Creating Good User Experiences

Travis Lee Wiggins

UX Design Consultant



Goals of Presentation

e Improve your knowledge of the User Experience Process
and how you can use it to build better systems.

Part 1 The User Experience Process

Through Industry standards and walkthrough process, an intro to common
concepts, buzz-words, and frameworks.

Part 2 The Buy In

Getting leadership on board

Part 3 Tips & Best Practices



Clients I’'ve Worked With
- Best Buy
About Me - Travis Lee Wiggins et
g g - One World Observatory
- Humana
- Case
- New Holland
- The North Face
- Estee Lauder
- Michaels
- PacSun
- Express
- Meijer
- Shoe Carnival
- Seattle Visitors Observatory
- Legends
- Academy Sports
- ECP
- Bootlegger
- Lunds
- Charlotte Russe
- bebe
- Healthways

q 2 - Mackinac Bluffs Maple Farms
e 18 years of Design/UX Experience. Product Owner & Run Software . Chicago Maple P

H - Javelin
Projects end to end. - ASCM

e Built software systems of all sizes at all different types of companies. - Chicago Parking Meters
- ThinkTime
- Proficient Learning

www.travisleewiggins.com - EDGE Experiential
- Digital Fleet

- Crown Corr

=

S ———
! Q .
< '
lﬁ
(2

(OFFIGAL MUSIC
r=y
(55 ]
NE
= 1 >
{4

A
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http://www.travisleewiggins.com
mailto:mail@travisleewiggins.com

What is User Experience?

You are a User (a capital U).

A user of systems, software, and one of the many users active in the
World.

User Experience (a capital UX) is the process of breaking down
and designing a system and it’s users & viewing it from the
User’s perspective in an effort to improve the design &
functionality for the people are going to use it.

USER
CENTERED
DESIGN /¢ sesi




Why is User Experience important?

- Decreases Frustration!!

- Increases our enjoyment of products and
services

- Savestime

- Saves money

- Bad UXcan lead to fatal results -
737MAX, etc.
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There’s a lot of overlap with Product Design.
Because Digital Experiences can be a part of

real life products or be digital products
Good UX/Ul improves people’s lives. Period. themselves.




Part 1- The User Experience \
Design Process



The Process:
Developing A Good User Experience

Development

User interaction
“Excitement Screens”

User Research

System Requirements

A
v

Workflow / User Flow User Interviews
Wireframes User Personas

Prototype User Testing

Designs

Feedback Cycle



The Process:
Excitement Screens

The “Excitement” Screens are initial
designs that gets everyone excited, and
help create a quick visual on what you
are building so everyone can wrap their
head around it.
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The Process:
System Requirements

The Requirements are the “recipe”
of your software.

It should outline what is necessary
to create the experience.

Sometimes creating User
Experience feels like flushing out
Requirements!

Statement of Work

Ingredients ent: [Client Name], [Jurisdiction]

[Project Nome]

tive D
Y Month DD]

Purpose of Agreement
amed Project
dafe.

ensure that both the above-named
t (hereinafter ref ient’) and service-provider [Your
Name] (hereinafter r
e, budget, and

within this
t meet the Proj ork
5. If the nature and

be revised and a new v

g pot of boiling w

ith the sauce, and enjoy!

Top Tips for writing

1. When writing a recipe or instructions, use numbers to indicate
the stages and use the base form of the verb (imperative) to
give instructions. s ct AaBbi AaBb AsBbC Aasb

2. Use commas between things in a list. Use ‘and’ between the
last two things.
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The Process:

Motivation
U Se r p e rSO n a S )10 List of Motivations in decreasing
Bio should be a short paragraph to describe user ~ order -
journey as well as his background * Incentive
N Goals : Groyvth
: Zjib Title *  Atask that needs to be completed . i:::-al
Ear arried, kids, etc *  Alife goal to be teacher
User Personas define the “User e - Oran experence tobe el
5 a ss Touch-Points
Archetypes” of your system. ‘ -
Thinkin User PerSOna: A[eXa nder “l don’t know who you are, so | am not going
. . . . . ] e to book with you”
ThIS IS eSpeC|a”y Importa nt If yOU Sensing : 5 “Can you make sure there are drinks”
have different types of users that Judging i Founds R i o S
may be i nte ra Cti ng With you r “This is my budget- find me something nice”
. . Communication “l am going to be travelling for the next 3 days”
system differently or for different
pu rposes. > Technology

. veda [ T
The goal is to define each user that

will be using your program, and

User Experience

) i ] ) b aRdlmaE Seamless multi-channel
their habits or other information Luxurious Z Slick

that can help you optimize the . High-end £ image led

o
Responsive 35 DETAILED
system. 2 >




The Process:
User Interviews

Interview users to find out User
Personas.

Ask them about the system you are
thinking of building and see if it
would benefit them and how.

Take down all their ideas.




The Process:
User Journey

ﬁ Alexander’s Experience Map

Plot out the User’s
Journey.

Sometimes this will be
the User’s Journey
through your system
only, but this can touch
open aspects that are
outside your system like
APl handoffs.

There could be multiple
user journeys based on
different user personas!



UNIVERSITY CENTRE CAFETERIA - SERVICE BLUEPRINT

The Process:
Service/Organizational Map

ON-STAGE
EMPLOYEE
CONTACT

Similar to the User Journey, this plots out
the User Journey and which Services or
parts of the organization you'll be
interacting with.

® <
With complicated systems with lots of = iﬁ g ﬁ

NABA catalogue Email Welcome Healthy new

hand offs - this is where User Experience Ll T o | i | IR
presentation Friendly Lecturer Homework
can struggle and needs help.

User Register for Gotothe Arrive in class Registration Participateand  Listen and Depart
course course of presence discuss topics interact with

actions (Appello) presentedon lecturerand
classmates

Line of Interaction —m— ——0— ———po-ooo——

Front-of-Stage
Interactions

Line of Visipility —m ——m—rirdbporiio-—-——-——+ L

Find friendly Preparea Prepare student  Set up PP Pen to point to
Back-of-Stage | jecturerts friendly lists and go presentation on  the student
(Backoffice) welcome overstudents’  projectorand  who getsto ask
. project status run presenta- aquestion
Interactions W i
quicknotes

Line of Internal Interaction ————m—-——o — -

setupand Getassistant to Setup projector,  Coordinate.
Support Createacourse  manage student keep student lists screenandlights  course
plan (registration, Setup course Getremote development and
processes grades and blog and get control and course blog
absence) records students to setup. cablesfor
project blogs projector



The Process:
Workflow/User Flow

Acme.com
New member joins online

A workflow is similar to the
User Journey but usually
only outlines what is
specifically in your system
and les sof the “outside”
stuff.




The Process:
Wireframes

QO X} G

Wireframes are line drawings, or
very simple designs that help get
elements and base functionality all
in the right location in a system.

If you separate this from the
Design, people get lost a lot less in
color and style and stay focused on
FUNCTION.




The Process:
Prototype

A clickable experience that feels
real but is made fast with images or
simple elements.

This lets you make big adjustments
without writing any code or
developing anything yet, saving lots
of time and money.




The Process:
User Testing

Test people using your prototype, or early
version of your system.

Don’t lead them.

Ask them to perform actions and to “Speak
Out Loud””

You'll notice all kinds of unintended things and
ways to improve your software.

Many times they can even give you amazing
ideas for your software roadmap.




The Process:
Design

What do you need a loan for?

How much would you like to borrow?
Form Styles (errors)

Making it all pretty and

easy to use.

Creating a visual style
guide, consistency in
messaging through visual
language.

Table Styling (+Special Case)

In places whers Argon is compared,

Highlighted top eell background color: #91268f —
(argon violet) AP cor
Top cell text color: #fff ‘ il decision within one

= business day
Top cell background color: #9EABAG —

text color:
Available beteen
Eonit Opx Gustomer Service R

Highlighted cell background color: # féebfé
Text color: # 91268F (argon violet)
Font: Avenir Next Medium

Side cell background color: #D1D7D5
Text color: # 16132a *Payback Period
For wenir Next Medium

24-60 month ter
prepayment penalties

Flexible Loan Types | Spend your loans as you wish

Button Styles

Primary Button

Take time to enjoy the hold

Hidden fees and penaltes
dary Button

hidden fees

x #2ab573
mary button

Primary Bul

Text underne:

Primary Bu

ir Next 16px #ffffff
ht: 40px

radius: 5px
Avenir Next 16px #fffff
H 40

Inactive Button

pressed state
button



The Process:
Feedback Improvement Loops

Gather feedback and make changes,
esp if it helps make the software
better.

Plan to make changes after each
section to apply your findings.




The UX Process:Combining it all

Bigger picture what this process accomplishes: We've planned, tested, brought in different
opinions, and iterated on our idea, and hopefully built a better system and saved time
and money. We don'’t always go through each aspect of the process, but the bigger
the project, the more people impacted, the ever more important.

Development

User interaction
“Excitement Screens”

User Research

System Requirements

A
\/

Workflow / User Flow User Interviews
Wireframes User Personas

Prototype User Testing

Designs

Feedback



Part 2 - The Buy In \



The Buy In - Hierarchical Organizations

We tend to view UX as

e Democratic
e Holistic

Taking in info from

Stakeholders

Users

Creative styles
platform/tech abilities

and combining it into a perfect circle of

BEST PRODUCT or BEST EXPERIENCE




The Tricky Part - Hierarchical Organizations

But a big hole in this process is that it
isn't completely Democratic and HIERARCHICAL ORGANIZATIONS

idealistic.

Most Organizations & Governmental |

Institutions are still set up as

@ @
monarchies, a top-down structure. | ' | ' |
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The Business/Purse Strings Are Elevated in
ImMmportance

The good - these are the people paying for everything,
convince them to spend $ and this is value

The bad - If there isn't a good Return on Investment
(ROI) or if they don’t have a part in it, they won't care

To Do: Align with what they want, find some angle for
them as a “User,” and you’ll get more.




Working with Leadership that doesn’t understand
the importance of what you are doing

You need buy in from the “Purse Strings.”

Make sure you prioritize a couple things that
they want, and make sure it’s front and center.

If you work this into the system design itself, it's r L ¢
of great benefit. The project itself might get a
bigger budget or prominence, making the

: ) Important Leader’s Ideas:
system improve (theoretically lol).

Get them in there!

Think of the Leader as the Goalie. It doesn’t
matter what happens on the ice if the goalie
blocks every shot. It doesn’t matter how good
theideais.




Part 3 - Tips & Best \
Practices



Prioritize Features (Roadmapping)
& Start Small (MVP, Minimum Viable Product)

Many times you’ll come up with new ideas and

features to make something better while you PRODUCT ROADMAP
are creating.
EEZED D D D
It's best to always prioritize everythingin a DI, (S e N e
list, so you can develop the most important Rasitors ) e ) CEa e Fr- . ) TS

things first and put off other stuff in the future
if you get toit.

) -
) |




Invent Simplicity

Avoid “Decision Fatigue”

extra value mealsyumnn, mieaier, S,

1 Big Mac* 5ll-lhhn Bmm&m
6.70me  3.00 wun 3" B.80me  4.10 wna G"- 3“-0:4
§20-1160 540 n-nsl- 510m 1140-1380c 7800
22Mm 4ﬁﬂhﬂldllm 7lmﬂdlm&9uiu
\5.99- ERLET 7.30 B.80m  4.00 wis
1200-14400c 6200

980-122001 500 o 2 onticne nmm-'l

Say a one syllable number.

Filter it for them.



Good User Experience is not just Designers

Ideas come from everywhere User Experience has a goal
e Show people who know the subject of improving a system in
e Show people who don't 5
any way possible.

Even small changes can
have a big impact.

YOU MUST STAY OPEN.

Try it all. Don’t think about it.
Every small change is a

WIN in my book.



BUT, Designers are (usually) the
BEST people for the job.

ABCDEFGHIJKLM
NOPQRSTUVWXYZ

Fonts, Design

Color Theory Layout Software

Things you can't just pick up and do as a non-designer. And even if you
did it would take you wayyyy longer than you thought. A good
designer has a trained eye. Like a marathon runner.

A visual way of thinking.

Since software is
eye-based.




A Good User Experience
Can be just as much an Art as a Science

Einstein Rick Bayless
Proof of your theories Just because you created a good recipe
comes out a hundred doesn’t mean the food is good. Nuances.

years later



You Hardly Reach Perfection, but you
constantly reach “That's better than it was.”

UXis asliding scale. So just do everything you can.

Most of my projects are
“time-boxed.” It’s not me going in and
saying how much time | need.

Usually it’s a business person telling
me how much time | have, then | try to
maximize that as much as possible.




“I've missed more than 9000 shots in
my career. I've lost almost 300 games.
26 times, I've been trusted to take the
game winning shot and missed. I've
failed over and over and over againin
my life. And that is why | succeed.”

Concentrate on the biggest picture impacts.

SUPERSTAR MOMENTS

Forget “perfect” software!

Hit grand slams instead of obsessing over small shit nobody is going to see or care about.



| hope we achieved my goal of improving your
knowledge of the User Experience Process

, { ot
alke o | and how you can use it to build better systems!
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‘IF YOU THINK GOOD DESIGN IS
EXPENSIVE, YOU SHOULD LOOK
AT THE COST OF BAD DESIGN.”

- DR.RALFSPETH, CEO
Contact Me JAGUAR

www.travisleewiggins.com

mail@travisleewiggins.com



