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Variety of roles (Australia & Europe) 

Å BA/Project Management 

Å Manager of UX team (CPA Australia) 

Å Senior consultant (The Hiser Group) 

Å Lead Experience Designer (Symplicit) 

Å Director Web (Victoria University) 

 

Human Factors experience 

Å Websites and web apps (incl. intranets) 

Å Software and GUI apps 

Å iPhone and mobile apps 

 

Specialist in 

Å E-commerce 

Å Complex transactional applications 

Å Organisational and strategic UX 

Å Usability maturity models 

 

Silvia Sanchez 
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Some of the clients Iôve worked for 

Government Finance 

Education 

Transport 

Telcos 

E-commerce 

Health 



What UX is noté 

Video:  

Inappropriate technology 
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Which bachelorette? 

Bachelorette #2 

ÅHas a very interesting conversation. 

ÅSeemed interested in what you have 

to say. 

ÅHelped you choose your meal at the 

restaurant. 

Bachelorette #1 

ÅSpent most of the night talking about 

whatôs important to her. 

ÅAsked a lot of questions but doesnôt 

listen to your answers. 

ÅKeeps forgetting your name. 
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www.thisisbroken.com 

Product design 
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www.thisisbroken.com 

Product design 
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www.thisisbroken.com 

Instructions 
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Bad usability can have fatal consequencesé 

ÅAtlanta Olympics bomb threat (1996) 

ÅThey couldnôt add the call to the dispatch roster until it was 

entered correctly 

Call made to 911 

 

ñThere is a bomb  

in Centennial Park.   

You have 30 minutes.ò 

12.58 am 

10 minutes to find the street address 

 

Å  How many Nôs in ñCentennialò? 

Å  Do I need to add ñParkò? 

Å  Can the phone number give me the address? 

1.20 am 

(approx.) 

Bomb explodes 

(1 dead, dozens injured) 

They rang the phone number 

and asked them their street address 
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Bad design ï why does it happen? 

ÅAssumptions on context of use: 

Å ñIt will be used in this contextò 

Å ñI am sure theyôll understand what it meansò 

Å ñI donôt need to test this ï itôs obviousò 
 

ÅAssumptions of users: 

Å ñThis will be used by...ò 

Å ñI didnôt think it would be used by people in a rushò 
 

ÅProject pressures 

Å Budget 

Å Time 
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ñYou are not your userò 

Donôt assume people: 

Åwork like you work 

Å think like you think 

Å talk like you talk 

Å like what you like 

Åunderstand the technology 

Åunderstand your organisation 



What is UX? 
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About User Experience 

ISO 9241-210 defines user experience 

as "a person's perceptions and 

responses that result from the use or 

anticipated use of a product, system or 

service".  

So, user experience is subjective and 

focuses on the use. 

Dr. Donald Norman 

ISO defines usability 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 a qualitative attribute that assesses how easy 

user interfaces are to use. 
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Engaging experiences 
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Fit for purpose 
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Improved customer experience 

90% positive recommendations 

They put employees through the experience 

20M subscribers, increase of 3.8M in Q1 

Less than 10% spent in Marketing 
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Implications of bad UX (for business) 

Å It has costs:  

Å Lives, time, money 

Å Canôt maintain competitive advantage 

Å Damaged reputation 

Å Lost customers 

ÅDoesnôt optimise the user benefits: 

Å For greater user acceptance and use 

Å To increase user productivity and minimise errors 
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Soé how do you do UX? 
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User-centred design is key to understand UX 

ÅRange of users, representing the market segments 

ÅEvaluation of UX via: 

ÅEvidence-based: task completion and success 

ÅSubjectivity-based: confidence levels, perceptions 

Did the user complete the task? 

Were there any major burdens? 

Are there any areas that need 

improvement? 

Do you think you completed the 

task?  

How confident do you feel about 

this? 

What are the three 

improvements you would make? 

Practitioner questions User questions 
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Considerations for user-centred design 

Context: 

Å Location 

Å Local/international 

Å Device? 

Å Are users on the go? 

Å Light and brightness 

Å Customer-facing 

 

(etc.) 

Type of application: 

Å GUI/Web 

Å Application or website 

Å Domain expertise 

 

(etc.) 

Users: 

Å Anyone/staff 

Å Domain knowledge 

Å Expertise with technology 

Å Potential impairments 

Å Multi-language 

 

(etc.) 

Tasks 

Å Primary tasks 

Å Supplementary tasks 

Å Exceptions 
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Perfect equilibrium 

Motivations 
Implementability 

Performance 

Availability 

Robustness 

Scalability 

Security 

Maintainability 

Extensibility 

Accessibility 

Business  

Users  Architecture  

Motivations 
Service Delivery Quality 

Reportability 

Auditability 

Process Compliance 

Practice Standardisation 

Regulatory Compliance 

Cleanliness of Data 

Profitability 

Motivations 
Specific User Goals 

Intuitivity 

Learnability 

Ease of use 

Reduced typing / rekeying 

Guidance not constraint 

Responsiveness 

Efficient operation 

Operational flexibility 

Solution Design 
Equilibrium  

By Matt Morphett 
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It will save you time (and money) 

Requirements 

Phase 

Development 

Phase 

Deployment 

Phase 
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Technology 

team 

Executive 

SMEs & 

business owners 

Public audience 

Staff 

USERS BUSINESS YOU 

Who are you getting feedback from? 
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Mandatory steps 

¬ Involve the business 

ÅUp-front (scope & priorities) 

ÅDuring the project, specially when involving users 

 

­ Identify the tasks that need support 

ÅFocus on key tasks and also exceptions 

 

® Identify the users and get their feedback 

ÅBoth internal users and customers 

 ̄Use the findings and improve your design 

ÅBe gracious when presenting 
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UX typical methodology 

Å User-centred design 

Å Set of methods around 3 key phases: 

Research 
& Analysis 

Concept & 
Design 

Evaluation 
& Refine 
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Research & Analysis 

Research 
& 

Analysis 

Concept & 
Design 

Evaluation 
& Refine 

Å Business workshops 

Å Interviews 

Å Contextual enquiries 

Å Focus groups 

Å Usability goals 

Å Diary studies 

Å Affinity diagramming 
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Concept & Design 

Research 
& Analysis 

Concept 
& Design 

Evaluation 
& Refine 

Å Interaction models 

Å Card sorting 

Å Interface design: 

ī Wireframes 

ī Prototypes 

ī High-fidelity visual 

Å Paper prototyping 

Å Collaborative design 
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3 aspects of design 

Interaction design Information design Visual design 

ÅBrand design  

ÅVisibility of key tasks 

ÅFonts 

ÅImagery 

ÅColours 

ÅSize of elements 

ÅVisual appeal 

ÅEffective layout 

ÅStructure of information 

ÅOrientation and 

feedback 

ÅMenu categories 

ÅInformation 

architecture 

ÅContent strategy 

ÅLanguage and style 

ÅNavigation 

ÅFlow 

ÅBehaviour 

ÅFlexibility 

ÅErrors and exceptions 

ÅLogin  and other 

business rules 

Step 1 

Step 2 Step 3 

Step 4 

Home 

Adults 

Cars Jobs 

Children 

Games 
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Interface design 
Research 
& Analysis 

Concept 
& Design 

Evaluation 
& Refine 
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Same applies to mobileé 
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Mobile wireframes 
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Evaluation & Refine 

Research 
& Analysis 

Concept & 
Design 

Evaluation 
& Refine 

Å Heuristic evaluation 

Å Usability walkthrough 

Å Usability testing 

Å Benchmarking 
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ñI am not too sure 

where to go to find 

campus detailsò 

(student) 

ñI could certainly join 

the gym, but I canôt 

find a course...ò 

(future student) 

ñWhoa, Iôd take one 

look at this page and 

bailò  

(future student) 
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How does usability fit into your projects? 
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Pick your projects 

Low -usability  Medium -usability  High -usability  

User group 

 

 

Tasks 

performed are... 

 

 

System usage 

 

 

System 

customisations 

 

Reputation 

affected 

1-20 people 

 

 

Related to 

support/maintenance 

 

 

Occasional use 

 

 

Not allowed or  

very limited 

 

 

A department within 

Technology 

20-200 people 

 

 

Important tasks 

 

 

 

Frequent use 

 

 

Some limitations or 

allowed 

 

 

Technology 

department 

200+ people 

 

 

Crucial tasks 

 

 

 

Constant use 

 

 

Few limitations or 

none 

 

 

The organisationôs 
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Low usability 

Low Medium High 

Criteria  

 

Å Small user group (1 to 20 people)  

 

Å Tasks are related to support/maintenance  

 

Å Back -end apps  

 

Å Low customisations allowed  

 

Å Occasional use   

Examples of low -usability  

Department

-specific 

forms 

Specific HR  

modules 

Finance 

application 

Wiki 

 

Timesheets 
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Medium-effort usability 

Low Medium High 

Criteria  

 

Å Big user group (20 -200 people)  

 

Å Customisations allowed  

 

Å Impact on ITS reputation  

 

Å Important tasks for the organisation  

 

Å Used frequently  

Small web apps 

with limited user-

base 

Internal 

tools 

Low-visited 

apps in your 

Intranet 

Important 

reports 

Resource 

managmt. 

Examples of medium -usability  
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High-effort usability 

Low Medium High 

Criteria  

 

Å Very large user group (200+ people)  

 

Å Customisations allowed  

 

Å Impact on organisationõs reputation 

 

Å Crucial tasks for the organisation  

 

Å Used constantly  

Intranet 

 

Document 

management 

system 

Organisationôs 

website 

Examples of low -usability  

Student Portals 

E-Learning 

platform 

Enterprise  

Search 
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SDLC based on usability effort 

Medium -usability  High -effort  

Business 

requirements  

Scope & 

Approach 

Functional 

design 

Development 

Testing 

Implementation  

Post-project  

Pre-project  

Å Define usability effort 

Å Define stakeholders & end-users 

Å Goals and roles involved 

 

 

Å Review step to challenge BR 

Å Additional info in BR (see detail) 

 

Å No new steps required 

Å Just change approach 
 

Å Design wireframes in Funct. Specs 

Å Design walkthrough with project team 

Å Design walkthrough with stakeholders 

Å Update Funct. Specs document 
 
 
 
 

Å If defined, test on usability criteria 

 

Å Deliver comms before and after 

implementation 

Same as low-usability. 

 

 

 

 
Same as low-usability. Additionally: 

+ Define user needs 

 

Same as low-usability. 

 

 

 
Same as low-usability. 

 
 

 
Same as low-usability. Additionally:  

+ Quick heuristic evaluation 

 
 

Same as low-usability 

 

 

ÅSame as low-usability 

 
 
Same as low-usability 

Same as medium-usability. Additionally: 

+Measure task success & time (ROI) 

+Usability testing for redesign & new 
technologies 
 

Same as medium-usability.  

 

 

Same as medium-usability. 

 

 

Same as medium-usability. Additionally: 

+ Facilitate UCD sessions for feedback 

 

Same as medium-usability. 

 

 

Same as medium-usability. Additionally: 

+ If defined, test on accessibility 

 

Same as medium-usability. 

 
 
 

Same as medium-usability. Additionally: 

+ Measure task success & time (ROI) 

Low -usability  




