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Executive Summary Dashboard

7 2 S

UX Trends Evaluated Reference Applications Critical Capability Strategic Recommendations
Analyzed Dimensions Assessed for SSA

UX MATURITY SCORECARD

Amazon MyChart MyChart is the primary SSA design model — task clarity,

trust UX, and adaptive dashboards.
Content Discovery
Amazon's search & proactive support infrastructure offer
. . critical pattern library for scale.

Interaction Design
Neither app meets full 2025 passkey / biometric-first
Security /Auth authentication standards.

WCAG 2.2 compliance is a mission-critical requirement
Accessibility — not optional for SSA.

Cross-platform continuity is the highest-ROl investment
for SSA's next mobile sprint.

Cross-Platform
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2025 UX Trends Framework

Al-Augmented Search

Contextual recommendations & semantic filtering replace static keyword
matching

Proactive Predictive UX

Push-forward content models reduce friction before users know they need
help

Inclusive Design by Default

WCAG 2.2 compliance is now a competitive differentiator and legal baseline

n Frictionless Security

Passkeys & biometric-first authentication embed trust without interruption
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Adaptive Dashboards

Role-sensitive, context-aware layouts reduce overload and orient users
instantly

Conversational Al Support

LLM-powered assistants resolve multi-step queries with full context
preservation

Cross-Platform Continuity

-
N

Seamless session state and personalization across web and mobile
touchpoints



Application Profiles

AMAZON

Mobile App

MYCHART

Epic Systems Patient Portal

600M+

Products Available

Al-Driven

Search Architecture

Benchmark

E-Commerce UX

Task-State
Adaptive Dashboard

Closed-Loop

Communication UX

HIPAA

Compliant Auth

Primary e-commerce interface for Amazon.com Inc. . Patient portal by Epic Systems — multi-institution health records

Multi-service ecosystem: health, entertainment, subscriptions . Consolidated appointments, test results, prescriptions & messaging

Benchmark for search-driven UX and algorithmic personalization . Role-adaptive dashboard aligned with Trend 05 design principles
. Structured provider communication ecosystem with broadcast

Proactive customer support with Al-powered resolution flows alerts

Scalable personalization serving billions of diverse users . High-trust design for diverse clinical and demographic populations

UX Comparative Analysis 2025 | SSA Mobile Strategy




Comparative UX Analysis

. Search-centric with 600M+ products; Al-powered Task-state aware; prioritizes clinical context;
Content Discovery ST B . . . ’
X predictive filtering; high home screen visual density hamburger secondary nav; consistent, predictable
& Info Architecture .
creates noise mental model

Interaction Design Proactive delivery status & support module; Al assist

Thread-based clinical messaging; closed-loop
& User Feedback with context escalation; strong Trend 02 alignment !

broadcast system; benefits from ML notification
prioritization

Security & Two-factor at baseline; strong account-recovery flows; Two-factor baseline; HIPAA-compliant flows;
Authentication UX passkey adoption not yet fully implemented frictionless biometric option present butinconsistent
Accessibility & Adaptive text sizing; screen-reader compatible listings; High-contrast medical display; large touch targets; !
Inclusive Design inconsistent touch target sizing across modules strong WCAG 2.2 alignment; clear priority model
Personalization & Best-in-class algorithmic personalization; role-adapt! Clinical context-sensitive surface; limited non-clinical
Adaptive UX recommendations; strong Trend 05 implementation personalization; effective for focused domain
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Content Discovery & Information Architecture

AMAZON — Search as Primary Navigation

. Intentionally search-centric architecture
. Multi-layer predictive search system
. Trend 01 alignment: Al-Augmented Search

. Home screen UX tension

. Errorrecovery gap
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MYCHART — Role-Adaptive Content Surfacing

. Task-state-aware architecture

. Modular adaptive dashboards

. Hamburger secondary navigation
. Consistent and predictable hierarchy

. High-stakes domain clarity



Security, Authentication & Inclusive Design

SECURITY & AUTHENTICATION UX

MFA Awareness Gap

25%

of organizations lacked MFA awareness

NIST SP 800-63B Standard . .
(Cyber Readiness Institute, 2023)

I Current State: Both Apps

WCAG 2.2 & INCLUSIVE DESIGN — Mission-Critical for SSA

‘ Legal Exposure ‘ Amazon Patterns

’ SSAUser Diversity ’ MyChart Patterns
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Strategic Recommendations for SSA

Adopt MyChart's Adaptive Dashboard + HIGH Implement Passkey / Biometric-First +HIGH
Architecture Authentication
Implement a task-state-aware home experience that prioritizes the user's Replace disruptive MFA flows with NIST SP 800-63B-compliant biometric
immediate benefit context — pending claims, upcoming appointments, recent authentication. Embed security seamlessly into the userjourney. Reduce friction at
notices — rather than exposing the full service catalog simultaneously. Aligns with login — the mostabandoned pointin SSA's current digital journey. Aligns with Trend
Trend 05. 04.
Deploy Al-Augmented Search Modeled on *HIGH Build for Cross-Platform Service Continuity *HIGH
Amazon
Implement semantic search, predictive query completion, and contextual result Users must be able to begin a task on mobile and complete on web (or vice versa)
ranking to serve SSA's broad service catalog. Adopt intent-based navigation for without loss of state, history, or context. Establish a cross-platform session
diverse users who may not know the precise service namethey need. Aligns with architecture as the foundation for SSA's next-generation digital service. Aligns with
Trend 01. Trend 07.

Achieve WCAG 2.2 Level AA — Non-Negotiable | " CRIT

SSA's user demographic isamongthe mostdiverse in the federal government.
Inclusive design is a mission-critical requirement: adaptive text, screen-reader
compatibility, motor-friendly targets (44 px+), and high-contrast modes. Aligns with
Trend 03.
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Scope, Methodology & Application Exclus

Nlels.en.Norman 10 Usability WCAG 2.2 Accessibility Standards NIST Sl? 800-63B Digital Identity 2025 UX Trends Framework (7
Heuristics Guidelines Trends)

EXCLUDED: Official VA App

Access Constraint— Authentication Required Completeness Constraint — Active Development

USAA operates behind a membership authentication wall. Independent UX
evaluation is not possible without credentials. Remains a recognized
benchmark for financial services UX and security.

Key benefit-management features were under active development at time of
analysis. An evaluation would not have reflected the intended experience.

FUTURE RESEARCH PATHWAY:
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Conclusion & Executive Call to Action

A 2025-standard mobile experience is not defined by any single feature — but by the coherence of the entire service journey:
how well the app understands who the user is, what they need right now, and how to help them complete their goal with
minimum friction and maximum confidence.

WHAT MYCHART TEACHES SSA WHAT AMAZON TEACHES SSA

Clarity and trust over visual richness. Adaptive dashboards that orient Intelligent search, proactive status communication, and scalable

users on entry. Task-completion rate over feature breadth. This is the personalization that serves a diverse user population at volume. A

primary SSA design model — build for the highest-stakes interaction first. technically instructive model for SSA's content discovery and support
infrastructure.
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