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Blue Acorn iCi was chosen as a trusted 
creative partner to design a forward-
thinking suite of sites for AICPA, one of 
the largest professional organizations in 
the world. To make this vision a reality, 
we followed a User Centered Design  
(UCD) approach. UCD begins by 
thoroughly  defining the user’s
perspective and builds the system to 
match those needs. The results are web 
properties that offer a more efficient, 
satisfying, and consistent experience for 
the user, which many times increases 
conversion and customer loyalty. For 
AICPA, the result was a happier, more 
active membership base.

In the initial phase of this project, our 
team defined and redesigned the 
client’s global system architecture, 
which created a unified appearance 
for their web properties, and gave 
their users a consistent experience.

Usability Testing, designed and 
moderated by our experts, made up the 
foundation for future improvements. 
The project overall was based on 10 
selected sites (all belonging to the 
organization), 12 critical tasks, and a set
of defined user personas. The second 
phase then utilized phase one as the 
launching pad for redesigning their 
parent site.

Services Provided

Analytics

Content Migration

Implementation  
and Integration

Mobile/Responsive  

Post Go-Live Support

Strategy and Assessment

Web Design

Define
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Setting the Stage: User Definition
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The process began with a series of 
stakeholder workshops to fully understand 
the needs of the business from a variety of
perspectives. Information about internal 
team structure, workflow procedures, and 
deliverables was important to help 
manage the project and meet
expectations.

Many times clients have already 
researched and developed the 
characteristics of their personas before 
bringing in Blue Acorn iCi. In this project, we 
refined AICPA’s existing definitions and 
confirmed they were an unbiased,  
accurate representation of the entire user
base. Personas used during a redesign 
typically include attributes like site usage, 
expectations, and goals. They can also be 
expanded to add lifestyle and 
environmental factors that play a  ole in 
the online experience.

One area we focused on during this 
project was the inclusion of internal 
stakeholder needs. They were important 
to understand and incorporate into 
certain aspects of the design. For 
example, the authors creating content 
and the client’s web team are important 
groups to consider in this case, because of 
their constant interaction with the site. 
We needed to be sure that their 
expectations were met as part of the  
final deliverable.

The actual number of personas is dictated 
by a variety of factors, including: how 
narrow or  broadly focused each group is, 
the size of the organization, and the scope 
of the project. By defining as many 
personas as there are types of users, even 
if you are not able to specifically test each 
one, you ensure that designers are still 
aware of the many differences the site  
needs to address, which will lead to a 
more universal design.

After defining the personas the site will 
be designed for, we determined what 
critical tasks those users would be trying 
to complete. Critical tasks are a 
combination of the most common user 
goals and business conversion goals. Each 
should be clearly defined from start to 
finish, so success can be validated and the 
results quantified.

The ideal number of tasks to define for 
each project varies in direct relation to the 
timeline and budget allotted, but usually 
falls between 8 and 12. For this project, we 
focused on the 12 most critical tasks that 
were common across all properties. Our 
deliverable, an improved design, would be 
based on maximizing the success rate of 
each defined task.
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Usability Testing: Mapping Out Behaviors

In order to capture data and experiences 
from each of the defined personas, Blue 
Acorn iCi established a remote user testing 
environment, allowing us to watch and 
record users as they interacted with the 
site. Use of an online testing lab allowed 
for every geographical area to be  
represented, capturing a more complete 
range of personas, and providing valuable 
insights on which to base the final
deliverable.

The first round of Usability Testing was  
performed on the existing sites, prior 
to the redesign. We needed to 
understand the

current path for users to perform 
critical tasks, and identify any and all 
pain points in the process. After 
reviewing those tests, we identified 
several significant points of friction 
that frustrated users, including the  
membership renewal process, and the  
process of locating and purchasing a  
product in order to continue their  
professional education.

Once we understood the existing pain
points, we could begin to think about 
simpler paths for completing those 
tasks, and structuring and locating 
information in a way that would be 
more intuitive for the users.

Discover
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Personas Affected: Non-Member,  
Member, Business Industry

Friction Points mapped to Use Case

Friction Points mapped to Actual Task: finding code PDF

List  
Item

-5.1 -5.2

-note

Friction Points
-note
Online professional Library is
not functioning using provided
u/p.

-5.1
n Most users started browsing using navigation, 

mostly using Research tab. This was not 
successful.

n Several Participants relied on search after using  
navigation. Search results were inconsistent in  
helping the participants locate the specific 
resource they were asked to find.

-5.2
Some users could not get back to the home page 
(they tried to click on the logo but it didn’t link)

Quotes:
“I don’t see the topic that makes since to me”
-Jared Smith, after not being able to locate Code 
PDF both browsing and searching.

"I can’t find a link to get back to Homepage”

Library Search List

Sign In

Code  
PDF

Library
Sign In  

to   
Library

Journey Maps

Task 5: Resources to help me do my job



Creating Intuitive, Scalable Solutions

Based on the insights from the initial
feedback, we developed a series of 
wireframes that not only enhanced the 
design, but—more  importantly—
eliminated the pain points exposed by 
earlier testing. We relied on our extensive 
experience to create a flexible system that 
was consistent, while allowing each site’s 
individual branding to speak through.

All of our solutions were scalable and 
visually tied together each AICPA property; 
while still maintaining a user centric, 
personalized focus. The site design also 
had to be forward thinking, allowing for 
growth and adaptation of new properties 
or organizational changes.

A pattern library is a collection of design elements that appear multiple times across a site.

Creating a pattern library was a key  
aspect of the wireframe design and 
future implementation. It helps to 
dictate the way things generally work 
for the user, but allows for some 
flexibility in design on each site. It is 
used to visually show stakeholders 
each component and its role in the 
larger system. The pattern library 
consisted of elements like drop down  
menus, page level navigation, global 
search, and color and topography.

Design
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Modifying the Design to Meet User Needs

During this project, it was necessary for 
us  to simultaneously conduct and 
moderate user testing, while analyzing 
and improving the designs. As the 
wireframes were tested, our team 
continued to iterate on the designs  
based on patterns we saw emerging 
from user feedback. With updates and 
changes to the wireframes, the script 
was also continually iterated to evoke 
essential feedback from each user’s 
experiences and needs.

An incredible asset to Blue Acorn iCi’s User  
Centered Design service, is that our
moderators are highly skilled in eliciting 
data from each

usability tester. They place merit on both 
quantitative and qualitative insights, and 
incorporate the learnings into the 
proposed wireframes.

An important step in this part of the 
process was making sure to check the 
components and designs against 
technical capabilities. Even though in this 
case the directive from the client was a 
User Centered Design, and we were hired 
strictly for a UX/UI project, we felt it was 
beneficial to confirm with our system  
architects that the designs could be easily
implemented within the client’s current
content management system (CMS).

Design
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Throughout the process we built and 
maintained a solid partnership with the 
client’s internal web team, and that 
cooperation directly led to many of the 
project’s successes. The knowledge transfer 
back and forth was an asset to both teams, 
and lead to the success of the final
deliverables.

Our experts’ ability to both administer and 
analyze user testing and design wireframes 
and prototypes based on the learnings was 
an asset to the project. Our knowledge and 
experience in UX/UI allowed us to capture, 
in an unbiased voice, the real time needs of 
AICPA’s users and combine them with best-
practice User Experience design principles 
for new designs that significantly improved 
on the  user experience. Throughout the 
project each of our team members took the 
time to become a Subject Matter Expert in 
regards to the client, the site, and the user 
needs, which was  immeasurable in terms 
of value to the project. That, in the end, 
allowed us to satisfy not only the client, but 
the user base as a whole.

The Final Deliverable: User Success Rates

The global navigation system our team  
designed for AICPA showed a dramatic  
improvement in the success rates of user  
critical tasks. Participants in the final 
testing  provided positive comments 
about their experience, including: a 
consistent experience across the 
organization’s different sites, the  
perception of being a recognized user, the  
delivery of personalized, relevant and 
timely content.

In addition to the global navigation  
accommodating the initial 10 sites, it was 
purposefully designed to be scalable to  
accommodate other web properties the 
client owned. This was also true of the 
other components in the Pattern Library
we designed, to ensure that other 
company stakeholders can use those 
pieces to build new solutions.

Deliver

New System Designed and Validated
All of the C1 and C2 issues were no longer problems for users. Some new pain  
points were exposed, but were corrected in the final designs. Overall, users  
were sucessful with all the critical tasks including:

EXSISTING  
DESIGN

NEW
DESIGN TASK

C2 about 50%
C1 below 50%
C1 below 50%

C2 about 50%
C1 below 50%
C2 about 50%

100% Renew and apply company memberships
100% Research to purchase products
95% Access online Learning Events

100% Find company resources to help me do my job
100% Track and Access a purchase
89% Find self-assessment tool
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About
Blue Acorn iCi relentlessly delivers market-leading enterprise technology 
solutions that give you a decided advantage. We create a trusted 
partnership with you and  your business to effectively plan, design, and 
build digital strategies, interactive experiences, and enterprise platform 
solutions.

Our creative, business, and technology experts integrate seamlessly with 
your  team to strategize how to best leverage collective talents, 
maximize efficiencies, and produce the exact outcomes you desire. Blue 
Acorn iCi’s team of experienced specialists, plus our track record of 
successful partnerships, gives us an edge in industry know-how and an 
understanding of the big picture. With expertise in AEM, and experience 
building adaptive systems with Adobe Marketing Cloud, Blue Acorn iCi is 
a powerful implementation partner for enterprise organizations.

Contact

Mark Kelley
VP, Digital Engagement
markkelley@blueacornici.com
919-368-2748 
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