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Introductions &
HCD Overview

The Lab at The Office of
Personnel Management

The Lab at OPM (The Lab) is a practice that fosters
innovation through human-centered design. Our goal is
to teach human-centered design across the Federal
Government and help deliver innovative solutions to
address complex public and cross-sector challenges.
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Across the world, we obsarve efforts to promote
radical innovations in the public reaim bsing
followed by the creation of different types of

*authorizing environments” that foster these
9 experiments. We cal them Public Innovation
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PUBLIC
POLICY LAB

Pubiic Policy Lab 5 a non.pratt
organization dedicated %
mproving e design and
dedvery of public services.

Places. By this we mean expermental sites
agencies, or labs created to develop innavative
solutions to pressing social problems, and
dedicated to the creation of networks and
partnerships by launching new projects. events
and platiorms.
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In this first map we pay particular attention to
the rsz of Government Innovation Labs, a
range of organizations characterized by a direct
connection with the publc sector and developed
to challenge complex public issues that more
tradifonal governmental structures sesk 1o rescive
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Effective design of
public service is itself
an essential public
service.

The Design Necessity — A Casebook of Federally
LAB OPM Initiated Products, 1973
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The Government of
the United States of America

Organizational Structure

The White House

The Congress—The Senate & House

I The Supreme Court of the US

I Exacutive Offices of the President

= The Vice President
= The President

Departments of the Executive Branch

= United States Botanic Garden

= Library of Congress

= Government Printing Office

= General Accounting Office

= Congressional Budget Office

= Architect of the Capital

= US Tax Court

= US Sentencing Commission

= US District Court

= US Court of International Trade

= US Court of Federal Claims

= US Court of Appeals for Veterans Claims
= US Court of Appeals for the Armed Forces
= US Court of Appeals

= Territorial Courts

= Federal Judicial Center

= Administrative Office of the US Courts

White House Office =

Office of the Vice President =

Office of the US Trade Representative =

Office of Science and Technology Policy =

Office of Policy Development =

Otfice of National Drug Control Policy =

Office of Management and Budget =

Office of Administration =

National Security Council =

Council of Environmental Quality =

Council of Economic Advisers =

US Postal Service =

US International Trade Commission =

US Commiasion on Civil Rights =

US Agency for Intemational Development =
Trade and Development Agency =

Tennessee Valley Authority =

Social Security Administration =

Small Business Administration =

Selective Service System =

Railroad Retirement Board =

Postal Rates Commission =

Pension Benefit Guaranty Corporation =

Peace Corps =

Owverseas Private Investment Corporation =
Office of Special Counsel =

Office of Personnel Management =

Office of Government Ethics =

Occupational Safety and Health Review Commission =
National Transportation Safety Board =

National Sclence Foundation =

National Raliroad Passenger Corporation (Amtrak) =
National Mediation Board =

National Foundation on the Arts and the Humanities =
National Credit Union Administration =

National Capital Planning Commission =
National Archives and Records Administration =
National and Space -

Inter-American Foundation =

General Services Administration =

Federal Retirement Thrift Investment Board =
Federal Mine Safety and Health Review Commission =
Federal Mediation and Conciliation Service =
Federal Labor Relations Authority =

Federal Housing Finance Board =

Federal Election Commission =

Federal Deposit Insurance Corporation =
Farm Credit Administration =

Export-import Bank of the US =

nt Opportunity Commission =

Erwironmental Protection Agency =

Defense Nuclear Facilities Safety Board =
Corporation for National and Community Service =
Central Intelligence Agency =

African Davelopment Foundation =

ities and ge C L]

Nuclear Regulatory Commission &

National Labor Relations Board &

Federal Trade Commission &

Federal Reserve System »

Federal Maritime Commission &

Federal Energy Regulatory Commission ®
Federal Communications Commission ¥
Consumer Product Safety Commission &
Commodity Futures Trading Commission &
Department of Veterans Affairs =
Department of Transportation =

Department of the Treasury =

Department of the Interior =

Department of State =

Department of Labor =

Department of Justice =

Department of Housing and Urban Development =
Department of Homeland Security =
Department of Haalth and Human Services =
Department of Energy =

Department of Education =

Department of Defense =

Department of Commerce =

Department of Agriculture =




Margaret Mead
Anthropologist
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People think that design is styling.
Design is not style.

It’s not about giving shape

to the shell and not giving

a damn about the guts.

Good design... combines
technology, cognitive science,
human need, and beauty to
produce something that the world
didn’t know it was missing.

Paola Antonelli
Curator of the Department
of Architecture & Design at MOMA



sert Simon o s
Economist, Psychologist,
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R Defining Human-Centered
verview .
Design

The discipline of navigating
complex problems and
creatively designing effective
solutions to meet people’s
real needs.

LAB'OPM



HCD Overview

An Integrative Discipline,
A Connective Methodology

HCD draws on familiar
design disciplines:

Graphic Design

Industrial /Product
Design

Digital/Web Design
Fashion Design

Interior/Landscape
Design

Architecture
Etc.

And incorporates
other methodologies:

Anthropology & Sociology
Cognitive & Computer Science
Behavioral Economics
Ergonomics/Human Factors
Participatory Design
Service/Experience Design
Interface/Interaction Design
Brand/Business Strategy

Etc.



@ Human Innovation Fellows
® Competitive Service

® Formal interagency
rotation program

Informal rotation programs

@ Open Opportunities
micro-details

Intergovernmental Personnel
Agreements (nonprofit, state, local)

@ Adjunct Faculty
® Presidential

Management Fellows

Interns

LAB'OPM

Who We Are

HOW LONG
THEY SERVE

v

INDEFINITELY

1TO04
YRS.

HOW

THEY'RE PAID

\ &

6 MOS.
TO 1 YR.

< 6 MOS.

VARIES

WHERE THEY

THE
LAB
&~
UNPAID

COME FROM
v
PRIVATE
SECTOR
e, FEDERAL
GOVERNMENT
ACADEMIC/

INSTITUTIONAL

GRAD/
UNDERGRAD



Design
Research

LAB'OPM



We are our own
longest running
design project.

LAB OPM 2017 Year in Review
B



=TT — Mapping
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What Do You
Innovate?

First Government



Mapping
the Innovation
Ecosystem

=>

What Do You
Innovate?
Use these rows

to mark where

an organization
employs design
practices to
create innovation

Where Do You Innovate?

Use these columns to mark the sector(s) in which an
organization carries out its innovative work

S e
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Viapping
he Innovation
-cosystem

Vhere and what do public
ector innovators see
1emselves innovating?

rganizations

The Lab at OPM
Dept. of Education
' Dept. of Labor

' Dept. of Labor: Bureau of
Labor Statistics

' Small Business Administration

' Census Bureau, Center for Applied
Technology

' Open Opportunities, GSA
~ Internal Revenue Service

ings: “Where"

/— Each narrow ring is
a field of work

Fields are grouped by
broad, overall focus
of work and arranged
into concentric rings

lices: “What"

—— Each slice is an area
to innovate within a
field of work
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© Project pracedent. if any

O Lzvel of experiance the
Customer hesinthe
eccuisition process 30 preliminary market resesrch

© TAC + Customer: Exsting
or new collzberation

3Build the contrecting package

© Customer we comes -

TAC towork together Jefine specif ¢ requirements

@ O Level of Customer znc
TAC collsberation

% When Custcmer and TAC
give exrly attention to the
preect, the processis

Jocument (RED)

Obte n|TARS if necessary

ezsier and mors effactive.
Both parties want tobuild
trust enc relzticaships.

Plzn project timeline

Defineroles &respansibilities

7,
T

PROJECT PLANNING

UPLOAD
TOVoA

O Leve of PWS maturty

© Compaxity of Project -
© Amcuntcf lege dets stohence

O Templete usec for documentation

O Timelinz of need & level of urgency
(e.g., enc of fiscal year)

O Svailebility of

O _eve of stakeholder responsiveness.

O Stakeholder mot vet caon project
(e.g.. connection to mpect on Vaterens)

© Customer ability to understand
and erticulete end-usar needs

O Customsr ownersh ¢ of requiremants

© arance of TAC team cohes cn

0 O TAC teem wncerstenc ng of needed tech -

0 O _ey= of proactivity of all popis involveg =

% Customers want
be pertners. They look

tohe g them uncerstenc the

process andto lst

REFINING REQUIREMENTS

Jnderstand requirements enz budget

Gather and custemize documentation

Jnderstand bus ness cwner needs. About

This Map

The road to a TAC contract is complex, but

not randomly so. This graphic suggests where
Customers are coming from, offers a sense of

orientation along the way, and sets realistic

expectations of what's ahead.

- Eveluate mplication cn other contracts
Get advice from TAC prior to VCA entry

- Comg ete Requirements Eleboration

ook toconsolidete with similar projects

old Customer Planning Nzeting (CPN )
current 7Y rec. m estones established | ] | | |

Assign TAC team te project

Mcc fications: Rework recuiremants

Hold intial meet ng
Know& erticu ats requirements.

Dev se ecou sition strategy

Plan schedule of milestcnes

Do ecditionz market research
or industry engagement

.ustify brand name

Customer transletes needs
intorequirements

Check that requiremsnts are
within scope of contract

Identify money anc

Moments that Matter

On the Customer curey are "Noments that
Matter.” These are key copertunities for TAC

to engege the Customer and eccress variebles.
et correspanding steps n the process.

Steps

Eech phase in the journey is a loop of nteraction
between Customers and their collzboratcrs.
Steps thet typically take gace during the chase
ere listec slongits ‘cop.

@ Stenderd steps intheprocess

@ "Mcments that Matter” steps

Variables

Verizb'es may affect service delivery and the
Customer experience. The mors ver ables are
involved n aghase, the more complexit tends
to be. The presence and handling of these
variables can shape the Customer journey.

© Project verables

© People variebles

Q 5cme veriebies ere more
strenuous for Customers.

ISSUE
SOLICITATION

© Tmeuntil pregesals received

© “umber of proposals racs ved

© Cuality of proposels receivec
© Amenc solicitation as necessary
© Vinether extens cns 2r= granted
O Contractor ntiates 08 A
© Exger ence level of eve uators

© Availability of evaluators enc
SSEB members

O O Alignmznt of proposal toinitia
neec andrecuiremants.

0 O Cecortunity for focused
co aborat cn onthe evaluetion

Refine PWS/PD

Do techniczl reviews of documents

Do lege reviews of documents

Complete IGCE anc ACQ
peckage for so citetion

ARRS and Customer refine
dreft packege (Sharepoint}

I appliceble: *Tis formed
PC/ENG enc CS/CO meeting with

Customer: Go over all commznts an
perform doc revis cns inreal-time

¥ Customers |
they cometot
cangst the
projectdoes notez

knowing f

with the teem.

The Customer Journey in Acquisitions
Technology Acquisition Center (TAC)

© C0.COR PYresolve ssues
with contractor as needed

© CORleve of expert se ancor
proxmity to project

©Q O Contracter's commitment
and competency

$# Customers cons ca the
post-awardchase the '
work” of project execut ca
“here 5 opportunity for more
colleboration

TAC and Customers

S

./

Recs ve proposals

TAC nvites customer
ca-site for n-person work

Customar, TAC, enz 0GC
collaborete to enswer
solicitation cuestions
Znter into negotiat cns

Wir te contrect,
ZCNIS, IFCAP

Customr fine zes.
eveluations

3rief S34 and scvisors.
Conduct evaluat cn

Znsure propasal still
mests requirements

Conduct sourcs select cn
cacisionwith Customer

EVALUATION OF PROPOSALS

d

ACQUISITIONS

PROJECT EXECUTION

O _evz of project
management

0 O Contrzctors
performance

¥ Customerand TAC
collaborate £ help

'sure the coatrector
vers and performs
whet's nthz contract

Kick-off meeting

Rev ew anc epprove
documents enc deliverst a5

AppointCORasnascec

Dstribute contract to Customer and
awercee (or winning contractor)

Notify unsuccessful offercrs

Debrief unsuccesstul ciferors
Post-gwerc protest end resolution, if any
Fold on-boarding meet ngs

Submt customer feecback and survey

CLOSE OUT
CONTRACT

Vakemodificat cns
Exerc se optens
Certify invoices

Hold quarterly meetings

PMreviews anc accepts
deliversbles

Customer and TACrate
contracter in CPARS

Complete cif-boerding
activities

POST-AWARD ADMIN.
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The Design
Learning Spectrum

N %

< Passive

©

Read,
see, hear

Read about
design and
design projects,
watch a video,
listen to a talk
or padoast.

Learning-
focused
Workshop
participation
Take a fun-
damentals of
human-centered
design course.

Active -

Learn Co-design Co-design Doing, with
through event(s) process coaching
expertise Hold a co- Work side-by- and mentoring
Work with design event with side with design Dasign and imple-
dasignars to design experts experts to learn mant your own
witness their to start finding a their process, design process
process and see response to your design thinking with support and
the results of complex problem.  and participate in  mentoring from
dasign thinking the results. seasonad dasign

axperts,

Types of Design
Expertise

« User experience (UX) design
« Service design

* Product design

+ Program design

* Policy design

« Dasign strategy

Domains

of Innovation

Transportation/Infrastructure «

* Public Services « Intelligeance

* Social Services * Science/Technology
* Housing/Community « Energy

* Health « Environment

* Culture/Education « Cities

International Affairs

Result

v

Flying Solo

Apply your
sxpartse and
share your
Insights and
successes with
& connected
faderal net-
work of design
thinkers.

Measure

Practice
Communicate
Facilitate
Teach
Mentor

1 A2 AAmaa



Design Education

2018: Basic learning modalities

critical
design
awareness

focused

design Beginner
awareness

basic
design
awareness

I P

2012 > 2018

OPM




Design Education

2018: Basic design awareness

HCD 2.5k

FUNDAMENTALS

basic
design
awareness

| |

2012 > 2017

LAB OPM



Design Education

2018: Focused design awareness

DESIGN
MODULES
focused
design
awareness

i )

2018 > 2019

LAB'OPM



Design Education

2018: Critical design awareness

SUMMER

DESIGN
SCHOOL

critical

design
awareness

2017 > 2019

OPM



Design Education
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OPM

Schedule at a Glance

9-10am

10am-12pm

12-1pm

1-3pm

3-4pm

4-5:30pm

Altornate
contont
BURRIONN
presaontod
by The Lab
at OPM

SUMMER DESIGN
SCHOOL 2017

Locatons:

s The Labat OPM
s Offs 2o tour

w— Jommahivs Butler
“arks Conto

Natonal Endowmant
for tha Arls

LAB’®

Who came to

Summer Design School 2017

48 /=« N\ Experience with Design
2/

students from many sectors

of the federal government.
-
RN Pay
-’ Grade

6 § 34

GS8 to GS11 GS12to GS15

Qualitative Bohavioral Systoms Storytelling
Research Economics Thinking Story District
Alison Victoria Rachel Sinha,
Montgomery, Kabak and The Systems
Millennium Amanda Studia
Challange Banton. U.S.
Corparatan Departmant
R N of Health &
Muman Ser-
A vices
O
Lunch
Wall of Studio Studio Studio
Probloms Session Session Session
Facilitated by Facilitatas Facilitatac Facilitatac
Ana Monroa by MICA hy Daloitta by MAGA
and Aaron Sacial Dasgn
Stionstra, Tha innavation

Lab at OFM

Participant trave! + setup for altarnate content Sessions

Studio Tous Studio Tous Studio Tour Studio Tours
CapitalOne FablLab Ecucation Pear
Labs Design Lab Insight
Team Observational [n‘ormation Visualizing
Boostars ang Intarviaw Architectura Systams with
with Elaina Skilis with with Matthaw  Eulani Labay
Thomas, Jaryn Millor Dingoo
Tha Lab:and and Sarah
Cosby Hunt, Hughaos
Cantar
tor [napirad
Teaching

OoPM

=

“ Education

Business + Industry

Information Tech

Social Sciences
Management

Biological Sciences

o g

Engineering/Architecture

General

Al ST L Administration

) . Information/Arts
Medical Services

Design
reached

19

federal
agencies.

suoljejusssud
leuld



Design Education

How to Improve...

N
4 A
Individual Team Org. Network System
Capacity Capacity Capacity Capacity Capacity

Individual

Team

O

Organization

LAB OPM

O X _




LAB OPM

The Design
Learning Spectrum

< Passive Active Result
© oa o0 o o 9o
Read, Learning- Learn Co-design Co-design Doing, with Flying Solo Meoasure
see, hear focused mroug_h event(s) process coaching ~ Apply your
foad ab Workshop oxportise ol a co- Work side-by- and mentoring oxpertise and
Gesign and participation ey wien designeventwith  sidowithdosign  Design and imple- share your
Gesignprocts.  Takeatun. ment your own insights and
o s of o start finding & pr
listen to a talk human.centered  processandsee  responsetoyour  design thinking Wwith support and a connected
or podoast. : mentoing from federal net-
design thinking. the results. ‘seascoed esign work of design
experts. thinkers.
* Practice
€ devel- Teach to craft Teach to cratt Teach to craft T80 Teaching them
€ opmentofaGSA  anddeliver and deiver and deliver to crattand * Communicate
° 3 HCDcommunty workshops. delwery co-de- -
2 & ofpractics (led by potential and co-design ign sessions. * Facilitate
5 GSACX statf) m""m"/w""'_" sossces and learning Ty
13 cantinvestments Spariences.
355 of time/money/ * Mentor
l'i | support by GSA
°%s CxX toam
gas
§Y 5 Curatngarticles, Designand T80 Supportdeivery  TBD 80
g £ case co-delver 102 more limited
S studiestoshare  targeted dogree
3 3
E  Support devel- Toach to craft Teach to oraft fead about T80 Toach to craft
£ ocpmentofa and deliver and dever design and and delver
"2‘ Innovators Net- workshops design projects, co-design
£ workProgram Helplocal lnno- g e design watch a video, sessions
and supporting. m”"“"": sessicns Ssten toa talk and learning
x 2 resources. w«m::ml or podcast. experwnces
z § ecosystoms. Busd their ability
; o guide and
s support
8 1
EE themselves
20
88
£z §  Curatng Design and n/a na T80 Coach selected
<> E  resourcesarti-  codelvertar indhiduals/
> £ clos, podcasts, goted toams through
2 casestudes Sesigring and
S running small
dosign with an
‘emphasis on the
Research
Types of Design Domains
Expertise of Innovation
* User experience (UX) design * Public Services * Intelligence
* Service design * Social Services. * Science/Technology
*+ Product design * Housing/Community + Energy
+ Program design + Health + Environment
* Policy design * Culture/Education * Cities
* Design strategy * Transpor . Affairs i
+ Design research * Economic Affairs « Policy LAB OPM
* Public Order/Safety
The Lab at OPM
* Delense

Theodore Roosavelt Busding
1900 € Stroet NW
Washington, DC 20415-1000
lab opem gov | GLADOPM



Where We’ve Been




Value Exchanges

As we progressed
through a diverse set
of projects and
initiatives, we began
to see our work
through a new lens.
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Products
Knowledge
Integrations
Partnerships
Access

“Currencies”
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( = recent work)

( - = upcoming work)
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