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Our Team
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Lesley Humphreys, HCD Lead
Bellese Technologies

Fan Huang, Senior Researcher
Ad Hoc
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Learning to Trust User Research 
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Fiscal Year

(Oct 20 - Oct 21)

20 user research studies

Around 125 participants

100 hours of interviews

2020
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Learning to Trust User Research 
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▪ Maximize the value of what we’ve learned

▪ Make insights more accessible

▪ Strengthen trust in those insights 
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Click to edit Master title style
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Introduction to HQR
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What is Hospital Quality Reporting (HQR)?
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HQR 1.0: 2018 - 2021
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HQR 1.0: 2018 - 2021
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HQR 1.0: 2018 - 2021

9

Choose my 

program

Choose my 

measures
Choose my cases Choose my dates

Choose my 

content
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Which report was that again…?
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https://screenrant.com/raiders-lost-ark-warehouse-movie-items-stored/
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Click to edit Master title style
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Building Trust in our Research 
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User Research Data Sources
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StudiesProduct Metrics

Other Analytic 
Tools

Google Analytics

Usability Testing

User InterviewsHelp Desk Tickets

Intercept Surveys

Public Comments

User Input
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Consolidating Research Data
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People naturally translate raw data into 
insights they learn about the user. 

Our team operationalized that process 
and stores those insights into a database 
called the research repository.

Product Metrics

StudiesUser Input

Analyze & Code 
Data

Insights

Research 
Repository
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Democratizing Access to Research
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Our team uses Jira to track and 
disseminate our user insights. 

Insights are coded and categorized 
by various predetermined data 
points and always link to the raw 
research data.
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Exploring Research Insights in Confluence
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Insights from the repository feed into 
dynamic reports in Confluence, allowing a 
more focused exploration of insights.
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Governance for Validating Insights
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START

IN REVIEW

IN 
PROGRESS

VALIDATED

NOT 
VALIDATED

END

END

ARCHIVED

Is there data 
available for this 

insight?

Does the raw 
data support the 

insight?

Is there adequate evidence to support the 
insight statement?
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Analyze & Code 
Data

Insights

Research 
Repository

Package Insights Create UX Artifacts
Discovery 
Initiative

Making Sense of the Insights

Discovery Initiatives package relevant 
insights together and help present 
complex user problems to product 
teams using validated user data.
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Preparing Discovery Initiatives
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Our HCD team meets weekly to refine these Discovery 
Initiatives using an iterative process.

Research 
Repository

Package Insights Create UX Artifacts
Discovery 
Initiative

Research 
Backlog

Identify Research 
Needs
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Delivering Discovery Initiatives
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Once the HCD team delivers a Discovery initiative, the 
product teams determine how to use it.

Research 
Repository

Product Backlog

Discovery 
Initiative
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Using JIRA to track Discovery 
Initiatives
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Discovery Initiatives are 
living documents. Jira 

allows our team to track 
and triage user research 

to the right 
teams/people. 
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Aligning HCD with Agile
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These steps represent the status workflow of a Discovery Initiative.

Open Research Define
Ready for 
Shipment

Pending 
Innovation

Ideate
Prototype & 

Test
Closed

Steps owned by the HCD team Steps owned by the product team
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Aligning HCD with Agile
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Discovery Initiatives encourage generative research, rapid prototyping, 
and evaluative testing of early solutions, but it is prepared and tracked 

outside of SAFe. 

Ready for 
Shipment

Pending 
Innovation

Open Closed

Research

Define

Ideate

Prototype 
& Test



CCSQ WORLD USABILITY DAY

Research-Product Feedback Loop
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Production 
Environment

Solution Intent

User metrics
Research 

Repository

Product 
Backlog

Discovery 
Initiative
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Research Ops Maturity Model
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STAGE 1

Develop
STAGE 2

Inform
STAGE 3

Collaborate
STAGE 4

Operationalize

All organization members  
enter insights. 

Insights guide strategic 
decision making and inform 

policy recommendations. 

Designers, researchers, and 
product managers enter 

insights. 

Insights inform long-term 
product roadmapping.

Researchers and designers 
enter insights. 

Product managers use 
insights to prioritize items in 

the product backlog. 

Researchers and designers 
enter insights.

The UX team use insights for 
background information.
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