:

Agile SDLC Lean Six Sigma DMAIC TQM Hybrid delivery models DDRSM

The focus is operational maturity, not methodology evangelism.
DDRSM is recommended because of its flexibility, adaptability, lightweight structure, and ability to
integrate into multiple organizational environments.



User-centered design as an operational principle

What is user-centered design

User-centered design (UCD) is the practice of designing products, services, workflows, and systems around the
needs, goals, behaviors, and realities of the people using them.

User-centered organizations often:

Q involve users earlier Q¢ validate assumptions before scaling delivery
QO reduce friction across workflows and systems QO improve usability and adoption

Q align operational decisions around real behaviors and
needs

UCD becomes significantly more effective when embedded into organizational operations rather than treated as an
isolated design activity.



Why UCD matters operationally

User-centered organizations often outperform their peers

Usability and workflow clarity

Earlier validation

Better experiences

Clearer workflows

More intentional planning

Cross-functional alignment

Increased adoption and conversion

Reduced rework and delivery waste

Increased trust and brand loyalty

Lower support and training costs

Improved operational efficiency

More consistent delivery

Research from organizations
such as McKinsey and
Forrester has repeatedly
shown strong relationships
between mature design
practices and business
performance.



The operational maturity model

Core pillars of operational UX maturity

Intake & Engagement
Clarifying how initiatives begin

e

Design & Validation

Supporting iterative problem
solving

Q

Research & Discovery

Understanding users and
workflows

Delivery & Measurement

Connecting execution to outcomes

0)
M

Cross-Functional
Collaboration

Improving alignment across teams

af

Education & Enablement

Scaling shared understanding

%

Workflow & Governance

Creating visibility and structure

%

Continuous Improvement
Supporting ongoing maturity



The operational shift

Moving from design support to operational enablement

Traditional perception —

Deliverables

Traditional perception

Interface reviews

Traditional perception

Ticket fulfillment

Traditional perception —

Desigh ownership

Traditional perception

Visual consistency

Operational maturity model

Operational systems

Operational maturity model

Initiative alignment

Operational maturity model

Structured collaboration

Operational maturity model

Shared operational participation

Operational maturity model

Organizational coordination



Implementation overview

Moving from operational theory into practice

Operational maturity develops incrementally. Organizations benefit from introducing maturity progressively rather than
attempting large-scale process transformation all at once.

The implementation model focuses on:

operational visibility initiative structure workflow clarity collaboration systems

governance support research operationalization enablement systems continuous refinement



Suggested first 90 days

Example maturity implementation roadmap

n Days 1-30

) Map workflows

() Identify operational friction

() Audit intake systems

() Assess collaboration structures

() Identify quick wins

a Days 31-60

) Improve intake systems
() Launch visibility initiatives

) Introduce lightweight research
operations

() Facilitate alignment workshops

() Clarify engagement expectations

a Days 61-90

() Introduce governance checkpoints
(v) Create operational playbooks

() Launch enablement systems

() Build shared repositories

() Begin maturity measurement



Coaching principles

Helping organizations build maturity progressively

Organizations benefit most when they:

create visibility before enforcing _ ,
start small Improve collaboration gradually

process

test operational changes learn continuously from

: . . refine systems over time
incrementally implementation

The objective is not operational perfection. The objective is building healthier operational habits.



Learning as the core outcome

Operational maturity is fundamentally a learning system

At its core, user-centered operational maturity helps organizations learn more effectively.

Organizations learn through:

~” user understanding ~ workflow observation ~ operational reflection ~” collaboration

~” validation ~ experimentation ~ measurement ~ continuous refinement



Building organizations that operate with greater clarity

Operational UX maturity is not simply about better design.

clearer collaboration stronger operational systems
more intentional workflows improved initiative structure
embedded user understanding scalable operational coordination

The goal is helping organizations work together more clearly, consistently, and

effectively while creating better products, services, and experiences.
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