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Discover (Brainstorm and Research) Phase

= Conduct research on users and the current product

The team starts thinking of an idea for a product. The brainstorm stage is also an ideal time to check out your product's
competitors and identify if there are already similar products available in the market.

Moving forward only on assumptions can be risky — we always want to proceed based on real user findings and data
» Results

The goal is to figure out the specifications for the product by answering questions like: Who is the product for?
What will the product do? And, what features need to be included for the product to be successful?

Understanding of users (goals, needs, pain points, accessibility)

Understanding of the organization, service, product, and project scope
= Shared vision

= Methodologies

= Stakeholder interviews
» Userinterviews

» Field studies

»= Questionnaires/surveys

= Artifacts

» Userresearch plan
» Userinterview template



User Interviews

Focus Groups

Goals & Attitudes Stakeholder Interviews
(What people say)

Customer Support

User Surveys

Qualitative

(insights)

Field Studies
Card Sorting

Usability Testing

Eye Tracking

Data Analysis

Quantitative
(Validation)

Behaviours
(What people do)

Analytics Reviews
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* Internal Stakeholder Interviews

o
= |nterviews with key business, technology, and service people

» Stakeholders often hold unique knowledge and insights about the business and the users that interact with them

* Goals - Gain an understanding of:
e The current system
* User data and insights (on an organizational scale)

* Key business objectives

= To Do's

* Identify all internal stakeholders and schedule interviews

=  Business Analysts, Market Analysts, Data Analysts, Trainers

* Provide existing documentation

Challenging Tomor: Changes



* User Interviews

(1-to-1) interviews with real users to find out who they are, what their needs, goals, and frustrations
are

Focus on how they experience their problem, how they explore what to do, what they think of the alternatives (including doing
nothing or something unconventional) and how they manage with the current system.

* What are you trying to get done? (Gathering context)
* How do you currently do this? (Analyse workflow)

* What could be better about how you do this? (Find opportunities)
User interviews help teams build empathy for their users

Important Note: You are not the user

* False consensus effect: a psychological cognitive bias that refers to people’s tendency to assume that others share their
beliefs and will behave similarly in a given context.

hallenging Tomorrow's Changes
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Empathy maps and User personas
o
| . : _ :
. EMPATHY MAP Example (Buying 2 TV) Once designers have conducted their interviews,
they can turn to empathy maps. These are a great
— tool for processing the information a designer has
o they at is . .
Iwas R bestior collected. In a classic empathy map, designers
expecting Why is this up! me¢ . . . g
omething SN S so hard? oy draw directly from interviews to answer five
= e T questions about their users:
br\:r,:ia:io Wh::ﬁlse s:::::‘:s
Whatsne| |[22hkes mising? = Who exactly are the users and what are their situations?
oetting] St Maybe
relable time? i » What do users say about their experiences with the

m\ product or similar products?
SAYS O THINKS = What do users think about their experiences?

[AA FEELS _ ,
DOES JAMIE = What do users do before, during, and after their
Checks Lists Fexr experiences?

the web- pros/cons Over-
e — wheimed e = What do users feel about their experiences?
Makes More products quate
p ;rg?:)lns research Excited . .
= Personas are fictional characters who represent
respones TN A Eee Anxious groups of similar users. They help designers distill
decisons large amounts of user information into more
manageable chunks.

NN/g
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= A fictional representative of one user
group based on insights and data
from real users.

* Demographic information
* User goals
* Needs
* Challenges
* Pain points
* Quote
= Helps the team build empathy with

users and more easily visualize who
they're designing for

* Ensure that we target real user needs

8

Statistics

Tech savviness

Bandwidth

ncome

Access to DHMC

Receptiveness to MBM

Bio

Age: 55

Gender: Female

Occupation: Ex-waitress

Location: Rural (1.5 hour drive from DHMC)

Family: Widowed but has a daughter in the area

Health condition: COPD

Finance: Limited

Preferred Channels: Landline, only recently got a cell phone,
prefers in-person events

Quote

“I've only just started learning
about www website things.”

Key Words

- Rural

- COPD

- No wifi

- Not tech-savvy

- Constantly stressed

The Old School Retiree

Goals

- To have the stamina and strength
to be able to travel to see family
- To adopt a healthier lifestyle

Frustrations

- Has to travel far to see doctor

- Medication isn’t working well and
symptoms are getting worse

- Constantly stressed about condition
- Feels foggy minded from lack of

oxygen

Constraints

- Cannot afford wifi

- Can call daughter for help, but
daughter’s availability is unreliable
- Has no formal experience with
mind-body medicine

CTC
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Define (Analyze) Phase

After conducting user research, we will analyze and synthesize the data in the define stage

Goals
= Organise, interpret, and make sense of data from interviews
= Define the problem, scope, and user goals/needs

Methodologies
» Data analysis, The 5 Ws and H: who, what, when, where, why, and how
= A problem statement and hypothesis statement, Affinity mapping (theme generation)
» Determine a value proposition to connect discovered features and benefits with the needs of your users

Deliverables
» User stories
» User research report
» Business requirement document



¢ % User Stories

A short, specific, and research-based
statement that identifies the user and
their needs and goals.

User stories commonly follow the
format "As a (user type) | want to
(action/feature) so that (reason)".

User stories are a lean agile method
that allows stakeholders to focus on a
specific need and action within the
larger system.

They facilitate collaboration among
team members and keep the product
user-focused.

User Stories

Epic J [ User Stories J [ Tasks ]
"As a registered user,  want to be able to ﬂ}
sk roRile view my order history, so that I can track
my purchases and ensure that all orders
Product have been delivered." [ Tasks—]n
Backlog
"As a customer, I want to be able to add Tasks 1
items to my shopping cart and checkout
Shopping cart easily, so that I can quickly purchase the Tasks 2
products I need and complete my
transaction." Tasks n

Challenging Tomor, hanges



Ideate Phase

» Generate ideas that meet user needs based on insights gathered from research

= Methodologies
» Brainstorming and do competitive audit
» Revisit problem statement to create goal statement

= Artifacts
= Sketches
» Competitive audit



* ? Competitive Audit

Name

= When conducted effectively, a Website

competitive audit should: Target

audience

= |dentify your key competitors

= Review the products that your competitors
offer

. .. User feedback
= Understand how your competitors position

themselves in the market

= Examine what your competition does well
and what they could do better

= Consider how your competitors describe
themselves

User journey

= An effective audit can help:
* Inform your design process

= Solve usability and accessibility problems

= Reveal gaps in the market Weaknesses

= Provide reliable evidence about whether

designs work or not Opportunities

= Save time, money, and energy

Competitive Analysis of Online Shoe Stores

Enter my
company

Direct competitor 1

Direct competitor 2

Zappos

Foot Locker

https://www.zappos.com/

https://www footlocker.com/

Young adults who are interested in fashion

2.

they won't let you do returns on yeur own anymore. So stupid and they nead to

changa all that

Date of experience. August 18. 2073

Browse a wide selection of shoes, read
reviews, and compare prices before making a
purchase.

The website is easy to use and has a good
user experience.

Young adults who are interested in sportswear

Foot Locker
or 16

@ Tashenia Thompson

Worse customer service ever!!

Worse customer service everll! The representative literally said “ oh my god”, while
talking to me! | verified what he said, which | knew and he sad I'm so sorry! Listen,
this is what you chose to do for an occupation! | can ask you 100 questions
repeatedly and you get paid to answer them. Due to his heavy accent | couldn't
understand what he was saying and it also didn't make sense. So before | ended the
call | needed to verify every question | had. t's that simple! | have never experienced
anything such as this. Also, your company has things listed for pick up on the sana
day when it's nol eben in the store to be picked up. You guys have to do better!

Date of experience: August 27, 2023

Users can browse a wide selection of shoes, apparel,
and accessories.

Wide selection of shoes, good user interface

Competitive prices

Prices are higher than some competitors

Customer service could be better

Expand the selection of shoes, improve the
user interface, develop a more effective
marketing strategy

Expand the selection of sportswear, improve the user
interface, improve customer service
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Sketches

*= Hand-drawn diagrams of the user flow,
specific screens, interactions, etc.

= An efficient way to generate, explore,
refine, and communicate multiple
different ideas

= Generate as many ideas as possible
quickly and move on to the next stage
with the best ones
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Prototype Phase

= Build real representations for the best ideas ad iterate based on impact, feasibility, and feedback

» Goals:
» Plan and create low-fidelity products for testing — save time and money before creating the final version

» QOrganize components of the product and test the practicality of designs

= Deliverable
= Site map
=  User flow
= Storyboard
=  Wireframes
» Interactive prototype



% Site Map

.
? = A diagram listing all the pages in an
® . . .
3 application and the parent/child
relationships between them.
e ®
Search | FAQ | User Guide | SP Map | Site map | Log Out
Welcome
Quicklinks
Home Notices
Latestalerts
Social feeds
[ I | 1
My Page My School eServices Resources
Freshman My Study Hsa:f::;k
- What Now?
|| -Activities Overseas | | Academic
- DPA Orientation Programmes Matters
Graduation | | Admin&
Services
- What's Next?
-The Ceremony
- Graduation e-Services — IT Support
H  Contacts — Life@SP
— Email —{ Further Study

User Flow

= A more detailed diagram that shows the routes
users take through the product as well as the
navigational elements between them.

Display

Decision

N : Find

°
v

Noitems found ~ ¢--------- N --------- o Si::;lcsh N

o
v

Item found
(Goal Complete)

°
v

Action f* ------ > Close

CAREERFOUNDRY
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Big-picture storyboard

= 3 big-picture storyboard can show
the emotional engagement that a
user will have with an app or
product. Understanding how a user
feels while experiencing a product
is an essential part of the design

process.

UX Design Storyboard

wio: An app +o help users place large. coffee orders quidkly and ea_{rhf — big picture
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e
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gy ©

Antken_ond the t€am are
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Close-up storyboard

= The close-up storyboard is less about the user

experiencing your product and more focused on
the details of the product itself. The close-up
storyboard focuses on the practical aspects of
the design

UX Design Storyboard
vio: An app +o help vsers place large coffee orders quickly and eas}hf — close ~vp

" Coffee. Coffee

Lank
A 8 [

Avika_opens up +he app _Anika celects nearest Auitka seuds ovt Mmesu
= = =0 QFP location _1p e team
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Wan Moyt ordel
5 et
o
. F;—\
ey
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* Wireframes

A schematic that shows the basic
layout of the product to determine
feature hierarchy and overall
structure.

Wireframes are very low-fidelity
(mostly grey boxes and placeholders)
since the focus should be on the
system layout.

Wireframes help communicate the
structure of our site to the relevant
stakeholders.

* Wireframes help prevent confusion and
misunderstandings in a discussion, leaving

people to imagine how the screens behave.

* They help us get to the prototype phase
with a clear layout in mind.

LoGO Ttem 1 Irem2
Lorem Ipsum ACME PRODUCT  ABOUT  PORTFOLIO  TEAM
dolor sit
Lorem ipsum doler sit amet Lorem |pSUm
conseetetur adipiscing elit. do[or Sit
Lorem Ipsum dolor sit ame
Butten
consectetur adipiscing ellt
Lorem Ipsum Lorem Ipsum Lorem Ipsum
Ipsum dol Lorem Ipsum dolor m Ips
et sit amet sit 12

Lorem Ipsum Lorem Ipsum
Lorem Ipsum dolor

Lorem Ipsum dolor

Lorem Ipsum Lorem Tpsum Lorem Ipsum Lorem Ipsum

Lorem Ipsum Lorem Ipsum Lorem Ipsum

Lorem Ipsum

Lorem Ipsum
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% Style Guide

*

= A diagram listing all the pages in an
application and the parent/child

relationships between them.

Colors

SHAPE Ul ELEMENTS

Buttons
PRIMARY

PRIMARY ROUNDED

#FIFIFD

#DCDFF1

H#FFFEFF

borders jn special
WEETDCF #EA4DET #DCDFF1 WFFFFFF

Fonts

Open Sans | 20px - regular/bold
Open Sans | 16px - regular/semibold/bold
Open 5ans | 14px - regular/semibold

Open Sans | 12px - regutar

User Manual

= A document that provides instructions on how
to use a product.

= Most of the time, the designs should be simple
enough for users to interact with on their own.
However, user manuals can help edge cases like
non-tech savvy individuals.

» Challenging Tomorrow's Changes
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* Interactive Prototype

= A clickable prototype of the product
that is mid-fidelity

= Sometime can be lacks visual design
(colors, images, etc) so users can focus
on features and flows

" |nteractive prototypes are helpful
when we explain design details to
engineers or conduct usability-test
sessions

° Loginfow > .01 D .~ =
LogIn

QWERT YIULI]O|P
A|S|D|F G H{J]JK]L
+Q0Z|X|C V BNM &

123 sn-éce Go

0

o ... - - °
Feed

Header

He'll want to use your yacht, and | don't
want this thing smelling like fish.

Header

He'll want to use your yacht, and | don't
wiant this thing smelling like fish.

Header

He'll want to use your yacht, and | don't
want this thing smelling like fish.

Header

He'll want to use your yacht, and | don't
wiant this thing smelling like fish,



Test Phase

1:1 tests with users or focus groups

» Important to test solutions with real users
= Return to prototype phase based on user feedback

Goals: Test the product's
= Usability
= Desirability
= Viability

Methodology
» Usability test

Deliverable
» Usability test report



* Usability Test

= A method of testing the functionality
of a website, app, or other digital
product by observing real users as
they attempt to complete tasks on it

= Goals:

* |dentify usability issues and opportunities

* Understand the thoughts, emotions, and
perceptions of users

* Determine user satisfaction

Usability Testing:
Flow of Information

Observes

Interviews
Gives feedback
Facilitator Participant
Administers Performs
Tasks
NN/g
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Handoff Phase

= Wrap up designs and documentation to handoff to developers or clients

= Deliverable
» Polished designs
= Style guide
» Finalized User manual



v
x
X

TEST

Return to your users
for feedback.

PROTOTYPE

Build real, tactile
representations for a
range of your ideas.

2 IMPLEMENT
Put the vision into effect.
Q

understanding of

your users.

DESIGN
THINKING
101

IDEATE

EXPLORE

Generate a range of
crazy, creative ideas.

¢,

4@9
EMPATHIZE @
EmpatiizE QO 5N
Conduct research @ ‘7¢
to develop an o

DEFINE
Combine all your research

and observe where your
users’ problems exist.

CTC
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