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Hello

A little about us...

Clare Barnett Hilary Brownlie

@clarebarnett @hb_stylo

A UXer who likes to snowboard Designer of things
Typographic geek

- Psychology & friend to robots

- Front end coder



0 utl i ne The User Experience role is one of the latest to join the party (we are
often found in the kitchen with the agile coach). Is there enough room

left in the kitchen for the BA role?

We plan to give an overview of UX through examples of how we have

applied practical methodologies in real business situations.

We will discuss how UX and BA roles can collaborate together to create

better solutions, blending the business and user needs together.

»\ &

<

01 02 03 04 05

What is UX? How we do Using UX to How BA & UX Question time
stuff meet can work
business together
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What is
UX?



What is ux?
THINKING

Cognitive assumptions, education,
learning ability

physical

DOING

Physical activity, ability,
Habits, preferences, sensory

FEELING

Psychological state, anxiety,
confidence, stress, desire



“I invented the term because |
thought human interface and
usability were too narrow.

I wanted to cover all aspects of
erson’s experience with the
g industrial
cs, the interface,
the physical interaction, and the
manual.”

Don Norman, 1984
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Research FrontEnd BackEnd

HTML / CSS /JS
Technolog

y
focus

focus

UX Designer User Interface App Developer
Developer



Design vs
User Experience

User Experience
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How we
do stuff

(methodologies & output)



Agile working:
Cross Functional
Teams

UX Suceess
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Proto-Personas /

Personas

Julia

Female

Aged 42

Young family

Lives and works in

Edinburgh

*  Owns two flats with
husband (1 is an HMO)

+  Uses a letting agent

Core characteristics
Tech Savwvy

Familiarity of

process b

Frequency of g
interaction

Acceptance of .
change LOW

Devices used . e e

HIGH

Behaviours & beliefs

+ Time poor

+  Uses letting agent to reduce admin

+ Does not want a relationship with Govt,
and see's the register as pointless and self-
serving

« Properties as a pension, not a career

+ Interacts with register/system once every
3 years

Pain points/Needs

+ Finds renewing the application difficult
+ Can't remember her login details after 3 years
* What was a joint application with her husband
is now 2 separate applications -
» Her properties have different renewal dates, .
although they were added to the system at [

the same time
+ Resents paying money to be told she’s fit and
proper
* Needs to understand why she has to do this
+ Finds complex forms frustrating and time
consuming
* Needs forms with no barriers to completion,
and a clear understanding of the route though

tha farm cn cha bnmwe howr moech Tannar ie 'l




Story Boards
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Customer Journey
Mapping

Joy's customer journey
Follow Joy through her application to Full Time, Higher Education Student
Finance application starting in 2014




Sketching
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Prototypes
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1to1 Usability
Testing




Users will tell you what they think they want.

Users will tell you what they think you want to hear.
Users will tell you what they think sounds good.
Users will not tell you what you need to know.

You have to watch them to discover that.

Adam Judge
Little Black Book of Design



https://www.gov.uk/government/statistics/disability-facts-and-figures | 22



Include
accessibility early

Images: Daily Mail, Dean Douchard

23



Accessibility
considered early

l 1|
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Examples
using UX
techniques
for
business

I‘AA‘IA




Early warning
using data

April 2013

Course & Loan IAG
2,967

2,677 (90.23%)

proceeded to Course & Loan - enter provider code

Course & Loan - enter provider code
2,677

0 e

714 (26.67%)

proceeded to Course & Loan

p 290

(exit)
ihttps:figecured studentfi...

IFE24iCurrentCourselan...

IFE24/ExitPath
inttps:iisecured.studentfi...

b 1,963

IFE24/CurrentCourseAnd. ..

(exit)
/hitps:isecured studentfi ..
udentfi .

26.67%

Course & Loan - select course type

714

710 (99.44%)

proceeded to Course & Loan - enter course code

b 4
(exit)
IFE24/CurrentCourseAndF
ihttps:iisecured studentfing.

138
69
28
18
16

893
458
298
E T

Course & Loan - selectc

10 Courzz SLOZn - emor Courss code

July 2013

Course & Loan |IAG

6,949
1 b 106
hips faocured.studen... 37
Nhps csarar e shinenth "
6,843 (98.47%) FEZACumestCourseian... 12
1o Cowrzc &LbSn emcr prowder code |mal 1

hhps dzecuresusenms 7

Course & Loan - enter provider code

6,843
— P 1,226
hips dtecu'ss studenfi oy
FEZAC IR aen ars
5,517 (80.62%) ety 12
5 rac type Pk Ceaian s <dndenl [}
8
- 80.62%
5517
b4
eal] i
FEJACHmRnICIurs aen ™ 1
5,513 (99.93%)
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Designing for
business needs

Overview My Pension

My Details

100%

complete

<+ About you

+ Email

+ Preferences
+ Login details

4+ Beneficiaries

My Details My Documents  Help

Your profile is complete.

We want to keep in touch in a way that's best for you. Please continue to keep your
contact details and preferences up-to-date.

Required fields are marked with *

We're still adding new features to this page
In the meantime you can view and update plan details on
our older web pages.

(% Managing your important documents
& How to stay updated
& Your beneficiaries

& Managing your plan retirement date

27



Designing a
service no one
wanted to use

2013-14 2014-15 100%

Your student finance application e — [ pe— o
S —————— 82%

° 80%

Your student finance estimate

Your estimate 5o far - no household income provided

- - EETrr——
i —

s 60%
it o S, N SRR SPY

T e 40%
g i

Finance you can receive
Tuition Fee Loan of p to £1310.00

C 0

[a0700]

2011-12

-20%

-40%

. -60%
17% 61% -64%

-80%



Multi-variant
Testing




UX & BA
working
together




Skills overlaps

lan Worley

31



Skills overlaps

~ Business
| needs

BA

Business
- Process

lan Worley
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BA UX Continuum

Where are you?

Business

Users

33

JUBWISSBSSY [BOS) ssauisng

ase) ssauisng

yolessal Jopjoysyels

uoniulep syuswalinbay

S8se) 9asN

SMOIIOMN

uoneapl ¥ Abajens

Ang s ping

adoog

Buljjepoln Jesn

8IN108)IY2Jy uonew.oju|

yolessal Jasn

Angesn

Modernanalyst.com

uBisaq |ensin

202 22 2

Ajnqissecoy

uBise uonoeialU|



Same things?

34



Same things?

FINGER TROUSERS

35



BA + UX = Value

The BA must understand The UX professional must

the core business needs understand the business

and express them in a problem, as well as how
clear, concise way customers see it.

“o sides of the same coin”

- Doug Stuart



threadless.com
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threadless.com
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Recommended

Reading

Steve Krug ¥

DON’T

MAKE
ME

A Common Sense Approach to Web Usability

“Don’t make me
think”

Steve Krug
@skrug

Forms

that Work

Designing Web Forms for Usability

‘Caroline Jarrett + Gerry Gaffney

“Forms that
work”

Caroline Jarret
@cjform

THE
DESIGN
OF
EVERYDAY

THINGS

DONALD A. NORMAN...{.suises o-EmoTIONAL DESIEN

“The design of
everyday things”

Don Norman

@jnd1er

"&’4‘
Jeff Gothelf with Josh Selden

LEAN
UX

Applying Lean Principles to
Improve User Experience

i T OREILLY FicRis Seies dlor
“Web Form “lLean UX”
Design*

Luke Luke Gothelf
Wrobelski @jboogie

@lukew


https://twitter.com/jnd1er
https://twitter.com/lukew
https://twitter.com/lukew

Questions?



