
PEOPLE-FIRST PRODUCT 
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An approach to defining and solving problems from the perspective 
of the people who will depend on the solution you come up with. It’s 
a process that addresses the concepts of User Experience (UX) and 
Customer Experience (CX).
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How a specific subset of users–customers–interacts with and 
experiences an organization. It focuses on the broader relationship with 
customers and their experience with the entire brand or organization. 
UX is only one element of CX. For OIT, a customer is anyone who 
can choose to adopt our products and services; they could be CMS 
employees, other CMS components, providers or beneficiaries.
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service. According to UX pioneer, Peter Morville, the facets of UX are: 
useful, usable, desirable, findable, accessible, credible, and valuable.

CX Goal

Creating a Brand 
Experience that attracts 
and engages customers

UX Goal

Designing a seamless 
product with minimal 

friction

Sample HCD Methods

Survey Interview Participatory 
Design

Personas
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