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Pre-design

DISCOVER DEFINE DEVELOP DELIVER

DISCOVER

1. Userresearch
1. Contextual inquiry
2. Interviews
3.  Observation ...

DEFINE

1. State Users' Needs and Problems
1. Define user models (personas, user roles, user profiles, market segments)

2. Recognize their needs, goals and pain points
3. Atriculate and analize specific tasks

2. Define design requrements (*value propositions)



Personas

User model




Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)

Personas

Describes users archetypes, concrete
representations of the different types of users of a
specific product.

Personas are user models that are represented as
specific, individual human beings.

If you try to design an automobile that pleases every possible driver, you
end up with a car with every possible feature that pleases nobody

They are not actual people but are synthesized
directly from research and observations of real

people. — 0 =
They are personifications: They engage the empathy -
of the design and development team around the wy
users’ goals. Alesandro's goals Marge's goals Dale’s goals
+ Go fast + Be safe * Haul big loads
+ Have fun + Be comfortable + Be reliable

iy SEEp Piwix

Figure 3-2: By designing different cars for different people with different specific goals, we can cre-
ate designs that other people with needs similar to our target drivers also find satisfying. The same
holds true for the design of digital products and software.



Persona example

Nattie Anderson

“Live with no excuses and travel with no
rogrets, e is too short®

AGE: 28

GENDER: Fomale

INCOME: 70«

EDUCATION LVL: MbA
OCCUPATION: Front-end devoloper
FAMILY STATUS: Segle
LOCATION: Los Angeles, CA
ARCHETYPE: Travoler

Nattie is 2 yoga teacher who travels 1.3 tmes each momh during
e woekends. $he only travels inade her country o an adjacent
countries and foves to stay in swall hotels or Arbnb places. Mer

@oul Is to know 2 many new cites as possible, She spend teo
much time finding the best opticn 1o get & new city based on the
peice. Sho expocts 20 find new places and how will she got there

and where will she stay 60 a0 eaay and fast way.

Goals

* Yo find new cool cities with thing %o do.
« Find the best travel and stay price.

Challenges / Frustrations

* Not being able te compare prices on an easy way.
« Find optieal routes 1o destination

* Find non<common cities with soveral things to dodvisit

* Got the best Maval and accommodation poce.

Personality

Introment

Extrovent

Croxtive

Fucklo

Main Persona

Motivators

Eavy to uve

Abdity to compare rewity

Reviews / Re<ommendationy

Loyalyy / Rewands

Scenario

Nottie is planasng hee next trip. But since she has been traveling
for a while now she constantly fnd oty results where she has
boen, she's not interested in thase places. Also a2 the same time
sheo's looking for cheap flights since sho may come across an

nterest now place to visk 2t 2 low price

Brands

American . ?
Airlines

(Q\ airbnb




Watch

Crafting User Experience Personas

Crafting User Experience Personas - 352 Noodles & Doodles Episode 29 - YouTube



https://www.youtube.com/watch?v=GXGl7qdxVyI&list=PLTO8dya1g_ZoNfwLmhziSXo0RDwyqu2tF

Personas

Based on the real research and observation

The purpose of working with personas is to be able to develop solutions, products and services based upon the

needs and goals of users.

A persona clarifies who is in your target audience by answering the following questions:

Who is my ideal customer?

What are the current behavior patterns of my users?

What are the needs and goals of my users?

What issues and pain-points do they currently face within the given context?

Helps to answer what and why users do in given context

Help to discuss and validate design questions and decisions

= Does this make sense to this persona?
= Would persona use this?
= Persona would not use/like this, because...



Types of Personas

* The types of personas (Four Different Perspectives on User Personas | Interaction Design Foundation (IxDF)
(interaction-design.org))

= Goal-directed persona

= Role directed persona
= Engaging persona
= Fictional persona


https://www.interaction-design.org/literature/article/four-different-perspectives-on-user-personas
https://www.interaction-design.org/literature/article/four-different-perspectives-on-user-personas

Persona documentation

= Persona description:

= details about the user’s education, lifestyle, interests, values, limitations, desires, attitudes,

behavior patterns (e.g. infrequent or one-time users, repeat users who will return
weekly or daily to view content)

= afew fictional personal details to make the persona a realistic character.
" name, picture

= goals, pain points (frustrations)

" needs - user stories, epics



Persona example

How to Define a User Persona & [2021 Guide]

(careerfoundry.com)

Janet - The Family Planner

Janet’s Vital Statistics

B Janet is a 38 year old
married female living in
Berlin, Germany.

Janet is the mother of 4
children, aged 1 to 10.

Janet lives a busy life,
and is often on the go.

“I'm so busy with everything,
but I really feel like | should
take the kids on a family trip
to give them some great
memories!”

Janet's Goals and Needs

- Janet wants to plan a trip full of positive
memories for her children.

- She feels like she can plan the logistics, but
that she needs help with figuring out what
family activities to do once she reaches her
destination.

+ She needs something easy to use, she doesn’t
feel like she has time to work with complex

apps.

Janet’s Motivations

- Her main motivation is to create memories for
her family.

- To get ideas for family activities while on an
upcoming family vacation.

- To find activities that will keep her children
busy and happy.

Janet’s Frustrations

- Janet always feels like she has very little time
to spend on planning.

- Janet is rarely home and needs a solution that
will allow her to easily work while on the go.

- She doesn’t want to spend time looking up
guides when she gets to her destination, they
should be easily available when she needs
them.

Janet’s Everyday Activities

- Get the kids out of bed and get them ready for
school in the morning.

= Run errands with the non school-aged kids,
shopping, lessons, and pre-school.

= Scheduling playdates and meetings with other
parents and friends.

- Changing diapers, cleaning, making lunch, and
tons of other small tasks!

Janet’s Device and Internet Usage

Desktop devices l

Mobile Devices l—

Social Media I

Technical Know-how I

Janet’s Notable Quotes

* ‘I would really love to take a vacation from all
of this, especially one where | can spend a
little along time with my husband!”

*  “I've tried things like TripAdvisor, but it doesn’t
have enough information about activities we
can take part in at our destination.”

» ‘It would be great to have something | can
just keep on me for the whole trip and refer to
whenever | want.”


https://careerfoundry.com/en/blog/ux-design/how-to-define-a-user-persona/
https://careerfoundry.com/en/blog/ux-design/how-to-define-a-user-persona/

Goals, needs, pain points

[A user] needs [need] in order to accomplish [goal]

[Alieda, a multitasking, tech-savvy mother of 2] needs [to quickly and confidently compare options without
leaving her comfort zone] in order to [spend more time doing the things that really matter]

= Goals, not features, are the key to product success

= Critical to discover unmet user needs through research. Any unmet need will always have two components:
goals + pain points -> Unmet needs

= Same goal, different pain point -> different need. ot —

Write my essay with an attractive
topic.

Make sure my essay is easy to
read without grammar errors.

Find the essay topic that is
unique from my own experience.

Have resources available anytime
to handle my questions.

Determine the right tone for the
voice of my essay.

Not comfortable speaking to
professional essay editors.

Cannot afford the services
offered by essay tutors.

Don't know how to find the
resources.

English is not my first language.
Just learning it.

Writing is boring. It's hard for me
to focus on writing something.



Goals

Life goals

End goals

Who the user wants to be? What the user wants to do?
= Live the good life. Be aware of problems before they become critical.
= Succeed in my ambitions to... = Stay connected with friends and family.

= Be attractive, popular, and respected by my .
peers.

Explains why the user is trying to accomplish the
end goals.

Rarely figure directly into the design of an
interface’s specific elements or behaviors.

Clear my to-do list by 5:00 p.m. every day.
Find music that I'll love.

Get the best deal.

End goals represent the user’s motivation for
performing the tasks associated with using a

specific product.

Addressing users’ life goals makes the difference
(assuming that other goals are also met) between
a satisfied user and a fanatically loyal user.

Foundation for a product’s behaviors, tasks, look,
and feel.

Experience goals

How the user wants to feel?

= Feel smart and in control

= Have fun

= Feel reassured about security and sensitivity
= Feel cool or hip or relaxed

= Remain focused and alert

Provide focus for a product’s visual
characteristics and its interactive feel.

Designers translates persona experience goals
into form, behavior, motion, and auditory
elements that communicate the proper feel,
affect, emotion, and tone

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



Constructing personas

Group interview subjects by role.

= family roles, attitudes or approaches, to relevant
activities, or interests and aptitudes regarding
lifestyle choices

= job roles or descriptions

Expand description of attributes
Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_

The Essentials of Interaction Design-Wiley (2014) Figure 3-5: Overview of the persona creation process



Constructing personas

ldentify behavioral variables.

= The most important distinction between behavior patterns
emerge by focusing on the following types of variables:

Activities—What the user does; frequency and volume

Attitudes—How the user thinks about the product domain
and technology

Aptitudes—What education and training the user has; ability
to learn

Motivations—Why the user is engaged in the product domain

Skills—User abilities related to the product domain and
technology.

Expand description of attributes
and behaviors

Figure 3-5: Overview of the persona creation process



Constructing personas

Map interview subjects to behavioral variables.

0 0O o (9] O
T 1 o [
User 1, 4 Usar 2 User & User 3

Expand description of attributes
and behaviors

Figure 3-5: Overview of the persona creation process



Constructing personas

|dentify significant behavior patterns.

= A set of subjects who cluster in six to eight different
variables will likely represent a significant behavior
pattern that will form the basis of a persona.

Expand description of attributes
and behaviors

Figure 3-5: Overview of the persona creation process



Constructing personas

Synthesize characteristics and define goals.

= We derive a persona’s goals and other attributes from their
behaviors.

= These behaviors are synthesized from what was observed/identified
in the research process as representing meaningful, typical use of th
product over a period of time that adequately captures the relevant
set of user actions.

The behaviors themselves (activities and the motivations behind them
The use environment(s)

Frustrations and pain points related to the behavior using current
solutions

Demographics associated with the behavior

Skills, experience, or abilities relating to the behavior
Attitudes and emotions associated with the behavior
Relevant interactions with other people, products, or services

Alternate or competing ways of doing the same thing, especially analo,
techniques

Expand description of attributes
and behaviors

Figure 3-5: Overview of the persona creation process



Constructing personas

Designate persona types.

= prioritize personas to determine which should be the
primary design target

= Primary personas are the main target of interface
design. A product can have only one primary persona
per interface, but it is possible for some products
(especially enterprise products) to have multiple
distinct interfaces, each targeted at a distinct primary
persona.

Expand description of attributes
and behaviors

Figure 3-5: Overview of the persona creation process



Constructing personas

Group interview subjects by role

E_

Expand the description of attributes and behaviors.

Nattie Anderson Main Persona

Bio Motivators

Nattie is 2 yoga teacher who travels 1.3 tmes each monmh during
e woekends. She only travels ins-de her country o on adjcent
countries and boves 1o stay in small hotels or Abab places. Her
goul I8 to know a1 many new cites as possible, She spend teo
much time finding the best oplicn to get a new city based on the
Peice. Sho expects 16 find naw places and how will she got there
and whero will she stay 6n 30 easy and fast way.

Identify significant behavior patterns

Synthesize characteristics
and define goals

Loyalny / Rewards.

Goals

* Tofind new cacl cities with thing 10 do.
* Find the best travel and stay price. Scenario

Nattie is planesng hee next trip. But since she has been travelng
, for a while now she constantly find city results where she has.
Challenges / Frustrations s i e i . M o e Check for redundancy
* Not being able to compare prices on an easy way. she's looking for cheap flights since sho may come across an
T v e e b i ko e and completeness
* Find non-common cities with several things to dodvisit
* Got the bewt tave! and accommodation price.

Personality Brands

EDUCATION LVL: MlA

: FIOnt-@ne v g Pasoiert H ’
OCCUPATION: From-eod davlops American Designate poersona types
FAMILY STATUS: Swgle Airlines \

LOCATION: Los Angeles, CA [S=3

ARCHETYPE: Travoler Loyd O
?
& airbnb

Expand description of attributes

and behaviors

Figure 3-5: Overview of the persona creation process




Persona example

!E@Si; Ve

Mi smo startap kompanija sa poslovhom idejom da osnujemo FESTIVE platformu za
pronalazenje mesta proslave i predstavljanje paketa ponuda za proslave sa
ociglednim mehanizmom diferencijacije. Korisnikovo iskustvo u pronalazenju i
rezervaciji mesta za proslavu i drugih potrepstina trebalo bi da bude poput AirBnb
iskustva. Proslave mogu biti vencanja, rodendani, godiSnjice i tako dalje.

Vlasnici mesta trebalo bi da obezbede prostor i moguénosti zakazivanja. Takode ¢emo
ukljuciti dobavljace za opremu i namestaj, hranu, tematske ukrase i zabavu (muzicari,
klovnovi itd.).

Svi pruzaoci usluga mogu da naprave pakete ponuda za proslave prema temamaili
ugodaju. Kupac takode moze da napravi sopstveni paket u skladu sa svojim Zeljama i
ukusom.

Kupac moze da razgovara sa pruzaocima usluga o detaljima i pregovara o snizavanju
cena.

Svi pruzaoci usluga bi trebalo da imaju istaknutu reputaciju na osnovu rangiranja od
strane korisnika, kakoi za sebe, tako i za uslugu.



BEHAVIORS

TECHMOLDGY

Persona example

= Cesto tradi ideje 28 pove torte i ulrase po internety
¥ korish dneStvens mrele
KO TTVATHONE

*  Ima ol da bude najbolE uw svom posiu.
Zeli da abezbedi stabiine prihode za svoiu porodicu.
Pos=bno je raduje kads uspe s ispun sve 2efje i
prijatno zneradi kupca.

DEMOGRAPHICS MEEDS & GOALS

Profile: diolemirsni sEcnomists, GOALS

SEMOTADOSiENS majla troje dece, nema . . . .. ; . )

— *  Hodce da powsca obim posks i ime pristun welikom Broju
kupacs.

Gender: Sersk ¥ HiolE o povests wicljivost seoiik proizvoda.

Age: 33 ¥ Hooe O nSpETaVi SYEcRi S 2o vedm brofem vissniles

i ) restorsng | prosiora 2a izneimljivane.

Lcateon: Kragujevac Zeli da smeniji komunilacifu = Eupcime pubsm telstona.

Occupstion: poslastitar . Hn-'E: Oa Zna neSto 0 pouzdanost KUpcE PO pitaniu
placariia | manirima g kanurikscii s prossacma
sk,

#  Zpli da omopEud kupcime placanie on-line.
PAIM POINTS

»  [Deiave 5= caima prociema s= nap@atom.

¥  Fonuca posiasticars j& v lika i tesko dolazi do prifke da
pokaIe yoje kreacije.

¥ Hakor usmenib dosovora 5= deimem ca pri oreus manju
kupac twdi da rije uradeno oneko kako je traZia.

»  Dopeds iod s= ideja prosiesa u prisgknim vilams, mash da
mioze da doprines: orisnainost | posabnom ol
Eostiju, &l ne poznajs ponudale prostors.



Usage models




Design informing and design requirements

Define what the product will do before you design how the product will do it.

= Design requirements aren’t features

Design requirement is different from how the term is commonly used (and, we believe, misused) in the industry.
In many product-development organizations, “requirement” has become synonymous with “feature” or
“function.” There is clearly a relationship between requirements and functions (key part of design process). We
(Cooper) suggest that you think of design requirements as being synonymous with needs.

= Design requirements aren’t specifications
Product requirement document — defines what and how?

Design requirement document — defines what?

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



How to identify requirements?

= Create problem and vision statements Problem statement

Company X's customer satisfaction ratings are low. Market
share has diminished by 10 percent over the past year because
|dentify persona expectations users have inadequate tools to perform tasks X, Y, and Z that
would help them meet their goal of G.

Explore/brainstorm

Construct context scenarios

ldentify design requirements Vision statement

The new design of Product X will help users achieve G by
allowing them to do X, Y, and Z with greater [accuracy,
efficiency, and so on], and without problems A, B, and C

that they currently experience. This will dramatically improve
Company X’s customer satisfaction ratings and lead to
increased market share.

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



Scenario

= organizing principle that highlights features and functions that are relevant to real users and
describes how they all fit together into a coherent product that satisfies both user and business
needs

= Developing scenarios as a mean of imagining ideal user interactions

= Using those scenarios to extract design requirements

= Using these requirements in turn to define the product’s fundamental interaction framework
= Filling in that framework with ever-increasing amounts of design detail

Scenarios versus Use cases

Scenarios and use cases are both methods of describing the user’s interaction with a system, but they serve

very different functions.

= Scenarios are an iterative means of defining a product’s behavior from the standpoint of specific users
(personas).
This includes not only the system’s functionality, but the priority of functions and how those functions
are expressed in terms of what the user sees and how she interacts with the system.

= Use cases are a technique based on exhaustive descriptions of the system’s functional requirements,
often of a transactional nature, focusing on low-level user action and accompanying system response.
They may be useful for determining that a product is functionally complete, but they should be deployed
only in the later stages of design validation.

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



Scenario

= Do not describe task-level interactions, but rather broader and more far-reaching clusters of
interactions that are intended to meet user goals.

= Persona-based scenarios are concise narrative descriptions of one or more personas using a
product or service to achieve specific goals.

= |tis a story describing an ideal experience from the persona’s perspective, focusing on people and
how they think and behave, rather than on technology or business goals.

= Before any design sketching is performed, the context scenarios are created.
= used to explore, at a high level, how the product can best serve the needs of the personas.

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



Context scenario

= Context scenarios should be broad and relatively shallow in scope. They should not describe product or
interaction detail but rather should focus on high-level actions from the user’s perspective.

= Address questions such as the following:
= |n what setting(s) will the product be used?
= Will it be used for extended amounts of time?
= |sthe persona frequently interrupted?
= Do several people use a single workstation or device?
= With what other products will it be used?
= What primary activities does the persona need to perform to meet her goals?
= What is the expected end result of using the product?
= How much complexity is permissible, based on persona skill and frequency of use?

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



A sample context scenario

= Qur persona is Vivien Strong, a real-estate agent in Indianapolis, whose goals are to balance work and
home life, close the deal, and make each client feel like he or she is her only client.

= Here is Vivien’s context scenario:

= While getting ready in the morning, Vivien uses her phone to check her e-mail. Because it has a relatively large
screen and quick connection time, it’s more convenient than booting up a computer as she rushes to make her
daughter, Alice, a sandwich for school.

= Vivien sees an e-mail from her newest client, Frank, who wants to look at a house this afternoon. The device has
his contact info, so she can call him with a simple action right from the e-mail.

= While on the phone with Frank, Vivien switches to speakerphone so she can view the screen while talking. She
looks at her appointments to see when she’s free. When she creates a new appointment, the phone automatically
makes it an appointment with Frank, because it knows with whom she is talking. She quickly enters the address of
the property into the appointment as she finishes her conversation.

= After sending Alice to school, Vivien heads into the real-estate office to gather some papers for another
appointment. Her phone has already updated her Outlook appointments, so the rest of the office knows where
she’ll be in the afternoon.

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



A sample context scenario

= The day goes by quickly, and eventually Vivien is running a bit late. As she heads toward the property she’ll be
showing Frank, the phone alerts her that her appointment is in 15 minutes. When she flips open the phone, she
sees not only the appointment, but also a list of all documents related to Frank, including e-mails, memos, phone
messages, and call logs to Frank’s number. Vivien initiates a call, and the phone automatically connects to Frank
because it knows her appointment with him is soon. She lets him know she’ll be there in 20 minutes.

= Vivien knows the address of the property but is unsure exactly where it is. She pulls over and taps the address she
put into the appointment. The phone downloads directions along with a thumbnail map showing her location
relative to the destination.

= Vivien gets to the property on time and starts showing it to Frank. She hears the phone ring from her purse.
Normally while she is in an appointment, the phone automatically goes to voicemail, but Alice has a code she can
press to get through. The phone knows it’s Alice calling, so it uses a distinctive ringtone.

= Vivien takes the call. Alice missed the bus and needs to be picked up. Vivien calls her husband to see if he can do it.
She gets his voicemail; he must be out of service range. She tells him she’s with a client and asks if he can get
Alice. Five minutes later the phone sounds a brief tone. Vivien recognizes it as her husband’s; she sees he’s sent
her an instant message: “I'll get Alice; good luck on the deal!”

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



Identify requirements

= After you are satisfied with an initial draft of your context scenario, you can analyze it to extract the personas’
needs or design requirements. These design requirements can be thought of as consisting of objects, actions,
and contexts. Thus, a requirement from the preceding scenario might read as follows:

Call (action) a person (object) directly from an appointment (context).

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



Types of requirements

= Data requirements
= the objects and adjectives related to those objects.

= accounts, people, addresses, documents, messages, songs, and images, as well as attributes of those, such as status, dates, size,
creator, and subject.

= Functional requirements

= the operations or actions that need to be performed on the system’s objects and that typically are translated into interface
controls

= also define places or containers where objects or information in the interface must be displayed

= Contextual requirements
= describe relationships or dependencies between sets of objects in the system

= This can include which objects in the system need to be displayed together to make sense for work flow or to meet specific
persona goals. (For example, when choosing items for purchase, a summed list of items already selected for purchase should
probably be visible.)

= QOther contextual requirements may include considerations regarding the physical environment the product will be used in (an
office, on the go, in harsh conditions) and the skills and capabilities of the personas using the product.

Alan Cooper, Robert Reimann, David Cronin, Christopher Noessel - About Face_ The Essentials of Interaction Design-Wiley (2014)



User stories, Epics

User stories are used in the agile development process to scope features. Describe what may be built in the
software project. User stories are like informally phrased requirements.

They don’t describe the user’s entire flow at a big-picture level or describe what the user’s end goal is.

You are looking for user stories to drive small pieces of interaction design and prototyping.

They are written from the perspective of an end user or user of a system.

short sentences phrased like
= As a <role>| can <capability>, so that <receive benefit>
= As <who> <when> <where>, | <want> because <why>

Large stories or multiple user stories that are very closely related - Epics.
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User stories, Epics, Scenarios

= User stories and epicas are directed at creating scenarios that describe solutions.

= Stories describe a number of specific situations, which are the basis of a scenario.
* Scenarios usually start by placing the persona in a specific context with a problem they want to or have to

solve.
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