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UX ESSENTIALS 1:
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User Experience Speaker, Corporate Trainer, Conference Speaker, Entrepreneur.
Founder of TheoremCX, Assistant Professor at Kent State University
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A bit more about me...

- dbenwoods.com
- linkedin.com/dbenwoods

- Upcoming presentation to
be livestreamed on
February 24" (time to be

determined)

https://2018.worldiaday.org/location/kent-
ohio-united-states
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By Thinking Like a Tech
Company, Can an Airline

Take the Stress Out of

Travel?
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Woods says that good UX means taking
human nature into account. “What we try to
do is engineer and design processes,
systems and interfaces around the way

people work,” he says. “It's a competitive
tool for our clients and for our customers.”
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Resources for you

- dbenwoods.com/iDigital
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As we begin...

- Please set aside your laptops (you don’t need them)
- Please silence your phones

- There will be a lot of material to cover, and a lot of activity.
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UX Essentials: The Big Idea

Develop empathy for customers.
Design is a process and everyone can do it!

Use empathy to design solutions with customers.
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What are we going to do for 2 days?

- Learn how to see things through the eyes of our
customers.

- Develop empathy for customers.
- Exercises to stimulate creativity.
- Think like a designer.

- Use the User-Centered Design Process to solve a
problem.

- HAVE FUN!
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Module 1. Background

- Key Topics
- What is UX? Design Thinking? Anyone can design

- User Experience Design as a tool for competition
- Why User Experience Design matters

- Activity: Drawing

- Ask yourself:

- Where do you see UX and design everyday?

- Where can design thinking and UX be used in your job?

- What is the User Centered Design process?

- Have you ever loved the appearance of a product, but hated using it?
- Does design have measurable effects on business?




Introduction

- Please sha
- Your name

to learn in this workshop?

https:/flic.kr/p/7TeXqUm




Let’s talk
about this
chair.
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Discussion

- Think about a product, website, app or service you really
enjoy using.

- Now, think about one that you hate using.
- What are the differences?

- What is it that makes one enjoyable, and the other not?
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UX Venn Diagram

Business
Goals;
Technology

Functionality,
Data
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UX Venn Diagram

Business
Goals;
Technology

Functionality,
Data

Tasks,
Information
Needs
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DISCIPLINES
OF EXPERIENCE DESIGN
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Let's watch a video

- David Kelley, IDEO
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THE USER CENTERED
DESIGN PROCESS
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The User Centered Design Process

- UX is all about
research, ideation,
design, testing, PLAN @ FRESEARCH
learning. O\/ ¢

- It's a continuous \ \
. o
iIimprovement o DESIGN
process. VIERSURE
[ J

‘ ADAPT }
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DESIGN & BUSINESS
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Harvard Business Review %

www.hbrreprints.org

FORETHOUGHT CUSTOMER SERVICE

Beating the Market
with Customer

Satisfaction

by Christopher W. Hart

Why Service Matters
A study of 200 companies shows a clear correlation between higher levels of customer satisfaction
and higher stock prices.

Stock Price Change over Time

ACSI Stock Portfolio 144.5%

S&P Total 38.7%

0%

2001 2002 2003 2004 2005 2006

HARVARD BUSINESS REVIEW, MARCH 2007 ISSUE
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Annual Returns: Long/Short Portfolio vs. S&P 500
April 2000 (Inception) - December 31, 2016
B Long/Short Portfolio
M s&P 500
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Source: S&P 500 Standard & Poor’s at http://finance.yahoo.com
© 2017 ACSI LLC. All rights reserved.

http://www.theacsi.org/national-economic-indicator/financial-indicator
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UX Fund Matures, Up 39.3%

Written by Geoff Teehan on November 6,2007

- “uxfund_mature.jpg

It’s been a year since the inception of the UX Fund. Today we’ll look at the
results and compare the fund against the indices and some of the individual
holdings competitors.

UX Fund Background

The UX Fund was created to test our belief that companies who deliver a
great user experience will see it reflected in their stock price. On November
1, 2006 we invested $50,000 in 10 companies we felt:

1. Demonstrated care in the design of their products and Web site

2. Has a history of innovation

3. Inspired loyalty in their customer base

4. Doing business with them was a positive experience

The idea for this fund was inspired by a presentation given by Jeneanne Rae
and a study by the Design Council.
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Why does UX matter?
COMPETITION
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ERLEBEN, WAS VERBINDET.

lelekom Design Why Contact

WHY WE DESIGN

Creating value through design.
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How Vodafone Digital program will
cut cost and improve user experience

November 23, 2017
3@ - 00 - oRA

Under the Digital Vodafone
program, the mobile operator will
be using digital technologies to
deliver engaging digital
experience to customers.
Investment in innovative digital
technologies is expected to create
iIncremental revenues

http://www.telecomlead.com/telecom-services/vodafone-digital-program-will-cut-cost-improve-user-experience-

80860
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The Future of Telecom
Operatorsin Europe

As the telecommunications industry faces a
mixed financial outlook and rapid change, telecom
operators have reached a strategic crossroads.

https://www.atkearney.com/documents/10192/7026987/The+Future+of+Telecom+Operat

ors+in+Europe.pdf/04e78f77-ea18-43f0-9503-5866190685e8
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As operators drastically
reduce complexity... they
can also refocus their
attention on
understanding customer
behavior... offering
appropriate content and
access services—all
bundled easily into existing
operator invoices.




40% of UK mobile users said they would increase spending learn
with their carrier if it operated more like a leading digital
brand, while 52 per cent of all respondents would
recommend their carrier to friends and family.

N pdd
Which brand would you Would you switch your mobile
switch to if they offered provider to get an experience similar
mobile services? to your favourite app?
90
-8
S 60
:é«? ==
3 i =
2 o Yes
I — )J — < 64%
3 /
s g 29w d
.8 - a
: Amazon eBay Netflix PayPal

http://www.telecomtv.com/articles/mobile/mobile-service-providers-fail-to-meet-the-digital-first-user-experience-16114/

SOURCE: MATRDOX SOFTWARE CONSUMER SURVEY
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In a digital world, everyone
competes with everyone.
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Digital Disruption / Creative Destruction

- What’s next?

- Industrial Goods
- Grocery Stores

- Who is winning? The companies who are able to best
execute User Experience capabilities — companies who
start with customer outcomes and design their business
from there: Amazon, Apple, Google, Facebook, etc.



- Got a tip? Let us know. FollowUs f 8 ¥ @ F in & N
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Berlin is calling: “
TALENT* BERLIN JAVA EXPERTS — COME JOIN US d 4
AdChoices [>
TC GIFT GUIDE 2017 Looking for gift ideas? Let us inspire you. Check out our gift guide »
ST Orange is launching Orange Bank on November 2
Romain Dillet (@romaindillet

Popular Posts

5 MINUTE
E = MARKETING

F=3 MAKEOVER

Graphene
ru‘nni‘ng shoes Three S5-minute
will hit the videos to help

market next year larif
YOU clan y yOUr

message and grow £

Why is bitcoin's your business.
price so high?
GET FREE ACCESS

* 0

“At some point, Orange realized that many people control their bank accounts from
mobile apps. That's why the company thinks it's a good idea to become a bank on its
own... “We are creating a mobile bank with our high level of requirements, not a small
product from a little-known German startup”... German fintech startup N26 now has
100,000 customers in France and 500,000 users around Europe. It’s weird that the
CEO of a big French company with tens of millions of customers sounds so

worried about competition.”
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THE TELEPHONE
COMPANY HAS CHANGED




https://flic.kr/p/aTXAYV
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Digital Disruption in Telecom

090

3 YouTube  werrLix
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Customers demand more and have
more choices than ever before.
Choices are now differentiated
by experiences.
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The User Centered Design Process

- UX is all about
research, ideation,
design, testing, PLAN @ FRESEARCH
learning. O\/ ¢

- It's a continuous \ \
. o
iIimprovement o DESIGN
process. VIERSURE
[ J

‘ ADAPT }
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ACTIVITY:
PICTURE CONSEQUENCES
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Picture Consequences

- https://www.wikihow.com/Play-Consequences
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ACTIVITY TIME:
15 MINUTES
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DEBRIEF:
5 MINUTES
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SIMULATION:
ABETTER POTATO CRISP
CONTAINER
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And there are other substitutes

- New Potato Crisp brands (Kettle)
- International/Local Brands (Chio)
- Popcorn

- Pretzels

- Nuts

- Tortilla Chips

- Etc
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WE NEED TO DESIGN A NEW WAY
OF PACKAGING POTATO CRISPS
THAT PEOPLE WILL LOVE




