
Improving the user experience 
of IRS online services
Performed at: MITRE Corporation

Project goal: Enable taxpayers to complete tax-related processes more quickly, accurately, 
and calmly (with some emphasis on under-served demographics)

Methods used
• User interviews
• Usability testing and evaluations
• Website user metrics
• Taxpayer journey maps
• Heuristic evaluations
• Iterative prototyping

Example outcomes
• Taxpayer audits: Recommended design of online portal to help taxpayers submit documents, track 

audit progress, interact with case officer, etc.
• Tax Withholding Estimator (TWE): Recommended features to help taxpayers A) learn the withholding 

amounts required for a given refund amount at the end of the tax year, and B) translate TWE outputs 
directly to Form W-4 (alerting employers to a desired change in withholding amounts)

• IRS.gov search engines: Consulted on A) consolidation of the several separate IRS search engines for 
more consistent UX, and B) smarter search functionality with more fuzzy matching and higher-
relevance featured results

Responsibilities (task lead)
• Led small research teams in mixed-methods research 

throughout all phases of research process
• Presented to and maintained relationships with 

government clients within IRS Office of Online Services



Re-designing medication trays 
at the Ann Arbor VA hospital
Performed at: University of Michigan

Project goal: Using principles from human factors and ergonomics, increase 
the speed and accuracy with which nurses can retrieve medications from the 
medication trays in emergency crash carts

Outcomes: “Spice rack” medication tray prototype
• Directly read label on medication vials (as opposed to auxiliary labels)
• Visual differences between vials are more apparent
• Flexibility provided by foam inserts in vial slots (e.g., presentation order 

changes, medication vials change)
• Asymmetric tray sizes prevents accidental errors involving the loading of 

non-complementary trays into carts

Recognition
• Patent US20150014492 by Health Care Logistics
• Finalist, ASHP Award for Excellence in Medication Safety

https://patents.google.com/patent/US20150014492
https://patents.google.com/patent/US20150014492


Improving the interfaces on the Navy’s 
Advanced Weapons Elevators (AWE)
Performed at: MITRE Corporation

Project goal: Improve the Advanced Weapons Elevator’s user interfaces to help 
the sailors aboard U.S. Navy aircraft carriers use the AWE efficiently, safely, and 
with better situation awareness

Visited a Navy shipyard in Philadelphia to see AWEs in action and interview 
sailors and technicians about their experiences and needs

Example improvements
• “Sticky” UI items: Depiction of elevator’s current and intended locations, key 

indicators of elevator’s “health”
• Better visual indications of a given button’s purpose, category, etc.
• Streamlined AI-powered mechanisms for diagnosing and fixing issues
• Safety checklist that must be completed before sending elevator
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