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8:15 – 8:30
Welcome/Opening Remarks
John Jacobin, IRS Design Office manager and detailed to Office of Online Services, IRS User Experience & Design

About DIG
Several years ago, John came across an article published August 1973 in Print magazine titled, Design and the Federal
Government, by Neil Kleinman. The article was about the First Federal Design Assembly, which was an attempt
in the ‘70s of upgrading government design. The purpose of the Assembly was to begin the process of
showing federal administrators that “good design is good government.” Nancy Hanks, head of the
National Endowment for the Arts welcomed 1,000 designers and federal administrators and a recording
by President Nixon was played in support of good federal design. He said, “design can save money,
time and can immeasurably enhance communication and understanding.”
The article reminded John of his own frustration of feeling that he and other creative minded individuals
in federal government were working in a vacuum. From there the conviction emerged to establish the
first Design In Government event. DIG is made possible thanks to the volunteers and the people who
come together unconditionally to share and learn best practices as part of a design community. DIG
affords the design community from within and outside the federal government to discuss industry trends,
challenges and opportunities.
This is the fourth year for DIG, and John continues to be an advocate for leaving behind any perceptions that keep us from
working together as a community and to look beyond the organizational boxes of different organizations, titles, areas of
government, and politics that too often divide us. By coming together as a design community and sharing best practices, we
can make design within government more powerful.
Of this year’s DIG John said, “The desire for collaboration is undisputable. Within twenty-four hours more than one hundred
attendees had responded to the RSVP and just as enthusiastic were the replies from speakers eager to share and contribute
to DIG’s success.” He added, “While it’s a grass-roots effort, with absolutely no money, no mandates, no layers of bureaucracy for approval, DIG has tripled in size from four years ago. And because of the positive response from both speakers and
attendees, it’s pulled together from scratch in less than 3 weeks during spare time.”
For many years John has juggled the opportunities and challenges of bringing citizen-centered design into a large and
busy government bureaucracy – the IRS. Along the way, John set out to discover how to make design translate values into
tangible experiences, within and outside the IRS. John championed the IRS Design Management Project, a large-scale
quality improvement project that raises awareness of the importance and impact of design on communications, products,
and processes; to establish design standards across the Service; and to measure success in the use and understanding of
IRS products and processes. These have helped to break down walls of divisions within IRS and leading the organization to
operate as ONE IRS, with ONE brand/style guide.
The area in which John works is one of the largest publishers in the U.S. Government, with over 90,000 internal and
133,000,000 external audience members. Understanding how to design for such a large and diverse audience makes Human
Centered Design principles both challenging and critical. John and his in-house design team manage the design integrity
of 15,000 active published products, IRS social media designs, and other print and digital visual communications that are
constantly being updated.
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8:30 – 9:45
It’s a Great Time To Be a UX Designer
Jared M. Spool, Founder of User Interface Engineering and a co-founder of Center Centre
There’s never been a better time to be a designer. After years of wishing we’d have the recognition and appreciation for
the value we bring, we’re now highly sought after for our talents and skills. A growing number of organizations have seen
success through great design, from Apple to Cirque de Soleil to the White House. Others now want to get the same results.
The demand for great designers has never been better.
Yet, as the proverb says, “Be careful for what you wish for, lest it become true.” Now that everyone expects us to deliver great
things, are we ready? While we’re presented with more opportunities than ever, we also have increased challenges.
Creating great experiences needs a new breed of designer. One that can handle all the skills involved, from visual design to
coding. Some might even call it a ‘unicorn’, but these creatures aren’t mythical. In fact, they are alive and thriving in today’s
design teams.
Jared M. Spool, User Interface Engineering’s Founding Principal, will delight and entertain you as he explores the vast opportunities and interesting challenges UX professionals are now facing. If you’ve seen Jared present before, you know why
this presentation is something not to be missed.

Bio
Jared M. Spool is the founder of User Interface Engineering and a co-founder of Center Centre.
If you’ve ever seen Jared speak about user experience design, you know that he’s probably the most effective and
knowledgeable communicator on the subject today. He’s been working in the field of usability and experience
design since 1978, before the term “usability” was ever associated with computers.
Jared spends his time working with the research teams at the User Interface Engineering, helps clients
understand how to solve their design problems, explains to reporters and industry analysts what the
current state of design is all about, and is a top-rated speaker at more than 20 conferences every year.
With Dr. Leslie Jensen-Inman, he is starting a new school in Chattanooga, TN to create the next generation
of industry-ready UX Designers. Earlier this year, the school, under the nickname of the Unicorn Institute,
launched a Kickstarter project that successfully raised more that 600% of its initial goal.
He is also the conference chair and keynote speaker at the annual UI Conference and UX Immersion Conference,
and manages to squeeze in a fair amount of writing time. He is author of the book, Web Usability: A Designer’s Guide and
co-author of Web Anatomy: Interaction Design Frameworks that Work. You can find his writing at uie.com and follow his
adventures on the twitters at @jmspool.
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9:45 – 10:45
Electronic Books: A New Frontier
Steve Fuchs, Studio Manager for UX and Design, Office of Digital & Design Innovation
An international multimedia news organization goes old school and rediscovers the joy of long-form journalism in the electronic book age. Steve Fuchs shares insights, tips, and tools that lead to the creation of award winning eBooks for the
Broadcasting Board of Governors.
Find out how the BBG is using ePubs to repurpose existing content, drive audience engagement, and combat censorship.
Steve shares best practices and his research into tools, formats, and marketing.

Bio
Steven Fuchs is the Studio Manager for UX and Design with the Office of Digital & Design Innovation. He is
a specialist in international design and user experience. His team is currently focused on exploring and
developing emerging storytelling tools for journalists. In addition, he supports BBG news apps and other
content delivery prototypes with iterative user testing and analysis.
He came to the Broadcasting Board of Governors with over 20 years’ experience in corporate and
consumer marketing communications for clients such as National Geographic, Time Life Books, and US
Sprint. Mr. Fuchs’ graphic design work has been recognized with local and national awards. A specialist
in direct marketing campaigns, he shifted his focus 8 years ago to user-centric design.
A fine artist as well as a graphic designer, Mr. Fuchs’ drawings and paintings have been displayed in numerous
galleries and institutions in the Washington D.C. area.
The Office of Digital & Design Innovation at the BBG is pursuing an innovation agenda in which we explore technology’s role
in the future of storytelling, news delivery, entertainment, international social discourse, and crisis response.
The office produces mobile first News Apps, affiliate tools, and storytelling prototypes.
The office of Digital Design & Innovation has been recognized by the GSMA Global Mobile Awards (2014 Best Mobile
Publishing Platform or Service), the Appy Awards (2014 Best Multicultural App), the W3 (2014 Silver award for the story telling
App “Unsettled: A story of US Immigration”), the Association of International Broadcasters (2013 Gold Award for Innovative
use of technology for the eBook “Tiananmen Remembered”), and the Webby Awards (2007 best mobile news site).

The mission of the BBG is:
To inform, engage, and connect people around the world in support of freedom and democracy.
The BBG encompasses all U.S. civilian international broadcasting, including the Voice of America (VOA), Radio Free Europe/
Radio Liberty (RFE/RL), Radio Free Asia (RFA), Radio and TV Martí and the Middle East Broadcasting Networks (MBN) —
Radio Sawa and Alhurra Television.
BBG broadcasters distribute programming in 59 languages to an estimated weekly audience of 165 million people via radio,
TV, the Internet and other new media. The BBG works to serve as an example of a free and professional press, reaching a
worldwide audience with news, information and relevant discussions.

The Board
The Broadcasting Board of Governors is a bipartisan board comprised of nine members. Eight, no more than four from one
party, are appointed by the President and confirmed by the U.S. Senate; the ninth is the Secretary of State, who serves
ex-officio.

10:45 -11:00 | Break
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11:00 – 12:00
Content Meets Design: Happily Ever After or Headed to Counseling?
Cynthia Baur Ph.D., Senior Advisor for Health Literacy and Senior Official for the Plain Writing Act,
Office of the Associate Director for Communication, Centers for Disease Control and Prevention (CDC)
Effective communication needs strong content and design. Clear communication guidelines can harmonize content and
design so that audiences/users can easily find and understand what they are looking for. The CDC Clear Communication
Index is a research-based tool that content creators and designers can use together to develop audience/user-centered
communication products.

Bio
Cynthia Baur, Ph.D., is the Senior Advisor for Health Literacy and the senior official for the Plain Writing Act, Office of the
Associate Director for Communication, Centers for Disease Control and Prevention (CDC), U.S. Department of Health and
Human Services (HHS). She chairs the CDC Health Literacy Council and manages the CDC health literacy web
site and blog. She is one of the co-developers of CDC’s Clear Communication Index and online health literacy
training for health professionals. She is a co-chair of the HHS Health Literacy Workgroup and co-chair of
the Healthy People 2020 Health Communication and Health Information Technology Workgroup. In 2013,
Dr. Baur received the Cecilia and Leonard Doak Health Literacy Champion Award from Health Literacy
Missouri. In 2013, the American Medical Writers Association awarded Dr. Baur the McGovern Award in
recognition of her leadership in the areas of health communication, health literacy, and risk communication. Dr. Baur holds a Ph.D. in Communication from the University of California, San Diego.

12:00 – 1:00 | Lunch
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3

1:00 – 1:30ish (15/15)
The LAB @ OPM
Arianne Miller, The Lab @ OPM
The LAB@OPM, is both a practice and a space that supports a growing government-wide community of innovators. We
employ a Human-Centered Design (HCD) approach increasingly used at America’s most innovative companies. HCD is the
discipline of generating concrete solutions and ideas which are driven by the needs, behaviors, and context of the people for
whom we design. We use this approach with collaboration and concrete problem solving to support The Office of Personnel
Management, the White House, and a growing number of other federal agencies in their efforts to tackle important, complex
issues. In addition to running projects, we also offer HCD training that is open to all federal employees!

Bio
Arianne Miller, Deputy Director and Operations Lead for The LAB@OPM, joined the Office of Personnel
Management (OPM) in November of 2013. As a member of The Lab team, she builds capacity for innovation among federal employees by teaching Human-Centered Design through both workshops and
coaching in addition to designing and managing a variety of projects that address the high-priority
needs of OPM and other federal agencies. She is a 2012 Presidential Management Fellow who began
her federal career as a Special Assistant to the Chief Human Capital Officer at the Consumer Financial
Protection Bureau.
Arianne earned a BA in Sociology and Business from Northwestern University as well as an MBA from the
University of Michigan. Prior to her time with The Lab, she worked in the field of public education, including the CEO’s Office
of the Chicago Public Schools and DonorsChoose.org, a award-winning non-profit that Fast Company included in its 2014
Top 10 list of The World’s Most Innovative Companies.

+

The DigitalGov User Experience Program
Jonathan Rubin, User Experience Program Manager Digital Government Division, GSA
Creating a User-Centric organization is hard. Doing it a government environment can seem impossible.
But don’t worry - you’re not alone. The DigitalGov User Experience Program will show you how to take
advantage of free resources out there in the federal space, connect to colleagues struggling with the same
issues, and get free training to help you create wonderful experiences for your customers.

Bio
Jonathan Rubin believes that a little User Experience can make government work a lot better. He is program
manager for the DigitalGov User Experience Program at the U.S. General Services Administration.
By providing training, a vibrant community and test support, they’ve helped more than 100 federal teams large and small
embrace User-Centered Design, including the U.S. Army, IRS, U.S. Census and NASA
Jon is a Certified Usability Analyst (CUA) through Human Factors International. He has a master’s in journalism from
Northwestern’s Medill School of Journalism and a B.A. in English from the University of Rhode Island. He is co-chair of
the Federal User Experience Community of Practice, and past board member of the DC Chapter of the User Experience
Professionals Association.
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2:00 – 3:00
Lessons learned from successful failures
Dana Chisnell, United States Digital Service, The White House
Government has seen its share of faulty rollouts and imperfect implementations. President Obama formed the Digital
Service to prevent those mistakes from happening again. But the projects of government are often large and complicated.
How does an understaffed, underappreciated team cope?
What if we thought of design as a tool for solving problems – does that change how we approach projects? When we
look at the root causes of poor civic experiences for citizens, fellow govvies, and all the other people we serve, what’s the
number 1 ingredient that is missing? If you could do just a few things to improve design in government, what would they
be? Dana answers these questions and more. Turns out, there are straightforward steps to take – steps you could teach
your teams and the teams of your clients.

Bio
Dana Chisnell is an elections geek and a UX research nerd (her words) who has trained thousands of people, including
government workers, to test their designs. But what she really loves is giving design literacy to the world.
She’s the lead on a project to develop a series of Field Guides To Ensuring Voter Intent. The Field Guides,
originally funded by a Kickstarter project, are designed to be quick, easy, accessible help for local
election officials to do the best possible design. She won 2 MacArthur grants to expand the Field
Guides Series. She’s what you might call a “seasoned professional” who, with Jeff Rubin, wrote
Handbook of Usability Testing, Second Edition. She’s a co-founder of the Center for Civic Design
with Whitney Quesenbery, which has loaned her to the US Digital Service.
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3:00 – 4:00
Better Services Through Rapid Iterations
John Yuda, Senior Product Design Advisor, 18F | GSA
The best products and services are designed to solve customer needs, and tested to ensure they’re successful. The research
and testing needed to achieve this can be expensive and lengthy -- but it doesn’t have to be! We can use lean techniques and
fast iterations to design and build products that users love quickly and on budget. Find out methods and techniques being
used by government agencies like GSA, USCIS, and CFPB to provide better services and create better products for citizens.

Bio:
John Yuda is a user experience designer, product manager, and strategist. He currently builds effective, user-centric government services as part of the 18F office at the GSA. Previously, he established
an in-house design and development shop at the Consumer Financial Protection Bureau, where he
helped reimagine citizen engagement with the Know Before You Owe project and reinvented how
regulations are presented and used with eRegulations.

“Government should be collaborative”
Collaboration actively engages Americans in the work of their
Government. Executive departments and agencies should
use innovative tools, methods, and systems to cooperate
among themselves, across all levels of Government, and
with nonprofit organizations, businesses, and individuals
in the private sector. Executive departments and agencies
should solicit public feedback to assess and improve their
level of collaboration and to identify new opportunities for
cooperation.”
President Barack Obama
Memorandum for the Heads of Executive Departments and
Agencies
SUBJECT: Transparency and Open Government
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Thanks to...
All of our amazing Guest Speakers who came from far and wide to share their valuable time
and expertise in support of our Design in Government community
IRS Leadership who supported this DIG event
The entire IRS In-House Design Team with special thanks to…
Angie Rohlfs, for this DIG Agenda
Sean Mitchell, IT, Audio/Visual
Bruce Simmons, Photography
Brenda Simpson, DIG Day Escort Coordinator
IRS Employee Volunteer Escorts
Lisa Lee, Denise Roper, and the IRS Security Office Team
Jerome McBryde and IRS Facilities, for lending us the IRS Auditorium
Our Design Industry DIG advocates and supporters who have graciously helped with networking, speaker contacts, sharing best practices, services, and design experiences at
DIG, with special thanks to…
Lee Andrese, Cynthia Escalante, and Jason Erickson | Aquent
Tim Durney | The BOSS Group
Paul Loftus | Creative Options
Dave Roy | Adobe Government
Jim Green | Quark Software, Inc.
In-House Agency Forum (IHAF)
Ric Grefe, Ashleigh Axios and Mollie Bates | AIGA DC/DotGov Design
Last but not least, thanks to all the attendees for your interest and participation in raising
the value of Design in Government through collaboration
This goes to all of our worker ants and Human Centered friends
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