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Preface

Preface

If you're looking to gain an introduction into the world of user experience (UX) design—or maybe

even freshen up your knowledge of the field—then this UX design book is the ideal place to start.

The sheer number of topics covered in UX design is mind-boggling: there's interaction design (the
psychology of motion and feedback), design thinking (an iterative, empathy-based problem-solving
process), and usability (how easily a product can be used), just to name a few. That's what makes
the field so fascinating to so many people. Whether you are a business manager working on a new
product, or an aspiring designer wanting to learn about user-centered design, the field of UX design

has something to teach you.

On top of that, UX design is a booming industry worldwide. Job opportunities are increasing for UX
designers like never before—an estimated 13% increase from 2010 to 2020. UX designer pays are

also moving up, upwards of $110Kk in cities such as San Francisco and New York.

That’s why we, at the Interaction Design Foundation, put together this ebook. In nine highly readable
chapters, we'll cover a wide range of topics that everyone starting out in UX design should know.
Each chapter acts as a mini crash course, introducing key concepts, best practices, and guidelines.
At the end of each chapter, we'll summarize the key learning points in a section called “The Take

Away”.

If we've done a good job, each chapter should pique your interest in a specific topic under the giant
umbrella of UX design. | hope you'll enjoy this short but informative ebook, and that this will be the

beginning of a wondrous and never-ending journey of learning.

=

Mads Soegaard

Founder, Interaction Design Foundation
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CHAPTER 1

A Brief Introduction to User
Experience (UX) Design

3 min read

User experience (UX) design can be a complicated and overwhelming field for newcomers, as it
encompasses a wide range of topics (from accessibility to wireframing). Some of these topics
overlap, while some of them complement one another. Therefore, it's important to come to a

common and basic understanding of what the term “user experience” means in a design context.

Complexity and Perception

User experience design, as its name suggests, is about designing the ideal experience of using a
service or product. As such, it can involve all types of products and services—think, for instance,
about the design involved in a museum exhibition. However, in the main, the term user experience

design is used in relation to websites, web applications and other software applications.

Since the second half of this century’s first decade, technologies have become increasingly
complex, and the functionality of applications and websites has become far broader and far more
intricate. Early websites were simple static pages that served up information to feed curious
searchers; however, a few decades later, what we can find a wealth of online are sites that are

interactive and offer a much richer feel for users.
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1. A Brief Introduction to User Experience (UX) Design

You can add all the features and functionality that you like to a site or application, but the success

of the project rides on a single factor: how the users feel about it.

“Humans have always been emotional and have always reacted to the artifacts in their world
emotionally.”

—Alan Cooper, President of Cooper

The questions that we as UX designers are concerned with are these:

+ Does the site or application give the user value?
+ Does the user find the site or application simple to use and navigate?

+ Does the user actually enjoy using the site or the application?

A UX designer can say he's or she’s doing a good job when the answer is "Yes!" to all of the above.

What is User Experience (UX)?

In general, user experience is simply how people feel when they use a product or service. In most
cases, that product will be a website or an application of some form. Every instance of
human-object interaction has an associated user experience, but, in general, UX practitioners are
interested in the relationship between human users and computers and computer-based products,

such as websites, applications and systems.

What is a UX Designer?

A UX designer is someone who investigates and analyzes how users feel about the products he or
she offers them. UX designers then apply this knowledge to product development in order to

ensure that the user has the best possible experience with a product.

UX designers conduct research, analyze their findings, inform other members of the development
team of their findings, monitor development projects to ensure those findings are implemented,

and do much more.
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1. A Brief Introduction to User Experience (UX) Design

Why Does UX Matter?

In times gone by, product design was simple; designers built stuff they thought was cool and that
they hoped their clients would like. Unfortunately, there are two problems with that approach. The
first is that, back then, there was far less competition for people's attention online. The second is
that there's no consideration for the user of the product at all in that approach—the success or
failure of a development project was down to luck as much as it was down to the judgement of the

design team.

Focusing on UX enables design to focus on the user. It increases the chances of a project's
success when it finally comes to market, not least because it doesn’'t gamble on the faith of users

in taking to a product just because it's a brand name.

Where Can UX Design be Found?

UX Design can be found in a variety of project environments today, including:
+ Complex projects — the more complicated the project, the more essential UX design is. Too

many features handled the wrong way can deter users like nothing else.

+ Startups — you may not find dedicated UX teams in a startup, but UX is always part of the
objective. High-tech startups developing innovative projects need to understand how their users

feel even more than established companies do.

* Projects with decent budgets — UX tends to get skipped in low-value projects, but any
development project team with a decent budget will tend to allocate some of their financial

resource to UX so as to ensure that the budget brings a return on investment.

* Long projects — the longer the project, the more resources it consumes; thus, UX becomes ever

more important to delivering a return on the investment.

What's the Main Methodology for UX?

The main methodology used to guarantee the user experience in most projects is user-centered
design. Simply put, user-centered design is all about designing with the users’ needs and expected

behaviors in mind. It's important for us as UX designers to remember that user-centered design is a
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1. A Brief Introduction to User Experience (UX) Design

means of achieving good UX—and not the only methodology or tool that one can use to ensure

optimal UX in a project.

The Take Away

UX design is all about guiding product development to shape how users feel when using our
products. It's not a perfect method; sometimes, even with all the UX design know-how in the world
behind it, a product will still fail. However, the appropriate use of UX design does offer a much
higher chance that a product will be successful for our clients than products developed without the

application of UX design principles.

Want to avoid the common pitfalls of UX design? Our course “Become a UX Designer from

Scratch” will guide you—claim your spot now!

Become a UX Designer from Scratch

acD Beginner course

If you want to join one of the most rapidly growing fields in design, then look no further—Become a
UX Designer from Scratch is the course for you. You'll learn the skills required to assist companies
in delivering the right UX for their products through being taught tried-and-tested, industry standard
techniques. You'll also discover how to create various UX deliverables with the help of
downloadable templates. From customer journey maps to paper prototypes, this course will show
you how to make use of such templates when creating your UX portfolio—something that will truly
make an impact on your UX job applications. What's more, you'll gain access to video interviews
with senior UX hirers and experts from companies such as Google and SAP—providing you insight
into what skills and attributes will give you an advantage over fellow candidates during the UX

hiring process. Wait no longer to kick-start your professional UX career!

Learn more about this course >
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How Course Takers Have Benefited

“The lessons are clear and easy to understand. The content in the lessons are
thoroughly explained, and there's a good balance between video content vs. text

content. This really is an intro or UX 101 course, which | really appreciated.”

Seth Lemon, United States

“The strength of this course is its content and the way all the lessons are
organized. The experience the instructors possess is also a huge advantage to

the course and its members in understanding the design methods effectively.”

Prudhvi Raj Midasala, India

“The course has given me a great overview of the foundation of UX design, the

processes, players and understanding of the expectations of / on designers.”

Barbara-Anne Tane, Australia

View the course curriculum >
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About the Interaction Design Foundation

About the Interaction Design
Foundation

INTERACTION DESIGN

FOUNDATION

Est. 2002

We thought this would be a good time to properly introduce ourselves, now that you've had a taste

of what our ebook has to offer!

Founded in 2002, the Interaction Design Foundation (IDF) is on a mission to provide accessible and
affordable design education to people across the world, through open-source educational materials

as well as online, self-paced UX Design courses.

By taking our courses, you'll benefit from educational materials developed by leading practitioners
and academics from top-tier universities like Stanford and MIT. Our course certificates will
therefore help you land your next job in design through being recognized by industry-leading

corporations.

We also provide the opportunity to network with fellow designers through our Local Groups
initiative — with meet-ups in over 84 countries across the globe! You can find out more about us

and our mission if you're interested.

Because you've downloaded our ebook, we're going to give you a special offer: 3 months of free
membership. Become a member of the Interaction Design Foundation, receive all the benefits

mentioned above, and start advancing your career today!
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What is Design Thinking and
Why Is It So Popular?

9 min read

Design thinking is not an exclusive property of designers—all great innovators in literature, art,
music, science, engineering, and business have practiced it. So, why call it ‘design thinking'? What's
special about design thinking is that designers’ work processes can help us systematically extract,
teach, learn and apply these human-centered techniques to solve problems in a creative and

innovative way — in our designs, in our businesses, in our countries, in our lives.

Some of the world'’s leading brands, such as Apple, Google, Samsung and GE, have rapidly adopted
the design thinking approach. What's more, design thinking is being taught at leading universities
around the world, including d.school, Stanford, Harvard and MIT. Even so, do you know what design
thinking is, and why it's so popular? Here, we'll cut to the chase and tell you what it is and why it's

so popular.

What is Design Thinking?

Design thinking is an iterative process in which we seek to understand the user, challenge
assumptions, and redefine problems in an attempt to identify alternative strategies and solutions
that might not be instantly apparent with our initial level of understanding. At the same time, design
thinking provides a solution-based approach to solving problems. It is a way of thinking and

working as well as a collection of hands-on methods.
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2. What is Design Thinking and Why Is It So Popular?

Design thinking revolves around a deep interest in developing an understanding of the people for
whom we're designing the products or services. It helps us observe and develop empathy with the
target user. Design thinking helps us in the process of questioning: questioning the problem,
questioning the assumptions, and questioning the implications. Design thinking is extremely useful
in tackling problems that are ill defined or unknown, by re-framing the problem in human-centric
ways, creating many ideas in brainstorming sessions, and adopting a hands-on approach in
prototyping and testing. Design thinking also involves ongoing experimentation: sketching,

prototyping, testing, and trying out concepts and ideas.

Design Thinking's Phases

There are many variants of the design thinking process in use today, and they have from three to
seven phases, stages, or modes. However, all variants of design thinking are very similar—they all
embody the same principles, which were first described by Nobel Prize laureate Herbert Simon in
The Sciences of the Artificial in 1996. Here, we will focus on the five-phase model, which the
Hasso-Plattner Institute of Design at Stanford (aka ‘d.school’) proposed. We've chosen d.school’s
approach because they're at the forefront of applying and teaching design thinking. The five phases
of design thinking, according to d.school, are as follows:

« Empathize — with your users

+ Define — your users’ needs, their problem, and your insights

+ |deate - by challenging assumptions and creating ideas for innovative solutions

+ Prototype - to start creating solutions

+ Test - solutions

It is important to note that the five phases, stages, or modes are not always sequential. They do not
have to follow any specific order. What's more, they can often occur in parallel and repeat
iteratively. As such, you should not envision the phases as a hierarchal or step-by-step process.

Instead, you should understand it as an overview of the modes or phases that contribute to an

innovative project, rather than sequential steps.
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2. What is Design Thinking and Why Is It So Popular?

The Problem with Ingrained Patterns of Thinking

Sometimes, the easiest way to understand something intangible, such as design thinking, is by

understanding what it is not.

Humans naturally develop patterns of thinking modelled on the repetitive activities and commonly
accessed knowledge. These assist us in quickly applying the same actions and knowledge in
similar or familiar situations, but they also have the potential to prevent us from quickly and easily

accessing or developing new ways of seeing, understanding, and solving problems.

These patterns of thinking are often referred to as schemas, which are organized sets of
information and relationships between things, actions, and thoughts that are stimulated and
initiated in the human mind when we encounter some environmental stimuli. A single schema can
contain a vast amount of information. For example, we have a schema for dogs which
encompasses the presence of four legs, fur, sharp teeth, a tail, paws, and a number of other
perceptible characteristics. When the environmental stimuli match this schema—even when there
is a tenuous link or only a few of the characteristics are present—the same pattern of thought

enters the mind.

As these schemas are stimulated automatically, this process can obstruct a more fitting

impression of the situation or prevent us from seeing a problem in a way that will enable a new
problem-solving strategy. Rising above this ‘fog’, or—more aptly—floating up and away from this
confining compartment, calls for us to be innovative in our approach. Unsurprisingly, innovative

problem solving is also known as ‘thinking outside of the box'.

An Example of Problem solving: The Encumbered
Vs. The Fresh Mind

Thinking outside of the box can provide an innovative solution to a sticky problem. However,
thinking outside of the box can be a real challenge as we naturally develop patterns of thinking that
are modelled on the repetitive activities and commonly accessed knowledge we surround

ourselves with. It takes something to break away from a situation where we're too closely involved

%\(T)EI]}};%X%%(NN INTERACTION-DESIGN.ORG




2. What is Design Thinking and Why Is It So Popular?

to be able to find better possibilities. Still, that is what we must do.

To illustrate how a fresh way of thinking can create unexpectedly good solutions, let’s look at a
famous story. Some years ago, an incident occurred where a truck driver had tried to pass under a
low bridge. Alas, he failed, and the truck became firmly lodged under the bridge. The driver was

unable to continue driving through or reverse out.

The story goes that as the truck became stuck, it caused massive traffic problems, which resulted
in emergency personnel, engineers, firefighters, and truck drivers gathering to negotiate various

solutions so as to dislodge the truck.

Emergency workers were debating whether to dismantle parts of the truck or chip away at parts of
the bridge. Each spoke of a solution which fitted within his or her respective level of expertise. In
the heat of the emergency, all parties carried on with their ways of viewing the problem, including

the truck driver, whose initial dismay over a scraped roof had turned into a deeper concern.

A boy walking by and witnessing the intense debate looked at the truck, at the bridge, then looked
at the road and said nonchalantly, "Why not just let the air out of the tires?" to the absolute

amazement of all the specialists and experts trying to unpick the problem.

When the solution was tested, the truck was able to drive free with ease, having suffered only the
damage caused by its initial attempt to pass underneath the bridge. Whether or not the story
actually happened in real life, it symbolizes the struggles we face where oftentimes the most
obvious solutions are the ones hardest to come by because of the self-imposed constraints we

work within.

Challenging our assumptions and everyday knowledge is often difficult for us humans, as we rely
on building patterns of thinking in order not to have to learn everything from scratch every time. We
rely on doing everyday processes more or less unconsciously—for example, when we get up in the
morning, eat, walk, and read—but also when we assess challenges at work and in our private lives.
Especially experts and specialists rely on their solid thought patterns, patterns that serve them well

in their respective fields, not to mention the people to whom they deliver their skills. Even so, it can
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2. What is Design Thinking and Why Is It So Popular?

be very challenging and difficult for experts to start questioning their knowledge. Pride aside, it can

prove more than a little disconcerting to think that many years of education and practical

experience can hinder rather than help in dealing with a problem.

Author/Copyright holder: Daud. Copyright terms and licence: CC BY

The freshness of a child’s perspective, untainted by professional specialization, can save the day when a problem gets as
big as the one above. Happily, getting that freshness doesn’t involve something as drastic as trying to become a child
again.

Design Thinking or 'Outside the Box' Thinking

Design thinking is often referred to as ‘outside the box’ thinking, as designers are attempting to
develop new ways of thinking that do not abide by the dominant or more common problem-solving

methods.

At the heart of design thinking is the intention to improve products by analysing and understanding
how users interact with products and investigating the conditions in which they operate. At the
heart of design thinking lies also the interest and ability to ask significant questions and challenge
assumptions. One element of outside the box thinking is to falsify previous assumptions, i.e., to
make it possible to prove whether they are valid or not. Once we have questioned and investigated
the conditions of a problem, the solution-generation process will help us produce ideas that reflect

the genuine constraints and facets of that particular problem. Design thinking offers us a means of
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2. What is Design Thinking and Why Is It So Popular?

digging that bit deeper; it helps us do the right kind of research and to prototype and test our

products and services so as to uncover new ways of improving the product, service, or design.

Grand Old Man of User Experience, Don Norman, who also coined the very term User Experience,

explains what Design thinking is and what's so special about it:

“..the more | pondered the nature of design and reflected on my recent encounters with engineers,
business people and others who blindly solved the problems they thought they were facing without
question or further study, | realized that these people could benefit from a good dose of design
thinking. Designers have developed a number of techniques to avoid being captured by too facile a
solution. They take the original problem as a suggestion, not as a final statement, then think
broadly about what the real issues underlying this problem statement might really be (for example

by using the ‘Five Whys’ approach to get at root causes).”

— Don Norman, Rethinking Design Thinking

Design Thinking is an Essential Tool—and A Third
Way

The design process often involves a number of different groups of people in different departments;
for this reason, developing, categorizing, and organizing ideas and problem solutions can be
difficult. One way of keeping a design project on track and organizing the core ideas is with a

design thinking approach.

Tim Brown, CEO of the celebrated innovation and design firm IDEO, shows in his successful book,
Change by Design that design thinking is firmly based on generating a holistic and emphatic
understanding of the problems that people face, and that it involves ambiguous or inherently
subjective concepts such as emotions, needs, motivations, and drivers of behaviors. This contrasts
with a solely scientific approach, where there’s more of a distance in the process of understanding
and testing the user’s needs and emotions—e.g., via quantitative research. Tim Brown sums up that
design thinking is a third way: design thinking is essentially a problem-solving approach,

crystallized in the field of design, which combines a holistic user-centered perspective with rational
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2. What is Design Thinking and Why Is It So Popular?

and analytical research with the goal of creating innovative solutions.

Science and Rationality in Design Thinking

Some of the scientific activities will include analyzing how users interact with products and
investigating the conditions in which they operate: researching user needs, pooling experience from
previous projects, considering present and future conditions specific to the product, testing the
parameters of the problem, and testing the practical application of alternative problem solutions.
Unlike a solely scientific approach, where the majority of known qualities, characteristics, etc. of the
problem are tested so as to arrive at a problem solution, design thinking investigations include
ambiguous elements of the problem to reveal previously unknown parameters and uncover

alternative strategies.

After arriving at a number of potential problem solutions, the selection process is underpinned by
rationality. Designers are encouraged to analyze and falsify these problem solutions so that they
can arrive at the best available option for each problem or obstacle identified during each phase of

the design process.

With this in mind, it may be more correct to say that design thinking is not about thinking out of the
box, but on its edge, its corner, its flap, and under its bar code, as Clint Runge put it. (Clint Runge is
Founder and Managing Director of Archrival, a distinguished youth marketing agency, and adjunct

Professor at University of Nebraska-Lincoln.)
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| try not to think out of the
box anymore, but on its
edge, its corner, its flap,
and under its bar code

Est. 2002

Author/Copyright holder: Interaction Design Foundation. Copyright terms and licence: CC BY-NC-SA 3.0.

Wise words—whatever helps you gain that needed perspective, assume that position.

Generating Creative Ideas and Solutions by Holistically
Understanding Humans

With a solid foundation in science and rationality, design thinking seeks to generate a holistic and
emphatic understanding of the problems that people face. Design thinking tries to empathize with
human beings. That involves ambiguous or inherently subjective concepts such as emotions,
needs, motivations, and drivers of behaviors. The nature of generating ideas and solutions in
design thinking means this approach is typically more sensitive to and interested in the context in
which users operate and the problems and obstacles they might face when interacting with a
product. The creative element of design thinking is found in the methods used to generate problem

solutions and insights into the practices, actions, and thoughts of real users.
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Design Thinking is an Iterative and Non-linear
Process
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Author/Copyright holder: Teo Yu Siang and Interaction Design Foundation. Copyright terms and licence: CC BY-NC-SA 3.0

As you can see, there’s plenty of flow between the steps.

Design thinking is an iterative and non-linear process. This simply means that the design team
continuously use their results to review, question, and improve their initial assumptions,
understandings and results. Results from the final stage of the initial work process inform our
understanding of the problem, help us determine the parameters of the problem, enable us to
redefine the problem, and, perhaps most importantly, provide us with new insights so we can see
any alternative solutions that might not have been available with our previous level of

understanding.
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Design Thinking is for Everybody

Tim Brown believes that design thinking techniques and strategies of design belong at every level
of business. Design thinking is not only for designers but also for creative employees, freelancers,
and leaders who seek to infuse design thinking into every level of an organization, product, or

service in order to drive new alternatives for business and society.

Design thinking is essentially a problem-solving approach, crystallized in the field of design, which
combines a user-centered perspective with rational and analytical research with the goal of

creating innovative solutions.

The Take Away

Design thinking is essentially a problem-solving approach specific to design, which involves
assessing known aspects of a problem and identifying the more ambiguous or peripheral factors
that contribute to the conditions of a problem. This contrasts with a more scientific approach
where the concrete and known aspects are tested in order to arrive at a solution. Design thinking is
an iterative process in which knowledge is constantly being questioned and acquired so it can help
us redefine a problem in an attempt to identify alternative strategies and solutions that might not
be instantly apparent with our initial level of understanding. Design thinking is often referred to as
‘outside the box thinking’, as designers are attempting to develop new ways of thinking that do not
abide by the dominant or more common problem-solving methods — just like artists do. At the
heart of design thinking is the intention to improve products by analyzing how users interact with
products and investigating the conditions in which they operate. Design thinking offers us a means

of digging that bit deeper to uncover ways of improving user experiences.

Companies are facing ill-defined and complex problems every day—and bringing design thinking
into your workplace can be a game changer. Our online course “Design Thinking: The Beginner’s
Guide” is one of our most popular (and as a result, gets fully booked really quickly!), because the
iterative, empathy-based process translates so well into so many problems. Make sure you don't

miss out on our next intake!
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Design Thinking: The Beginner's Guide

aciD Beginner course

The world’s leading companies, such as Apple, Google and Samsung, are already using the design
thinking approach—because they know it's the way forward when it comes to innovation and
product success. Through Design Thinking: The Beginner’s Guide, you will deep dive into the five
phases of this paradigm-shifting approach to problem-solving—empathize, define, ideate, prototype,
and test. By receiving detailed guidance on problem-solving activities ranging from ideation
techniques—such as brainstorming and using analogies—to ways of gathering feedback from your
prototypes, you'll be able to download many templates involved and effectively use them in your
work. Get ready to unpack, explore, and master design thinking—using it to set yourself apart and

unlock the next stage of your professional life.

Learn more about this course »

How Course Takers Have Benefited

“The course is very comprehensive and offers a good balance of mediums to

learn from.”

Reid Dickson, United States

“I enjoyed all of the tools available for download. It helped me easily share this

information with others who were interested in design thinking.”

Jenna Franklin, United States

“There were lots of real world examples particularly from the instructors’ work.”

Gillian Tyler, Australia

View the course curriculum >
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CHAPTER 3

The 7 Factors that Influence
User Experience

4 min read

User Experience (UX) is critical to the success or failure of a product in the market, but what do we
mean by UX? All too often, UX is confused with usability, which describes how easy a product is to
use. While it is true that UX as a discipline began with usability, UX has grown to accommodate
much more than usability, and paying attention to all facets of UX in order to deliver successful

products to market is vital.

“To be a great designer, you need to look a little deeper into how people think and act.”

— Paul Boag, Co-Founder of Headscape Limited

There are seven factors that describe user experience, according to Peter Morville, a pioneer in the
UX field who has written several best-selling books and advises many Fortune 500 companies on
UX. Morville arranged the seven factors into the ‘User Experience Honeycomb’, which became a

famous tool from which to understand UX design.
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3. The 7 Factors that Influence User Experience

The 7 factors are:

1. Useful

2. Usable

Accessible

3. Findable

Valuable
4. Credible

Desirable 5. Desirable
Credible 6. Accessible

7. Valuable

Let's take a look at each factor in turn and what it means for the overall user experience:

1. Useful

If a product isn’t useful to someone, why would you want to bring it to market? If it has no purpose,
it is unlikely to be able to compete for attention alongside a market full of purposeful and useful
products. It's worth noting that ‘useful’ is in the eye of the beholder, and things can be deemed

‘useful’ if they deliver non-practical benefits such as fun or aesthetic appeal.

Thus, a computer game or sculpture may be deemed useful even if neither enables a user to
accomplish a goal that others find meaningful. In the former case, a teenager may be using the
game to vent angst after a hard exam at college; in the latter, an art gallery visitor may ‘use’ the
sculpture to educate herself on the artist’s technique or tradition, gaining spiritual pleasure at the

same time from viewing it.

2. Usable

Usability is concerned with enabling users to achieve their end objective with a product effectively
and efficiently. A computer game which requires three sets of control pads is unlikely to be usable

as people, for the time being at least, only tend to have two hands.

Products can succeed if they are not usable, but they are less likely to do so. Poor usability is often

associated with the very first generation of a product—think the first generation of MP3 players,
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which have since lost their market share to the more usable iPod. The iPod wasn't the first MP3

player, but it was the first—in a UX sense, at least—truly usable MP3 player.

3. Findable

Findable refers to the idea that the product must be easy to find, and in the instance of digital and
information products, the content within them must be easy to find, too. The reason is quite simple:

if you cannot find the content you want in a website, you're going to stop browsing it.

If you picked up a newspaper and all the stories within it were allocated page space at random,
rather than being organized into sections such as Sport, Entertainment, Business, etc., you would
probably find reading the newspaper a very frustrating experience. The same is true of hunting
down LPs in a vintage music store—while some may find rifling through randomly stocked racks of
assorted artists’ offerings part of the fun and ritual, many of us would rather scan through
alphabetically arranged sections, buy what we want, get out and get on with our day. Time tends to
be precious for most humans, thanks largely to a little factor called a ‘limited lifespan’. Findability is

thus vital to the user experience of many products.

4. Credible

Twenty-first-century users aren’t going to give you a second chance to fool them—there are plenty
of alternatives in nearly every field for them to choose a credible product provider. They can and will

leave in a matter of seconds and clicks unless you give them reason to stay.

Credibility relates to the ability of the user to trust in the product that you've provided—not just that
it does the job it is supposed to do, but also that it will last for a reasonable amount of time and

that the information provided with it is accurate and fit-for-purpose.

It is nearly impossible to deliver a user experience if the users think the product creator is a lying
clown with bad intentions—they’ll take their business elsewhere instead, very quickly and with very
clear memories of the impression that creator left in them. Incidentally, they may well tell others,
either in passing or more intentionally, in the form of feedback, so as to warn would-be customers,

or ‘victims’ as they would view them.
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5. Desirable

Skoda and Porsche both make cars. Both brands are, to some extent, useful, usable, findable,
accessible, credible and valuable—but Porsche is much more desirable than Skoda. This is not to
say that Skoda is undesirable; they have sold a lot of cars. However, given a choice of a new

Porsche or Skoda for free, most people will opt for the Porsche.

Desirability is conveyed in design through branding, image, identity, aesthetics, and emotional
design. The more desirable a product is, the more likely it is that the user who has it will brag about
it and create desire in other users. Yes, we're talking about envy here; whilst we can salute Skoda’s
indomitable spirit—not least for having made very innovative strides and made the most of

resources behind the Iron Curtain—we'll tend to yearn after the other car here, the one that screams

‘Look at me!’ and is pure power and affluence on four wheels.

Author/Copyright holder: slayer. Copyright terms and licence: CC BY 2.0

Porsche, founded in 1931, is synonymous with power and style. As a brand, it embodies opulence and glamour,
commanding heads to turn on chic, urban streets. Skoda, despite having a nearly 40-year head start in the business,
doesn’t pluck the same chord in the popular psyche.
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6. Accessible

Sadly, accessibility often gets lost in the mix when creating user experiences. Accessibility is about
providing an experience which can be accessed by users with a full range of abilities—this includes

those who are disabled in some respect, such as the hearing, vision, motion, or learning impaired.

Designing for accessibility is often seen by companies as a waste of money—the reason being the
enduring misconception that people with disabilities make up a small segment of the population. In
fact, according to the census data in the United States, at least 19% of people had a disability in

2010, and it is likely that this number is higher in less developed nations.

That's one in five people in the audience for your product who may not be able to use it if it's not

accessible—or 20% of your total market!

It's also worth remembering that when you design for accessibility, you will often find that you
create products that are easier for everyone to use, not just those with disabilities. Don’t neglect
accessibility in the user experience; it's not just about showing courtesy and decency—it’s about

heeding common sense, too!

Finally, accessible design is now a legal obligation in many jurisdictions, such as the EU. Failure to
deliver accessibility in designs may result in fines. Sadly, this obligation is not being enforced as

often as it should be; all the same, the road of progress lies before us.

7. Valuable

Finally, the product must deliver value. It must deliver value to the business which creates it and to
the user who buys or uses it. Without value, it is likely that any initial success of a product will

eventually corrode as the realities of natural economics start to undermine it.

As designers, we should bear in mind that value is one of the key influences on purchasing
decisions. A $100 product that solves a $10,000 problem is one that is likely to succeed; a $10,000

product that solves a $100 problem is far less likely to do so.
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The Take Away

The success of a product depends on more than utility and usability alone. Products which are
usable, useful, findable, accessible, credible, valuable, and desirable are much more likely to

succeed in the market place.

Now that you know the 7 factors that influence user experience, how do you then optimise your
product or service to create the best user experience? Learn how to offer a competition-beating

user experience by taking our course “User Experience: The Beginner's Guide”.

User Experience: The Beginner's Guide

acD Beginner course

User experience, or UX, has been a buzzword since about 2005—and customer intelligence agency
Walker predicts that it will overtake price and product as the key brand differentiator by 2020.
Chances are, you've heard of the term, or even have it written somewhere on your portfolio. But
there’s also a good chance that you occasionally feel unsure of what the term “user experience”
actually encompasses. Through User Experience: The Beginner’s Guide, you will gain a thorough
understanding of the various design principles that come together to create a user’s experience
when using a product or service. You'll learn the value UX design brings to a project, and what
areas you must consider when you want to design outstanding user experiences. This course is a
great introduction to the ever-evolving and growing field of user experience, and a fantastic way to

start the next chapter of your career progression.

Learn more about this course >

How Course Takers Have Benefited

“I learnt a good deal from various lesson items and design examples. | also
appreciate how repeating key topics helped me memorise them and kept me

well involved. Thank you.”

Veena Sankaranarayanan, Australia
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“Perfect balance between knowledge, capacity to transmit the knowledge and

sense of humor.”

Juan Xabier Monjas Campandegui, Spain

“I liked how the instructors were able to link what they are saying to real life

scenarios, it helped to consolidate learning for me.”

Prince Onyeabor, Nigeria

View the course curriculum »
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CHAPTER 4

An Introduction to Usability

5 min read

Usability and user experience (UX) are not the same thing: the usability of a product is a crucial part
that shapes its UX, and hence it falls under the umbrella of UX. While many might think that

usability is solely about the ‘ease of use’ of a product, it's actually more than that.

The IS0 9421-11 standard on usability describes it as: “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.” Usability is hence more than just about whether users can perform tasks
easily (ease of use); it's also concerned with user satisfaction—for a website to be usable, it has to

be engaging and aesthetically pleasing, too.

Why Does Usability Matter?

Before we delve deeper into what usability entails, addressing the importance of usability is vital.
Usability matters because if users cannot achieve their goals efficiently, effectively and in a
satisfactory manner, they are likely to seek an alternative solution to reach their goals. Moreover,
for websites and apps, alternative solutions are abundant and easy to find. Quite simply: if your
product is not usable, its UX will be bad, and users will leave you for your competitors. As designers
who are looking to develop products with longevity, we need to ensure that those products are

usable; otherwise, we'll risk losing users to our competitors.

In fact, a 2015 joint research by Huff Industrial Marketing, KoMarketing and BuyerZone on B2B
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web users showed that 46% of users leave a website because they can't tell what the company
does (i.e., a lack of effective messaging), 44% of users leave due to lack of contact information,
and 37% of users leave due to poor design or navigation. This goes to show the potential harm bad

usability can bring to your website.

“We tend to be distracted by the voices in our own heads telling us what the design should look
like.”

— Michael Bierut, Partner at Pentagram Design

Usability is the outcome of a user-centered design process. That is a process which examines how
and why a user will adopt a product and seeks to evaluate that use. That process is an iterative one

and seeks to improve following each evaluation cycle continuously.

The 5 Characteristics of Usable Products

Whitney Quesenberry, the UX and Usability Expert and former President of the Usability
Professional’s Association (UXPA), offers 5 criteria that a product must meet so as to be usable:

1. Effectiveness
2. Efficiency

3. Engagement
4. Error Tolerance

5. Ease of Learning

1. Effectiveness

Effectiveness is about whether users can complete their goals with a high degree of accuracy.
Much of the effectiveness of a product comes from the support provided to users when they work
with the product; for example, fixing a credit card field so that it only accepts a valid credit card
number entry can reduce data entry errors and help users perform their task correctly. There are
many different ways to provide support—the key is to be as informative as possible in a meaningful

way to the user.
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PAYMENT METHOD

@ [ Credit/Debit Card P Paypal

Credit/Debit card number & Secure Form

|

In our payment form, we restrict the number of digits you can enter into the credit card number field so as to reduce data
entry errors.

You might also want to examine the language used in your product—the clearer and simpler that
language is (ideally 6th-grade level), the more likely that your information will have the right impact
on the user. This doesn't mean dumbing down your language gratuitously so as to patronize your
users; it just means keeping an appropriate style that errs on the simpler side for clarity’s sake.
Using the right level of technicality—for example, reducing the number of technical coding terms for
a design-focused website—also helps make your messages clearer and meaningful to users. Want
to know how simple your copy is? Check out Hemingway App, a useful tool that analyzes your text
and assesses its readability. If in doubt, keep it simple and direct; unless you're actually selling a

ghost-writing service, you will not win over users with ‘impressive’ prose.

Redundancy in navigation can sometimes be beneficial; if users have multiple paths to their
objective, they are more likely to get there. This may reduce the overall efficiency of the process,
however. So, always consider the frustration of a user who can't find the way forward, and strike a

balance between that and the ‘overkill’ of several alternatives.

2. Efficiency

Effectiveness and efficiency have come to be blurred in the mind. They are, however, quite different

from a usability perspective. Efficiency is all about speed. How fast can the user get the job done?

You'll want to examine the number of steps (or indeed clicks/keystrokes) needed to achieve the
objective; can they be reduced? This will help develop efficient processes. Clearly labeled

navigation buttons with obvious uses will also help, as will the development of meaningful
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shortcuts (for instance, think about the number of hours you've saved using Ctrl+C and Ctrl+V to

copy and paste text).

So as to maximize efficiency, you need to examine how your users prefer to work—are they

interacting via a smartphone or a desktop computer with a large keyboard and mouse? The two

require very different approaches to navigation.

3. Engagement

Engagement is a bit of a buzzword, but if you cut through the fluff, you'll find that engagement

occurs when the user finds the product pleasant and gratifying to use. Aesthetics matter here, and

it's why many companies invest a small fortune in graphic design elements—but they’re not the only

factors in engagement.

Engagement is not only about looking nice but also about looking right. Proper layouts, readable

typography and ease of navigation all come together to deliver the right interaction for the user and

make it engaging. Looking nice isn’t everything, as Wikipedia (famous for its ultra-basic design)

proves.
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WIKIPEDIA

The Free Encyclopedia

Main page
Contents

Featured content
Current events
Random article
Donate to Wikipedia
Wikipedia store

Interaction
Help
About Wikipedia
Community portal
Recent changes
Contact page

Tools
What links here
Related changes
Upload file
Special pages
Permanent link
Page information
Wikidata item

Print/export
Create a book
Download as PDF
Printable version

Main Page Talk

Welcome to Wikipedia,

the free encyclopedia that anyone can edit.
5,330,759 articles in English

From today's featured article

The Dorset Ooser is a wooden head that featured in the nineteenth-
century folk culture of Melbury Osmond, a village in the southwestern

: English county of Dorset. The head was hollow, thus perhaps serving as a
mask, and included a humanoid face with horns, a beard, and a hinged jaw.
Although sometimes used to scare people during practical jokes, its main
recorded purpose was as part of a local variant of the custom known as "rough music", in which it was
used to humiliate those who were deemed to have behaved in an immoral manner. It was first brought
to public attention in 1891, when it was owned by the Cave family of Melbury Osmond's Holt Farm, but
it went missing around 1897. In 1975 a replica of the original Ooser was produced by John Byfleet,
which has since been on display at Dorset County Museum in Dorchester. This mask retains a place in
Dorset folk culture, and is used in local Morris dancing processions held by the Wessex Morris Men on
Saint George's Day and May Day. The design of the Ooser has inspired copies used as
representations of the Horned God in the modern Pagan religion of Wicca in both the United Kingdom
and United States. (Full article...)

Recently featured: Night of January 16th - The Pale Emperor - Interstate 275 (Michigan)
Archive - By email - More featured articles...

Did you know...

that nuar tho hietaru nf 1 1. la nis e

& Notlogged in Talk Contributions Create account Log in

Read View source View history Q
o Arts « History « Society
= Biography « Mathematics = Technology
= Geography * Science « All portals

In the news

« A Turkish cargo aircraft crashes near Manas International
Airport, Kyrgyzstan, killing all 4 crew members and 33 people U
on the ground. .

+ The Northern Ireland Executive collapses in the wake of the

Heat Ir i and a snap A
election is called.

« At least 25 people drown in the Ganges in a boat accidentat  Zhou Youguang
Patna, India.

« Chinese linguist Zhou Youguang (pictured), creator of the pinyin system for
writing Chinese in Latin letters, dies at the age of 111.

Ongoing: Battle of Mosul
Recent deaths: Jimmy Snuka - Magic Alex - Lord Snowdon - William Peter Blatty

On this day...

January 17
« 1773 - On James Cook's second voyage, his ship
HMS Resolution became the first to cross the Antarctic
Circle.

Wikipedia’s iconic layout may not win over some aestheticists, but one reason for its success is its readability, thus

satisfying curious e-navigators who want to get the lowdown on a subject without being slowed down by art-saturated,

scenic ‘detours’.
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4. Error Tolerance

It seems unlikely that, given the need to gain any degree of sophistication or complexity, you can
completely eliminate errors in products; in particular, digital products may be error prone because

of the ecosystem in which they dwell—an ecosystem which is beyond the designer’s control.

However, the next best thing is to minimize errors from occurring and to ensure that your users can
easily recover from an error and get back to what they are doing. This is what we call ‘error

tolerance’.

Promoting error tolerance, according to Whitney Quesenberry, requires:

+ Restricting opportunities to do the wrong thing. Make links/buttons clear and distinct; keep
language clear and simple; don't use jargon unless absolutely necessary, and keep
dependencies in forms or actions together. Also, limit options to correct choices if you can, and

give examples and support when asking people to provide data.

+ Offering the opportunity to ‘redo’. Give users a way to reset what they've just done and go back
and start again. Similarly, provide a clearly visible ‘undo’ function. Consider the amount of data a
user stands to lose by inadvertently deleting items. That ‘railing’ or ‘safety ledge’ will keep users

from panicking.

+ Assuming everyone is going to do things you don't expect them to do. Then, either facilitate that
or offer advice/support to get back on the right path. This sort of recovery measure also makes
your site appear more human and trustworthy in that it shows you appreciate the human

tendency to make mistakes and empathize with your users.

iem., Winoo

Dropbox

Dropbox has an undo function, in case users accidentally delete items in their folders. This is the sort of safety ledge that
catches human nature just in time before users go into panic mode.
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5. Ease of learning

If you want a product to be used regularly, then you want users to be able to learn their way around

that product easily—to the extent that it comes as second nature when they use it again.

You also need to accommodate ease of learning when releasing new functionality and features;
otherwise, a familiar and happy user may quickly become frustrated with your latest release. This is
something that tends to happen a lot on social networks; whenever a new set of features is
released, they tend to be greeted with howls of outrage from comfortable users. And this is true
even when the new features are easy to learn. A classic case occurred in early 2012, when
Facebook’s Timeline format became the new standard for user profiles. Although hordes of users
bemoaned the change—which to many of them seemed needless—Facebook wisely phased in the

introduction so that users had plenty of time to switch over.

The best way to support ease of learning is to design systems that match a user’s existing mental
models. A mental model is simply a representation of something in the real world and how it is
done from the user’s perspective. It's why virtual buttons look a lot like real buttons — we know that
we push buttons; therefore, we tap virtual ones on touchscreens or mouse-click them. The form

elicits the appropriate action in the user, hence making it easy to learn.

Utility + Usability = Usefulness

When you’re designing for usability, thinking about utility is important, too. While usability is
concerned with making functions easy and pleasant to use, utility is about providing functions that

users need in the first place.

Only when usability is combined with utility do products become useful to users. A mobile payment
app could provide the most usable feature of adding the people around you on Facebook;
nevertheless, because most users of that app wouldn't need that feature, it's going to be useless to
them. All your effort towards building the most user-friendly feature could go to waste if that

feature isn’t needed.
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The Take Away

Usability is more than just ease of use. You need to ensure designs are efficient, effective,
engaging, easy to learn and error tolerant if you want them to succeed. Of course, there are
limitations on the value of usability. For example, sometimes you will have to make trade-offs so as
to ensure economic viability. However, when there is no such conflict, usability should be the
priority. Combining usability with utility will make your offering useful, in theory; all the same, you
should pay careful attention to what the users actually need, as opposed to what you think might

be an attractive feature for them to enjoy.

Want to learn the best practices in usability? You won't want to miss our course “The Practical

Guide to Usability”"—enroll now before it closes!

The Practical Guide to Usability

acD Beginner course

We all know that every product or website should be simple and pleasurable to use... but this is
easier said than done—designing an effective, efficient, and enjoyable product is unfortunately not
achieved by good intentions alone. In our course, The Practical Guide to Usability, you will learn
some of the most important concepts, methods, best practices and theories from successful
designers in our industry. By immersing yourself in the “how” of designing products with good
usability, you'll come out the other side being able to design products that blend your good

intentions with awesome usability, helping you to unlock greater user growth, retention and

Learn more about this course »

satisfaction.
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How Course Takers Have Benefited

“Enjoyed the rigorous of this course and it showed more bridging of ideas and

theories than | expected to see which was great.”

Matthew Worner, Malta

“The whole concept of integrating testing with production, and, in particular, the
idea of testing early, is a key insight. Specifically calling out the techniques of
agile development, and the use of prototypes, is also good exposure for the

methods used in day-to-day product production.”

David Calabrese, United States

“Amazing experience while taking the course, great learning and wish that | will

get to implement all of these in my future projects.”

Sarang Sudhir Pitale, India

View the course curriculum >
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CHAPTER 5

How to Conduct User
Interviews

5 min read

User interviews can be a great way to extract information from users so as to understand their user
experience as well as the product’s usability and the design ideation. They are cheap and easy to
conduct. Better still, anyone who is able to ask questions and record the answers can conduct

them.

Before we look at how to conduct user interviews, we need to examine some of the drawbacks of

interviewing:

+ Interviews, even if they are contextual (i.e., based on observing the interviewee using the
product prior to interview), tend to give insights into what people say they will do, and this is

sometimes (often even) not the same as what they actually do.

« Human beings have memory issues and can often not recall details as clearly as they would like.
Unfortunately, it is a human tendency to try and create these details (this is not even a
conscious process) and to tell a story the way we think something happened rather than how it

happened.

- Users aren't designers. Interviewers should stick to concrete examination of what is happening
and how the users feel. We should not try and get them to create their ideal product or to

suggest improvements.
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It's important to keep these drawbacks in mind when designing your interview questions (or when
making up interview questions on the spot while examining what you have observed the user
doing). You should also take them into account when evaluating a group of user interviews —
interview data gives you a starting point to examine problems but rarely a finishing point which

delivers 100% certainty as to what to do next.

“Know thy user, and you are not the user.”

— Arnie Lund, the author of User Experience Management

What is a User Interview?

User interviews are where a researcher asks questions of, and records responses from, users. We
can use these to examine the user experience, the usability of the product or to flesh out

demographic or ethnographic data (for input into user personas), among many other things.

Notetaking types

Descriptive: See something; write it down

Inferential: Use inference to describe observation

TR

(e.g., “she was frustrated with XX”)

Evaluative: Makes a judgment from inference and
behavior (e.g., “humans do not have a positive

Author/Copyright holder: Liz Danzico. Copyright terms and licence: Fair Use.

These three components make up effective notetaking. Deducing the reasons behind a user’s actions involves such
a process.
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The ideal interview takes place with two UX researchers and one user. The first UX researcher
focuses on asking questions and guiding the interviewee through the interview. The second takes
notes. If a second researcher is unavailable for this, then videoing or audio recording an interview
can be a good way to record the information elicited. If the researcher asking questions takes
notes, there's a good chance that the interview will be derailed and become hard to manage. So, if
you are working alone, don't look on reviewing the recording of the interview as double-handling; it’s

really the only way to capture and condense what you need into a workable format.

Typical topics covered within user interviews include:

+ Background (such as ethnographic data)

+ The use of technology in general

+ The use of the product

+ The user’s main objectives and motivations
* The user’s pain points

Don't feel limited to these topics. If there’'s something you need to know that you can learn by

asking your users (as long as it's not offensive or threatening), you can ask a question about it.

There is also a special type of user interview known as ‘the contextual interview’. This is an
interview which is conducted after (or during) the observation of a user using the actual product.
It's an interview ‘in context’ with usage. These are very common in usability testing and
assessment of products and even in information visualization. Unsurprisingly, the insights you can
gain from first-hand, ‘live’ user experience can prove very valuable, not least because you can

almost guarantee responses that are totally accurate and earnest.

Preparing for User Interviews

Preparation for user interviews begins with recruitment. In order to capture an accurate picture of
your usership, you will want to ensure that you recruit a representative sample of users for your

interviews.

Then you will need to create a script from which to ask questions (unless you are doing a
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contextual interview, in which case you may still create a script but are likely to wander off-piste

from that script a lot during the interview).

Some tips for your script include:
+ Make sure you begin by explaining the purpose of the interview — what are you trying to

achieve?
+ Also explain how the person’s data and any data you collect will be used from the interview.

+ Try to keep leading questions to a minimum. A good question is “Do you use instant
messaging?” rather than “How often do you use Snapchat?”— The former lets you explore what
users actually do. The latter presupposes that users are using Snapchat and that's the extent of

their instant messaging activity.

+ Keep it reasonably short. If you read the script aloud and it takes more than 10 minutes to read...
it's probably too long. Interviews should, ideally, be less than one hour long, and the majority of

the time spent should involve the interviewee talking while you listen.

Don't forget that scripts are a guide, not a bible. If you find something interesting takes place in an
interview and there are no questions, on the script, to explore that idea... explore it anyway.
Similarly, if an unforeseen topic has arisen that you need to explore, do so before you lose track of

its relevance. Feel free to amend the script for future uses.

When scheduling your interviews, leaving 30 minutes or so between each interview is a good idea.
That way, you'll have time to make additional notes and compile your thoughts while everything is

still fresh in your mind.

How to Conduct a User Interview

Conducting an interview is simply a question of running through your script or asking the questions

you have. However, there are some tips to make this more useful as a process:

+ Make your interviewees comfortable — dress in a manner similar to them (your being in a suit
while they’ve dressed in tracksuits is going to make it feel like a job interview rather than a user
test); make sure they understand you are testing a product or an idea and not them as users

(apart from anything else, people tend to act differently if they feel they’re under a microscope);
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offer them a drink (non-alcoholic), conduct a little small talk (but only a little) before you start,

etc.

+ Try to keep the interview on time and heading in the right direction — the reason scripts are
useful is because you can reference them for this. Remember, though, that while they provide a
good framework or conduit, many key points can still come up spontaneously; so, keep an eye
on how you ration your time, especially because users tend to get irritated if they’re kept longer

than you had agreed.

+ Try to focus on the interviewee and not on making notes - it’s just plain rude to bury your head
in your notes. Maintain eye contact, keep a conversation flowing, and record the interview
instead of getting lost in notetaking. Keep the users engaged in a living process; if they feel

they're giving descriptions to a clerk at a lost property office, they'll almost certainly switch off.

+ Thank the interviewees at the end of the process — not only is this polite, but you can offer a

chance for the interviewees to ask any questions of their own at this point, too.

Reporting on User Interviews

User interviews tend to provide qualitative rather than quantitative data. Compiling the results of
many interviews can be challenging. Word clouds (graphical representations of word frequency)
and mind maps (hierarchical diagrams that show the relationships between the components) are
two good ways of presenting qualitative data in an interesting but easy-to-understand format.
Written reports are fine, but try to contain them to the key data and leave all the minor stuff in

appendices.

The Take Away

User interviews are a cheap and easy way to get data ‘straight from the horse’s mouth’. However,
it's important to bear in mind that there are limitations to this technique and you may discover what
people say they do rather than what they actually do. Contextual interviews are especially useful in
exposing accurate user-experience situations. Whichever style you choose, conducting interviews
is simple. Write a script, and go through it with the user. However, be prepared to tap unforeseen

subjects that arise spontaneously. Remember to abide by the time parameters in which your
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interviewee has agreed to speak to you. Above all, make sure you keep the user informed and

comfortable as you proceed. The insights you gain from doing so can pay huge dividends later.

Conducting user interviews is a crucial part of any UX designer’s job, but it's not enough if you want
to be a great designer. After all, it is crucial to understand how people interact (sometimes
frustratingly) with computers to achieve their tasks. Our course “Human-Computer Interaction”

covers just this—and will allow you to gain a deep understanding on how to design better.

Human-Computer Interaction

aciD Beginner course

By now, you'd have thought that interactions between computers and humans would be as intuitive
as conversations between two people, right? Wrong—many products and services actually still fail
to achieve this. So, what do you need to know in order to create such an intuitive user experience?
Human psychology? Emotional design? Specialized design processes? The answer is all of the
above, and o