MOVING FROM
TASK BASED DESIGN

TO EXPERIENCE
BASED DESIGN

Neil Turner




Overview

Researching experiences
Designing great experiences
Experience mapping exercise

Encouraging experience design
within your organisation
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PROD. MOVING FROM TASK BASED DESIGN

TO EXPERIENCE BASED DESIGN

SCENE. 1

WHAT IS EXPERIENCE
DESIGN?




What do | mean by
task based design?






Usalbility testing

Breaking down tasks

Measuring KP|s

Some task based activities



What’s wrong
with that?
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Wood or just trees

pieces.jpg

http://www.singingthroughtherain.net/wp-content/uploads/2012/04/Puzzle
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Is it the right task?



What do | mean by
experience based
design?



“In most people's
vocabularies, design
means veneer. It's
interior decorating. It's
the fabric of the
curtains of the sofa.
But to me, nothing
could be further from
the meaning of
design.”

Steve Jobs



EXPERIENCE DESIGN
1



http://www.youtube.com/watch?v=BB4VFKn7MA4
http://www.youtube.com/watch?v=BB4VFKn7MA4
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As design
gners we need to consider a lot of stuff




Why move to
experience based
Design?



"What makes people
passionate, pure and
simple, is great
experiences. If they
have great experience
with your product (and)
they have great
experiences with your
service, they’re going to
be passionate about
your brand."

Jesse James Garrett



Considers the bigger picture



And the customer’s perspective



Joins up the customer experience




Customer Journey

—)_

Post-Purchase
-.
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Pre-Purchase

Designs for the entire customer journey
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Identifies tasks to focus on



Any examples of great
experience design?
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Talking
Ocado

The Ocado way



Planning  Shopping Delivery Eating




Recipes
Lifestyle magazine

Cheaper than Tesco

or we'll give you a voucher

Value proposition

Planning — The Ocado way




Mobile apps Favourites

Facebook login

Offers section

Shopping — The Ocado way



Delivery window
& information

Colour coded
bags

SR e |

User friendly
Receipt

Old bags collection

Delivery — The Ocado way



Best before
dates on receipt

Easy refunds

Eating — The Ocado way



Still paying attention?
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PROD. MOVING FROM TASK BASED DESIGN

TO EXPERIENCE BASED DESIGN

SCENE. 2

RESEARCHING
EXPERIENCES




“Supposing is
good, but finding
out is better”

Mark Twain
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¢ “ASSUME makes an
ASS out of U and ME”

1\
Ii Old Chinese proverb (possibly)
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How do you find out?



Qualitative research

Work
T1me

class® e web
“internets: i
Learn hOpe

Interviews
Observation

Focus groups
Surveys

Usability testing
Customer feedback
Diary study

Quantitative research
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Surveys

Analytics

Remote usability testing
Customer satisfaction
Market research
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What have you done?

Lorem ipsum dolor sit amet, consectetur
adipiscing elit. Vivamus vel urna hendrerit, erat
vel, luctus nisi. Curabitur eu ornare nibh, a
pellentesque nisi. Nullam sem elit, ultrices non
tempus sed, sagittis dapibus nisl. Duis fringilla
lacus quis libero ullamcorper, vitae posuere
augue facilisis. Nunc arcu ipsum, lobortis sed
justo at, imperdiet pellentesque dolor. Aliguam
eleifend.

What have you been thinking?

Sed dignissim justo nulla, et bibendum odio
sollicitudin a. Aenean nisl magna, rutrum quis
congue at, consectetur eu nunc. Nulla ac sapien
in massa ultrices laoreet. Etiam id dictum ligula,
et mattis velit. Ut ac auctor lorem, sit amet
pellentesque diam. Suspendisse diam lacus,
tincidunt sed semper quis, dapibus in odio.
Quisque dignissim in tellus facilisis tempor.

Dear diary...

How have you been feeling?

Lorem ipsum dolor sit amet, consectetur
adipiscing elit. Vivamus vel urna hendrerit,
aliquet erat vel, luctus nisi. Curabitur eu ornare
nibh, a pellentesque nisi. Nullam sem elit,
ultrices non tempus sed, sagittis dapibus nisl.
Duis fringilla lacus quis libero ullamcorper,
vitae posuere augue facilisis. Nunc arcu ipsum,
lobortis sed justo at, imperdiet pellentesque
dolor. Aliquam eleifend.

How have you used (product
| sevice)?

Sed dignissim justo nulla, et bibendum odio
sollicitudin a. Aenean nisl magna, rutrum quis
congue at, consectetur eu nunc. Nulla ac
sapien in massa ultrices laoreet. Etiam id
dictum ligula, et mattis velit. Ut ac auctor lorem,
sit amet pellentesque diam.

M NAINSY M




"% SurveyMonkeys

|Msurvey
J@r Survey tools
Email
twitter

Online diary tools Social media

Diary study tools
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PROD. MOVING FROM TASK BASED DESIGN

TO EXPERIENCE BASED DESIGN

SCENE. 3

DESIGNING GREAT
EXPERIENCES




“We have to arm ourselves
with data, research and a
clear understanding of our
users so our decisions are not
made out of fear but out of
real, actionable information.
It is our responsibility to have
an ironclad rationale to
support our design
decisions."

Debra Levin Gelman
UX Designer

It all starts with the data...



Collate all your data







What next?



I

Write a report?






~

Challenge =
1. Establish a shared understanding of your users & their behaviour
2. Lay the ground work for a great user experience



A picture is worth 1000 words



A good story is worth 1,000,000 words



A little story from





http://vimeo.com/50519792
http://vimeo.com/50519792
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All stories need characters
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Characters = Personas




All stories need a storyline



Our UX & Design principles

Viake it simyg

Customer Experience Map
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Storyline = Customer experience map



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

GOAL P et b el e e sty
Research & Book __oon

ACTIVITIES

Refining

THINKING
(Iz

At each stage of the user’s journey...


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

Customer
Experience Map
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Provide more details for each stage



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

Any questions?



Time for a little group exercise...



Create an experience map for choosing and buying a new car



What next?



There’s so much that could be improved... Where do | start?
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Gauge level of satisfaction at each step of the customer’s journey



Gauge impact on the overall customer experience for each step




High

Impact on experience

Low

Ripe for improvement

@ ©
*

Keep up the good work

*
_

Could improve

%

Over investing

Low

Level of satisfaction

High




Define some guiding principles to help steer the customer’s experience
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TUl UX & Desigh principles:
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For each step brainstorm ideas & opportunities for improving the
customer’s experience



Outline what the new customer experience might look like



Prioritise improvements




HOW WOULD YOU LIKE
YOUR GRAPRHIE UX DESIGN?

(YOU MAY PICK TWO)

DIPPED IN

UGLY SAUCE
WITH HASTE AND
CARELESSNESS

IMPOSSIBLE
UTOPIA

YOU GET JUST IN
WHAT YOU TIME TO BE

) TRASH PAY FOR TOO LATE

: GO
_ AWAY

FREE

TRY
AGAIN

Decide how much you want to spend



And what you need to build to deliver the desired experience



Research

Feedback

Track & test to make sure the design stays on track
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PROD. MOVING FROM TASK BASED DESIGN

TO EXPERIENCE BASED DESIGN

SCENE. 4

ENCOURAGING EXPERIENCE
DESIGN WITHIN YOUR
ORGANISATION




“for your company to compete in the
current business and economic climate,
vou must create a design-centred culture
- a ‘designing’ work environment that,

in making design a part of everyone’s
job, promotes the kind of creativity and
innovation required to succeed.”

Forbes

How to Create a Design-Centered Culture: Start With the 3Fs



Involve people in the design process (the more the merrier!)



Establish responsibility for the end to end customer experience




Vieasure
Your Way
to Success
By Using
KPIs

Establish KPls, just make sure they’re the right ones



Agree and establish customer experience guidelines



Bring teams together (as much as possible)



Communicate and share the customer experience




- Showcase stuff
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monster’ PERSONA
Trading Cards

Be creative
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Queen; the centre of the or 1sh Empire After sixty years as yous

v, one has decided it's time 1o reveal the

undoubted jeader and sovere

truth. You'll find the state sec ver the
watch one's and transform your life wto a
Royal existence with one's and much mote. Have a look around

And don't touch anything And wipe your feet. Your Queen loves vou

The book

November 7th 2012 b Posted in
552 Latest Blog Posts ~& The Official Shop Latest From Twitter

loading tweets

Spent Frida

Broadcastmg | ver Bruc

redund lamn to BBC News tha

Xp

g Bieber amiving kate forac

Omne's cocktail app
not national breaking ne

What about creating a blog for your personas?




Make this stuff easy to find



Evangelise and spread the good word of the design gospel




ADAPTIVE PATH'S GUIDE TO

~ HIBH POINT

TROUBLE SPOT

adaptive path
ptive p

http://mappingexperiences.com/



http://mappingexperiences.com/

slideshare.net/neiljamesturner

uxforthemasses.com/presentations



FIN
Thank you



