
Making The Complex Clear

Transatlantic  Software Company — 
TUG conducted ethnographic research in the US and 
UK to map new-user journeys, and identify opportunities 
for improving user acceptance of the  mobile version of 
its ubiquitous desktop software product.  

Global Membership Organization — 
The team  from TUG designed a new architecture that 
integrates multiple siloed sites into a single, coherent 
place to support 16 million members across more 
than 100 languages.  

World-Renown Philanthropic Foundation— 
TUG provides information architecture, content strategy 
and content migration expertise for a digital workplace 
serving hundreds of employees of this  
major global philanthropy.  
 

TUG’s approach to solving solving 
information architecture problems is driven 
by questions. What we do is not unlike the 
stepwise progression people follow when 
they build or remodel buildings, moving 
from what to how. 

What do you want? →  
Understanding must precede action.  
Clarity at the beginning of a project is 
attained through strategy work, stakeholder 
alignment, and roadmapping. 
 
What do you have? →  
Evidence is gathered from the digital and 
physical contexts where products and 
services are used today, and analyzed 
through activities that include audits, system 
and business process mapping. 

What do people do today? →   
In an ideal project, the TUG team mines 
logfiles and web analytics systems to 
understand usage patterns, and conducts 
ethnographic study of users in “real life.” 

How should it be better? →  
TUG develops conceptual models and 
interface mock-ups that point toward a 
solution, and then works with the client 
team to elaborate and improve the concepts 
into constructs for testing with real users. 

How will people respond to change? → 
Through moderated and unmoderated 
testing procedures, prototypes are scenario-
tested and iteratively improved.  

How must it be built? →  
TUG equips the teams building the solution 
with the blueprints, specifications, 
schematics, and patterns they need to turn 
TUG’s research and design into software. 

How will you care for it? →  
In an ideal project, TUG stays engaged 
while software is being built, and helps the 
organization develop the governance and 
content strategy processes it will need to 
successfully operate the improved systems. 

Projects with TUG tend to be aimed at 
making structural change to complex 
products and services, and many of our 
client engagements unfold over as few as  
8 - 10 weeks of calendar time.  

   

People hire The Understanding Group 
(you can call us TUG) when they need 
to find a better way to organize and 
manage complex information.  

Since 2011, TUG’s information architects 
have delivered more than $10 million in 
strategic consulting services from offices in 
Ann Arbor and Grand Rapids, Michigan.   

TUG clients make better decisions, and 
incur less risk, because they invest in 
making the complex clear. 

TUG’s process for planning and delivering 
structural change for digital products and 
services is adapted from architecture in  
the built environment.  

In the Program phase, TUG engages with 
stakeholders, to clarify strategy and elaborate 
the rationale for change.  

We’ll then conduct an Analysis of the  
as-is environment around the problem, 
building maps and models in order to learn 
about the people, places, and processes that 
contribute to how things exist today.  

In Synthesis, the TUG team iteratively 
develops and tests new to-be concepts in  
order to identify a more ideal way  
to situate information.

When we’re done, TUG delivers  
a well-tested structural design 
specification that’s demonstrably 
aligned to stakeholder goals and  
user experience strategies.

Of course, digital is never really done. 

Often we’ll continue working with 
our clients after the architecture is 
figured out to help them Sustain and 
operationalize the new structures for 
information, and operate new or 
improved digital places. 
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If you’d like to hear more  
about working with TUG,  

By  Phone  +1 (734) 210-1660  
Via Email   hello@good-fit.org  

3 Example Projects

here’s your next step →


