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Why	  User	  Experience	  
Design?
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Save	  Money
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Save	  Money

20% Off!
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Benefits

	  	  	  *	  Increased	  Produc.vity

	  	  	  *	  Decreased	  Input	  Errors

	  	  	  *	  Higher	  Adop.on	  Rates

	  	  	  *	  Reduced	  Development	  Costs

	  	  	  *	  Fewer	  Customer	  Service	  Calls

	  	  	  *	  Greater	  Client	  Sa.sfac.on
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What	  do	  UX	  Designers	  do?
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Mental	  Model:	  What	  is	  it?
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Mental	  Model:	  What	  is	  it?
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Web	  ExperCse
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EsCmaCng	  UX	  Design	  Value
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UX	  Design	  Savings

Increased	  Produc.vity	  -‐	  Once	  a	  year	  use	  	  	  	  	  	  	  	  $1-‐$5/user/year

Increased	  Produc.vity	  -‐	  Frequent	  use	  	  	  	  	  	  	  	  	  	  	  	  	  $.10-‐$.50/transac.on/year

Decreased	  Input	  Errors	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  $.03-‐$.15/transac.on/year

Reduced	  Development	  Costs	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  ≈$1,500/change

Fewer	  Customer	  Service	  Calls	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  $.10-‐$.50/transac.on/year
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C	  &	  G	  Example:	  Original	  Screen
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C	  &	  G	  Example:	  Entry	  Screen
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C	  &	  G	  Example:	  Work	  Order
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Change	  Example
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UX	  Design	  Team

Usability	  Team
	  	  	  *	  Expert	  Consultants
	  	  	  *	  Research	  &	  Evaluate

	  	  	  *	  Part	  of	  Project	  Team
	  	  	  *	  Design
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User	  Experience	  Design
When	  to	  engage	  &	  how	  long	  will	  it	  take?
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“Design is not just what it 
looks like and feels like. 
Design is how it works.”

Steve Jobs
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When	  should	  you	  engage	  User	  
Experience	  in	  the	  process?

How	  much	  Dme	  will	  User	  
Experience	  add	  to	  the	  
process	  Dmeline?
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How	  much	  Cme	  will	  User	  
Experience	  add	  to	  the	  
process	  Cmeline?
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It	  depends	  on...

	  	  	  *	  Project	  Complexity
	  	  	  *	  Timeline
	  	  	  *	  Resources
	  	  	  *	  Budget
	  	  	  *	  Technology
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When	  should	  you	  engage	  User	  
Experience	  in	  the	  process?
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	  	  	  *	  Beginning
	  	  	  *	  Middle	  &
	  	  	  *	  End
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Throughout	  the	  EnCre	  Process
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“I never design a building 
before I’ve seen the site and 
met the people who will be 
using it.”

Frank Lloyd Wright
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Beginning:	  User	  Research

IdenDfy:
	  	  	  *	  Users
	  	  	  *	  Tasks	  /	  Goals
	  	  	  *	  Workflows
	  	  	  *	  Pain	  Points

	  	  	  	  (BA	  &	  UX	  opposite	  sides	  of	  same	  coin)
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Beginning:	  User	  Research

Analyze:
	  	  	  *	  Current	  workflows
	  	  	  *	  New	  workflows
	  	  	  *	  Open	  source	  &	  3rd	  Party
	  	  	  	  	  	  applicaDons

PMBA Presentation 4.19.2011

26



PMBA Presentation 4.19.2011

Observe,	  Ques+on,
Extrapolate,	  Synthesize	  
&	  Understand

27



“Supposing 
is good, but 
finding out 
is better.”
Samuel Clemens
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Verify	  that	  Business	  Goals	  and	  
User	  Goals	  mesh.

PrioriDze	  product	  features	  -‐-‐	  
need	  to	  have	  vs.	  nice	  to	  have.

Define	  concrete	  and	  measurable	  
success	  metrics.
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Beginning:	  User	  Research
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Middle:	  IteraCve	  Design	  Process

*	  Layouts	  &	  Visual	  Elements

*	  Workflow	  Design

*	  InteracDon	  Design

*	  Text	  &	  Labeling

*	  Prototyping	  (Lo	  &	  Hi-‐Fidelity)

*	  InformaDon	  Architecture
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Middle:	  Workflows

	  	  	  *	  FaciliDes
	  	  	  *	  RAFT
	  	  	  *	  Touchstone
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Middle:	  Prototypes

Online	  RegistraDon
	  	  	  *	  Lo-‐Fidelity:	  Paper
	  	  	  *	  Hi-‐Fidelity:	  HTML/CSS
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Middle:	  Usability	  TesCng

	  	  	  *	  Find	  out	  what	  to	  keep,	  
	  	  	  	  	  	  change	  &	  remove
	  	  	  *	  Build	  user	  acceptance	  
	  	  	  	  	  	  &	  good	  will	  now
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End:	  Validate

	  	  	  *	  Business	  Goals
	  	  	  *	  User	  Goals
	  	  	  *	  Success	  Metrics
	  	  	  *	  Front-‐end	  UI	  sign-‐off
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User	  Experience	  Design

What	  It’s	  Like	  Working	  With	  Us
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User	  Stories
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Personas
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Directed	  Design	  Sessions
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Mockups
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Black	  Hat	  Sessions
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Clickable	  Wireframes
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User	  Stories	  for	  Service	  PorSolio
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ank you!

Systems	  Engineering
UX	  Design	  Team
se-‐uxd@mit.edu
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