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Go Beyond Creating Content:

INnfluence the
User's Experience




Michelle... who?@¢

» Technical Writer +20 years

= UH Information Technology Information Services

» Sulzer Intermedics

= Product or Marketing Manager +20 years

» Sulzer Intermedics
= S&S Technology

» NeuroTherm

» Best of both worlds +8 years

= |nformation Developer at Micro Focus
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Writers Can Be
User Advocates

writers have the basic skills; we just need a deeper
understanding of UX concepts and methods

go beyond creating content: influence the user’s experience @michmgardner #stclé




Learn about your A

/'
Construct a
point of view
based on '
Ideate =l e
customer needs representation of
4 and insights 7 your solutions
5 L 4 ‘
4

4
' Put r
customers Bralnstorm many ut your:
possible Prototype prototypes in
solutions front of users for
feedback
effective®
[ ]
The Design Process
Introduction to UX by EffectiveUl, a user experience agency
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http://www.slideshare.net/effectiveui/introduction-to-ux?qid=4b66b853-9a9e-48fc-9740-a4ec76c8a971&v=&b=&from_search=9

You Have the Skills

» Target content to specific readers
= Organize information according to user needs

= Think from the user’s perspective (not software
engineers)
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You Need the Knowledge

» Usability

» User experience

» User profiles and personas
®» Journey maps

» Usability tests
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What are Usabllity and
User Experiencee¢

user experience is not a synonym for usability
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Usabillity focuses on

what

and

how
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“Usabllity 1s a quality
attribute that assesses
how easy user inferfaces
are to use.”

Jakob Nielsen, Ph.D.

User Advocate, Nielsen Norman Group
“Usability 101: Introduction to Usability™
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https://www.nngroup.com/articles/usability-101-introduction-to-usability/

User Experience focuses on

the «
user’s
emotions

go beyond creating content: influence the user’s experience




‘User‘
Experience

go beyond creating content: influence the user’s experience
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-
e target users w

e define users
\_ :
Branding
User
Experience
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-
e target users w
e define users

e User tests
e journey
mMaps

Branding

User
Experience

e design
e architecture

\ )
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e target users

/

e strategies

e targeted
content

-

e define users

Branding

)
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e journey
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Jesse James Garrett

The Elements of User Experience ot

A basic duality: The Web was criginally concaived as a hypertextual information space; 30 March 2000
but the developmeant of increasingly sophisticated front- and back-and technologies has

fostared its use as a remote softwars interface. This dual nature has led to much confusion,

a5 user axparience practitioners have attermpted to adapt thair terminclogy to casas bayond

the scops of its original application. The goal of this document is to defing soma of these

tarms within their appropriate contexts, and to clarify the underlying ralationships among

thesa various elemants.

Web as software interface Concrete Completion Web as hypertext system

[ T T T T T T T T T
Visual Design: visual traatment of tast,

Vs Ly graphic page alements and navigational
componants

Mavigation Design: design of interfacs
alements to facilitate the user's movemant
through the infermation architectura
Information Design: in the Tuftean sansa:
designing the presantation of information
to facilitate understanding

DI I I T S N I B I T AR R I AR I

Y T

Visual Design: graphic treatrent of interface
alemants (tha “look” in “look-and-feal”)

Interface Design: as in traditional HCL:
design of intarface alaments to facilitate
user intaraction with functionality
Information Design: in the Tuftsan sense:
designing tha prasantation of information
to facilitate undarstanding

Interaction Design: devalopmant of
application flows to facilitate usar tasks,
defining how the user intaracts with

site functional ity

E Information Architecture: structural design
= of the information space to facilitate
intuitive access to content

Functional Specifications: “faatura sat": - Content Requirements: dafiniticn of
detailed descriptions of functionality the site ”g’ﬂ i 623-:5::'[:" content elemants required in the site
must include in order to meat user neads X S AR in order to meet usar needs

rrraaaHelrrrrnaarrrrrraaarrTF R T T AaaERE YRR YA AR

User Noads: axtamally derived goals

TR T A FFEFYFTNAA FEF YRR AAAFETRRTAAE T |

User Needs: axternally derived goals

for the site; identified through usar research, for the site; identified through user ressarch,
ethno'techno'psychographics, ete. / e Aeaas aethnotechno/psychographics, atc.

Site Objectives: business, craative, or other e Site Objectives: business, creative, or othar
internally derived goals for the site WIS LAV ERES intarnally darived goals for the site

task-oriented Abstract Conception information-oriented

This picture is incomplete: The model outlined here does not account for secondary considerations {such as those arising during technical or content development)
that may influenca decisions during user experience development. Also, this model doss not describe a development process, nor does it define rolkes within a
usar experience development team. Rather, it sesks to defina the key considerations that go into the development of user experience on the Web today.

@ 2000 Jasze lames Gamett nitpiweww, J|g NEENAS
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MEANINGFUL

Has personal significance

PLEASURABLE

Memorable experience worth sharing

THIS IS THE "CHASM"THAT IS DIFFICULT

FOR ORGANIZATIONS TO CROSS

______ _ — — _CONVENIENT

Super easy to use, works like I think

USABLE
Can be used without difficulty

RELIABLE

Is available and accurate

FUNCTIONAL (USEFUL)

a '\' | l € Works as programmed
A

Hierarchy of Needs - the User Experience Model

Stephen P. Anderson
Seductive Integration Design
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No. |1 element
IN
user
experience
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No. | element
IN

ne user
experience
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Profiling Your Users

your product might have one type of user or several, but you must
know (and love) each of them
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Get to Know Your Users

» |[nteract with users

® |nterview subject matter
experts (SMEs)

®» Review web analytics

go beyond creating content: influence the user’s experience @michmgardner




Keep Asking Questions

Without
asking
“why?”
there can
be no
“here’s how
o make it
better.”

--Seth Godin
The Big Moo

SUMMIT’16
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15-18 May 2016 + Ancheim, CA




Question Your Assumptions
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Minimum: You Need to Know

What
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Learn as Much as You Can

Liih i)
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Understand their Pain Points

N\

% ®
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“Focus on the user
and all else will
follow.”

Google’s philosophy

Ten things we know fo be true
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https://www.google.com/about/company/philosophy/

Help the Team Focus on Users
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User Profile

www.groton-ct.gov
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Sample User Persona

¥

John Doe

Motivations Personality
AGE N
Oroven vt
QCCUPATION Webd desgnes .
.(J” < -
STATUS Single Seming |
LOCATION Sydaey Ausyein - x
ot hirong Faslng
EXPERIENCE 7~ yoars b (1
BACKGROUND Schodl 0 wed desion JoSang Parcoting p
HTVML css Flash
Goals Technoloay
JavaScript Perroahon 120 Qiegy
o St for o dasign Thats ulerfriendly and Basuah, 11 & bternes
o Cro0tE 6 S50 11 30rONCE TS GDOYORNes SUTMO oA e —
Softmsre
L Ty [ m—)
Motde ADpA
ey s R
Sociel Neaworks

P sosrmnietiorin s (e
. MOLCANes

o Addicne expeciations

Brands | worked for
Bio ynsohne

'm 8 web designet weh over seven yeors of professionsl expenence

SpeORize N Cresing © web shes for cther b

sresses

WeedPyass thame design

G000 CEEGN MAKes & Prodiu
A0t 12 "NOVEINV

SYOOH UbIsaq
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http://designhooks.com/how-to-easily-create-user-personas-online/

Create a Story about Each
User
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“What and how are
the facts. Why is the
emotion.”

TED Talk; "How great leaders inspire action”
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https://www.startwithwhy.com/
http://www.ted.com/talks/simon_sinek_how_great_leaders_inspire_action

Map the User’'s Journey

walk in tThe user’'s shoes
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“Don’'t make me

fhink!”
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Advanced Common Sense
Don't Make Me Think
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https://www.sensible.com/dmmt.html

Put Yourself In Your User’s
Shoes
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Understand Journey Maps

I

——
.
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Rail Europe Experience Map

Guiding Principles

People choose rail travel because it is Rail booking is only one part of people's larger People build their travel plans over time

travel process.

People value service that is respectiul, effective
and personable.

convenient, easy, and flexible.

Customer Journey
i S _m
Enter tips Ranvew taes Conim || Oatvery || Paenant || Rovier Sraro axporence
RAIL EUROPE Rasearch destrations, routes end products » pecsiout m‘ Vit for paper tickens 50 armive ACTVINS, UNExpectnd Changes.
Seect Passios; nerery || oo Cor Folow-up 0N refunds for bodking changes
Destination
Look U Charge Sharp
pages Chack ticket
. tma tadles P . choloe
D— \ .D. ‘ |
| raleurope.com . Uve chat tor \
Plan with Map tinerary -, e \
a8 Shere
exparience
DOING May call if (resdherevs)
dificuties
o
Blogs & Kayak, X
v Travel sites . | COmpae Prit e-tckets | E
| < i v v v at home P
E ) 1 amive in mall
Tk with B0 A Roquest Mad tickets
ps Google Resoarch refunds for refund
soarches hotels
* What is the easiest waly 'O gat around Eusmpe? . ¥ beet price, bt 1'1m wilng 15 Dy * Do | have al 70 1ckots, Dasses and resenations * Do | have varyming | nesc!? @90 o tran but there a0  Trying 1o returm ticket | was not abie to use. Not
. Whers 7 o for feat clse | et ) 1 Docking 50 | 00Nt Dy mon * Al E1r000 wetste was eagy 81d trendy, Dut can we 8o now? sure 1 11 gst & ehnd O Nt
THINKNG . wch wil Imy whow o cos ma? What we my heong? WION 87 S5U8 CEMO UD, | COUKIN't Gat help. right train? if not, what next? * Poople are gong 10 love thess photos!
phace for 518 SeNg And actvties? Sade- 2 « Rad ELr0pe 15 N0t answenng the phone, How « Whist Wi | do ¥y tickats don't arvive in Sme? Wk mon traver plans. How o | * Naxt trm, we wil sspion routes and avalabity
* A Par ot et | Can a0 1 ey ok wise can | out My Queston s n mare cawhuly.
* I'm eacted 10 9o %0 Eucosl * % hard 10 trust Tip Advisor. Everyore s « Wabse xponence & sasy and tendy! * Stressed that |'m Sbout to leive the courtry © | 6 fookng vineratio 10 Do 1 an Uk OWN place * Excited 10 Shive My vacation siory wi
* Wil | bo able 10 860 everying | can? 0 rogatve » Frustrated 3 ot know s00nee aboul which ot Rasi EUrops won't answer the phone P micko o e Pt my trencs
FEELING * What If | can't afford thes? » Koeping track of s e dferent procucts tickets are oTickots and which o paper tcats. « Frustrated that Ral ELrooe won'l shp tickats * Ghmessnd Tt 10 i worl e On tre iy my * A bit annoyed 10 be aalng with tcket g
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1 ont et 30 ke the weong chocs 2 ::lh:“'.“ o v Not surn my tchuts wil armives in Sme 10 Europe. « Mopiog g A0 wars 15 80w U rOung e s when | just Qot horme
* Hapoy 16 receve my tickets n the mal SoUTORO., S Keck
EXPERIENCE
Helphunens of Rad Europe Melphuiness of Rat Eurcpe Helphsinens of Rabl Eurcpe Helphiness of Rail B.rope Helphaness of Rail Eurcpe MHelpldness of Rail Europe
Opportunities
GLOBAL PLANNING, SHOPPING, BOOKING POST-BOOK, TRAVEL, POST-TRAVEL
Communicate a clear value Help people get the help they Support people in creating their Enable people to plan over time.  Visualize the trip for planning Arm customers with information Improve the paper ticket Accommodate planning and
proposition. noeod. ‘own solutions. and booking. for making decisions. experience. booking in Europe too.
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Experence Map for Rall Europe | August 2011
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Journey Map Example: Coffee Purchase

WA

,
2B ks

&

[OOUDS P PIOJUDIS WO SADW ASUINO[
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https://vimeo.com/78554759

Sample Journey Map — MS Excel

User Journey: Describes the journey that this user will take

Persona: Details and motivations that drive this persona for this journey
Stage 1 Stage 2 Stage 3
Key Journey Steps
Actions/thoughts

What does the user expect / need?¢
Could this step have been avoided?
What could make it better?

Questions

Notes

TECHNICAL COMMUNICATION
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When to Journey Map

Project Schedule

4 >
RELEASE * POST RELEASE

TECHNICAL COMMUNICATION
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Tools for Journey Mapping

= Post-it notes

= White board

= Microsoft Excel
= PowerPoint

= Any way that enables you to describe the user’s journey
to others

go beyond creating content: influence the user’s experience @michmgardner #stclé




Perform Usabillity Tests

you can help improve the user experience with do-it-yourself usability
testing and QA testing that uses the profiles / personas

TECHNICAL COMMUNICATION
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Rules for Simple User Testing

» Geft representative users
= Ask them to perform representative tasks with the design
= Shut up and let the users do the talking

Jakob Nielsen, Nielsen Norman Group

TECHNICAL COMMUNICATION
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User Testing that You Can Do

= A morning a month, that'’s all we ask

= Start earlier than you think makes sense
» Recruit loosely and grade on a curve
» Make it a spectator sport

» Focus ruthlessly on a small number of the most important
problems

= When fixing problems, always do the least you can do

Steve Krug's Rocket Surgery Made Easy

TECHNICAL COMMUNICATION
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DIY Testing Needs...

Note taker Observers

1518 May 2016 + Anaheim, CA




How Do | Choose Taskse

=» What do you want to learne
= New features

» Feqture itself

= | arger process in which the feature fits

=» Common tasks; critical tasks
= Anything you or feam members question

= “Can people figure out how to do this task without reading any
documentation?g”

» Make sure stakeholders agree

SUMMIT 16

STC 3




During the Test

» Think-aloud protocol
» Be thoughtful and empathetic
» | et the participant struggle

» Remember: You test the software, not the participant




Debrief After the Tests

2R )

|dentify Prioritize Agree

ooooooooooooo ing content: influence the user's experience @michmgardner #stc16 SUMM]T 16




Decide which Issues to Fix

Biggest Bang for the Buck
A

5
. Fixfirst Important
fo fix
Easiest » Hardest
to Fix to Fix
Geft these Usually not
2 over and worth fixing
done with
1
1 2 v 4 5

Least Bang for the Buck
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Usabllity Test Process

Week beforew Day before |

moderate
|  fthree tests

recruit
participants

gather
materials

moderate the
debriefing

review task
Welfellgle




Become a User Advocate

the product’s user experience benefits when input comes from
multiple disciplines
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You Can Influence the UX
N\

‘ Create profiles / personas

\

ldentify tasks / processes by persona

|
‘ Map a feature or a process
[
‘ Perform a DIY usability test for a feature

TECHNICAL COMMUNICATION
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Get In the Process

» Cqgjole, inveigle, demand to join the development
process

» Show them the value of knowing your users

» Show them that knowledge of user experience and
usabillity helps improve the product

» |t takes time
= |t requires collaboration

TECHNICAL COMMUNICATION
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“Creativity...comes through
the interaction of different
disciplinary ways of seeing
things.”

Ted Robinson
Author and Creativity Expert
TED Talk: “Do Schools Kill Creativity2"
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https://www.ted.com/talks/ken_robinson_says_schools_kill_creativity?language=en

Encourage Your Team 1o

Empathize with your users

Use the product like your users

Include journey maps in planning

Do usability tests before coding
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“““llllll......
* e
. .
0 .
d
Ideate

create journey maps organize the Ul
|den’r|fy pain points ’ review Ul content ’

s’ perform
usability tests

ask ques’rlons
question ossump’nons
apply the maps

review user personos
share user stories

Prototype

Based on Infroduction fo UX by EffectiveUl, a user experience agency
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http://www.slideshare.net/effectiveui/introduction-to-ux?qid=4b66b853-9a9e-48fc-9740-a4ec76c8a971&v=&b=&from_search=9

Remember:

you can influence the user experience

at all stages of the

design & development process
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Thank you

Michelle M Gardner

Information Developer, Micro Focus
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