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A little bit about me



Silvia Sanchez

Variety of roles (Australia & Europe)

A

To o Io o

BA/Project Management

Manager of UX team (CPA Australia)
Senior consultant (The Hiser Group)
Lead Experience Designer (Symplicit)
Director Web (Victoria University)

Human Factors experience

A Websites and web apps (incl. intranets)
A Software and GUI apps
A iPhone and mobile apps
Specialist in
A E-commerce
A Complex transactional applications
A Organisational and strategic UX
A Usability maturity models
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Which bachelorette?
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Bachelorette #1

A Spent most of the night talking about

what 6s I mportant to her.

A Asked a lot of questionsbutd o e s n 6 t
listen to your answers.

A Keeps forgetting your name.

Bachelorette #2
A Has a very interesting conversation.

A Seemed interested in what you have
to say.

A Helped you choose your meal at the
restaurant.
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Product design
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Product design

thisisbr ok eSO
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Instructions

PLEASE PRESS GREY

BOX ON SCREEN
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Bad usability can have fatal consequenceseé

A Atlanta Olympics bomb threat (1996)

AThey c¢ ou lthd caldbto theaddpatch roster until it was
entered correctly

Call made to 911 10 minutes to find the street address Bomb explodes
(1 dead, dozens injured)
iThere is a bodwbBow many No6s in fACentennial 0°?
in Centennial Park. ADo | need to add AParko?
You have 30 mi nA&tCanghe phone number give me the address?

l *>—>

12.58 am 1.20 am
(approx.)

They rang the phone number
and asked them their street address
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Bad design i why does it happen?

A Assumptions on context of use:

Anlt wi | | be used i n this context
AAl am sure theyoll under stand wh
ANl donot n eieidt 6tso otbevsito utshoi s

A Assumptions of users:
AAaThi s wi |l | be used by. .. o0
AAl didndét think it would be used

A Project pressures
A Budget
A Time
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NYou are not your wuser

DondOot assume pe:
A work like you work

A think like you think

A talk like you talk

A like what you like

A understand the technology

A understand your organisation
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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".

Dr. Donald Norman

So, user experience is subjective and
focuses on the use.

International

ISO defines usability as "the extent to which a product Organization for
. ) . -2l Standardization

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

[E]

iPhane Lavout Markup Media Text

Item One Ale
Alert text ¢ Home » Products

F
B45 "L
Wil A
| TRHBANS
Accordion AlertBox Arrow | Line Breadcrumbs Browser Window Button Button Bar | Tab B Calendar Callout Chg
~

Welcome to Balsamiq Mockups

This is a sample mockup to get you started.
Feel free to delete it or reuse some of these A Few Quick Tips ©

controls for your own design.

O To add new controls, drag them from the Ul Library above

Anything you do is immediately
Or try the super-fast "Quick Add" box in the menubar.

saved on your computer, so it will

be there when you come back.
Quick Add
@ Selecting, moving and resizing controls should work just as you'd

expect.

There's full undo/redo, so
don't be afraid to explore!

To edit text, double-click on it. Sometimes commas have
meaning, as in the Menu control below - try to edit it!

Fle Edt View Help ]

We hope Balsamiq Mockups can help you.

Design AWESOME interfaces! @

Have Funl

Walking slowly inside he discovered the most mysterious and inviting room
he had ever seen. It was filled with the fluttering of countless pages, and
Morris thought he could hear the faint chatter of a thousand different
stories, as if each book was whispering an invitation to adventure. a
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Fit for purpose

Za OS @ @ Day Retien m Shipping Both .
pp SEARCH p Policy Ways o

[« COM X

POWEREDbySERVICES In other words, 1 full v It's always on the house! MY CART
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| sHOP WOMEN'S

Clothing @

Shoes

Accessories OUTFIT, TRENDS,
& MORE.

Evewear

all wWomen's SHOP NOW

T = Check Out Our —

Clothing

NEW

Accessories VALS

Eyewear

all Men's SHOP WHAT'S NEW

| sHoP KIDS'
.

s boots for fall .
slorlfss GIVE YOUR SANDALS THE HEAVE-HO A A_PPOS

WITH NEW BOOTIES, CHUKKAS, AND RIDING BOOTS. AD CAMPAIGNS

SHOP NEW BOOTS FIND OUT MORE

all Kids'

NEW ARRIYALS

m Free Shipping Free Returns  Free 365 Day Return Policy  24/7 Customer Service Happiness
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Improved customer experience

NETELIX

se | Movies You'll @ | Friends | Queue | DVD Sale $5.99+ | Watch Now

Home Genres < Top 25 Recent Additions Help

Watch Movies Instantly On Your PC ‘&c‘- W &
‘m b‘n AN . { v “ - |

Instant Viewing + Full-length Movies and TV Series +« Included in Your Membership

Suggestions For You Your Video Quality

[ Play | [ Play | m
& & t 2 & & & F & & & A A Browse

All Watch No wby

90% positive recommendations ) e

Less than 10% spent in Marketlngj ﬁ
b
20M subscribers, increase of 3.8M In Q1

They put employees through the experience
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Implications of bad UX (for business)

A It has costs:
A Lives, time, money
ACandt maintain competitive advant age
A Damaged reputation

A Lost customers

ADoesnoOot optibenefdise t he wuser
A For greater user acceptance and use

A To increase user productivity and minimise errors

18
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User-centred design is key to understand UX

A Range of users, representing the market segments
A Evaluation of UX via:
A Evidence-based: task completion and success

A Subjectivity-based: confidence levels, perceptions

Practitioner questions User questions

Do you think you completed the
task?

Did the user complete the task?

i ?
BUIBITS L5 LAY GEe (U e IEs How confident do you feel about

this?

What are the three

Are there any areas that need
improvements you would make?

improvement?

20



Type of application:
AGUI/Web
AApplication or website
ADomain expertise

(etc.)

Users:

AAnyone/staff

ADomain knowledge
AExpertise with technology
APotential impairments
AMulti-language

(etc.)
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Considerations for user-centred design

Context:

ALocation
ALocal/international
ADevice?

AAre users on the go?
ALight and brightness
ACustomer-facing

(etc.)

Tasks

APrimary tasks
ASupplementary tasks
AExceptions

21



Perfect equilibrium

s
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

Users

Business

glution Design
Equilibrium
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By Matt Morphett

Motivations

Implementability
Performance
Availability
Robustness
Scalability
Security
Maintainability
Extensibility
Accessibility

Architecture
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It will save you time (and money)
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Who are you getting feedback from?
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Mandatory steps

- Involve the business
A Up-front (scope & priorities)

A During the project, specially when involving users

- |dentify the tasks that need support

A Focus on key tasks and also exceptions

® ldentify the users and get their feedback

A Both internal users and customers

— Use the findings and improve your design

A Be gracious when presenting

25



UX typical methodology

A User-centred design

A Set of methods around 3 key phases:

g—

Evaluation Research
& Refine & Analysis

AN 4

Concept &
Design
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Research & Analysis

ABusiness workshops

~ Alnterviews

N Research AContextual enquiries
valuation & AFocus groups
& Refine '
Analysis AUsability goals
ADiary studies
AAffinity diagramming

Concept &
Design

27



Concept & Design

g—

Evaluation Research
& Refine & Analysis

Ve ?

Concept
& Design
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Alnteraction models
ACard sorting

Alnterface design:

1 Wireframes

I Prototypes

1 High-fidelity visual
APaper prototyping
ACollaborative design

28



3 aspects of design

L 2
X - D
L 4

A Navigation
A Flow

A Behaviour
A Flexibility

A Errors and exceptions

A Login and other
business rules

Home

— E—
Adults Children

Cars Jobs Games

A Structure of information

A Orientation and
feedback

A Menu categories

A Information
architecture

A Content strategy
A Language and style

User-centred design in Technology projects:
Better later than ever!

A Brand design
A Visibility of key tasks

A Fonts

A Imagery

A Colours

A Size of elements
A Visual appeal

A Effective layout
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Interface design

- Joptond -

RASs 9

UPTCAL

gk
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g—

Evaluation Research
& Refine & Analysis

| —

Concept
& Design
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Same

appl I
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t o mobi |

| Edt |
,—--—"d » Mame (required)
. » Compary {required)
if no Create new 1.
Dashboard —— Get i _ __— *Rake
* client/contact found clientfcontact ————
- Date (defaults today)
7 o « Motes (free text)
4 £ if client ;
. = Actionfs (free text)
o nd
cuicksear:h | bytop S " = Date against action
= Ahility to clear search | Create - (defults today)
= Top & list ofmost used Y 2] ~— v
felient-centric) with \ O\ actiwity 1
ahility to load mare Y .
[empty to start with) \ ‘»\
= Includes option to see Y Edit
alerts Voo
= Add cantact link to \ Y = Activity history for the
back-office tearm if \ A clignt (zee last 5 with
search results don't § K f,a' Client y ahility to load maore)
show arything but » Future functionality / - . T_l:lp contacts for the
user knows that » Favourites — accessto / I,.-" sMaps hot — Elll_Et_‘lt (see top 5with
contact exists favaurites screen ! ahility to [oad more)
wehiere User can = lcons (rating for the
manage fadd, edit, / client, mes money?,
delete) favourtites / do not solicit)

e.q. what does the current SAP systerm dao?

Further definition is required for what happens at the Client vs. Cont

act level. .
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Mobile wireframes

Search for a clienticontact

Q

My most frequent clients

AMNZ
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«ill Carriar = 10:40 AM

RACY

Commorweealth Bank

M

Telstra

Load more. ..

| €
."... b

PhoneTalk Pty Ltd Y
mammﬂn.a o L..ﬁ...'.. o

MELBOURME VIC 3001 =

Add fo Myllct  Coreasds sodivily

Recard na. 23256

Mrs. Magan Petarsan
Ganaral Manager Opsrations

Recard na. 21458
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Evaluation & Refine

——
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AHeuristic evaluation

Evaluation Research .
& Refine &Analysis  AUsability walkthrough

A YIS

Concept &
Design

AUsability testing
ABenchmarking

35
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Future students: International students

MELBOURNE AUSTRALIA

Search for courses

| am...

© an Australian resident

® : non-resident

Student essentials | —
ASKVU
MYVU (student portal) ©
WehCT fBlackboard | VU in your |anguage
Commonly used forms
Student email d el a2l En espafiol
Timetahles s aehing
B AR Ngdn ng
Find us on zt=0] TigOng Vit
Facebook

Quick links @ Jobs at WU

Contact us Feedback Privacy Legal

VICTORIA UNIVERSITY X0

» For employers

What's in it for you?

Study in the real world. Graduate
with experience.

Why our students choose VU »
Ask a gquestion at GOTOVU »

Sitemap

FIND OUT MORE >>

News and events

Alumni news for August and...
‘olunteers needed for...
YU Information Session and Course...

W Y Y

See all news and events »

#» Teaching and Learning




How does usability fit into your projects?
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Pick your projects

User group 1-20 people 20-200 people 200+ people

Tasks Related to Important tasks Crucial tasks

performed are... support/maintenance

System usage Occasional use Frequent use Constant use

System Not allowed or Some limitations or Few limitations or
customisations very limited allowed none

Reputation

affected A department within Technology The organi s:

Technology department
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Low usabllity

Finance
application

Specific HR
modules

Department
-specific
forms

Wiki

Timesheets

Examples of low

-usability
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Criteria

ASmall user group (1 to 20 people)
ATasks are related to support/maintenance
ABack -end apps

ALow customisations allowed

AOccasional use
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Medium-effort usability
Criteria

ABig user group (20  -200 people)
ACustomisations allowed

Almpact on ITS reputation

Almportant tasks for the organisation

- AUsed frequently
Examples of medium -usability |
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High-effort usability o
Criteria

AVery large user group (200+ people)

@ ACustomisations allowed
Almpacton or gani sationds rept

Document . - -
management ACrucial tasks for the organisation

system

AUsed constantly
Organi sat
website

Student Portals

E-Learning
platform

Enterprise
Search

Examples of low  -usability
39
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SDLC based on usability effort

Pre-project

Low -usability

ADefine usability effort
ADefine stakeholders & end-users
AGoals and roles involved

Same as low-usability.

Same as medium-usability. Additionally:

+Measure task success & time (ROI)

+Usability testing for redesign & new
technologies

Business
requirements

AReview step to challenge BR
AAdditional info in BR (see detail)

Same as low-usability. Additionally:
+ Define user needs

Same as medium-usability.

Same as medium-usability.

Scope & ANo new steps required Same as low-usability.
Approach AJust change approach
. ADesign wireframes in Funct. Specs . Same as medium-usability. Additionallv:
FunCtI_OnaI ADesign walkthrough with project team Same as low-usability. + Facili UCD ) y.f teedb I></
deS|gn ADesign walkthrough with stakeholders acilitate sessions for teedbac

Development

AUpdate Funct. Specs document

Same as low-usability. Additionally:
+ Quick heuristic evaluation

Same as medium-usability.

Testing

Alf defined, test on usability criteria

Same as low-usability

Same as medium-usability. Additionally:

+ If defined, test on accessibility

Implementation

ADeliver comms before and after
implementation

ASame as low-usability

Same as medium-usability.

Postproject

Same as low-usability

Same as medium-usability. Additionally:

+ Measure task success & time (ROI)
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