
UX Contract Principles 
Background 

This contract requires the delivery of functional products in a manner which shall 
enhance the end users experience. To ensure successful delivery the contractor is 
required to implement the principles found the Digital Service Playbook and the U.S. 
Web Design Standards. Specifically, the following sections address the practices 
which, at a minimum, must be included in the contractor's implementation. 

Understand what people need 

The vendor must begin digital projects by exploring and pinpointing the needs of the 
people who will use the service, and the ways the service will fit into their lives. The 
vendor shall continually test the products with real people to ensure delivery is 
focused on what is important. 

Requirements Checklist: 
In delivery of this effort the contractor shall: 

1. Early in the project, the contractor shall spend time with current and 
prospective users of the service 

2. Use a range of qualitative and quantitative research methods to determine 
people’s goals, needs, and behaviors 

3. Test prototypes of solutions with real people, in the field if possible 
4. Document the findings about user goals, needs, behaviors, and preferences 
5. Share findings with the team and agency leadership 
6. Create a prioritized list of tasks the user is trying to accomplish, also known as 

"user stories" 
7. As the digital service is being built, regularly test it with potential users to 

ensure it meets people’s needs 

Address the whole experience, from start to finish 

The contractor shall ensure we need understand the different ways people will 
interact with our services, including the actions they take online, through a mobile 
application, on a phone, or in person. Every encounter — whether it's online or offline 
— should move the user closer towards their goal. 

Requirements Checklist: 
In delivery of this effort the contractor shall: 
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1. Understand the different points at which people will interact with the service – 
both online and in person 

2. Identify pain points in the current way users interact with the service, and 
prioritize these according to user needs 

3. Design the digital parts of the service so that they are integrated with the 
offline touch points people use to interact with the service 

4. Develop metrics that will measure how well the service is meeting user needs 
at each step of the service 

Make it simple and intuitive 

Successful delivery of this contract requires that the services of and products 
delivered will not be stressful, confusing, or daunting. Therefore, the contractor shall 
build services that are simple and intuitive enough that users succeed the first time, 
unaided. 

Requirements Checklist: 
In delivery of this effort the contractor shall: 

1. Use a simple and flexible design style guide for the service. Use the U.S. Web 
Design Standards as a default 

2. Use the design style guide consistently for related digital services 
3. Give users clear information about where they are in each step of the process 
4. Follow accessibility best practices to ensure all people can use the service 
5. Provide users with a way to exit and return later to complete the process 
6. Use language that is familiar to the user and easy to understand 
7. Use language and design consistently throughout the service, including online 

and offline touch points 

Use data to drive decisions 

At every stage of a project, the contractor shall measure how well our service is 
working for our users. This includes measuring how well a system performs and how 
people are interacting with it in real-time. These metrics shall be reported to the 
Program Managers to find issues and identify which bug fixes and improvements 
should be prioritized. Along with monitoring tools, a feedback mechanism should be 
in place for people to report issues directly. 

Requirements Checklist: 
In delivery of this effort the contractor shall: 

1. Monitor system-level resource utilization in real time 
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2. Monitor system performance in real-time (e.g., response time, latency, 
throughput, and error rates) 

3. Ensure monitoring can measure median, 95th percentile, and 98th percentile 
performance 

4. Create automated alerts based on this monitoring 
5. Track concurrent users in real-time, and monitor user behaviors in the 

aggregate to determine how well the service meets user needs 
6. Provide metrics which may be published internally 
7. Provide Metrics which may be published externally 
8. Use an experimentation tool that supports multivariate testing in production 


