And what next?
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What next?
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There must be
a better way!

' http://midliferocksblog.com



What are you trying to do?
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http://yourbrainatwork.org/wp-content/uploads/2013/02/meditation.jpg



Build a shared understanding




Design great experiences
for your users

http://farm4 . SEC——



UX design to
the rescue
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Colleagues = Users

press.com/2011/(



AT . T _ el & X L. I
Challenge =

1. Establish a shared understanding of your target audience
2. Lay the foundations for a great UX design

http://englishmum.com/wp-content/uploads/2011/11/Challenge-Annéka.jpg



Because we all know what happens —= 2
when you build on shoddy foundations!

http://1.bp.blogspot.com/-0TVZuwuH4N8/UM3XvB1xpPI/AAAAAAAAC 0/zZiAfsfqE30/s1600/Pisa _leaning. tower.jpg
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A picture is worth 1000 words
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infographics/online-travel-experiences-infographic.html
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http://briankaldorf.files.wordpress.com/2011/01/campfire-ipa §3 .
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A little story from



http://www.youtube.com/watch?v=E0qDrRJT4zE
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Characters = Personas
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Helen Tate

The fewer the better



Key is behavioural differences




Who are you designing for?

How much assistance will your users need?

From here To here

Little Lots
(Do it all myself) (Hand holding)




Helen Tate Ends of the spectrum

41 years old, married, with 2 daughterz aged 12 and 18

Explorer

Advice
seakar

Deal finder

Itinerary indapendent
planner traveller

Deborah Murray

28 years old, single, lives with her partner
Explorer

Advice

sesker Deal finder

Itinerary Indapendent
planner traveller
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Rail Europe Experience Map

Guiding Principles
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../Experience maps/Example experience maps/RailEurope_AdaptivePath_CXMap_FINAL.pdf

What doe;s she do?
How does she do it?
What is her experience like?

What challenges does she face?

How can we impr@ve things for her?






Shares their pain...
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Rail Europe Experience Map

Guiding Principles

Peaople choose rall travel becausa It Is
corvenient, easy, and flexible.

Customer Journey
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Scenario maps
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Narratives

Cheryl — The seasoned assessor

Age: 42 ' Needs to be able to:

Job: Teaches History at Grammar School » Bereminded of tasks, dates and milestones

e Easily get in contact with OCR

¢ View details of her commissions and activities

* Find out exactly what a commission entails
Computer & IT experience: Not very confident using computers «  Get help and advice

Teaching experience: Over 20 years
Assessor experience: 10 years (off and on)

Personality: Outgoing, considerate, dependable

“Being an assessor helps my Likes: Social aspect of being an assessor

Students and helpsme topay | pygikes: All the admin associated with marking
for our summer holiday

Scenario 3 - Cheryl marking a June 2011 GCSE History question paper (using Scoris)
Cheryl initially started marking when she had her second child and has been an assessor off and on for the last 10 years. She has Importance: High

previously marked paper question papers (i.e. sent to her) and is a little bit nervous about having to mark on screen. Frequency: Low
d | Scenario steps - Comments Outstanding questions Required functionality
3.1 Cheryl receives an email informing her o Assuming that Cheryl has already o When would this happen? o Send email alerts to
that OCR have an opportunity for her to had her system checked to ensure 5 laCherd lkdito dan ith a assessors (e.g. commission
undertake some assessor activities (i.e. that it's compatible with Scoris (e.g. 2 i Y 'll ad)::l '9 ‘:}Zw i opportunity)
marking answers for a GCSE history as part of the sign up process) WO e, TR0 N-IMRTIO Qe

. ; . address?
paper) that she might be interested in. Restiring sk Creryt alfsady hasan

assessor account with OCR (i.e. for
the assessor portal) and has agreed
to receive email alerts from OCR —
she can switch these off in her
preferences (or even request to
receive Text alerts)

o How do we ensure that alerts don't
go to Cheryl's spam inbox?

| 3.2 ' Cheryl logs in to the assessor portal ' o If Cheryl hadn't seen the email she . o What will ‘commissions' be called o New commission opportunity
(using a link in the email) and can see the might also see an alert on logging in on the assessor portal? alert on login (e.g. like email)
new commission opportunity. to the assessor portal to inform her

o Howoften is this likelytohappen ~ ©  Forgotten password option
for Cheryl? to rest a password using a
registered email address

| o If Cheryl has forgotten her password | o View commission

that a new commission opportunity is
available
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Make people aware of it

http://bayintegratedmarketing.files.wordpress.com/2011/11/public_relations-2.jpg
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Stick stuff up

-
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Be creative

TechSavvy Simone

« YOUNQg
« Technically SavVy

- Ear‘y Caree\'

monster PERSONA

Trading Cards
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&

OCLOCK Persona blog

5 Home @50 Blog S50 Videos 42 Gin 5D Books €& Apps D shop GAD Gallery 50 About AP Contaer EJRsS

On the throne. On the gin. Online.

Welcome to the official online residence of your ever loving and gracious
Queen; the centre of the online British Empire After sixty years as your
undoubted feader and sovereign lady, one has decided 1t's time to reveal the

truth. You'll find the state secrets m , discover the
, watch one's o1 and transform your life mto a
Royal existence with one's and much mote. Have a look around

And don't touch anything  And wipe your feet. Your Quesn loves you
The book

November 7th, 2012 by Posted in

S22 Latest Blog Posts 558 The Official Shop 4 Latest From Twitter

Mok loading tweets

Spent Friday at the BBC to official open New
Broadcasting House, deliver Bruce Forsyth's
redundancy notice, explamn to BBC News that
Justin sodding Bieber amriving kate for a concert

¥ View More Updates >>

Omne's cocktail app

15 not national breaking news and drop off
Prince Harry's andition tape for Stnictly Come
Dancing. Interesting to see that there are 3 few
Diswho|..]

June 11th 2013 by C

http://www.gin-oclockicom/fie:
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Gita

The prospective assessor
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Research

Design

Translate
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Remember that behaviours change...
Tablets popular

at night
PCs dominate

working hours A

Mobiles brighten
the commute D
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http://www.smartinsights.com/wp-content/uploads/2013/02/UK-Mobile-Device-Preferences-Statistics.png
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Copyrighted Material

THE
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Keeping People in Mind Throughout Product Design

JOHN AMARA

PRUITT,.4ADLIN

DESIGNING FOR
THE DIGITAL AGE

HOW TO CREATE HUMAN-CENTERED
PRODUCTS AND SERVICES
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