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From Business Case to
Everyday Use

The Vig.Dev methodology
Technology built around your business. A partner for what comes next.
Executive perspective

A website can look convincing and still create a disappointing customer experience. An application can
contain every requested feature and still require staff to maintain spreadsheets beside it. An enterprise
system can be technically complete while the organization struggles to make it part of everyday work.
These are business problems expressed through technology. Addressing them requires attention to the
market, the customer, the operating process, and the people responsible for delivery.

At Vig.Dev, we bring those perspectives into one working method. We begin with the business case and
the audience. We trace the experience from the first question to the delivery of value. We design the
interfaces and the handoffs behind them together. We release useful increments, support the people
adopting them, and use evidence from actual operation to decide what comes next.

Our learning background informs how people understand a new interface, service, or process. Our agile
background informs how we reduce uncertainty through iterative delivery. Our design practice makes
important actions understandable and gives a business a coherent identity. Our development work
connects websites, applications, Al capabilities, and enterprise systems around a shared flow. Each
discipline serves the same objective: a useful change in how the business works and how its customers
experience it.

This paper explains what that means in practice. It describes the questions we ask, the decisions we
make, the working artifacts that connect strategy to delivery, and the evidence we use to judge
progress. It is also a way to evaluate us as a partner. You should be able to understand why a proposed
capability matters, who will use it, how it connects to the rest of your organization, and what would
demonstrate that it is helping.

The starting point is straightforward: what should work better, for whom, and why does it matter to the
business?
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1. Establish the business case before prescribing the
build

A request such as "we need a new website" often contains several different needs. The business may
be attracting the wrong inquiries, explaining its services poorly, losing customers during booking, or
creating more manual follow-up than the team can handle. Building a new website may be part of the
answer, but the right scope depends on which of those conditions is actually limiting the business.

We start by connecting the requested work to an observable business objective. That may be
better-qualified inquiries, more completed appointments, faster case resolution, a more consistent
customer experience, or a reporting process the organization can depend on. We ask how the work
happens today, what people do when a system falls short, and what the cost of that friction looks like.
We examine the existing tools and content before assuming they need to be replaced.

There are usually three perspectives to reconcile. Leadership understands priorities and commercial
constraints. Staff understand the exceptions, workarounds, and handoffs that determine daily
performance. Customers or service recipients experience the consequences of both. A useful business
case acknowledges all three. A change that looks efficient to leadership can still create more work for
staff or a confusing experience for the customer.

The output is a decision brief: the problem, the audience, the desired change, the constraints, the
current evidence, and the first useful intervention. We separate known conditions from assumptions that
need testing. We identify what is included, what depends on another decision, and what can wait. This
gives the client a reasoned basis for investing effort and keeps the build connected to the business as
new requests arrive.

A practical acceptance question is: if this capability worked exactly as specified, would the business
problem improve? If the answer depends on adoption, a different process, or better information, those
dependencies belong in the plan from the beginning.

2. Define the market position and the customer decision

Market positioning shapes more than a headline. It determines who should recognize themselves in the
experience, what problem the organization is best placed to solve, what evidence a buyer needs, and
which next action is appropriate. Without that clarity, an attractive website can invite the wrong
conversations or leave a qualified customer unsure whether the business can help.
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We look at the ideal customer profile in the context of a real decision. Who initiates the search? Who
uses the service? Who approves the purchase or referral? What event makes the problem urgent?
What alternatives are being considered? What would make the customer trust the organization enough
to take the next step? For a nonprofit, the audiences may include people seeking support, referral
partners, donors, and reporting stakeholders. Those audiences need distinct paths without losing a
coherent organizational story.

We use those answers to delineate the market: which needs the organization addresses, which
customers are a strong fit, and where the offering has a meaningful distinction. We then translate that
position into a content hierarchy. The primary promise should be understandable. Supporting services
should reinforce it. Proof should sit near the questions it answers. Calls to action should reflect the level
of commitment a visitor is ready to make.

Search visibility and answer-oriented content serve that same decision. We structure pages around the
services, locations, questions, and intent that are relevant to the audience. Clear headings, direct
answers, internal relationships between pages, and accurate business information help people and
discovery systems interpret the offering. This is a disciplined approach to SEO and AEOQ; it is not a
promise of a particular search ranking or inclusion in an Al answer.

The working output is an audience and positioning map connected to page briefs and journey decisions.
It explains why the experience says what it says, why particular evidence is included, and where the
customer should go next. Marketing alignment becomes a practical design constraint rather than a
separate document that gets forgotten during development.

3. Design the entire flow from discovery to delivery

The customer experience continues after a form is submitted or an appointment is booked. Someone
must receive the request, understand its context, take ownership, act on it, and make the next step
clear. A disconnected handoff can undermine the promise made by a polished public website. We
therefore map the visible experience and the operational work behind it as one flow.

For each important journey, we identify the starting event, the person's goal, the information needed,
the decision points, the responsible roles, and the expected result. We also trace exceptions. What
happens when a request is incomplete? When the person belongs to more than one organization or
workspace? When an integration fails? When a staff member is unavailable? These conditions reveal
whether the proposed system is usable in actual operation.
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Our journey map connects customer actions to internal responsibility. A service inquiry might become a
qualified request, then a scheduled appointment, then a service record, then follow-up. A nonprofit
intake might become a case, then a referral or product/service connection, then a documented outcome
used in reporting. Each transition needs a clear owner and a dependable record. A notification is only
useful when someone knows what to do with it.

We pay particular attention to repeated entry and lost context. If a customer provides information on a
website and staff ask for it again, the interface and the operating process are not yet working as a
unified experience. If staff copy the same facts across systems, the connection deserves examination.
Sometimes an integration is the right improvement; sometimes a simpler form, clearer ownership, or a
better process removes the friction more effectively.

The output is a service flow with explicit handoffs, including the public journey, internal process, system
responsibilities, and recovery paths. This becomes a shared reference for design, development,
training, and acceptance. The client can see where the business case becomes a concrete experience,
and the team can validate the flow end to end.

4. Treat design as an adoption capability

Design is critical because people have to understand and use the capability for it to create value. Visual
quality helps establish credibility, but adoption also depends on understandable choices, predictable
interactions, useful feedback, and a sensible amount of information at each step. We consider those
elements part of the business case.

Our learning background leads us to ask how a person acquires the mental model of a new system.
What can they recognize immediately? What do they need explained? Which terms are familiar to their
role? What information must remain visible while they make a decision? An interface should help people
learn through use, with enough guidance to make the next action clear and enough feedback to show
whether it worked.

We design around important tasks and roles. A case worker, administrator, customer, and executive do
not need the same starting view. Their responsibilities determine what is prominent, what is editable,
and which decisions need confirmation. Information hierarchy reduces avoidable searching. Familiar
language reduces interpretation. Consistent patterns reduce the effort of learning each new screen.
Error recovery helps people continue without losing their work or confidence.

We examine the complete interaction, including loading, empty, saved, failed, and restricted states. A
usable system explains what happened and what the person can do next. It also makes completion
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visible: a submitted request, a confirmed booking, a saved case update, or a report that is ready to
review. These states are where trust is either reinforced or eroded during everyday use.

The output includes reviewed task flows, interface patterns, prototypes where useful, and acceptance
scenarios for the roles involved. We look for evidence such as repeated questions, abandoned steps,
unnecessary workarounds, and task completion without assistance. Attractive screens matter;
observable understanding and confident use determine whether the design is doing its job.

5. Connect websites, apps, and enterprise systems
deliberately

The integration and interactivity layer is where an experience becomes an operating capability. A
website introduces the offering. An app may support an ongoing relationship. An enterprise system may
coordinate the work, records, reporting, and responsibility behind it. We decide how those surfaces
connect based on the journey and the business case, rather than treating every requested feature as a
separate tool.

We identify the authoritative source for important information. Which system owns the customer identity,
case status, service record, appointment, payment, or reporting figure? Which roles can read or change
it? What should happen when a record is updated? This prevents a connection from becoming an
uncontrolled collection of copies that disagree with one another.

A dependable integration needs more than a successful demonstration. We plan for missing
information, retries, duplicate events, permission boundaries, and recovery when a service is
unavailable. We define what users see while work is pending and how staff can investigate a failed
handoff. When timing matters, we distinguish an immediate confirmation from a process that completes
later. These details shape whether the client can rely on the system in daily operation.

Al belongs in this layer when it helps a specific task. It may help retrieve information, organize a
request, draft a response, or reduce repetitive preparation. We define the inputs, the useful output, the
review point, and the fallback. The level of human oversight follows the consequences of the task. We
measure whether the capability improves the workflow, including the effort needed to check and correct
its output.

The output is a system and responsibility map, supported by integration and acceptance checks. It gives
the client visibility into dependencies and ongoing operational obligations. The objective is a connected
experience people can use and the organization can sustain, with technology choices proportionate to
the problem being solved.
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6. Evaluate both return on investment and return on
effort

ROI begins with a credible account of value and cost. Return on effort asks a related operational
question: what useful work becomes easier, faster, or more dependable, and what can the team do with
the capacity returned? We consider both because a valuable improvement does not always appear as
immediate cash savings.

We choose measures tied to the business case. For a service business, relevant measures may include
qualified inquiries, completed appointments, no-shows, or the amount of manual follow-up required. For
a nonprofit, they may include intake-to-service time, case completeness, service connections, reporting
effort, or staff adoption. The correct scorecard depends on the organization's objective and its ability to
collect reliable information.

We establish the baseline, measurement definition, observation period, and owner. We also account for
implementation, integration, training, ongoing operation, maintenance, and support. A capability that
saves staff time but requires extensive correction may have a weaker case than the headline suggests.
A system that improves reliability or service capacity may be valuable even when it does not reduce
payroll.

Consider an illustrative scenario, not a Vig.Dev client result. Six staff members each recover two hours
per week for 48 working weeks. That is 576 hours of capacity. Valued at an assumed $35 per hour, it
represents $20,160 of potential annual capacity value. If the annualized total cost is $12,000, the
modeled net value is $8,160, or 68% relative to that cost. Those figures support a hypothesis only if the
saved time is observed and used productively. They are not a promise of cash savings, revenue, or a
68% return.

We distinguish projected value, observed improvement, and financially realized benefit in reporting.
Changes in marketing, staffing, seasonality, or customer mix can affect before/after comparisons. We
document those conditions rather than attributing every positive change to the build. This discipline
gives the client a more useful basis for deciding whether to expand, adjust, or stop an initiative.

The output is a practical outcome scorecard and a value hypothesis that can be revised as evidence
develops. We prefer a small set of measures the client can sustain over a large dashboard that
obscures the decision. Business performance, customer experience, staff effort, and system reliability
should tell a coherent story.
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7. Deliver in iterations that reduce uncertainty

Our agile background shapes how we approach uncertainty. We divide the work into useful increments,
review them with the people affected, and adjust the next step based on what we learn. The purpose is
to make progress observable and decisions easier, while keeping the business case visible throughout
delivery.

The first increment should address a meaningful part of the flow. It may be an improved booking path, a
usable intake-to-case workflow, a customer portal journey, or a report built from a shared record. We
avoid defining progress solely as the number of screens or features completed. A smaller capability that
operates end to end can reveal more about adoption and value than several isolated components.

Before an increment is built, we agree its intended use and acceptance criteria. A criterion should
describe behavior that can be demonstrated: an authorized staff member can update a case; a
customer can complete an appointment request; an incomplete submission gives a clear recovery path;
a report reconciles with its underlying records. This connects technical checks to the actual
responsibility and business outcome.

Reviews are working sessions. We examine what changed, which assumptions held, what the users
found confusing, and whether the handoffs functioned as expected. New requests are assessed against
the objective and current scope. We make the effect on effort, timing, and dependencies visible.
Iterative delivery needs that discipline so the plan can evolve without becoming an unbounded list of
features.

The output is a prioritized delivery plan with milestones, acceptance criteria, responsibilities,
dependencies, and an evidence trail. Dates are commitments to be agreed in context, not decorative
labels. A transparent plan lets the client understand where the work stands, what decisions are needed,
and why the next increment has priority.

8. Support adoption where the work happens

Launch makes a capability available. Adoption makes it part of the organization's work. We consider the
transition between those states part of delivery. Training, role clarity, operational support, and changes
to existing habits need attention alongside the software itself.

We look at who needs to learn what, in which setting, and at which moment. A general demonstration
may introduce the system, but people also need to understand their own tasks, how their actions affect
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the next person, and what to do when the expected path does not apply. We connect support and
guidance to those responsibilities instead of assuming everyone needs the same level of instruction.

Being close to actual use changes the quality of feedback. Staff may describe a workflow one way
during planning and encounter different constraints when serving a customer. Observation can reveal a
missing default, an unclear status, a duplicate entry, or an awkward transition that a test script did not
expose. We can then distinguish a software defect from a learning issue, process problem, or changed
business requirement.

We use that feedback to prioritize practical improvements. Some friction can be addressed immediately.
Other changes need investigation, review, or a future increment. The important discipline is to record
the observation, identify its impact, and verify whether the intervention helped. The client should see
how day-to-day experience informs the delivery plan.

The output is an adoption plan and an operational feedback loop. Support is connected to business
objectives: reduced effort, clearer responsibility, a better customer experience, and dependable
reporting. That connection is what makes ongoing partnership useful after the initial build has shipped.

9. In practice: Florida Veterans Coalition

Florida Veterans Coalition demonstrates why we look beyond the public website. The engagement
includes an enterprise production suite functioning as an operating system for the organization: case
management, legislative reporting, and the ability to track and connect products and services with
veterans. The public experience and the work behind it are parts of the same mission.

For that kind of engagement, the core question is how an interaction becomes a dependable service
process. The information collected from a veteran needs to support the people coordinating assistance.
Case records need to connect to the services being delivered. Reporting needs to reflect the underlying
operational activity. Designing those relationships is more consequential than producing a set of
attractive screens in isolation.

Our involvement has extended to being on the ground during cell-phone rollouts to veterans, supporting
use of the case-management software while the service was being delivered. That setting brings the
customer experience, staff effort, and system behavior into view at the same time. It creates an
opportunity to address confusion or friction in the context in which it matters.

The significance of the example is the way the disciplines connect. The business and service objective
determines the workflow. The interface supports the people doing the work. The integration layer
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preserves context and records. Field observation informs improvements. Reporting then provides a way
to review whether the operating model is helping the organization serve its mission.

This account describes confirmed engagement scope and founder-reported implementation experience.
It does not assert a quantified increase in efficiency or satisfaction. Sustained outcome claims should be
supported by a baseline, a defined reporting period, and client-approved evidence. The methodology is
designed to make that evidence possible and useful, rather than substitute a dramatic claim for it.

10. In practice: a unified customer experience across
brands

Our work with The Noble Group / Noble Six illustrates another form of connected delivery. The
engagement brought several websites into a unified vision and included a customer portal backend
intended to support upsell and a more consistent customer experience. The business objective reaches
across the public-facing brand experience and the relationship after a customer engages.

A multi-brand experience creates specific questions. What should remain distinct about each brand?
What information and interactions should be consistent? How does a customer discover a related
service without feeling redirected into an unrelated experience? What does the portal need to know
about the customer so the next step is relevant and understandable?

We approach those questions through positioning, information structure, interface design, and the
operational model together. A consistent visual system helps recognition, but the customer also needs
continuity in language, navigation, identity, and the services available to them. The backend should
support those decisions rather than expose the organization's internal complexity to the customer.

The appropriate outcome review would examine the customer journey and the business evidence:
whether people find the relevant offering, reach the intended next step, use the portal, and respond to
appropriate additional services. A portal's existence alone does not establish increased upsell. Those
claims require evidence from actual customer behavior and a consistent comparison.

The principle is transferable. Whether the organization operates several brands, serves several
audiences, or delivers several services, we look for a coherent flow that preserves useful distinctions
while reducing unnecessary effort. That is how a unified vision becomes an everyday experience rather
than a visual theme.
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11. What a client should expect from working with us

A productive engagement begins with a shared understanding of the objective. You should expect us to
ask business questions before offering a technical prescription, to understand the people affected, and
to make the connection between the proposed work and the desired result clear. You should also
expect us to challenge a feature request when a simpler change may address the underlying problem
more effectively.

You should have visibility into the work. The decision brief explains the problem and scope. The journey
and system maps explain how the experience and operations connect. The delivery plan makes
milestones, responsibilities, dependencies, and acceptance understandable. Reviews show what has
been demonstrated, what is still an assumption, and which decisions need your input.

You should understand the operating implications of the solution. That includes how people gain
access, what they need to learn, how exceptions are handled, and what support or maintenance is
required. The appropriate level of documentation and process depends on the engagement. A small
website improvement and an enterprise operating system need different delivery structures, while both
need a usable handoff.

You should see outcomes discussed with care. We can work with you to define a baseline and a
scorecard, but we will not manufacture a metric to make a case study sound stronger. Scope delivered,
use observed, improvement measured, and benefit realized are different forms of evidence.
Understanding those distinctions helps you make a better investment decision.

The reason to choose Vig.Dev is the connected approach: business understanding, design for adoption,
technical integration, and involvement as the solution enters real work. You are choosing a partner to
help make those disciplines function together, with an accountable lead and a plan that remains tied to
the business case.
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12. Begin with a useful first decision

You do not need a complete technical brief to start. Bring the work that should be easier, the customer
experience that should be clearer, or the business objective that your current systems are not
supporting. The first conversation should establish whether there is a useful problem to solve together
and what evidence would help define the next step.

We can begin by identifying the audience and the current flow, locating the friction that matters most,
and determining what a focused initial intervention could demonstrate. That gives us a proportionate
starting point. It also gives you a basis for judging whether the partnership is helping before expanding
the work.

Five questions make that conversation concrete: Who needs a better experience? What should change
for the organization? Where does the flow break today? What will people need in order to adopt the
improvement? What evidence would make the next investment worthwhile?

The objective is a clear business case, a usable system, and a practical way to improve it with the
people who depend on it. That is how technology earns its place in the business, and how a launch
becomes the beginning of a productive relationship.

Start a conversation: info@vig.dev | vig.dev/audit

Jonathan Borgwing / Founder and accountable lead
Vig.Dev / Vig Solutions LLC / September 2026
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