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An ideation workshop is mostly a dedicated session to brainstorm
and come up with new ideas. Unlike traditional brainstorming, an
ideation workshop is unique because it takes place inside an
unusual setting. It also introduces new stimuli. Ideation occurs once
you have conducted ample user research and have a clear problem
statement. You should have a design challenge that you need to
solve. You will use different ideation techniques to come up with a
variety of ideas in the individual or multidisciplinary sense. You can
document all the ideas as you move on and prepare for the analysis
in the follow-up session.
The goal of the ideation session is to shore up innovation, and
innovation is the biggest key to this process. The entire focus is on
the quantity of ideas rather than quality; you need as many ideas as
possible, no matter how small or how daft they may sound. These
ideas are not evaluated immediately, giving participants more time
and free rein to explore more ideas while not getting hung up on the
implausible items. You must create a judgment-free aspect to run a
successful UX ideation workshop. Here is what you can get from
these workshops,
A UX ideation workshop may introduce a new stimulus.
You need to choose a location outside the normal working
space
« A UX ideation workshop is mostly about coming up with
lots of new ideas. You don't have to worry about whether
an idea is technically feasible or not. Keep brainstorming
new ideas and move on.
+ A UX ideation workshop is considered a judgment-free
zone. Here participants need to feel free to explore and
share novel ideas.

The Need for a UX Ideation Workshop
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Chapter Eight: How to Run UX Ideation Workshops
UX design is all about finding creative solutions and solving real-
world problems. It sounds simple, but the problem is that great ideas.
don't happen by chance. You need to actively facilitate the entire
innovation process, which is where ideation comes in. Ideation is
considered the process of generating a new set of ideas on a given
topic without attempting to evaluate or judge them. Simply put, it is
an opportunity to explore different sorts of unusual and crazy ideas.

Ideation will constitute the third step in the Design Thinking process,
but the technique doesn't just benefit designers; it also benefits the
entire team. An ideation workshop must encourage innovation and

collaboration across several departments.
. ——

Introduction to Ideation Workshops
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behavior leads to conversion can aid you in determining which
product development ideas can be pursued further on

Another analysis point is impact. This tracks how a user's journey is
affected by the first use of a certain feature, allowing you to
determine the right features for the best user experience

Revenue is the last point of analysis. This should only be analyzed
after you have first analyzed all the previous points.

When analyzing user behavior, your primary focus should be on
your user's actions, i.e., opening the mobile app, playing a game,
purchasing products, allowing push notifications, and so on. Al of
these come under the umbrella term “wealth of information events.”
Because all the events occur inside your product or service, you get
front-row seats and an all-area access pass to everything
Leveraging all this requires that you know where to find the
information and following a standard process in analyzing user
behavior is the best place to start.

Setting up business goals and analytics is your first step, followed by
determining the user actions or events to support the goals. Start by
determining event categories and product properties, then identify
users who attribute the anonymous events to the rightful owners.
Once done, you need to decide whether you need some cross-
platform behavioral analytics. Then identify the mobile app metrics
that usually reflect the business analytics and goals. You need to
track events crucial to the onboarding, retention, or conversion. You
should set up event or user properties to gain a deeper insight into
how your customers interact within the app. You ought to examine if
the user behavior events are getting tracked correctly. Then you
should analyze the user behavior.

Behavioral Data Analysis Examples

Every business sets up revenue goals, but if you focus only on the
revenue goals, it will lead to short-term results. To achieve a
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customers' problems to your company's revenue targets and chart a
specific course that would ultimately benefit both.

How You Can Analyze User Behavior

The analysis of user behavior reveals specific insights for
developing better products. Different ideas for what can be analyzed
include the following:
+ Behavioral Cohorts. This requires your user base to be
segmented based on what actions they take in your
product, thus ensuring a set of comparisons occurs, and a
set of trends is revealed
« User Journeys. These indicate the paths leading to or
away from conversions. Knowing where friction is
experienced allows you to make further changes to your
messaging, strategy, or product. The patterns can then be
correlated with the behavioral cohort, ensuring future
analysis is possible

You can analyze anomalies. If you systematically monitor these
anomalies, it will help you uncover some potential or current bugs in
the product and also help you pinpoint all the causes.

You can also analyze the engagement matrix, gaining useful insights.
into how users receive specific features. That way, those features
can be highlighted and improved.

Stickiness is another good user behavior to analyze, showing you
how your active users differ from average users. The idea here is to
determine the feature/s that keep those users coming back to you.
The analysis of funnel A/B is another key analysis point that you can
use to understand the points where your users are dropping off out
of the flow, 50 you can easily eliminate all the hurdles.

Studying conversion behavior is actionable when you can find out
what precedes that behavior. Knowing which type of customer
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Never launch multiple features at the same time; it will
cause you a huge amount of work. Trying to monitor one
feature can often be a lot of work, requiring at least seven
steps to evaluate its success. Launching multiple features
at the same time can muddy the waters, and your
analysis will not be effective.

Another mistake made by many is an improper event and
property instrumentation. You must establish data
govemance rules and enforce them, and its
recommended that you choose 20 to 30 events to
instrument the first time around. More can be added later
if needed. Success can only be achieved with a good
implementation when tracking user behavior.

Do not try to track multiple events with one analytical tool
Keep your focus on key events to start with, so you can
identify those with the greater impact.

Ensure every team is involved in user behavior analysis.
They all play a part i the final product and should all
have a hand in the analysis ~ it isn't just for data scientists
and product teams; it should also include sales,
marketing, UUX design, and leadership teams. You
should also ensure the customer service teams are
included; many companies leave them out, which is a
mistake.

Do not use auto-tracking or marketing tools to track your
data. When you need to look at surface-level interactions,
these tools won't help. Instead, use analytical tools that
help you focus on the product experience and the user's
journey.

Finally, in-breed tools should never be used across the
tech stack. Technology is fast-evolving, and older tools go
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sustainable growth strategy, you must actively leverage user
behavior analysis. When you have done that, you can easily identify
the areas that need improvement. You can know what your users
want at the scale. You can understand what core metrics may
contribute to the long-term growth, and then you can gain a
competitive advantage.
A company called Under Armour decided they needed to
understand how users had been able to meet fitness goals by using
their mobile app. However, product analysis appeared too time-
consuming, requiring multiple interactions. By leveraging the user
behavior analytics, they could test assumptions quickly, gain access
to the required data and respond to it
Their analysis determined that users were not engaging with their
training plans, and they needed to turn things around. Their plans
were overhauled, and a wider variety of goals were introduced, from
the basics right up to cardiovascular basics. These changes went
down well with the users, ensuring conversions from free to paid
ones increased significantly, and more users stayed with the
company. And, among the paid subscribers, the new features
section of their app was used three times more.
Another mobile app, Babbel, is considered the most popular
language-learning app. This app created a product performance
team to generate high-end content faster. To do that, they looked at
the leamning activities and the product changes and how their users
were affected by them.
Common Mistakes When Analyzing User Behavior
You need to avoid the following mistakes when you are doing
behavioral analysis.
« Forget about vanity metrics such as North Star. Every
business is different and has its own set of goals and
KPIs they use to boost profitability, and what metrics work
for one may not work for another.
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Chapter Si:
Surveys

: Designing, Launching, and Analyzing

Whether you need answers to a question about your online product
or its specific features or simply want the customers to give their
opinion about something, you will most likely create a survey.
Therefore, you need to know different survey design practices and
how to design them to maximize fruitful results. Although the survey
may be time-consuming, you need to keep in mind a few design
guidelines to create an effective questionnaire.

You need to know the target audience, your goals regarding the
surveys, the structure or length of the surveys, the survey flow, the
feel and ook of the survey's tools, and the survey's testing

This is often the first step for many teams to learn about their users’
needs and thoughts. Conducting a survey seems an easy win, but
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«How might we improve the sensors on the app to detect
the exact heart rate in reak-time?

Questions like these are typically specific enough to guide the
process yet broad enough to leave room for creativity.
Step 5
The success of your UX ideation workshop depends on how relaxed
the environment is for the participants and how relaxed they are
actually feeling. You can put your group at ease by starting the
sessions with a couple of ice-breaking exercises. Some simple and
effective ice-breakers include:

« Asking the participants to introduce themselves.

« Asking the participants to describe their mood in one

word

« Asking the participants to tell one truth about themselves.

« Asking the participants to introduce themselves.

« Asking the participants to tell one lie about the world.

Be creative here but always consider the workshop participants and
the activities they might like to be involved in.

Step 6

Step six requires you to choose the right ideation techniques. After
all, it wouldn't be UX ideation if you didn't choose from the tried and
tested methods, a wide variety of different methods ranging from
verbal to cognitive and physical

One popular physical ideation technique is called bodystorming.
This technique requires you to represent one of the problems you
need to solve by way of a physical experience. You can do this in
several ways: using real people, props, or digital prototypes. The
goal is to ask your participants to try to physically experience the
issue, thus allowing you to imagine the solutions to it
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out of date quickly, failing to integrate with new ones.
They won't work, or the results will be skewed.
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private room to run the workshop. Be creative and find a spot where
the participants are comfortable.
Another good idea is to carry props with you. Before choosing the
props, think about the context of your session and the design
challenge you are about to address. If you are looking for ideas for
the name of your new app, consider taking a Scrabble game with
you. If you are designing a cooking app’s interface, consider taking a
variety of cookbooks along with you, a mixture of traditional and
non-traditional, for inspiration. Anything that serves as stimulation for
the group and sparks fresh ideas is welcome.
Step 4
This is where you need to prepare a list of “how might we"
questions. Although the focus is on quantity, providing the
participants with guidelines is still necessary. Here, the importance
of the problem statement gets visible.
A problem statement outlines the design challenge you aim to solve.
It is focused entirely on users and their needs and can look
something like this: users need a faster way to check their heart rate
10 times a day.
The next step requires you to prepare a list of questions that fall into
the *how might we' category. These must all be based on your
problem  statement, and the answers should turn your original
challenge into something we can put into action. Here's an idea of
what these questions might look like:
« How might we tune the app to display heart rate at the
right time?
« How might we change the app's design to display heart
rate 10 times a day at regular intervals?
« How might we bring precision to the app, so it displays the
exact heart rate each time the user checks it?
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Chapter Nine: Creating User Journey Mapping

The biggest question every product creator/designer wants
answered is how will people use my product? The only way to get
the right answer to that s to understand that product from the user's
perspective. One of the best ways to o that is through user journey

mapping.

A user journey map is the visualization of an individual's relationship
with a brand across different channels and over a specific time
period. While user journey maps tend to come in different shapes
and formats, they are typically represented as a timeline of different
touch points between a product and a user. This timeline generally
contains information about different channels users use to interact
with a product.

What Design Problems You Can Solve with User Journey
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easily gamer data about who your users are, why they come to you,
and what they want

When Surveys Are Unsuitable

Your surveys will not tell you how your customers behave; for that,
you need observation-based user tests. Surveys also don't tell you
your customers’ major pain points or needs; only in-depth interviews
can do that, and that's not the idea of a survey.

Before you do anything, you need to determine that a UK survey is
the right solution and consider if it can be combined with other
methods to gain better insights. Choose from interviews, user tests,
and analytical evaluation. If you determine that a UK survey is the
right way, follow the steps below:

1. A Defined Objective

The first step is setting a defined and clear objective for the survey
and setting out your goals for creating the questionnaire. Do not add
any more questions than needed, or the answers won't tell you what
you need to know — you will also end up wasting the participant's
time, and they may get fed up.

2. Define Your Target Audience

YYou should define the target audience. To do this, begin with a much
broader audience than you need and narrow it down by asking the
following questions:
+ What describes the target audience you have included in
the survey?
« What are the target audience's age, education,
occupation, and stage of life? You should also consider
their demographic differences.

Survey Questions
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the reality is that itis a tough nut to crack. It is very hard to come up
with the right questions. Lots of people don't know that the questions
they are putting in the questionnaire are misleading or biased. If you
browse lots of surveys, you wil realize that their answers will not
help you. Your survey needs to have the right questions for your
business needs, not those asked by other companies.

When you provide online surveys, your participants are not
influenced by the interviewer's body language or how they phrase
the questions. However, this also means that you cannot see the
participant's body language, which means they are not the best tool
to analyze user behavior. UX is primarily the study of behavioral
patterns, which means the survey questions are not really helpful. In
this case, you only have words at your disposal, and how your
phrase your questions, the survey's structure, and the colors you
use are important tools.

The Benefits of a UX Survey

The first benefit of a UX survey is that you can find out why people
are visiting your website. The second benefit is that you can collect
quantitative data that you can use to back up your qualitative
research findings. Unfortunately, different business leaders prefer to
see big numbers than customer thoughts. This is why you can
validate the survey findings after your qualitative research is done
on a smaller scale.

You get to gather feedback about a beta service. You can
accumulate data about the quality of the content or the overall
customer satisfaction. You can easily recruit the test participants for
moderated user tests.

The biggest advantage of UX surveys is asking real visitors what
they think when they visit your app or website. Once they have left
your app or website, they tend to forget things and willlikely not give
you the answers you need; by providing an online survey, you can
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Reverse thinking is another popular technique. Here, the problem is
fiipped, and the ideators are asked to solve this new problem. By
solving a flipped problem, you should theoretically be able to solve
the real problem.

When you are preparing for your ideation workshop, take the time to
research all the different ideation techniques you can use, making
sure to choose the right ones for you. Consider how many
participants are in your workshop, where your workshop will be held,
and the problem you need to solve before you choose the
techniques and try not to use any more than three techniques per
session

Step7

In the final step, you collate the ideas and explain how you will go
forward. Every idea put forward in the workshop must be
documented, no matter how small or trivial it may seem. The
workshop  facilitator needs to do this, and at the end of the
workshop, time must be set aside to read aloud every idea. If any
were missed, people could let you know so they can be added.
However, you must make it clear that no new ideas can be put
forward during this part of the workshop.

These workshops are not for evaluating the ideas or determining if
they are plausible or not. That comes later. However, you can put all
the ideas to the vote and ask for a show of hands on each one.
Lastly, end the workshop by explaining what happens next, i.e., what
you do with all those ideas and how the teams will be involved.
Once your UX ideation workshop has given you plenty of ideas, it is
your job to pick the best ideas you can work with. You should be
able to evaluate which ideas seem feasible and are worth keeping
on the way forward. Eventually, you can build your own prototypes
and test them on users.
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Never use double negatives in your questions. (Is this
matter non-trivial? Yes. No.”)

Never use biased questions. (What do you like about the
product/hate about it) Your questions should be as neutral
as possible.

Ensure you only ask one question at a time. Avoid
questions like “what do you love and hate about the
website and blog? “One question, one topic.

Never repeat your questions. Example (Rate your
shopping cart experience...Rate your overall experience)
Try not to ask any questions relating to a person's
behaviors (What they know about something and how
they know it)
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A UX ideation workshop can be highly beneficial to your design
process. The first and foremost thing is that the ideation process
keeps you focused on the users. Rather than fixating on what is
technically viable, you need to focus only on user experience and
how you can improve it

A UX ideation workshop presents you with an ideal opportunity to
get people together from various teams, not just the UX design
team; all departments must be involved. By leveraging a variety of
perspectives, you can think out of the box and explore fresh ideas to
find a solution

The biggest advantage of a UX ideation workshop is the presence of
a judgment-free element. When you have successfully assured your
participants that all the ideas are good and welcome, you open up a
new world of possibilities. The focus on quantity opens up new
doors by encouraging creativity and freedom. Participants are open
to adventurous ideas. This ultimately leads to innovation.

A successful ideation workshop will get you a step closer to an
optimal solution. You can cast a wide net, see new angles, and
come up with an expansive pool of ideas to work on. So, we can say
that a UX ideation workshop encourages innovation

How to Conduct and Run a UX Ideation Workshop

Once you have conducted a ton of user research and you get a
clear design challenge in your mind, you can come up with fresh
ideas and solutions. There are many things that you can consider
when you are conducting a UX ideation workshop. Among the few
notable things are the workshop's location, the participants, the
problem statement, and the ideation techniques the participants will
use. All these will have a significant impact on your sessions. Here
are some steps you need to take to run an effective UX ideation
workshop.

Step 1
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The simplest way to think about user experience design is
as a verb and a noun. A UX designer designs (verb)—
ideates, plans, changes—the things that affect the user
experience (noun)—perceptions and responses to a
system or service.

For example, when using a physical device, such as a
computer mouse, we can control some aspects of the
product that influence whether the user enjoys looking at,
feeling and holding it:

« The way it fits in their hand. Is it snug? Is it too big and
cumbersome?

« The weight. Does it affect their ability to move it as
they wish?

* Its ease of use. Can they use it automatically, or do
they have to think hard about it to achieve a goal?

When a person uses a digital product, such as a computer
application, a few aspects that we can influence include:

« How intuitively they can navigate through the system.
* The cues that help guide them to their goal

« The visibility of the essential aspects of a task at the
appropriate time.
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To get accurate feedback, your questions need to be phrased
correctly in language that suits the survey participants.

You should focus only on one and the main point in a survey and
include open and close-ended questions. The closed questions must
include a set of pre-defined answers for the participant to choose
from. These are easy to evaluate, and the answers can provide a
decent set of statistics you can work with,

However, closed survey questions won't give you any real insight
into your users, so ensure you include the “why" questions for them
to answer in their own words.

Open-ended questions require that the participants formulate
answers in their own words. These can help you understand the
user's mindset and provide useful insights you can work with
However, they are not the easiest to answer because the user must
think hard about how to answer the question rather than choosing a
predefined answer. Plus, the answers are harder to analyze
because you need to read and understand the unstructured text.

A well-crafted question is short, concise, and clear. If you make your
questions long and complicated, people may not understand them
and won't answer them, or they'll provide you with information you
cannot use.

Ensure your questions are no longer than 20 words long; if any are
much longer than that, you must rewrite them. Ensure you use plain
English and that the user understands exactly what you want to
know.

Tips for Writing Good Survey Questions
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soon get out of hand when too many people are involved. A
moderate-sized group s the best course to take.

Step 2

The second step is to designate a facilitator to ensure your session
runs smoothly. The facilitator is usually in charge of leading your
workshop and keeping people on track. They'll start the session with
an opening statement explaining what your workshop is for. They
will also provide you with a quick overview of the itinerary. It is
usually the facilitator's job to infuse ease into the sessions so
everyone can feel comfortable. The faciltator also emphasizes the
idea that the workshop is a judgment-free zone.

The facilitator will need an opening statement. They will need a clear
itinerary along with timings such as the introduction, ice-breaker
activity, framing of the problem, ideation techniques number 1,
ideation techniques number 2, and proceed accordingly. The
facilitator may also need a stopwatch to time their activities. He may
need a pen or paper to make notes and record his ideas. It is your
job to make everything available before the ideation workshop
starts.

If you are planning to take up the role of failitator yourself, you need
to make sure to invite a designer to take your spot, so no area is left
unrepresented.

Step 3

The third step is to find a suitable location. In a UX ideation
workshop, location s the most important thing. A new location works
s a new stimulus. Sometimes taking the group out of the usual
environment is essential, but your workshop participants need to feel
comfortable in the new environment. You need to make sure that
you choose a location with plenty of space, good lighting,
comfortable seating, and where you are least likely to get disturbed.
You may head to a local museum, be in an outdoor location or hire a
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The first step is to invite the participants. It may be tempting to keep
things within the design team, but effective ideation demands a mix
of perspectives. When planning a workshop, you need to consider
everyone, including content writers, designers, developers, and
people familiar with your target audience:

Your colleagues from customer service and marketing may not have
expertise in design, but they will offer you crucial insights into the
target users. So, when you are curating the guest lists, you need to
think creatively. Think about who can give you a fresh perspective
for your ideation session

While you may invite a diverse group, you must stick to a
reasonable number of participants. Around 8 to 10 ideators is the
optimal number. If the group gets too big, people may not feel
comfortable speaking up and sharing ideas with you. And things can
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« Passive Inquiry

This specific model usually involves participants without any
engagement with researchers. Participants complete their tasks as if
nobody is watching, and the researchers observe their behavior. In
this specific model, all the questions about participants' interactions
are asked when each task has been completed.

Guiding Principles for Contextual Inquiries

There are a total of four principles that usually guide efficient
contextual inquiries. These principles keep the research  highly
focused, leading to data empowerment

The first principle is that each inquiry occurs in the context of use.
This is perhaps the most unique aspect of contextual inquiries. The
researcher can observe the proceedings in the natural habitat, and
they can ask lots of follow-up questions during or after observation
Being in the context also aids in shaking up and including
participants’ memories of some past experiences that would add
additional value to a specific type of user research method.

The second principle is partnership. A specific collaborative
partnership exists between the participant and the researcher to
understand the user's journey. The researcher can collaborate with
participants while also discussing the reasoning behind the user's
behavior during or after observation. As mentioned, the partnership
can exist in a passive or active setting

The third principle is interpretation. The researcher reviews different
interpretations of the participants’ actions when each session ends.
This empowers a researcher to clarify or validate the interpretations
with participants before each one of them departs. Having accurate
interpretations is crucial to ensure that your design has the right
reason and purpose.

The fourth principle is focus. An efficient user researcher steers
interaction towards topics highly relevant to the project's scope. The
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and allow both sides the chance to present other vital points. The
researcher will wait until the interaction ends before asking their
questions.

Pros and Cons of Contextual Inquiry

Contextual inquiry has its downsides and benefits, and, as with
everything, you must weigh everything up before making your
decision. Before you decide to conduct a contextual inquiry, consider
the following:
First, the benefits. Behavior is most accurate when you observe it in
context. It will allow you to observe different nonverbal cues like
facial expressions and body language. It will refine the scenario
development and the persona before you jump into the design. It will
also reveal some information and behaviors that the participants
were likely oblivious to.
However, contextual inquiries also have their limitations. Firstly, the
analysis depends on how capable the observer is. Your presence
will influence the activity, which is usually not always 100% natural
Contextual inquiries involve exhaustive use of time, which may be
costly when you are comparing it with other research methods. If
you are approaching participants, you need a certain type of
personality to carry it out effectively.
Some of the Best Practices to Keep in Mind When You Are
Conducting Contextual Research
When doing contextual research, you should keep six
considerations in mind to maximize your success in contextual
inquiry.

1. First, record everything whenever you can.

2. Second, only speak with one participant at one time.

3. Third, encourage the participants to think loudly.

4. Fourth, make sure you note the non-verbal signals like

body language.
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focus refers to areas you need more understanding of and the
actions you expect to see. Maintaining your focus will ensure your
interviews are centered on the right topics and should eliminate the
risk of divergence.

How to Conduct Contextual Inquiry

The overall structure of contextual inquiries is simple and
straightforward, and it can be done in three parts

Introduction

This is where you need to establish communication and trust
between the researcher and the participant. The researcher will
introduce themselves and explain the key reason behind the
contextual inquiry. The researcher will ask for permission to record
the entire experience and let the participant know when they start
and stop the recording. The researcher will explain that there are
usually no wrong answers, which aims to make the participant
comfortable before moving forward. This is the stage where you can
mention confidentiality agreements

Process

This is where the participant interacts with the product. Here the
researcher observes interaction and notes all the pain points and
anything that seems to work well. This information will eventually
lead to the design. In the active inquiry model, your researcher
needs to ask questions as the participant interacts with the product
to get more insight. In the passive model, the questions can be
asked in the wrap-up round.

Wrap-Up Round

This is the last stage of the contextual inquiry. Here the researcher
will summarize the results of each session to the participant
Presenting the conclusions will give the participant an opportunity to
verify specific behaviors or explain any ambiguities. This wil
empower the participant, give the researcher the right information
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Chapter Five: How to Track and Analyze User
Behavior in UX

When you have leamed how to analyze user behavior, it can aid in
making the customer experience the core differentiator of your UX
system. User behavior is the set of patters and actions that users
usually demonstrate when interacting with your product. Tracking
and analyzing user behavior will tell you what your users find value
in and what isn't working, enabling you to make improvements
where needed.

It is vital to note that user behavior cannot be labeled as marketing
behavior. Whatever you analyze using website analytics tools like
Google Analytics falls into the category of analyzing marketing
behavior. Web analytics tools will give you the data focused on the
acquisition and marketing interactions that usually happen before
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5. Fifth, do not place the participants under any kind of
pressure.
6. Sixth, make sure you plan time to analyze the results.

Contextual inquiries are one of the best forms of user research
They are the best way to validate any need for a product while
gaining insight into how users will solve the problem you are aiming
to fix. When used accurately, it empowers the designer to carry out
some research-backed design decisions, which leads to the creation
of effective products to solve important pain points.
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app. Offering this specific level of ease may become the company's
selling point since 83% of consumers prioritize convenience.
Creating an omnichannel experience usually doesn't happen without
effort. You have to connect different dots for the users, and you also
need to understand how customers behave across different
platforms. With this insight, you can easily use conscious design and
experimentation to build a rewarding experience.

Benefits of Analyzing User Behavior

The biggest benefit of this analysis is creating the experience that
will become a growth engine and differentiator for you. A company
called Jumbo grew and fixed customer experience by personalizing
their experiences without triggering any privacy concerns.

The second biggest part of analyzing user behavior is faster
development and innovation. For example, Babbel could release
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the person becomes a product user. User behavior is about the
people who are active users.

User behavior usually focuses on metrics like signups, feature
usage, activation rates, retention rates, and funnel drop-off for the
in-app purchases. You can get insight into the effects of different
price changes on user popularity or how users feel about specific
features being retained or changed

Acting on the user behavior data will ultimately help your team
become customer-experience-driven and product-driven. You will
ulimately make product marketing and product development
decisions based on actionable data instead of guesswork.

When you track and analyze user behavior properly, it helps you
improve product strategy and product experience. You can tum
experience into a competitive advantage when you leverage user
behavior data. Your user behavior is your key to the feedback loops
and making certain decisions based on the actionable data.

The Importance of User Behavior

Customer experience is the key, and user behavior will help you
understand, improve and prioritize the experience. This mindset is
the key behind product-centric companies such as Slack, Netfix,
Peloton, and Airbnb. All these brands entered saturated markets in
respective categories but offered many unique experiences that
improved user behavior. As a result, they stood out from the crowd.
Another product company that is known for its brillant user
experience is DoorCash, with a web and mobile app. The ultimate
goal for DoorCash and most other companies is to streamline how
people add products to their cart. While they could have improved
their mobile and web apps separately, they wanted to simplify their
overall buying process — a common approach among many
companies. DoorCash wanted to give their customers a cohesive
experience, and their improvements ensured users could visit their
website, place their orders and get real-time updates on the mobile





index-49_1.png
5. The fifth metric is the adoption rate. It is the percentage of
the users who might use a new feature you have shipped.

6. The sixth metric is the activation rate. This indicates the
rate at which you think your onboarding has successfully
made new users perform the first few key actions in the
product, like setting up the first chart inside a data
visualization tool

7. The seventh metric is the referral tool, which indicates
how well your product, service, or features motivate users
to introduce it to their friends and relatives.

8. The eighth metric is the churn rate, which indicates the
percentage of users you have lost during a specific
period. Losing lots of users is quite common, but you can
reduce the rate to the minimum when you manage it
correctly.

9. The ninth metric is MRR and ARR, the per annum or
monthly revenue your product or service produces.

10. The tenth metric is the retention rate which
measures how many users are likely to return to you and
why. This is only possible if you have the right behavioral
data.

When you consider two or three metrics, you can easily understand
how you can improve user experiences. For example, the retention
rate reveals how many users are paying for your product for a
specific period of time. If you combine the rate with the stickiness of
your product features, you can see which features are helping users
keep paying for your product.

Defining the North Start Metric (NSM) for your company is good
This specific metric will define the value proposition of your product
along with the contributing inputs. It will allow you to link your
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new product updates and fresh content faster after they started
using curated charts to track the impact of the changes in the
products.

The third benefit is mitigating the risk of investing in the wrong
product initiatives and features. Under Armour Connect Fitness
leveraged behavioral insights for launching new features  after
successful testing of its product updates.

The fourth benefit of analyzing user behavior is an increase in a
company's conversion, retention, and revenue. The company Calm
applied the formula of behavioral cohorting to compare different
users who would use their Daily Reminder feature with those who
didn't. After highlighting the features and making them more visible
to the other users, their retention rate shot up.

Metrics to Collect Behavioral Data

User behavior metrics will help provide a fuller view of customer
experience, indicating a set of opportunities for improvement

1. The first metric is feature usage which helps you
understand the features your users want. Once you know
this, you can decide what features you need to create,
add or eliminate.

2. The second metric revolves around interactions and
element clicks. If an element gets more clicks than others,
it may be considered the most helpful and useful for the
users.

3. The third metric is funnel drop-off during the activation
When you can see a clear pattern of people abandoning
your product, you need to understand why and then
resolve issues in sales.

4. The fourth metric is the stickiness ratio. It will give you
some insight into how many of your customers will return
to your feature or product
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and even troubleshooting it. Similarly, UX designers don’t
just focus on creating usable products; they concentrate on
other aspects of the user experience, such as pleasure,
efficiency and fun. Consequently, there is no single
definition of a good user experience. Instead, a good user
experience meets a particular user’s needs in the specific
context where they use the product.

A UX designer attempts to answer the question: "How can
we make the experience of interacting with a computer, a
smartphone, a product, or a service as intuitive, smooth
and pleasant as possible?"

UX Design—A Formal Definition
The International Organization for Standardization (ISO)
defines user experience as:

We can break this definition into two parts:
1. A person’s perceptions and responses.
2. The use of a product, system or service.

In user experience, designers do not have much control
over a person’s perceptions and responses—the first part
of the definition. For example, they cannot control how
someone feels, moves their fingers or controls their eyes
as they use a product. However, designers can control how
the product, system or service behaves and looks—the
second part of the definition.
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Chapter Seven: UX Expert Review

A bad UX design will likely turn out to be disastrous, and flaws in the
design process can lead to many things going wrong. Even high-
level professionals can commit irreparable mistakes. Interestingly,
while more than 70% of businesses want to offer their customers the
best UX, around 45% don't conduct UX testing before launching the
design. It is easy to ignore the usabilty issues on the road to perfect
design, which is why you need to conduct a UX expert review,

However, a UX expert review's purpose is not just to find and rectify
the mistakes. The process also enhances the overall value of the
product. As a result, it will boost the business results.

A UX expert review, as apparent by the name, is the process of
gathering a team of senior UX consultants who conduct a thorough
analysis of a website, service, or online product. Let's imagine for a
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metrics are. It can also highlight where metrics need to be replaced,
improved, or removed, ensuring that your internal UX metrics align
with your business KPIs.

UX expert reviews also provide an unbiased perspective from
people with no stake in the design, personal, or business. They can
provide honest feedback without worrying about upsetting anyone in
the process. A fresh set of eyes is often the best way to spot issues
you wouldn't otherwise see when you are too close to the process.
Another benefit of having UX expert reviews done is that it can result
in you enhancing your design practices. When people with plenty of
experience look at your work, they can offer you professional insight
into what works and what doesn't, allowing you the opportunity to
make improvements where needed

UX expert reviews also provide you with cost-effective, fast results.
They free up time and resources, enabling your staff to focus on
other things, including fixing the issues the expert highlights. Invest
in these reviews early enough, and any errors or issues are detected
early and can be fixed quicly. This also allows for other mistakes in
design to be prevented.

Originality is the key to creating a great UX expert review. You can
easily benchmark your product with the help of an in-depth UX
expert review. The benchmarking can be done against your top
competitors on the market. You can leam from their defeats and
triumphs and improve the value of your product. Innovation,
sometimes, begins with proper retrospection.

How to Conduct a UX Expert Review

Let's see what goes into conducting a UX expert review. Before |
dive in, | want to highlight that a UX expert review is not set in stone.
The exact structure of a review depends on your business goals.
What do you want to achieve? How do you want to achieve it? And
what are your constraints, such as time, user access, and budget?
Let's see what the top components of a UX expert review are.
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while that our senior UX consultant is a shopper in disguise. They
will use all their expertise to review your website as a casual user.
They will view your website as a user would do when he visits to
purchase something. The UX expert will spot usability and UX
issues in your website and will also recommend key solutions using
their knowledge of the best UX practices.

In short, a UX expert review is much like a thorough outsider
analysis of a website, app, product, or service while focusing on
optimizing user experience and increasing its value. A UX expert wil
analyze the bounce rate of your website and check the accessibility
issues on your website. Done right, a UX expert review can help
your business develop its products in a better way.

Most review methods involve direct interaction with the end-users.
Having said this, it can be a very time-consuming and costly process
for businesses. A UX expert review is unique because it usually
relies on one small group of experts and their combined expertise
rather than large swathes of end-users. These reviews are similar to
UX audits; however, the latter is a more standardized, broader
process

Who Would Conduct a UX Expert Review?

UX expert reviews must be conducted by experienced UX experts.
The only way to become one is to spend a lot of time doing UX
research and being exposed to user behavior in the real world.

While theory is a big part of it, you need to be able to design without
being exposed to real-world users; however, only doing this means
you will never truly understand how users interact with designs.
That's why you need considerable experience, both theoretical and
hands-on.

The Need for a UX Expert Review

There are several reasons you need UX expert reviews, and the first
is to improve your UX metrics. Expert reviews provide businesses
with critical insights into how effective or otherwise their current UX
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alone. They will almost certainly pick up on any design flaws but
should be used in conjunction with UX expert reviews.
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UX expert reviews take a heuristic evaluation and use their
experience to build on it. They assess design based on a set of
principles and also use a wide range of heuristics, experience, and
usability principles to give you the full picture.

Usability testing is also another important form of evaluation as it
uses the source — the end user. The goal is to provide your users
with a product that is simple to use, intuitive, and adds key value.
Usability tests are typically pre-recorded sessions with actual or
potential users, where the users are asked to complete a set of
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Heuristic Evaluation

The first component that is worth discussing is heuristic evaluation
It is the process of assessing your design against the industry’s top
practices. These practices are known as heuristics. It is considered
the quickest method, offering a broader overview of the design's
usability. The expert helps pinpoint errors and recommends
improvements based on the usability principles. However, the most
common are the usability heuristics by Jakob Nielsen. Among these
are

« Visibility of system status

« User control and freedom

« Match between system and the real world

« Error prevention

« Consistency and standards

« Flexibility and efficiency of use

« Recognition rather than recall

« Help users with errors

« Aesthetic and minimalist design

+ Help and documentation

« Helping users with errors.

This all results in a detailed report where all visible and potential
issues are highlighted. This typically includes errors in product
features and design elements. Each error or issue highlighted must
be accompanied by a recommended solution, with all due
consideration given to business practices. The problems must also
be highlighted in order or priority, ensuring the most important ones
are tackled first.

However, heuristic evaluations don't include direct input from the
end user and are full of designer bias, meaning they cannot be used





index-75_1.png
Two other critical parts of UX expert reviews and usabilty testing are
stakeholder interviews and desk research. The latter involves the
reviewers compiling UX artifacts that had already been developed
before the reviewer came on the scene. Legacy design artifacts are
collated from the UX team vault, providing valuable insight into the
team workflows and their priorities. There's an old saying — one
man's trash is another man’s treasure — and the same applies here
What one person might consider useless data could be considered a
treasure trove to another. This also helps eliminate the chances of
duplication

We discussed stakeholder interviews in depth earlier in the book but
to recap, they are considered a common but very important step in
UX expert reviews. The first step is, naturally, for the designers,
management, and executives to have a meeting to discuss the
context. This ensures everyone starts from the same page. In this
meeting, researchers become detectives, as the primary goal of a
stakeholder meeting is to determine what problems the business is
facing before looking at the best solutions that fit with the company's
goals. These interviews set the scene for what is ahead

Stakeholder interviews are thought of as one of the most effective
ways of using the team's inside expertise — they are the one's
working on the product, after all, and should be able to provide many
of the answers.

User interviews and surveys are one of the best parts of the UX
expert reviews, favored by most reviewers. Some of this is because
they offer useful information, involve direct interaction with the end
users, and uncover a heap of information and issues ~ some
important, others not so important.

It's not unusual for designers to be far too close to the products they
are working on; it's how they work, after all. However, that's where
some of the problems lie. Because they are so close, they cannot
separate themselves from their work and often overlook errors. They
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tasks. The reviewers watch the users carefully, and their interaction
is monitored so the reviewers can spot potential flaws in usability.
Not only does this mean flaws can be detected early, but it also
means the solutions may be easier to find too.
Usability testing typically falls into two types — moderated and
unmoderated. Moderated usability typically focuses on  specific
goals. Let's say you have a certain theory you need to be validated
With usability testing, you can see how the users interact in real-time
with your design, thus providing you with definitive answers.
Unmoderated testing provides a broad, less specific overview. It
uses a much larger user pool, which enables you to identify more
pain points, usually bigger ones that affect more or all users.
Usability testing works on an industry standard of using about five
users to test a feature or module. It has been found that using six or
more can degrade the result or reduce them into meaningless data.
You should conduct usability testing whenever you change your
design or add new designs.
When you carry out usability testing, it must consist of all the
following, without exception:

« Recruiting the users

« Planning the test

« Conducting the test sessions

« Systematizing

« Making the required changes

« Evaluating the findings

« Prioritizing the findings

+ lteration
The final one, iteration, is integral to usability testing — once you

have the feedback you need, it can be implemented. This is
repeated until you have the desired results.
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In theory, a UX expert review can be done at any possible stage of
the design cycle. There are specific times when you should
immediately carry out a UX expert review. You may consider doing
design reviews when you have reason to believe that your metrics
have been underperforming. In addition, it's a standard practice to
conduct a UX expert review before undertaking a major redesign.

1 would recommend you conduct a UX expert review every two to
five years. By setting up a schedule for UX expert reviews, you can
create a chance to take a step back and view the bigger picture.
This will help you understand the flaws in the design and enable you
to fix them immediately.

UX is a fundamental part of your website, not the topping on a cake
It is the foundation on which you will build everything else. UX is
considered the core ingredient that may be baked into the design
That's why you should involve UX specialists early in the process. It
always pays off well.

A UX design should not be done in a bubble. The more a designer
can see how end-users interact with a specific interface, the better
the design will be. A UX expert review will find the blind spots in the
design so you can fix them before they affect your business. Another
important point is that fresh eyes tend to provide more unbiased and
valuable feedback through a user's lens. When you address the
flaws in the usability, it will boost your UX design, enhance the
internal design processes, and ramp up the value of your business.
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color or style. However, if you are looking for a gift, you might need
to see some of the curated gift ideas. If you know exactly what you
need, you may want to find it quickly without browsing.

A nice information architecture impacts how users behave on your
website. The faster your users reach their desired information
destination, even if the destination has more than one option, the
greater the level of their satisfaction is. Therefore, you must not
forget that knowing your website users and their information hunting
behavior are the common keys to success. Once you know the
needs of your users, you can easily prioritize which architectural
components you can build.

Value of Information Architecture for the Business

If your customers and users are unable to find some critical
information or they are unable to perform the most important tasks,
businesses may lose out in a myriad of ways. Information
architecture may play a key role in the following options.

The first is employee productivity. If you have a bad information
architecture for the internal content, this may result in reduced
productivity and wasted time. In 1999, the international data
corporation researched workers' knowledge to find out its financial
costs. They considered different things like how much time the users
spend searching for the information they need and how much time
they consume on creating the existing content but cannot find it
online. They estimated that this knowledge work deficit's cost is
around $5000 per employer a year.
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have a somewhat biased view and cannot be objective — this is
where user interviews and surveys come into their own, helping to
solve that problem.

User interviews don't make assumptions and don't expect that a
design piece is ready to be reviewed. That way, they can meet their
biggest goal — uncovering the biggest issues that affect the users,
those that your product simply cannot solve as it is. This is the best
method to use if you have any concems about your product's
fundamental attributes, including personas and how your product fits
into the market

Many businesses avoid conducting user interviews because they
believe they are too expensive. This is not typically the case; the
biggest waste of money is when you design a product that nobody
needs or wants. No matter what the cost, user interviews can save
you time and money in the long run.

Another good practice is analytics review, which involves looking at
your analytics to ensure they provide the best results. This can help
you spot biases and blurred lines, allowing you to provide the right
solutions

You can empower your opinion by carrying out data mining on key
factors, such as user engagement, conversions, and support tickets.
Analytics is always a good way of revealing hidden data about your
products; you just need to learn and understand the digital cues.
Take bounce rates, for example; these indicate whether you are
meeting your user's expectations or not. You can also look at your
on-page results to see if your content or design is enticing user
engagement.

The right tools can tell you exactly what is right or wrong about your
products. Because data is often biased, conducting a thorough
analytics review is one of the most powerful ways of objectively
interpreting your results.

When to Conduct a UX Expert Review
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With Google and Facebook blocking websites with low-quality
content, it is more important that you start producing content that the
users consider valuable. However, if you create highly valuable
content, it will not be discovered in any way if your information
architecture is not up to the mark. This is really bad for your
business.

Value for the User

The value of information architecture for the user is great. The world
we live in is a place where people demand instant gratification
When combined with the overload of information, you need to
deliver the right content at the right time. If the process of finding
information is slow or complicated, the user is highly likely to
abandon this process and move on

A website's information architecture needs to address the user's
different needs. Some of the major needs are given as under:

« The first need is known-item seeking. Your users will visit
your website to leam about something known and highly
desirable.

« The second need is exploratory seeking. Your users will
visit your website looking for some inspiration. They will
look for something desirable but are not sure exactly what
itis.

« The third need is exhaustive research. Your users will be
on a journey of extensive research and want to squeeze
as much information as they possibly can.

« The fourth need is re-finding. Your users will need the
desired items again, quickly and easily.

When you are thinking about information architecture, you must
think about multiple users and their navigation style, filters, and
search. You need to think of your e-commerce website. If you are
looking for new shoes for a wedding, you might need to filter by
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The second is sales and reputation. Lost business is another most
obvious consequence of poor customer-facing  information
architecture. If your users cannot find the desired products, your
sales are likely to drop. The effects of this sudden drop can be long-
lasting. When people abandon your website or your physical retail
outlets, getting them back is a herculean task. They wil find your
competitors who will solve the problem they suffer from. For
example, your competitor may offer them a product they were
Iooking for but couldn't find on your website. Most likely, they found
the product in their physical store or website without any hassle.
Because many sales tend to rely on word of mouth in the service
sector, this may have a knock-on impact on the whole network of
potential customers.

The third is acquiring new customers. Depending on the business
model, acquiring new customers may be a key target for each
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Website
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Architecture
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Clarify Your Sketches with the Additional Elements





index-112_1.png
defined and quality information architecture documents if you want
to create a solid foundation.
The first step to creating a quality information architecture document
is defining the goals of the company. When you are determining the
goals of building the information architecture, you should ask
yourself two questions. The first is the need for this, and the second
is what purpose you want to achieve with it. You should work with all
the key stakeholders to determine it. Make them feel involved and
agree on the final version of the information architecture document
You should immediately stop if you cannot articulate the reason for
doing your work and getting the desired outcome. You should not go
any further until everything is clear. The most common goals of
creating an information architecture are making money, cutting down
on costs, and helping people reach better decisions.
The second is defining the goals of users. Your users are the people
who will most likely be using your website. You need to follow the
UX practices like conducting user interviews, creating scenarios,
creating personas, and answering the following questions:

« What are the users going to do on your website?

+ What goals do they have?

You can use a storytelling approach so your stakeholders can easily
visualize what you want to explain. Together you can find the best-
case scenarios and the worst-case scenarios. You can also think of
how you can prevent the worst-case scenarios.
This is the best moment to think about any of your users
constraints.
The third step is to analyze your competitors. You must know who.
your competition is. Brainstorm about their information architecture
and see what they have and what you lack. Here are some
questions you might have about their information architecture.

« Where do they display the information?
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business owner. If this is the same with your business, you need to
craft the sign-up pages carefully while doing your UX research. If it
gets too complicated, no one will likely register for your sign-up
appeal. Most people will not give you their personal data, which
means you will likely struggle with getting new members and making
big profits.

The fourth is exorbitant marketing costs. If your users do not find the
desired information, services, or products, your marketing costs wil
likely shoot up to get the same results. If you are routing paid traffic
to a website age, it needs to be easy for the people to move from
one page to another where they desire to go. If people regularly
leave the website before completing your desired action, you will
bum hard cash on lots of marketing, again and again, to win them
back. Poor website structure significantly decreases organic trafiic
as your website will fail to rank higher in the search results,

The fifth is your reputation and SEO ranking. Your information
architecture leaves a great impact on your SEO. How you organize
your website’s data and content greatly impacts your ranking,
usabilty, and conversions. Ranking places your website way higher
in search results, while usability makes your website quite easy to
use. A seamless flow will translate into a higher conversion rate. If
your website has repetitive content or indexes a large amount of
poorly defined content, it would adversely affect the SEO of your
website.

The sixth is cutting down the cost of live help and support
documentation. While your information architecture makes it quite
easy for your users to spot what they come to search for, the cost of
live help will significantly be cut down. As you see, the costs of poor
information architecture will eventually add up and dent your budget.

Key Processes for Information Architecture

Information architecture plays the same role for a website, library, or
shop as solid foundations play for a house. You need to create well-
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User experience (UX) design is the process design teams
use to create products that provide meaningful and
relevant experiences to users. UX design involves the
design of the entire process of acquiring and integrating the
product, including aspects of branding, design, usability
and function

Designing an experience includes not only making the
software easy to use but also designing the other
experiences related to the product, for example, the
marketing campaign, the packaging and after-sales
support. Most importantly, UX design is concerned with
delivering solutions that address pain points and needs.
After all, no one will use a product that serves no purpose.

What UX Designers Do Goes Beyond Ul
Design

“User Experience Design” is often used interchangeably
with terms such as “User Interface Design” and “Usability.”
However, while usability and user interface (Ul) design are
important aspects of UX design, they are subsets of it.

A UX designer is concerned with the entire process of
acquiring and integrating a product, including aspects of
branding, design, usability and function. It's a story that
begins before the device is even in the user’s hands.

Products that provide a great user experience (e.g., the
iPhone) are thus designed with the product's consumption
or use in mind and the entire process of acquiring, owning





index-61_1.png
define the survey's main goal. Now try to group the relevant
questions in a way that helps the audience focus.

The idea is to ensure that participants don't skip questions. Ensure
all personal identification questions go at the end of the survey.

The Look

Text is obviously the primary element of your survey, but you should
also consider the design elements too; done right, these can add
value to your survey.

The right color should match the survey and can hugely impact your
participants and their willingness to participate, not to mention how
they answer your questions. However, you can go too far with color;
don't overdo it.

One way to use color is to highlight certain elements to help your
participants navigate the survey. For example, the Submit button
should be clear enough for users to see it immediately. You also
need to consider how your survey will look on your website and
mobile devices ~ it needs to look good on everything.

Where your survey is uploaded to your website, its design must
match your branding, ensuring it looks professional. It also ensures
your users will trust in you. Make good use of whitespace — a load of
text on a page is unappealing and can overwhelm people, so break
it up with whitespace; otherwise, your users will leave before they
even know what the survey is about. Short questions, whitespace,
and page breaks all ensure your survey looks appealing

Create a dynamic, attractive progress bar if your survey covers more
than one page. That way, your participants can see where they are
in the survey and will have the motivation to complete it

If the survey permits, you can add relevant images wherever you
deem it necessary. Not only are the images great for capturing the
user's attention, but they can also help in processing the information
faster than written words.
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+ Use a balanced rating scale where possible. For example,
where you have a choice of four answers, make sure they
are equally distributed between favorable and
unfavorable, i.e., good, bad, better, worse. Even better is
to give them a choice of three answers — good, average,
poor — giving users a middle option in case they struggle
to decide.

+ Try to avoid having overlapping scales, ie., poor to
average, average to good, good to better.

+ Make sure your questions include Don't Know and Other
options in their answers, and provide a text box so they
can expand on their answers if they want to.

The Length

Surveys should never be lengthy as participants are likely to get
bored. Try to keep online surveys no more than five minutes in
length ~ if your participants get bored, they won't finish the survey, or
they won't provide quality answers,

Before your survey goes live, check it over and make sure your
questions are concise. If you still have too many questions, consider
the following points:

+ Re-evaluate your research and hone in on your primary
objective. Any questions that don't aid that objective
should be removed

«If your survey is still too long, spliit it down logically into
two.

« Group your questions logically and consistently

Order
When structuring the questions, make sure they are set up in a
logical order. You should start with the introduction, where you
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popup invites users to complete it. However, be aware that not many
people like popups — they get in the way of what they are looking for.
Carefully used, they are fine, and you can choose who to show them
to and how long for.

Using surveys allow you to dig into a deeper inquiry regarding UX
design, so long as you choose the right questions and the right
number of questions — too many and users are likely to shut the
survey down without completing it.

The third type of survey is the feedback form you can place between
the content. This is usually a question form built right into the
content, seamlessly integrating where the customer needs to see it
and where they are likely to want to answer it.

Launching a UX Survey

UX researchers don't like website surveys, usually with good
justification. Poorly-designed surveys are rampant on the websites,
and one reason for this is the sheer number of poor tools that make
it easy to bug users with multiple questions. Most people do not like
website surveys and won't take part, which means you don't get the
data you need to help you improve your UX design.

However, done right, web surveys can leave a real impact on your
UX programming. Let's look at the steps involved in launching two
large-scale surveys to gather actionable UX insights.

Step 1

First, you need to pilot your survey, iterate it and then launch it. Bear
in mind that all websites are different, as are the audiences. Start by
piloting several surveys that you find effective at measuring UX and
collecting responses on similar websites. You can then tweak the
questions' wording until you see a powerful response rate on the
website. Here are the two types of surveys you can choose from.
The first is an easy-to-use survey that starts with a multiple-choice
and a simple question. Users have the option of a more in-depth
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You may use lots of different tools for creating the survey. Some
notable tools are JotForm Survey Maker, Google Forms, Survey
Gizmo, and Survey Monkey. There are lots of tools that make styling
the survey a breeze, including Nextiva and Formstack. You also can
find useful tools that help you collect online feedback.

Once you are sure your survey is the best it can be, test it. Use
friends, family, employees, and anyone who can look at it with an
unbiased eye. Ask them to point out where it can be better — typos,
questions that don't make sense, questions that don't fit with the
survey, and so on. You can also use A/B testing on a couple of
surveys to see which one converts better.

‘Some Common Survey Types
Surveys come in all forms, but there are several common types. The
first type is a dialog box that pops up with a question at the bottom-
right corner of your website. This is easily recognizable by most
users but is not considered aggressive. It also won't provide you
with much important information — they typically start with a simple
inquiry followed by two or three short questions. These are easy and
quick for users to complete, user-friendly, and may include questions
like:
+ You can understand the intent of your user by asking,
Why are you taking this survey?
+ You can collect the user's personal data by asking /n
which field you are a specialist?
« You can check out their understanding of your product by
asking, Can you summarize what our product does for
you in a single sentence?

You can create these surveys by using different tools like Survicate
and Qualaroo.

The second type is interstitial survey pop-ups, and they are ideal for
longer surveys. The survey appears on a different page, and a
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could lead you to provide a list of responses you expect to get. This
may make your analysis easier and cleaner, but it won't allow your
users to answer truthfully. Avoid doing this for the first round; you'll
be surprised at how your users respond.

As | have previously mentioned, it is important to pilot and then
iterate before launching your survey. As it is important to get a
decent response rate and every site looks different, testing and then
iterating before launching the final survey is better.

How to Analyze Survey Data

Once you have launched and completed your survey, the next
biggest challenge you face is analyzing the data. The only way to
understand your audience is to understand your data. The eyes may
be a window to the soul, but data is the key that unlocks it. Once
your survey is finished, you may have so much data that you don't
know what to do with it
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survey by clicking on a Difficult button — those who do should be
presented with an open question and a text box to expand on their
answer. This should be in the form of a pop-up menu after they have
visited a couple of pages on your website.

The second is an exit survey. These typically begin with an open-
ended question which you can then follow with multiple choice if you
wish. Exit surveys are typically provided at the point where a user
logs out or closes down your website. One of the best tools to use
for these types of surveys is Qualaroo, as they have one of the best
exitintent technologies

These surveys work well because they are short, with a maximum of
two questions, ensuring the maximum response rate with the
minimum amount of annoyance to the user. In both types of surveys,
you can get useful data even if the users are not answering a
second question. They also give you qualitative and quantitative
data. In combination, you can get a decent overview of what makes
your users happy and what causes them frustration.

Step 2

Once you have received a few hundred responses, you can tur the
surveys off and start your analysis. When you start analyzing the
results, you can gather some survey responses on a single
spreadsheet. You can also calculate ease-of-use metrics, filter out
the responses that indicate frustration, categorize the reasons
behind these answers, and count different responses within each
category.

Key to a Successful Survey Launch

Lengthy surveys usually lead to a lower response rate and less data
representation. According to Jakob Nielsen, you can only trust data
if it represents your users, so only ask a few short questions that get
straight to the heart of the matter.

You need to include an open-ended question. You may be tempted
to think that you know the top answers to all your questions, but that
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insufficient data. Here are a few steps by which you can analyze
your data.

The first step is to know what you need to investigate. One of the top
reasons you feel overwhelmed by data is that you lack a clear goal,
which causes you to lose focus on the important things.

The second step s to clean up your data. Those who skip the
questions or don't finish the survey should be excluded from the set
The best way to clean the data is to harvest clean data from the
beginning. You can do that by conducting a pre-study to determine
whether the respondents who would participate in the study are
right.

The third step is using the proper methodology to analyze the data.
You need to choose the type of method suitable for explaining the
data. Will it be smooth sailing, or will it be overwhelming? Data can
be scary at times; therefore, the right method to analyze data is
important.

The fourth step is understanding the significance of the data.
Statistical significance is defined as what you find in data is real and
not merely guesswork. Therefore, the changes you intend to make
in the design need to have an impact. You may be simply looking for
some significant results in the data.

Itis better to compare your data with previous studies and see if you
are improving or degrading. In this way, you can see the data
through a bigger picture. All of a sudden, your data will have some
meaning.

You need to consider the qualitative data. Lots of researchers prefer
qualitative data. It is always better if you present your analysis report
with the support of graphs and numbers. On the other hand,
qualitative data may give you a precious perspective on the overall
design of your UX project. Qualitative data may support you and
then help you identify some potential user issues.

How to Analyze Your Data
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One solution to get out of this situation is to study statistics.
However, not everyone has a degree in Statistics, so start by
understanding the basic concepts of stats and use what you leam to
find out more about your users. It is always important to understand
your own expectations. What section of the web design do you need
to improve? What type of questions do you want answers to? What
methodology will you use to achieve this? When you ask the right
questions, you unlock the answers you need.

« The Right Tool

The first step is to choose the right tool for UX research. If you don't
like Google Sheets or Excel, you may need to think about a specific
UX tool that will provide you with the analysis. If you need website
testing to determine how your users interact with the design, you
need a specific tool for that. When your study ends, you get a report
with information about the total number of respondents who have
already finished the task. You can also leam how long the task took
to complete and how many participants succeeded. Now you can
put your calculator back on your shelf.

If you are conducting session recording, you will see information
about the location of your users, operating system, and device. You
will also see the screen resolution. For example, you may study the
behavior of the old versus the new users who have finished the job.
Filters can help you separate different users who have already done
the task

+ Where to Start

You might spend time planning and then conducting your research.
That's a great job to do. Analyzing the data of your survey is a
complicated job to do. However, it doesn't have to be like that. If you
have inconsistent data, you will end up wasting your time, money,
and energy. You don't have to lose all your potential by analyzing
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The first tip for analyzing data is to compare different responses to
see what is already happening. One of the top ways to understand
your users is by asking questions with different options. You may
ask how the users found information about your company. Did they
know about your company through Facebook ads, Instagram ads,
Instagram posts, or their friends? It is always helpful to add up the
numbers of users who have answered one question for every other
answer in the range. Results are easier to comprehend when you
have converted them into graphs.

Always brainstorm about your questions and then categorize your
users into different groups that share the same interest.

Suppose you want to find out your users' opinions about different
things. You can do this by asking questions along with a scale of
answers. You can ask a variety of questions like how do you like
this? Are you satisfied with our service? How do you rate your
overall experience?

The answers to these questions are usually in the form of a scale of
1105, with 1 being poor and 5 being very good

The top helpful way to present data is with the help of pie charts and
bar charts. Google sheets and excel sheets are generally offering
you different options for the creation of various charts. It is always
easy and effective.
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features by considering how well you address the need of the
primary persona. Features can also help you settle certain
arguments around the design decisions. You can say that since the
primary user persona uses a mobile device while on the go, the
submit button should be small. So, a user persona helps create the
design that can increase the conversion rate.

A user persona will also help you prevent some of the most common
pitfalls.

The first of those pitfalls is self-referential design, which typically
happens when a designer designs a product as if it is for
themselves, not for a target audience that is probably unlike them in
most, if not all, respects.

The second pitfall is designing for elastic users. Elastic users are
typical generic users, but this means different things depending on
the person. When a designer focuses on elastic users, it's because
they have allowed the stakeholders to make all the decisions;
stakeholders don't see user personas as real people and define
them as what they want them to be, not what or who they really are
It is pertinent to mention that although the user personas may help
the designers prioritize features, they cannot be used as the only
tool for prioritization. You need to consider the needs and goals of
the business itself. UX designers need to strike a balance between
users and the needs of the business to yield a harmonious solution.
Most UX designers work with a range of multidisciplinary teams with
members with varying expertise, opinion, and experience. All the
team members need to be on the same page when it comes to
making the design decisions. User personas tend to encapsulate the
highly critical information about a set of users in a way that the team
members and the stakeholders may understand

What Are the Characteristics of a Good User Persona?

Selecting different user characteristics and calling it a user persona
might sound easy, but defining real user personas that are effective





index-102_1.png
through in-depth interviews and real data supplied by the users. You
must collect as much data and information as possible about your
users through interviews and observation of a sufficient subset of
your target audience. The more relevant observation and interviews
are done, the more realistic the personas will be.

When it's impossible to observe or interview real people because of
restricted time or budget to do effective user research, it is still
possible to create user personas based on your team's knowledge
about the users. If your product has already hit the market and has
real users, you should rely on the customer logs and web analytics
to create the persona. Creating a user persona based on this
approach will be labeled as a provisional persona. It can be used as
a placeholder until you create real user personas.

You must not generate a stereotypical user persona. Stereotypical
personas are not related to user reality in any way and are a
generalization that doesn't really capture what a real user is about
While most personas are fictional, if you base them on people who
do not exist, they will not give your design process any value; in fact,
they can harm the process. Plus, when your personas are out of
touch with reality, they can harm your credibility and that of the
technique.

Step 2

Step two requires you to use your research data to identify
behavioral patterns. Al your data should be gathered into one place
and analyzed to ding patterns in the data. These patterns allow you
to group users based on certain behaviors, which can be done with
a very simple strategy.

First, you list all the behavior variables from the research. This
indicates how the user behaviors differ. Each interviewee or
research subject is mapped to a set of variables before you then try
to determine which users are clustered across the same variables —
this indicates trends that make up the persona foundations,
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and add value is difficult. The best characteristics to use in a good
persona are as follows.

The first characteristic is that user personas are not fictional
guesswork at what the designer thinks a target user should be. Each
aspect of the user persona’s description needs to be tied to real data
that is properly observed and researched by the designers,

The second characteristic of user personas is that they tend to
reflect accurate user pattems but not the different user roles. User
personas do not reflect the roles that are inside the system.

The third characteristic of user personas is that they focus on the
users' present state. This includes how the users tend to interact
with the product in the present moment and not how they interact
with it in the future.

The fourth characteristic of user personas is that they are context-
specific. They are focused on the goals and behaviors pertaining to
the peculiar domain of the product

How to Create User Personas in the Design Process

The research needs to happen early in the design process to form a
proper user persona. Typically, a designer will begin creating the
personas in the Define phase, and these can even be developed
during iterations, like many other design elements. These personas
are then used in the latter stages of the process to help inform the
team's design decisions. User personas can be created in several
ways, depending on your project, your budget, and the data
collected by the designers. The following steps can be used to
create personas.

Step 1

Key data about your users must be collected in the first step, which
means conducting user research to understand your target
audience’s mindset, motivations, and behavior. Field research
ensures accurate personas are built, with information gathered
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When you are creating your user personas, you need to keep the
following information in mind

+ The user persona’s name.

« Their picture.

« Their demographics like age, gender, location, family
history, and marital status.

« Their needs and goals.

« Their frustrations or long-standing pain points.

« Their behaviors

« Their slogan or quote.

One of the great tools that would help in this step is the creation of
the persona. It is not recommended that you use the names of real
people or the names o details of the research participants. This
may create bias in the objectivity of the user personas.

Step 5

In the final step, it's time to share your findings with the team and
get their acceptance. Persona socialization among stakeholders is
crucial for the design team to move forward. Every team member
and stakeholder much be positively associated with the personas so
they can see their value. The more familiar they are with the
personas, the more likely they will start treating them as real people.
When a user persona is well-defined and researched, they
eventually become a team member.

Personas_are incredibly powerful, provided they are defined
properly. Thus, they ensure the design process is less complex and
easier to move forward, guiding the ideation process and ensuring
designers can achieve their ultimate target — creating the perfect
Ux
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Step 3

In step three, you create and prioritize your user personas. You must
create the persona descriptions around the behavior patterns you
identified in the last step. As a researcher, your job is to describe the
personas using empathy to help you understand the users’
behaviors. This is an odd step, but it should help eliminate the
temptation to add too many details. While you need a certain
amount of information to bring a persona to life, too much
information can prove distracting, and your personas won't seem
real. This means they won't be credible as analytical tools.

Researchers often create several personas for their products. This is
because interactive products typically have several user segments,
s0 having multiple user personas means they get the best of all
worlds. However, too many personas and things can easily get out
of hand, and each persona will blur into the next one. This is why
you should keep the number of personas to a minimum to ensure
your focus is on good design. This way, you are more likely to be
successful — three to four seems to be the optimum number of
personas.

When using several personas, you should define the primary one
first. Then you can follow the same rules for the next one and so on
until you have your personas. The primary persona should be used
to define the design decisions, which can then be tested on the next
persona, and the next until you have no more.

Step 4

In this step, you need to determine the interaction scenario for your
user personas. On their own, personas carry little to no value; they
only get that when they are tied to specific interactions. These
interactions are imagined scenarios that describe how certain user
personas should interact with a product in a strange context in a bid
to achieve the overall goal. This helps the designers to understand
user flows by pairing personas and scenarios.
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everything is where it needs to be. As you will soon learn, there is a
great deal to consider.

What Is Information Architecture?

A good design, if it is done well, becomes invisible. The same
applies to information architecture. When everything is in order, it
becomes invisible. In one way or another, information architecture is
the practice of creating and ordering the content most effectively.
The history of information architecture can be dated back as far as
ancient Egypt. Librarians in Alexandria listed the entire contents of a
bibliography, and the principle remains the same today. The only
difference is that it was not called information architecture at that
time. It was just named good sense.

Principles of Information Architecture

Building information architecture for your website may not be done
in a vacuum. From user behavior to future-proofing, there are many
things you can take into account beyond the organization of
information in the most logical way.
Information architect Dan Brown has stated eight principles in the
quest to design a nice website structure. These eight principles
follow the understanding that an architect's focus needs to be on the
structure, which is generally drawn and shown with the help of
flowcharts and maps.
To do this, the architect needs to have a fine understanding of the
full functionality of a website. They should have a full inventory of
content as well. Once the requirements are fully met, the information
architect may start the optimization of information architecture by
using the eight principles.
« The first principle is of objects. Content needs to be taken
as a living and breathing thing and must have certain
lifecycles, attributes, and behaviors.
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Chapter Eleven: Creating Usable Information
Architecture

Information architecture is all about solving problems. We live in an
information age, and every organization working with data needs to
be conscious of information architecture. An information architect
must plan ahead and carefully; they must also ensure their content
does not become unruly o llogical.

l;

As consumers, people are accustomed to finding what they need. It
is no coincidence that you can find what you want easily on a
website. It is the fruit of consistent user research and exhaustive
testing. We all know that if we can't easily find what we want on a
website, we give up very quickly and move on to another website.

People don't have patience when they are confronted with a bad
user experience. As a result, close-to-perfection has become a must
for survival and is a competitive advantage when you can ensure
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+ The second principle is of choices. This principle follows
the rule of less is more and means keeping your total
number of choices to the minimum

« The third principle is disclosure. Here you should show a
general preview of information that would help users
understand the type of information hidden if they dig
deeper.

« The fourth principle is of exemplars. Here you will show
different examples of content when describing content in
different categories

« The fifth principle is of front doors. Here you need to
assume that around 50% of users will use a different way
into your website than your home page:

« The sixth principle is of classifications. Here you can offer
your users different classification schemes to make
browsing your website content easy.

« The seventh principle is of navigation. You must keep the
navigation simple, and you should not blend different
things.

« The eighth principle is of growth. You need to assume that
the website content will ultimately grow. Here you should
make sure that the website is scalable.

As you see, there are lots of things that you need to take into
consideration. While it depends on the website's size, information
architecture may be a complex task that demands continuous
maintenance on the part of the UX designer. However, it is one thing
that, despite its complexiies, is highly required. Otherwise, it may
end up in great failure for the business.

The Value of Information Archif

cture
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expected outcomes. For example, you wil leam what an
organization will likely gain from a UX project. It can be a higher
conversion rate or a more concrete goal like an improved
understanding of the product or increasing the feedback ratings.

The brief also sheds light on the target audience, including their
name, age, profession, education, social status, etc. The depth of
the audience information spans behavioral breakdowns and detailed
demographic breakdowns.

You also need to leam about the existing brand guidelines like the
tone of voice, the logos, and the imagery.

Other key parts of the brief are the timeline, the technological
constraints, and other related activities of the UX project.

Stakeholder Interviews

Stakeholder interviews are one of the most important tools for a UX
professional. They are generally a structured way for a UX
professional to gain crucial insights into the logic behind a project
you may be working on.

Stakeholder interviews allow you to search for potential client
conflicts between key stakeholders, business goals, and user
requirements. As a user-centered designer, it is fairly easy to
immerse yourself so much in user requirements that you entirely
forget about your client's requirements. An in-depth understanding
of your clients needs will lead to a powerful design solution for
them. The most user-oriented online shop is the one where you put
the merchandise free, but that shop would stop short on meeting
business requirements. Hence there is no use in that

The main objective of stakeholder interviews is to harvest
information about the project's background and the organization.
They work well when you need information about the project goals,
and the clients have not shared much with you.
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client's business objectives, the users, and the
competitors.

2. In the design phase, you work out your designs and the
mechanism that fits all the designs together. This phase
defines the design's scope, features, functionality, and
behavior.

3.The third is the validation phase, where you must
determine whether your design is practical. This phase is
followed by more rounds of designs and tests to solve
problems

UX Project Planning

Planning a UX project is an art. The most important thing in the
planning phase is putting the user front and center of your activities.
You need to conduct user research, design the project, test, and
then iterate.

If you don't consider the needs of your users, clients, and business,
it would be impossible to streamiine your UX project. Let us see
what the most important aspects of UX project planning are.

Business Needs

The first aspect is understanding the business needs, as you need
to know what your client requires, why, and what they hope to
achieve. More often, analysis of the project requirements leads to a
clearer definition of the project vision that may be referred to through
the design process.

You need to understand the reasoning behind the existence of the
project. If you have a project brief, read it, not only to familiarize
yourself with it but also to thoroughly understand it. A good brief will
likely expose various conflicting requirements.

A project brief contains a short description of the project, such as the
do's and don'ts. It contains the business goals, objectives, and
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hospitalized patients. Or only two can be delivered to the hospital
bedside. They may tell you they plan to increase the products over
the next two years. This implies that your search and navigation
systems ought to be flexible enough to expand and include fresh
products.

How to Conduct Stakeholder Interviews

Stakeholder interviews are very important in UX design. They play a
great role in establishing the foundations of a project by offering
valuable insights that would be very hard to obtain otherwise. Al
these insights will guide the flow of the project, like the business
goals, technical constraints, and usabilty problems.

If you plan them well, stakeholder interviews can be a highly efficient
research tool used in UX design. That's why you should take them
seriously if you are looking to build a design that clients and users
will like. Stakeholder interviews should be conducted in the early
stages of the design project. The earlier you can leam about the
priorities and goals of relevant stakeholders, the better you will be
able to create a brilliant design. Otherwise, you will have to cope
with frustration and redo many things. Stakeholder interviews
become a priority and a necessity whenever you find that there is a
gap in your understanding of what all the stakeholders need in the
design

If you fail to plan and execute stakeholder interviews, they will come
back to haunt you. So, you should learm how to conduct them in the
right way.

Establish Goals

The first step is to establish goals. You should start your UX
research by establishing goals for your stakeholder interviews,
including what you need to find out from your interviewees.
« You can ask the stakeholders bout their short-term and
long-term goals.
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Stakeholders can be defined as the people who affect the project
later on. They can be the people inside an organization generally
affected by the project. If you are working on designing a content
management system, some stakeholders will be involved with the
project commissioning.

The key to successful stakeholder interviews is to talk to the right
people. Your primary client, who also is the project owner, should
know whom to start with. Every organization is different, so you have
to be flexible in your approach. Try different techniques. Sometimes,
you may not get access to directors. Here is a general list of the
stakeholders you need to interview before a UX project begins.

« The first is the project sponsor, who is, more often, the
boss of the project owner. He usually holds the purse
strings for the project; hence his importance s high

« There should be team representatives who are likely to be
involved in project production. This is likely to include front
and back-end coders, content specialists, graphic
designers, and others,

+ You should talk to an expert in the product your company
is selling. Ask them about the product range and any
long-term plans for that range.

+ The directors of the company are also important
stakeholders. For example, the Chief Financial Officer will
give you an understanding of the financial reasoning
behind the project. The Chief Technical Officer will tell you
about important technical innovations or constraints. The
Chief Executive Officer wil talk about the vision and long-
term goals of the company.

Interviewing a product specialist will deepen your understanding of
how and what your UX project will sell. For example, you may leam
that, out of a dozen bouquet varieties, only two can be sold to
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the other hand, close-ended questions can elicit only a yes/no
response, which is unlikely to be useful in research
The interview needs to be steered in a conversational direction. This
does not mean you are not allowed to ask scientific questions. There
is room for scientific questions, but you should avoid asking them in
away that it sounds as if you are just checking off bullet points. It is
normal and perfectly fine if you go off-script and let the interview set
its own course, depending on the interviewee's responses. You
should not hesitate to ask clarifying questions even if you think the
answers are obvious. It is always good to clear everything instead of
assuming things. Here are some tips for conducting a successful
interview.

+ Pretend that you know nothing

« Listen carefully

+ Don'tinterrupt the interviewee

« Close the silence gaps by rewording your queries

« Always insist that you want to go into detail

Once you have collected all the answers to your questions, you
should keep them in one place. Make a habit of taking notes or keep.
someone close by who takes notes of everything you ask them. As
with all the research, the data you collect is trash unless you analyze
itand draw a conclusion.

So, the first thing after conducting stakeholder interviews is to
analyze the information and then examine it collectively. You need to
write a report in which you sum up everything. Then try to organize
your research findings into different categories: problems, business,
users, motives, fears, solutions, alternatives, etc.

It is your findings that will help you define your milestones and
objectives. If I could give you a tip to make this process easier, |
would say that you should record your interview sessions. This way,
you can focus on your interview without worrying about capturing all
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+ What roles are the stakeholders playing in the company?
+ Who are the users?

+ What are the company’s main competitors?

+ What are the technical limitations of the company?

+ What are the product concerns?

+ What is the definition of the stakeholders regarding the
product’s success?

When you have set these goals, you have litle chance of going off
track.

Finding the Stakeholders

At the center of the interviews is the location of key figures and the
extraction of useful information from them. You can speak with the
founder or executive if the company is small. You should expect to
interact with more people if the company is large.

You may choose around 6 stakeholders who represent different
sections of the company so you can have a broader spectrum of
insights. The best course to take is to speak to people who are likely
to spend the most time using your product. When you speak to the
right people and ask the right questions, you can easily gather the
information you need and learn about the goals, expectations,
problems, and other relevant data you need for the design process.
You must choose your questions wisely.

Preparation

The temptation may be high to conduct spontaneous interviews.
However, you should know whom you are talking to and what
questions you need to ask them. Doing your research first and
drafting the highly relevant questions is better.

In most situations, the best type of questions are open-ended, so the
interviewees can dig into more details and yield better insights. On
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the answers word by word. Recording the interviews means taking
notes and then studying the responses.

Whether you are working with a big enterprise or a startup,
stakeholder interviews are key to building a meaningful connection
with the clients and ensuring everyone stays on the same page
throughout the UX design process.
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As a UX designer, you need to consider the Why, How, and What of
a product’s use. The Why factor involves why a user buys or adopts
a product, be it to complete a task or to enhance much-cherished
values.

The What factor addresses different things that people can do with
the product, i.e., its functions.

The How factor revolves around designing the functionality in an
aesthetically superior way. UX designers start with the Why factor
first, before looking at the What, and then the HO, ensuring their
products are designed to offer users meaningful experiences. When
designing software, you need to ensure that it offers users a fluid,
smooth experience and can work on their current devices — this
means having to design around large numbers of different devices.
User Experience (UX) Focuses on Users.

A UX design encompasses a users entire journey and is a
multidisciplinary field. UX designers have a diverse background, with
experience in visual design, psychology, programming, and
interactive design. When designing for humans, you need to ensure
you accommodate the physical limitations of the potential users.
This includes providing the option of larger font sizes, color
combinations, and so on to ensure all users can see and read. This
is why the typical tasks of a UX designer vary. They need to conduct
thorough  research, create user personas and design interactive
prototypes and wireframes to test different designs.

Their tasks may vary in different organizations. Organizations
generally demand UX designers to be the advocate of the users,
and they expect that UX designers will keep the specific needs of
the users in mind and at the center of the design.

UX is an umbrella term that covers many areas. When working with
user experience, it becomes crucial that you understand these areas
to know how you can apply the tools you have.

UX Planning
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you have taken a look at yourself. It is more often useful to mark the
feedback in another color so that you can differentiate it from the
original sketch.
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The UX planning phase is concerned with understanding what you
have been asked to do and then working up the right blend of
activities that deliver the outcome you need within the budget, time,
and resources. As a UX professional, it is your job to deliver a top-
class user experience while staying within budget and time.

By UX planning, | mean the phase of writing a proposal before the
work starts on a project. When you are planning to draft a proposal,
you may face a wide array of issues like limited information, limited
budgets, and lack of access to the questions by your clients.

In many ways, UX planning can also be a design challenge. You
need to reach an outcome, and it is your responsibility to choose an
approach to get you there. You must be confident that the tools you
pick are the right ones to bring you the insight you require to
complete the project optimally.

The budget is unarguably the key piece of information that can be
useful to help with planning. Often, this is not always available. The
information can be highly useful if you charge a daily rate because it
will determine the time you will have to spend on a project. This
information also determines how you approach the project.

The beauty of UX projects is that you can always add value
regardless of your budget. A low budget may require a lighter
approach, while a large budget needs extensive research to
understand the user. Therefore, knowing the budget in UX is very
important.

The Three phases of UX projects

A UX project has three main phases: the research phase, the design
phase, and the further research phase. These phases aim at testing
and validating different designs.

1. The research phase is about learning about the project to
analyze what you will need to make different design
decisions in the later phase of the project. During this
specific phase, you may try to leam more about the
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misused. Although they are cheap, effective, and quite simple to
use, you may be tempted to misuse them.

The second tool is realtimeboard.com, which is much cheaper and
easier to use. Realtime Board should be your daily go-to tool. You
can use this tool for creating charts, customer journeys, agile
boards, personas, mind maps, empathy blueprints, and
organizational charts. You can use it to have good integration with
Slack, Google Drive, Jira, and Dropbox

The third tool is Lucidchart.com, a flowchart maker and online
diagram software. They offer multiple diagrams and charts, and you
can also create wireframes and mind maps using this tool. The price
is pretty low for one user. For enterprises, the price of the tool is not
bad at all. It is unquestionably the best competitor for the real-time
board

The fourth tool is Xmind.net. Xmind is a mind mapping web software
that is the only one that does not offer a subscription. You have to
purchase just one time only. This makes it a good choice in the era
of subscriptions. You can get mind mapping, brainstorming support,
business charts, and more. You can get free templates, a useful
presentation, clip arts, and more with your purchase.

The fifth tool is coggle.it. This very simple tool provides you with
collaborative mind maps for creating some useful diagrams.
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UX sketching is a two-step process, typically resulting in choosing
the best idea and executing it. Designers choose their options and
work on the details, ensuring the UX design is the best it can be.

The first step is to generate ideas. Here, not all the ideas will be
shaped completely; they may just be rough ideas, which means
some elements may not be present, and some ideas will only be
half-ideas. The biggest and most important consideration is using
multiple approaches and determining the most efficient one to use in
terms of the project's constraints or your task's context.

The second step of UX sketching is the addition of certain details
and consequent refinement. Taking things step by step, you need to
settle on a couple of promising variants, and then you need to
proceed to work out all the specific details that make the idea
suitable

UX Sketching and Wireframes

Your wireframes may be different on some things, such as the level
of colors, details, and style you want, regardless of whether anyone
will see them or not.

One type of UX sketching is idea generation, commonly known as
initial sketching. You have to note down the lower-level details and
employ a limited number of colors in the design. You may draw
many basic sketches to view the problem from multiple angles and
consider several solutions. While drawing the sketches, you may
also strive to generate many variants of the solutions.

At this step, you mustn't get bogged down by minutiae. The major
goal should be generating ideas and choosing what seems to be the
most promising one. It can be more than one.

You need to pick up the most promising sketches and then go over
the details. After this, you can choose the top variant and then work
out the greater details. However, you need not get yourself
immersed in every single detail. You need to note down the most
obvious things. However, some aspects may turn out to be hard to
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Chapter Twelve: UX Sketching

UX sketching is considered a crucial but overlooked aspect of UX
programming and design. It is an effective way of communicating
the design while allowing the designers to iterate different ideas
before finalizing one.

You might already be famiiar with creative block if you've already
been involved in serious creative work. You feel like you are banging
your head against a brick wall, and nothing works. Your ideas don’t
seem good enough, like you are trying to solve a complicated
problem without a clear solution. In this case, smart processes often
end up being the turning point, which is where UX sketching comes
in

UX Sketching Is a Two-Step Process
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be described on paper. At this crucial step, you need to draw the
important details. Once you have done it all on the paper, you can
move on and draw something in Sketch.

Digital tools tend to provide more creative freedom than working on
paper. You can easily shift your attention to the lttle things, such as
focusing on polishing the pixels instead of the entire design.

The visual design draft is rarely used. However, it can be helpful in
some cases. Various visual solutions must be considered at your
project's early stages. However, it may take longer to create the
digital sketches for every item, so you should draw your sketches on
paper first, consider multiple options, and choose the visual design
direction.

Another technique for UX sketching is the components/elements
breakdown technique. This is extremely useful when you already
have an idea. You may draw multiple page elements, go into all the
details, and then draw many possible positions of the elements of
the page

The elements must have a button that needs to be pressed, and that
needs to have a hover text block that may be empty or not. The
higher the complexity, the more states it will have

The Basics of UX Sketching

The first step of UX sketching is the preparation of tools and finding
a convenient location to do the job, such as a large table that has
plenty of room. You also need plenty of paper, pens, and markers.
Now the second step of UX sketching is warming up. You should
draw lines, basic templates, circles, and icons to get ready.

The third step of UX sketching is the definition of your goals. You
need to decide what you have to draw. You can set your aim and
decide what type of story you have to tell. You can determine your
desired level of detail. You can then decide whether you have been
ready for drawing or not
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Chapter One: User Experience (UX) Introduction

User experience (UX) design is labeled as the process design that is
used by teams for the creation of products that offer meaningful,
specific, and highly relevant experiences to users. This generally
includes the design of the complete process of acquisition and
integration of the product, including multiple aspects of the design,
branding, function, and usability.

How UX Designers Are Different from Ul Designers

User experience (UX) design is more often used as an
interchangeable term with User Interface Design. Some
programmers also use it interchangeably with Usability. However,
usability and user interface (UI) design are key aspects of UX
design. They can be called the subsets of UC design. UX design is a
large eld encompassing a wide array of areas.

A UX designer is a story that starts before the device lands in the
user’s hands. A product is a collective set of experiences. You must
think about all the stages of the product or the service. This can start
from the beginning intentions and goes through the final thoughts,
spanning the first usage of service, help, and maintenance. All these
should work together flawlessly.

The products that tend to offer great user experiences, like
Samsung, are designed with a wide spectrum in mind. The creators
think about how the product will be acquired and owned and how to
troubleshoot it in addition to its consumption and usage. Similarly,
UX designers focus on multiple aspects of user experiences like
efficiency, pleasure, and fun. Therefore, there are many definitions.
of a good user experience. If we sum up the definition, we must say
that user experience should be the one that would meet the specific
needs of users in a specific context where they are using a product.
UX Designers Are Concerned about the Multiple Dimensions of
a Product Usage
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aid you in understanding what you might be looking at and whether
or not your sketch is relevant. This is useful if you have prepared
many sketches or you want to show them to others.

The annotations are just the names and notes placed close by the
element. They are used to explain the content or the attributes. They
tend to clarify different other elements and are hard to draw. It may
be the name of any block on the page, the details of an interaction,
or the explanation of some pictures. They may be some ideas for
the future design variation.

You can number the elements of the sketch. You may decide how to
order them in a way that is useful when you start discussions with
your colleagues and clients. Your clients may highlight the sketch
number in the feedback and help you understand which one the
comments would refer to,

You may use arrows for the indication of certain screen transitions.
They may be used to connect certain parts of the sketches to
indicate the sequence of actions. Since the meaning of a certain
arrow may vary, you can add some description above the
description

You can use notes for the explanation of different concepts.
However, the notes may differ from other annotations in the
placement. These annotations are usually not attached to a specific
element. They also are not located close by the element. You can
place notes at the bottom o top of a certain page. They may also
describe the elements that are not part of the design.

Then comes the relevant gestures in case you are preparing a touch
device design. If you want to draw a hand gesture, you may need
some practice. There are certain variants when it comes to gestures,
which you can use to indicate different action types. Therefore it is
better to decide how you want to designate a specific action

The last in the string is feedback. You may receive many
suggestions to fix a sketch after you have shown it to others or after
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Now you can define your target audience. Don't worry about how the
sketch looks if you are doing this for yourself. However, if you want
to show the sketches and drawings to a client, you need to make
sure that you allow some extra time to add more details to the
sketch.

Now set a proper time frame. Once you have decided the amount of
time you need to allocate for making the sketches, it will eventually
help you fix your focus on the work.

Now you can move on to the next step of UX sketching. First, draw
all the edges for your frame, then draw a browser and a phone
window, the interface, and so on

Now add the biggest or the most basic elements like the menu, the
main content, and the footer. Now add all the details. Then add the
relevant details but also keep it simple at this typical stage.

Now it is time to add some annotations and notes. You need them if
you are planning to share your sketches. However, they may be
useful even if you only intend to keep UX sketching for yourself.

The next step s to sketch out some quick alternatives to the solution
and then pick the best solution. Now add some shadow and bevel,
which is specifically important for the sharing process. Adding the
shadow makes your sketch appealing, which is highly important if
you share it with the team members or the clients

Now save your sketch by taking a screenshot of it or saving it in a
folder. After that, review your sketches and add some notes. It is
better to take a break after you have created a sketch. And then you
may come back to them later on. Now take a look at them once
again. The key to a good sketch is that they are easy to follow.

Clarify Your Sketches with the Additional Elements

If you add a title to your sketch, it will give it a unique identity. Then
write a short description of your sketch and add a date. If necessary,
you put the date on the top of the sketch. The title of the sketch will
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If your website stil is in the making phase and you are just
beginning to think about the content, you may start by creating a
connection with content creators. Content is always king. It rests at
the heart of the website; therefore, it must be taken seriously when
you are starting the project. You need to build your website first and
then create the content for it

While building the foundation of the website, content creators should
be your best friends. You need to treat them as such. You need to
involve them in the entire process and also help them comprehend
what you intend to do. You ought to guide them to create a superior
overview of the content in the first place. All the details must come in
the second place.

Step 1

The first step is to group and label the content. Once you have listed
your content, you must prioritize and then group them using the
card-sorting techniques to aid you. Card sorting is considered a
participatory design technique that you can use to determine how
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« Are their websites easy to navigate from the point of view
of a user?

+ What makes their websites good, and what makes yours
bad?

« Which type of information is the common denominator?

The fourth step is defining the content. If your website has some
content, you must go through it first and then decide what you need
to keep and what you need to get rid of. If your website is new and
you are starting from scratch, you should clearly understand your
content.

When your website has content, you may create a full inventory. A
full inventory includes writing down everything that you currently
have on your website. This may take a long time and a team of
people, but it is significantly useful. When you go for this option, you
must include all the downloadable content, interactive content, and
other possible media. You can also create a partial inventory which
is better than having nothing. Here you need to focus on the most
important parts. The content audit approach gives you the least
information, but its plus point is that it is quicker yet simpler. You can
focus only on useful and accurate content.

How to Design the Information Architecture for Your
Website

Whatever the approach you may choose to define the content, you
will need to collect the names of the pages, the link names, the type
of the content, the information about the life of the pages, the URLs,
and who earlier on created them and who now owns them. If you
add a comment for each piece of information, it will be immensely
helpful.
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website by using only the names of the links. Tree testing is
considered a quantitative testing measure.

Tree testing tells us if the names of the categories can be
understood or not. Tree testing shows if the names of the categories
convey the relevant content in the correct form. It shows if the
content is properly categorized in a purely user-centered format. It
shows if the titles can be separated and distinguished from one
another o if the information is easy to find.

The second type of testing is called closed card sorting. This test is
generally used for determining the strength of the names of the
categories. It is a quantitative as well as a qualitative testing method.
It shows if the category names have been accurately conveyed and
if the categories, in turn, accurately convey the content. It shows
users if the categorization is done purely user-centered manner and
if all the titles can be distinguishable from each other.

The fourth type of testing is known as click testing. This testing type
shows how users will use all the available components. It is dubbed
a quantitative testing method. It shows us which navigation elements
will be used and which are avoided or overlooked.

The fourth testing type is usability testing. This test is generally used
for determining how and why the users need a website or product. It
is considered a qualitative testing method. It shows how a user finds
information. What ways do they use to reach the information, which
information do they plainly refuse to use, and why do they do this.

If you cannot do all four tests, you should make sure that you use
the fourth test. This will give you valuable insight into the features
that people use and why they visit your website.

The Tools You May Need to Create Information
Architecture

The first tool you may need to create information architecture is pen
and paper. These two tools are often underestimated and often
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different users tend to group different items into certain categories.
They are usually given cards with printed terms, concepts, and
features and are asked to sort them into different groups. In the end,
the names of the groups are refined in the form of a sitemap or a
menu.

Step 2

The second step pertains to site navigation and creating the site
map. You have the content, and now you have the groups that make
some sense. The big question now is how your users will reach your
content. Before you have created a site map and navigation, your
information architecture should be defined. Most of the time,
navigation is merely the tip of the iceberg

Information architecture is not always visible to your  visitors.
Instead, it presents the backbone of your website. It can also be
visually presented in the form of spreadsheets and the form of
diagrams. Only then is it called a sitemap.

If you want to create a sitemap, you should have content that is
grouped and labeled, then presented inside a diagram. Once you
have done this, you can go on to create navigation, which is a
collection of Ul elements that are connected in a coherent form that
has an apparent meaning. Those may be anything from
breadcrumbs, global navigation, menu, footer, local navigation, or
filters.

Step 3

The third step is user testing. You need to test early and more often.
There are many ways you can test to see if your information
architecture works or not. There are different testing forms, which
depend on the design, phase, and goals.

The first type of testing is tree testing. This test is generally used to
determine if your key information may be found inside your website's
information architecture. Your participants need to navigate your
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Friction points
Once you have defined the user persona, their goals, and their
paths to reach those goals, you need to step back and look at the
bigger picture. When you understand the customer's experience,
you can go further and leam the bigger picture, enabling you to
easily identify obvious points of friction





index-96_1.png
Some examples of the most common touch points include
subscribing to your newsletter, creating their account, browsing
through your website, viewing your ratings, scanning your reviews,
contacting your customer service agent, and finally buying the
product. Understanding the touch points in a broader context will
ultimately aid you in optimizing every step of the customer journey
and also designing better experiences by anticipating their needs
and frustrations.

Research

Conducting direct research with the users can be done by using
different recruitment methods. You must choose only participants
who will actually use your products, giving you the best insight
That's why the screening process is so important.
Once you have the right users, you must determine how you wil
interact with them and how much. You could choose a simple web
survey or get the maximum interaction by conducting in-depth in-
person interviews and testing. Your research should help you
determine the following points:
+ What s the ultimate goal that your user needs to achieve?
+ What are their feelings toward the present process? Will it
meet their specific expectations?

+ What touchpoints does the user take to reach a goal?
How do they interact with all the necessary touch points?

+ What are their emotions?

+ What are their feelings as they interact with all the touch
points?

+ Do you spot any friction as they move through various
customer phases?

« How long will it take them to navigate through different
phases of their goals?
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background information and details of the environment they
navigate. The designer creates the templates to include a few
fictional details that give the persona an air of reality.

Why Are User Personas Important?

An in-depth understanding of the target audience is a key part of
creating top-quality products that people want. The personas usually
assist the product team in answering business-critical questions,
such as who they are designing their product for. When the product
team can fully understand their end users’ expectations, concerns
and motivations, they can design a successful product or service.

A User Persona Helps You Develop Empathy

One of the core values a designer needs to have is empathy; this is
the best way for them to produce something people want to look at
and use. User personas help create this empathy by providing a
similar perspective to the end users. When designers create user
personas, they do it with the recognition that every user is different
and has different expectations and needs. By considering these
needs in terms of fictional people, the UX designers can determine
what real users will need.

User personas allow a UX designer to identify with the people they
are creating the design for and understand them. The more
engagement UX designers have with the personas, the more they
view them as real people, and the more likely they are to take their
concerns into account with the final product

A User Persona Gives Them Direction to Create the Best
Design

User persona helps the designers shape their product strategy. A
deeper understanding of different user behaviors and needs will
make it possible for them to define who is the person for whom the
product is being developed. They know what is important and
unimportant for them from the user's point of view. This wil allow the
product teams to prioritize feature requests. You can prioritize
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Chapter Ten: Creating User Persona Profiles

In the last chapter, we looked at user personas, one of the more
common tools to use when you are creating UX design. At the core,
user personas are generally about creating products with specific
users in mind. The usefulness of the personas in designing and
defining different digital products has tumed into a widely accepted
idea over the past few years. These tools may supercharge a
designer's work if they are properly used

What Is a User Persona?
A typical user persona is an archetypical user whose goals and
characteristics represent the overall needs of a larger user group.
User personas are usually presented in document format, no more
than two pages. These are descriptions that detail the user's goals,
behavior pattems, skills, and attitudes, not to mention  their
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The final reason is that benchmarking demonstrates the positive
impacts your efforts have had on your business. When quantitative
metrics are added to UX research, it does three main things —
support your results, help you see important trends, and provide
your design and business decisions with long-term context.

UX benchmarking over a period of time creates an important
baseline to help you understand your users’ current experience of
your digital product/mobile app/website. The sooner you get started,
the quicker you can measure your user experience and make the
right improvements. However, user experience optimization requires
that you know how your website performs compared to your nearest
competition. Benchmarking against your competitors is important;
without it, you cannot see how you can do better than them and
increase your user or customer base

Defining Competitive UX Benchmarking

Competitive UX benchmarking is the method of comparing the key
metrics of your product with direct competitors or indirect
competitors. When comparing a prototype or concept with a
competitor's feature, you can also test anything that goes live on
your website and compare it with non-competitors or competitors.
You can test and compare plenty of things — your abandoned cart
process, your checkout system, how easy it s for users to find what
they want, and so on. You can do two things — conduct a snapshot
benchmark test or do longitudinal benchmarking over a period of
time.

Suppose you are comparing a functionality or a tool like adding an
item carpet to a cart. In that case, you must be confident that you
and your competitors must continue selling that item while you
conduct the study, no matter how long the period is. Keep in mind
that the more competitors you are benchmarking against, the more
time-consuming and expensive the data will become. That's why
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quarterly, annually, or biannually. However, that is wholly dependent
on the development cycle, how often design changes need to be
made, and the business requirements.

You should also run tests before and after any update or design
change outside the regular schedule. This will help ensure your
changes work right away; anything that doesn't can be fixed now,
rather than months down the line when the next tests are due.

Why Is Benchmarking Valuable?

What is the importance of benchmarking, and why is it important in
the first place?

Perhaps the primary reason is to engage the stakeholders, thus
ensuring the buy-ins. While video-based insights are compeliing,
securing those buy-ins from data-driven stakeholders isn't always
easy. Therefore, you may get an increased stakeholder buy-in when
you should be running different benchmarking studies; after all,
more samples means more significant statistics, leading to more
confidence.

The second reason s to find your productiservice's strengths and
weaknesses. This allows you to make improvements where needed
and reinforce your competitive advantages.

Third, benchmarking allows you to get much better, more informed
design decisions. When you change your digital products without the
relevant quantitative outcomes, you cannot possibly know whether
your changes are for the better or worse. This can lead to reactive
changes which may feel right to you but not suit your users or
customers.

Fourth, benchmarking helps you validate your designs against those
all-important business objectives. Benchmarking at the right time,
i.e., just before and after major changes, can ensure the impacts of
your research are linked to your business objectives, especially the
key KPIs, like your bottom line, conversion rates, and abandoned
carts
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When and How to Start UX Benchmark Testing

Here are some mantras to keep in mind as to when you should start
benchmark testing.
+ What You Cannot Measure, You Cannot Manage

You might assume or hope that your product is the best. As far as
you are concerned, it is the best and easiest to use, but you can't
really know that until you measure your users’ experience. Then,
and only then, can you use that information to test for future
improvements.

Benchmarking allows you to quantify the effectiveness of your user
experience. Stakeholders like easy and simple numbers, and
benchmarking can help you achieve this. There is usually no perfect
time to start benchmarking. However, if you know when to do so,
you can be ahead of your competition. If you think your users are
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you need to make your benchmarking count, no matter how small a
testing group you use.

You get an overview of the entire industry by conducting competitive
UX benchmarking. This can be helpful as you can be sure that your
customers are not just your customers but also buy from your
competitors. Therefore, their expectations of your website's UX are
shaped by their experience with your competitors’ websites.

By competitive benchmarking, you will know the best UX design in a
set of industry competitors. Of course, the best design could be
yours. But if it is not, you can leam from the best and then adopt
what works for you from others.

Competitive UX benchmarking also helps you understand if a
feature provided by a competitor will fit with your business. Let's
face it. It is natural to be charmed by your competitors' website
design and apps. It is also highly tempting to replicate the design in
your website and apps. But is it worth it? Is it a waste of time? These
are some questions you must ask yourself before you replicate their
design. In this scenario, if you conduct proper competitive
benchmarking, you can save time and money, and you may know
which adoption is beneficial for you and which is not
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You may feel tempted to include everything, but your questions and
answers must help you answer your top objectives. You should
focus on learning exactly what you need to do with different pieces
of information and the data points you may collect. You should not
overwhelm users with lots of questions and tasks, as this may only
create confusion. Keeping yourself lean and highly focused is better.

+ Be Competitive

Competitive UX benchmarking is the way to compare different
metrics of your product with the direct competitors. This is a big part
of optimizing the user experience on a website. Instead of
benchmarking your progress, competitive benchmarking will give
you a holistic industry view. It will aid you in identifying a set of
useful UX examples. You will be able to get insight into the new
features of your competitor's websites, and you will learn whether it
is feasible to replicate them, ignore them, or use some small part
This will provide your stakeholders with compelling evidence on how
you will perform against the competitors and how you can beat
them.

« The Quality of Your Research Depends on the Quality

of Your Participants

You need to ensure that when you create a specific participant's
profile for benchmarking, you target the existing customers. If it
makes sense for tasks being benchmarked, where your targeted
audience is mostly prospects, that you ensure you provide the right
experience to meet your demographic criteria.

For example, if you want to understand how your website responds
to customer acquisition, your existing customers may not be the best
target market you have. They have already bought what you are
selling. Instead of wasting resources on the existing customers, you
need to target fresh prospects. You can achieve this by conducting
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struggling with the design, find out why and fix it. However, it is
better to create a baseline first, which you may need to measure
against moving forward.

« Flexibility Is the Key

You should be flexible in conducting benchmarking. You may need
to put regular testing intervals in place among each benchmarking
session. You can do it twice @ year, once a year, or quarterly or
monthly. The frequency of these tests depends on how fast your
company is developing and your company's benchmarking needs
You should never stick with a rigid schedule. If you are rolling out a
major update to the design of your website, you need to run a
benchmark campaign and see how users are responding to it and
how it is faring compared with your competitors’ websites. The
biggest benefit of longitudinal benchmarking is that you can
measure how your design iterations affect user experience over
time.
+ Know the Whys

While you track changes and the KPIs, you must understand all the
reasons behind the shifting performances. When the quantifiable
measurements shift, you will know what affects them and how to fix
it

+ Time Investment

When you design a benchmark study, you should invest calculated
time on a daily basis before the launch. It is better to invest as much
time as you can. As this is something you may be designing once in
a while, and you will have to run it many times in the future, the
success of the benchmarking depends on doing it right from the
start,

« Focus
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Chapter Four: Contextual Research

User research is the pivot in UX design. With a range of
methodologies, you can choose from, you must understand the
different functions of each and also know when you should use
them. Contextual inquiries are considered a rich combination of user
research techniques and a powerful tool for building effective
designs. It is a step further than a user interview, as contextual
inquiries involve observing users in a natural context and habitat
while asking the right questions to help you fill in gaps in your
observations,

Inside a contextual inquiry, a UX researcher will observe how the
participants perform a certain task while describing how they interact
with the product. Unlike usability tests, a user interacts with the
product in a natural habitat and context of use. This specific
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screener surveys that would allow you to get the right people to test
your product.

+ Be Consistent

The validity of all the information you derive from different
measurements will depend on the consistency of your processes.
You will need to use the screener questions, the sample size, and
the participants’ criteria in the same proportions for every test.
Keeping things consistent will allow you to calculate the longitudinal
data most reliably.
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contextual environment will yield significant rich insights behind
behavioral interaction between a product and a user. The ultimate
goal is to observe the actions performed by the user and understand
the goals behind those actions.

When Should You Conduct Contextual Inquiries?

A typical contextual inquiry will always be a valuable technique
whenever you need to learn more about the users. Mostly, this
happens when you are at the early stages of the project. Since UX is
not linear, a contextual inquiry is considered valuable whenever you
need to discover more information about your users. A contextual
inquiry may happen before or after the product has been released
This helps calculate the level of success and the efficacy of the
solution. Usually, contextual inquiries occur at the start of the project
whenever evaluating whether users need your product or not. A
contextual inquiry is the best way to help you validate the idea.
Another top reason for contextual inquiries is that it will capture how
users will solve the problem you are looking to fix. This will shed
some light on the pain points to guide the design decisions on the
way forward. Once you have understood the users' pain points and
everything that worked, you are in a position to improve the existing
journey of the user.

Two Main Contextual Inquiry Models

A contextual inquiry is usually based on the interaction between a
UX researcher and the participant. When you are considering
collaboration, you can consider two main interaction models.

« Active Inquiry

The first model is an active inquiry that occurs when the researchers
and users talk through the tasks that participants are performing.
This will offer an extra layer of information about the process. This
specific model will allow researchers to interrupt participants
throughout the journey to ask clarification questions





index-3_1.jpg
COPYRIGHT © 2022 MARCOS KELLER
All rights reserved.

No part of this book must be reproduced, stored in a
retrieval system, or shared by any means, electronic,
mechanical, photocopying, recording, or otherwise, without
written permission from the publisher.

Every precaution has been taken in the preparation of
this book; still the publisher and author assume no
responsibility for errors or omissions. Nor do they assume
any liability for damages resulting from the use of the
information contained herein.

Legal Notice:

This book is copyright protected and is only meant for
your individual use. You are not allowed to amend,
distribute, sell, use, quote or paraphrase any of its part
without the written consent of the author or publisher.





index-31_1.png
them altogether. After that, you run another round of tests and then
see how it performs against the baseline.

You need to keep the details of your tests the same for different
rounds of testing. Otherwise, it won't bring the right benchmark. The
details include the item on sale, the browser or device used, the task
type, the total number of test participants, and the questions you
might ask. After that, you can start building a picture that looks
similar to a scorecard.

While you make changes and run different rounds of testing, you wil
start seeing the problem areas for improvement. Then you'll see
how your improvements are affecting the metrics. If you link the
metrics to the other KPIs, including improvements in revenue, ease
of use, and customer satisfaction, your user research will transform
into an invaluable organizational tool.

What Can You UX Benchmark?

Some things can be UX benchmarked, but others can't. You can
benchmark your company's website, mobile app, and some other
digital products your company uses against your competitors. You
can also benchmark different versions of your mobile and web apps
and different prototype iterations. And you can even benchmark a
prototype of features versus the live feature of your competitors or
any combination of these benchmark options.

Wherever your users or customers can access your product, app, or
website should be benchmarked. This applies to both interal and
external sites — web, app, and other online properties must be as
streamlined for your online users as the properties required by your
external customers.

When Should You Benchmark?

Benchmarking can be done whenever you want, starting from the
concept to the live product and any improvements after. You'll likely
have many different customers requiring benchmarking to run at
different times. Sometimes, these may need to be run monthly,
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User journey mapping is one of the best tools UX designers can use
because it allows them to see their product the same way the user
sees it and learn how users interact with it. This ensures that a user-
centric approach is used when the product is being designed, which
typically leads to a much better user experience. Mapping can also
assist the product team in answering many of their ‘what if
questions and are considered useful when quantitative KPls are
being tracked. In this scenario, user journey mapping allows
companies to tur the corner, using strategic recommendations to
perfect their product design.
The Process of User Journey Mapping
Before creating a user journey map, you must review all your
business or service goals. This specific wealth of knowledge will aid
you in aligning your user and business goals.
Step 1
The first step requires you to choose the scope of your user journey.
This could be anything, from the highest level map showing a user's
entire journey to a less detailed map highlighting a single interaction.
Step 2
Next, you must build the buyer persona, which means knowing who
your users are. User journey maps typically focus on a major
player's experience ~the user who follows the journey from start to
end. A user persona must be created based on the available
information about the target audience. This is why user research is
s0 critical - when you have good, solid data about the users, you
don't need to make up any fake assumptions to work from
You should gather as much information about your target audience
as possible and then analyze it

« You need to interview real or potential users.

« You need to conduct a contextual inquiry.
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Step 5
In step five, you must consider the user's intentions. Ask yourself
what their motivation is to interact with your product. What problem
is your product solving for them? There won't be one specific reason
for this; different users will have different problems that need solving.
Take an eCommerce website, for example. Some users visit purely
to be nosy, while others are looking for a specific product.

You must understand the motivation behind each user’s journey. You
need to understand the channel where the interaction is likely to
occur and the actions, behaviors, and steps users might want to
take. You also need to understand the pain points and the
challenges users might face.

The most important thing is to ensure that the user experience is
consistent across every channel.

Step 6
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+ You need to analyze all the results that you derive from
the user surveys.

Step 3

Step three is all about creating a scenario and defining the user's
expectations. The scenario should talk about a situation addressed
by the user journey map, be it a real, existing situation or an
anticipated one. What is more important here is that the user
persona expectations are defined around their interactions.

An example of a specific scenario could be using your mobile app to
order food, and the expectation would be that the food would be
delivered within 15 minutes. Or you could be using a mobile app to
order a taxi with the same time expectations. You get the picture;
think of as many scenarios as you can that relate to your business.
Step 4

Step four requires you to create a list of touchpoints. Touchpoints
are user actions and interactions with a specific business or product
It is important to identify the main touchpoints and the channels that
are associated with them. For a touchpoint called ‘Buy Groceries,’
the channels may allow the specific grocery to be purchased online,
in a physical store, or in one of the baskets that the store-owners
have got ready for the buyers.
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You don't need a workshop to know about the business impact once:
you start approaching the major stakeholders through interviews. By
executing several interviews, you will identify patterns in terms of
how the impact will shape up. This specific definition needs to be as
unique as the company you are preparing the design for.

Step 2

Once you have defined the impact, you will be in a better state to
identify how a workshop can help you understand the outputs,
activities, and outcomes. Depending on the questions that pop up in
your mind and the gaps in understanding the problem and solution,
you will have to select which exercises will ultimately help you steer
the project in the right direction. Exercises for a UX workshop are
divided based on the questions different teams need to answer.

The challenges the teams may face

The main objective of all the exercises is to explore the current state
of experience and the problem. One great example of a discovery
exercise is called lightening decision jam.

Step 3

In this step, you need to define the attendees, but you shouldn't
need a magic formula to do this. No one knows how you should
participate in a workshop because of the diversity of departments
and the company politics. However, you need to consider the
following roles as the baseline

The first is the voice of the customer. Call center, designers, or front-
desk employees understand customer pain points and challenges
and should definitely be consulted.

Top business executives like business intelligence, business
analysts, managers, top executives, or people who know how the
business makes money or the company's long-term vision should be
consulted
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Elements of Usability Testing

Different elements of usability testing form the core of these tests,
The core elements are the facilitator, tasks, and participants.

The facilitator provides participants with a set of tasks to perform,
They then observe their behavior and listen for feedback, following
up with some questions to get more details from the participant if
necessary.

The facilitator must guide the participant through the entire process.
He can give instructions and answer any questions the participants
may have. He also has to ensure that the test provides valid and
high-quality data without influencing the participant's behavior. The
facilitator needs to achieve this balance, which requires significant
training.

If you are conducting remote usability testing, an application has to
perform the role of the faciltator.

The tasks assigned in a usability test have realistic values that
participants perform in real Iife. These tasks can be open-ended or
specific, depending on the questions in the research process. They
also depend on the type of the tests.

The wording of the tasks is very important. Small errors in them can
cause misunderstanding among  participants. They might mistake
what they are asked to do, or an error in wording may influence a
participant on how to perform a task. This psychological
phenomenon is usually called priming.

These tasks can also be delivered verbally to the participants, which
means the facilitator must read them. Alternatively, the facilitator
may provide the tasks in written form, asking the participants to read
the instructions aloud. This ensures that the participant reads and
understands the full instructions, and the researchers will know
exactly which tasks are being performed and can take notes
accordingly.
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The first step is scoping, where you define your user persona and
different customer phases. The second step is mapping out the
customer experience, which you can do by identifying certain touch
points, conducting your research, and determining the friction points
The third step is improving on what you have already done. Here
you need to make a plan to solve the problems that have popped
up. The final step is maintenance, where you can regularly review
and revisit certain experience journeys.

How to Create a User Persona

The first step to creating an effective customer experience mapping
is to understand who your user is. You can do this by sketching a
user persona. This will aid your organization in understanding the
actual customers, their needs, and how they would interact with the
business across different touch points.
For example, if you are heading into the research on the experience
of a person as they buy grape juice, your persona may look like the
following example:
Jasmine, 35
Native to Las Vegas
Graphics designer vintage shopper
Jasmine drinks grape juice twice or thrice a week. She grew up
around grape vines and had been drinking the juice for a decade.
When she purchases the juice, she is attracted to fancy bottles and
Iabels. She drinks grape juice to relax after a long day at work and
also enjoys drinking it with her family and friends
Goals

+ She wants to explore more grape juices on whatever she

likes.
« She likes to keep track of the juices she likes and can
easily find in nearby stores.
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Then comes technologists like engineers, developers, or data
scientists who can provide insights into technical constraints and
possibilties.

The next on the line are subject-matter experts. These people
understand the industry, its needs, and the nuances between
different tasks in the industry.

Step 4

The fourth step is secure logistics. You should anticipate at least one
thing that might go wrong and make sure you have a checklist
before the session begins. You need to make sure that everyone
confirms their participation through a calendar or an email,

Usability Test

This is an observational methodology used by UX researchers to
reveal a set of problems and opportunities in different designs. A
researcher, moderator, or facilitator asks participants to perform
tasks using multiple user interfaces in a usabilty testing session
While the participants conduct the tasks, the researcher watches
how they behave and collects feedback. The phrase ‘sability
testing' is more often used interchangeably with user testing.

One objection that is sometimes raised against this phrase is that it
sounds like researchers are testing participants. However, the tests
are conducted on the interface, not the users. The term is generally
intended to mean testing with users

The goals of usability testing include identifying the problem in the
design of the service of the product and uncovering different
opportunities, and learning about behavior or the preferences of the
target user.

The question that is quite common is why you should conduct
usability tests. A good UX designer knows how to create the best
user interface. However, the answer is that even the best UX
designers don't know what is perfect for every user.





index-93_1.png
You can design customer experience maps before you start
designing the product. These maps help a company understand the
potential problems that its users face and how to solve them without
the product. This will also help you identify certain opportunities in
the design to smooth out painful experiences. For instance, if you
are designing a traveling site, you need to create a customer
experience map in the first place to understand how people will go
book a vacation to their dream location. The map will be agnostic to
the product and give you a broader idea of your overall experience.
Once you understand the user's context, you can immediately start
your design and address user frustrations and needs.

Why You Need a Customer Experience Map

« A customer experience map helps you view the broader
picture of your customer's journey and understand their
pain points or needs.

« A customer experience map improves the collaboration
among managers, designers, and developers, making it
effective, focused, and easy.

« A customer experience map facilitates the desired
outcomes by cutting down negative customer experience.

« A customer experience map identifies certain reasons for
the chum. It addresses them and also creates an
opportunity to bring certain users onboard.

« Itallows businesses to reorder and prioritize actions in the
experience strategy and the product timeline.

How to Create Your Customer Experience Mapping
A customer experience map is the best way to identify and address
the different pain points of the customers. Here is how you can
create a customer experience map for your UX design
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or Skype are used for this type of testing or another preferred
screen-sharing software.

The second type of remote usability testing is remote unmoderated
testing, and this does not require a facilitator. The facilitator and
participant do not interact; instead, written tests are created by the
researcher using an online remote-testing tool, and the participant
then does the tests alone. Instructions are provided by the testing
tool, followed by questions. Once the participant finishes the tasks,
the researcher receives a recording of the session and the task
success metrics.

The Cost of Usability Testing
Some discount usability studies don't cost more than a few hundred
dollars, and the session may be done anywhere, such as in a
conference room. Provided you know how to do it, simple tests can
be completed within 3 days; however, you do need access to the
participants.
« On the first day, you will plan the study.
+ On the second day, you will test five users.
+ On the third day, you will analyze the findings and
transform them into redesigned recommendations for the
next iterations.

However, a more expensive research method is required in some
cases, and this can cost several hundred thousand dollars. Different
factors can increase the cost, including:

+ The qualitative studies
« The competitive testing of different designs
« The eyetrackers and other fancy equipment

« The need for a usability lab or a focus group room where
others can observe the tests
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Participants should be real users, i.e., already using the product or
service you are studying. One exception to this is where a
participant's background is similar to that of the target user or their
needs/preferences regarding the product or service are the same.
During usability testing, the participants are asked to think out loud
The facilitator might ask participants to state their thoughts and
actions as they are about to perform tasks. This approach’s main
goal is to understand the participants' thoughts, behaviors,
motivations, and goals in their essence.

Types of Usability Testing

There are two types of usability testing: qualitative and quantiative.
The first focuses on collecting insights, findings, and anecdotes
about how people use different products or services. It is considered
the best method of discovering problems in user experience and is
the most common type of usability testability.

The second form focuses on collecting metrics that describe user
experience. Two of these metrics are the time the task takes and its
success. Quantitative usability testing is best for the collection of
benchmarks

The number of participants varies and is typically based on the type
of study being performed. Five is the recommended number of
participants for a qualitative usability study of one user group, which
is considered enough to determine most of a product's problems.

Remote and In-Person Testing
Remote tests are gaining popularity because they require less
money and time than in-person studies. There are two types of
remote testing.

The first type is remote moderated usability testing, which works

similarly to in-person studies. The facilitator asks the participant to
do the tasks, but they are both in different locations. Typically, Zoom
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« She likes more information on the bottle about how the
juice is extracted.

Frustrations
« She is unsure which outlet offers the purest and highest-
quality juice for the best price.
« She does not like to be upsold costly juices.

Defining the Customer Stages

A customer experience map is typically organized into different
customer stages. These are typically called phases; each one needs
to focus on a primary goal your users must achieve on their journey.
These will be their motivation

By doing this, you can see the entire process, from when the user
first considers the product to when they actually make the purchase.
It helps you define several things about the customer:

« How will they discover your product?

« When they will discover it

« Where they will discover it

+ Where do they research your product?

« Why they chose yours over your competitors
+ Where they make their purchase

Finally, you can work towards ensuring the customers can maintain
agood healthy relationship with your company.

Customer Interaction

At this stage, you need to define the customer interaction from start
to finish by describing the touch points where your customers will
interact with your company. Each touch point will add to the user
experience.
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Chapter Three: Competitive Benchmarking in UX

People who work in user research know that their work can uncover
a specific array of user insights that can help inform design and
business decisions. This, in turn, leads to a better user experience.
However, even with moderated tests to gain insights, anecdotal
experience is difficult to quantify, i.e., when someone tells you what
they think of your product, be it great or trash

e -

How can you effectively communicate the data to the company
stakeholders? And how can you connect a quality user experience
with improvements in your company's key performance indicators
(KPIs)? You have worked hard for these insights, and you must get
the reward for that.

The most important thing is to measure the user experience
improvements over time and justify testing to make your product
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The sixth step is sketching the user journey. You need to put
together all the data you have collected and then create a sketch of
the user journey in the form of a step-by-step interaction. Each step
will demonstrate a specific experience that the persona has with the
product, service, or another person. A tool known as storyboard may
help you display how certain users may interact with your product
Using the storyboard, you can show what happens when a user
goes through different steps in their journey.

Step7

The seventh step considers the user's emotional state during each
step of the interaction. It is about how a user feels when he interacts
with your product. The products you design needs to mirror the mind
of the mental state of users. When you consider the user's mental
state, the knowledge may help you connect with the users on the
human level. That's why it is important to add an emotional touch to
mapping the user journey. By visualizing the ups and downs of the
experience, you may show the areas that demand proper
refinement. You need to build an empathy map to understand how
your user feels

Step 8

The eighth step is about validating and also refining user journeys.
The journey maps need to result in truthful narratives and not
fairytales. When a user journey is mapped out on user research, you
must validate it. You can use the information from the usabilty
testing sessions and the app analytics to ensure that your journey
will resemble real use cases.

You need to gather and then analyze all the information about your
users regularly. For example, you can use user feedback to improve
your understanding of the user journey.

Customer Experience Mapping

A user experience map is a specific method of visualizing the
complete end-to-end experience that an average user goes through





index-8_1.jpg
Table of contents

Chapter One: User Experience (UX) Introduction
How UX Designers Are Different from Ul Designers
UX Planning
The Three phases of UX projects
UX Project Planning
Stakeholder Interviews
How to Conduct Stakeholder Interviews
Chapter Two: UX Workshops and Usability Tests
What Is a UX workshop?
Usability Test
Chapter Three: Competitive Benchmarking in UX
UX Benchmarking Introduction
Defining Competitive UX Benchmarking
When and How to Start UX Benchmark Testing
Chapter Four: Contextual Research
When Should You Conduct Contextual Inquiries?
Guiding Principles for Contextual Inquiries
How to Conduct Contextual Inquiry
Pros and Cons of Contextual Inquiry
Chapter Five: How to Track and Analyze User Behavior
in UX
The Importance of User Behavior
Benefits of Analyzing User Behavior
Metrics to Collect Behavioral Data
How You Can Analyze User Behavior
Behavioral Data Analysis Examples
Common Mistakes When Analyzing User Behavior
Chapter Six: Designing, Launching, and Analyzing





index-28_1.png
« If you choose international testing spread over many
countries

« If you conduct competitive testing of different designs
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more user-friendly and awesome. One specific way to do that is UX
benchmarking.

UX Benchmarking Introduction

Benchmarking forms a baseline for understanding the current user
experience on an app, a website, or any other digital thing. The
sooner you can get started, the better you can measure and
enhance your user experience. Some UX designers also refer to the
term as longitudinal benchmarking, which means measuring over
time. When you start benchmarking, you need a baseline to create
your starting point. You have nothing to base your measurements on
if you don't have that.

Let's face it; you won't know how fast you can run 100 meters until
you have running shoes and a stopwatch to time you. The same
applies to digital products, websites, or apps. You must have
something to measure against

You need to choose the right tool or features for the measurements,
allowing you to make the right improvements to your
website/app/product/service. For example, if you want to analyze the
checkout section on a retail website, you first need to run usability
tests to give yourself a baseline metric. For example, you might ask
20 people to find an item on the website and purchase it and how
long it takes them. You can see how many pages each user had to
visit on your website to find their item and how easy, or otherwise, it
was for them to make the purchase — that will tell you if your tests
were successful or not

From there, you can input the features into a table and get the
baseline data you need to start tracking the specific user experience
over the course of time. It may be that during the initial test, you get
some feedback from participants where they mention that they are
overwhelmed by so many options during checkout. That could lead
to changes to the user experience, based on your research and the
feedback you received. You can simplify some options o remove
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service as the user moves through the process of achieving a goal.
The service design mapping considers the experience of employees
and generally focuses on helping the organizations deliver the best
experience possible to the employees.

A customer experience map focuses on the general top-level
understanding of human behavior to reach a goal. The major
characteristic of a customer experience map is that it is agnostic to
the product or service. It will aid you in decoding the present
experience without considering the product

If you are thinking about the order to use the different maps, here is
the breakdown of that. It is generally common practice to start with
the empathy map to get an insight into the user's mindset. Once you
get a deeper understanding of the users, you can move toward the
experience map. Here you need to focus on the high-class human
behavior that supports you in creating the baseline understanding of
the user experience when they are not using the product. In the next
step, you can explore the customer journey map, which is specific. It
focuses on the customer experience with your service or product as
they move through the journey.

The last type of mapping is the service design. It switches certain
directions and focuses on the experience of the employees. A
service design blueprint will aid you in discovering weaknesses and
fault lines inside the organization to optimize the service being
provided to the users.

Why Customer Experience Mapping Is the Best among
the Four Maps

A customer experience map illustrates the customer's processes,
perceptions, and needs. It is like a strategic process for capturing or
communicating customer interactions and touchpoints they would
experience in a broader context. Once you understand the overall
experience, you can go on and tailor the product as per your needs.
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to achieve a goal. Customer experience mapping is generally used
to decode and understand human behavior in a broader context. It
will help organizations visualize the baseline understanding of a
particular experience before they consider a service or product.
Customer experience mapping is mythology you, as a UX designer,
will use to build empathy and understanding with the users. If you
are facing this situation, you should rest assured that you are not
alone. To achieve this purpose, you need to dive into customer
experience mapping.
The Methods
Here I'l explain various customer experience mapping techniques
that you can use. Some of them are visual techniques to understand
certain goals and the desired outcomes across development teams
and design teams working on a specific project. You must recognize
that you can use four main types of customer experience mapping.
Each has a specific process and goal. However, all these methods
have one goal inside an organization: to visualize and understand
user experience to spot and resolve different pain points.
The four major types of customer experience mapping are as under:

1. Empathy mapping

2. Service design mapping

3. Experience mapping

4. Customer journey mapping

The empathy mapping will help the team members understand the
user's mindset. This type of mapping will focus on and then
represent what the users have to sy, think or feel. It will help users
articulate what they know about a specific user to create a shared
understanding in the design decision-making.

The customer journey map takes these things one step further. It
focuses on the user experience surrounding a specific product or
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resource for companies, as these sessions offer teams an
opportunity to discuss different matters in a structured way.

What Is a UX workshop?

A UX workshop is a series of convergent or divergent activities
among groups. These activities are conducted under the supervision
of a facilitator and typically take place inside an isolated room in a
physical or virtual environment. The duration of a workshop ranges
from 90 minutes to 5 days. As these workshops yield high value,
they also demand considerably high effort. It can be hard for
stakeholders to agree on determining the value of these exercises
and then releasing the agendas without slipping into mulfi-tasking.
Here are some steps that need to be taken to maximize the yield
Step 1

Before conducting a workshop, the first step is defining the impact
you need to generate in an organization and then acknowledging all
the available resources like time, people, and tools that you can use
to deliver that impact. The Project Logic Model was made popular by
Josh Seiden and can be relied upon to deliver the impact you want.
The model consists of several steps. The first step is the
Inputs/Resources, which span people, information, previous effort
details, and data. The second step is Activities, which spans efforts
by a team through leveraging inputs and resources, and the next
step is the outputs, which are related to direct products that come
out of the activities. Then comes outcomes, which span human
behavior changes to drive results. The last step in the model is
impact, which is about the business value.

The Project Logic model allows different teams to connect the dots
between all the above steps. It explains how the teams will allocate
resources and what value it will generate through the impact. One of
the most common mistakes that many teams make is to start with
the activities before considering the impact and outcomes all the
group activities should deliver.
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Chapter Two: UX Workshops and Usability Tests

Innovation used to be a game that only geniuses played in the past
However, the world has changed. Now quality services and products
are a result of different multidisciplinary teams that work together.
These teams include developers, managers, designers, marketers,
data analysts, and more, and all of them innovate and co-create
different solutions.
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However, effective team collaboration s a tough nut to crack, given
the wide variety of different working styles, the company's culture,
the communication gap, and the human biases employees bring to
the workplace. This is how a UX workshop becomes a valuable





