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We are at a pivotal moment
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The ability to engage with 
complex systems will remain 
valuable
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Complex System:  

As system composed of numerous interacting 

elements, where the whole exhibits emergent 

behaviors not easily predictable from the individual 

components.
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Human 
Systems are 
inherently 
complex
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Organizational 
complexity? 
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Three (or more) departments have the same goal, different KPIs, 

and no idea what each other is doing.
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You’ve been in back-to-back meetings all day and still have no idea 

who's actually responsible for the project.
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Surface level interaction 

Late stage development 

Core Decision Making Opportunities to 

make impact 
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Organizational 
Connection

Surface Layer Interaction
Where can UX have the 
most impact? 



UX addresses human 
complexity
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UX addresses human 
complexity

1. Modeling Complex Systems 
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1. Modeling Complex Systems 
2. Facilitating Alignment and Decision 

Making
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UX addresses human 
complexity
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1. Modeling Complex Systems 
2. Facilitating Alignment and Decision 

Making
3. Building Resilient Systems
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UX addresses human 
complexity



1. Modeling Complex Systems 
2. Facilitating Alignment and Decision 

Making
3. Building Resilient Systems
4. Strategizing for buy-in and adoption
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UX addresses human 
complexity
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Today’s talk:
 
• How organizational 

structure impacts products

• How to reframe UX tools 
to reduce org complexity 
risks

• How to win trust upstream 



  



“Organizations, who design systems, are 
constrained to produce designs which are 
copies of the communication structures of 
these organizations.” 

- Melvin Conway, Conway’s Law
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Picture Credit: Jens Scheerlinck, Multiminds
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Conway’s Law
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Picture credit: Manu Cornet / www.bonkersworld.net

Applied 
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Conway’s Law

http://www.bonkersworld.net/


Picture credit: NASA/JPL-Caltech

Conway’s Law? 



HMW MAKE COMPLEX ORGANIZATIONS MORE 
UNDERSTANDABLE, MANAGEABLE, AND 

CONNECTED? 
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Organizational Complexity

UX Toolkit 



 1. Workshop Facilitation 
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• Terminology Alignment (S)
• Strategic Positioning (M)
• X-Org Roadmap Planning (L) 
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Terminology Alignment 



2. System Mapping & Modeling
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• Stakeholder Priorities x System Trades 
(S)

• X-Org Workflow experience map (M)
• X-Org Operational Workflows (L)
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Stakeholder Priorities x System Trades



3. System Design 
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• X-Org Initiative Design (M) 
• X-Org Operations Design (M-L)
• X-Org Digital Transformation (L) 



Picture credit: Lucid Chart, BPMN Process Flow Example 



4. Strategy & Leadership
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• Design Principles (S) 
• Lean UX Canvas (M) 
• Business Model Canvas (L) 
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Lean UX & Business Model Canvas 
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Look for Opportunities to Earn Trust
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In Summary

1. Organizational complexity can have more impact on “user 
experience” than surface level interactions 

2. Reframed UX tools can help to make organizations more 
understandable, manageable, and connected 

3. Strategize opportunities to use small wins to build trust and move 
UX upstream 
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“All that you touch, 
you change. All that 
you change, changes 
you.” 

-Octavia Butler
Science Fiction Writer 
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Thank you! 
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