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Three UX Stories
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IS COMING SOON

A new way to get affordable health coverage
launches October 1.

Find out if you qualify for lower costs at HealthCare.gov:

Have health insurance
questions?
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Need insurance? Let's get started. P —
© Start Now

- We'l help you compare options from the major insurers in
e Massachusetts. See if you might qualify for a low-or-no-cost plan
-

New Study Shows that More Than Half of

Costs Too Much Using Exchanges
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Marketplace

The Health Insurance Marketplace
is open! Enroll now in a plan that
covers essential benefits, pre-
existing conditions, and more.
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and coverage can start as soon as January 1, 2014.
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$9,000,000,000

to the taxpayers



Poor UX Costs Money

GfK User Centric, 2013



My Ford Touch




NIyFord Touch: Cutting edge, or just too complicate

$50 per car
*oM




MyFord Touch has been lambasted by Consumer Reports and was cited as one of the main
reasons forjFord's recent plunge in J.O. Power and Associates’ Initial Quality Study.

uch control system stinks
08 AN



Poor UX Costs Market Share

GfK User Centric, 2013



Medication Administration

GfK Use
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Poor UX Costs Lives

GfK User Centric, 2013
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If we don't set out to make bad user experiences...
Why are there so many bad user experiences?

GfK User Centric, 2013



The Target Quadrant

High

W.;m— e
Knowing the features is not enough.

Functional
(Utlity)  vou have to know how to put those
features into the product to build the

overall user experience.
Lov [ A S

Low High
Usable



Programmers and designers don’'t wake up and say:
‘I'm think I'm gonna make things a
little harder for those users today.’
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BeRavior
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Measure
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We measure, because we do not
have all the answers



Core Issues

We by taking measures to
shape the experience



Usabillity is just part of User Experience
(but an important part)

User
Experience

(UX) Aesthetics

Usability




Usability Defined

The extent to which a product can be used by
specified users to achieve specified

goals with effectiveness, efficiency, and
satisfaction in a Specified context of use

Users | Tasks | Environments

GfK User Centric, 2013



What Usability Is Not

Aesthetic Function

Attitude & Opinion

(These are not behavior)



If we don't set out to make bad user experiences...
Why are there so many bad user experiences?

GfK User Centric, 2013



Who wants to build a bad product?

Technological
Capabilities

Product

User
Performance

Customer Business
Needs Objectives

Source: GfK UX (2013). Sweet Spot diagram



UX as Adjectives

© GfK User Centric, 2012



UX Adjectives you want...



UX I1s More than “just” the Product

GfK User Centric, 2013



Product or
Service
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Three UX Stories




Only 10% of people who have a
programmable thermostat create a schedule

90% of people who have a programmable
thermostat don’t program it

Programmable thermostats as implemented
waste more money than static thermostats

GfK User Centric, 2013



One device In an
ecosystem of
connected

The battle over the smart .
connected thermostat rageson [En

‘ 4




Good UX: Understanding user behaviors
creates market potential

GfK User Centric, 2013
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Good UX: Small changes can have big impact

GfK User Centric, 2013
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Good UX: Observing users easy to do; big return

GfK User Centric, 2013
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UX Research Takeaways:

« Usability can be Measured
* Good Design begins with the Right Research
« Usability is a process; it is not ‘one and done’

» User research can be done at the speed of the
business



The Usability Workbench...

Contextual Journey Map
Enquiry

Summative Usability
Formative Usability Personas ‘ Testing
Testing

The trick Is to know wheh to use each tool

i \

GfK User Centric, 2013



“Anticipated Use” Engaging and Experience that
Expectations BEFORE effective experience impacts the Brand
using a device DURING use Experience AFTER

Source: GfK UX (2013). UX Testing Labs 1, 2, 3
GfK User Centric, 2013
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Understand the Interaction

Just-browsing
availabl Just Brow

User may be first-t
User is just brow:
I want to see wh
What would “What
be fun to do available this
with the weekend?" @
Browse by Deals

Browse by Name

Show search re:
List of Acts: Mo
Show Genre
Select Promo/

List of Venues: Metro

(Show)
(events)

Select Act o
Venue

Alphanum

Search by full listing?
ThM.com should help
- Try another venue?

 List headiine
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Mapping Expectations to Performance = Understanding Mental Model

5

-
TR
Source: GfK UX (2018). Tab]et'te‘sting IFGTK



Test, Learn, Improve, and Test Again is an Iterative Process

Existing Context Mental lterative Validation

interface? for use model design and testing Development

Identify areas for How/why isitused  Identify key user Collaboratively design, review, validate, Preserve the
Il AR e and by whom? goals and approach | and repeat to refine the user experience design's integrity
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lterative testing prevents “baked” ideas

-- Andy Grove, former CEO of Intel



0% of usability is navigation / structure
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Graphic Treatment is the END GAME, not the foundation
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Ensuring Success Requires Effort BEFORE the BUILD

Existing Context Mental lterative Validation
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Things you can do



Take the time to observe UX research



servation means seeing failures
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Traditional study take 3-4 weeks or more

=

P P
| L

I N e
|

1- Preparation and recruitment

2- Fieldwork
3- Analysis and reporting

4- Workshop with project team

GfK User Centric, 2013



With Planning, You Can Cut the Time in Half

- - - -
1
1
1
1
1
1
1

1- Preparation and recruitment

2- Fieldwork

3- Analysis and reporting

4- Workshop with project team

Who does not have a week to get insight into the user experience???

GfK User Centric, 2013
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Plan for UX

Continuous user inputs

rrrroreerreY

1- Prototyping and design 2- Development 3- Optimization

s

User inputs at critical steps of the project

= User Research placed at critical points
= Working readouts as a deliverable (top lines delivered)

GfK User Centric, 2013



UX Research Takeaways:

« Usability can be Measured
* Good Design begins with the Right Research
« Usability is a process; it is not ‘one and done’

» User research can be done at the speed of the
business



Code of Hammurabi #229

If a builder build a house for some
one, and does not construct it properly,
and the house which he built fall in and
kill Its owner, then that builder shall be
put to death.



PAS

Code of H

If a Lbldlldshayme dogisoime
someaodda] eesl rddaenstraohdtruct it
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Even Ancient
Babylonians understood
that designers carry the
responsibilities for their

design...

Imagine if today’s
programmers were held
to Hammurabi’'s Code,
our programs would be

much better ;)
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