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“eople don't always do
what they say they will Qo.

People struggle 1o describe
whny they benhave the way they do.

eople are not very good
at articulating what they want or neea.
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‘User Experience” encompasses
all aspects of the end-user’s interaction

with the company, its services, and its products.

~Nielsen & Norman
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Questions about whether design is
necessary or affordable are quite pbeside the
point: design Is inevitable.

The alternative to good design Is bao
design, not no design at all.

— Douglas Martin

Design is Inevitable
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Designing for Usability:
Key Principles and

What Designers Think

JOHN D. GOULD and CLAYTON LEWIS

ABSTRACT: This article is both theoretical and empirical.
Theoretically, it describes three principles of system design
which we believe must be followed to produce a useful and
easy 1o use computer system. These principles are: early and
continual focus on users; empirical measurement of usage;
and iterative design whereby the system (simulated,
prototype, and real) is modified, tested, modified again,
tested again, and the cycle is repeated again and again. This
approach is contrasted to other principled design
approaches, for example, get it right the first time, reliance
on design guidelines. Empirically, the article presents data
which show that our design principles are not always
intuitive to designers; identifies the arguments which
designers often offer for not using these principles—and
answers them; and provides an example in which our
principles have been used successfully.

Any system designed for people to use should be easy
to learn (and remember), useful, that is, contain func-
tions people really need in their work, and be easy and
pleasant to use. This article is written for people who
have the responsibility and/or interest in creating com-
puter systems (or any other systems) with these charac-
teristics. In the first section of this article we briefly
mention three principles for system design which we
believe can be used 1o attain these goals. Our principles
may seem intuitive, but system designers do not gener-
ally recommend them, as results of surveys reported in
Section 2 show. The recommendations of actual design-
ers suggest that they may sometimes think they are
doing what we recommend when in fact they are not.
In Section 3 we contrast some of their responses with
what we have in mind to provide a fuller and clearer
description of our principles. In Section 4 we consider

result.

1. THE PRINCIPLES
We recommend three principles of design.

Early Focus on Users and Tasks

First, designers must understand who the users will be.
This understanding is arrived at in part by directly
studying their cognitive, behavioral, anthropometric,
and attitudinal characteristics, and in part by studying
the nature of the work expected to be accomplished.

Empirical Measurement

Second, early in the development process, intended
users should actually use simulations and prototypes to
carry out real work, and their performance and reac-

tions should be observed, recorded, and analyzed.

Iterative Design

Third, when problems are found in user testing, as they
will be, they must be fixed. This means design must be
iterative: There must be a cycle of design, test and
measure, and redesign, repeated as often as necessary.

2. WHAT SYSTEM DESIGNERS AND
PROGRAMMERS ACTUALLY SAY

We began recommending these principles in the 1970's.
Often the reaction is that they are obvious. Neverthe-

principles. In Section 5 we elaborate on the three prin-
ciples, showing how they form the basis for a general
methodology of design. In Section 6 we describe a suc-
cessful example of using our recommended methodol-
ogy in actual system design, IBM’s Audio Distribution
System (ADS). and the advantages that accrued as a
Ab}

»a ubssdesigners might not actually be uging our design _ lacc b azanot usually asnnloved ipsxstem dassam o
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Key Principles of
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Designers shooting for usable
S like a chet shooting for edible.”

- Aarron VWalter

Usability (alone) = User Experience
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Todd Zazelenchuk
Sample delighter w/ attachment

Hi Kursat,

Please find attached a copy of my bio for the talk on UX.
A ——

cheers,

=xperience Design - Gmal




O

C # [ https://mail.google.com e A 89 Q

New Mesg

Todd Za: The page at https://mail.google.com says:

Did you mean to attach files?

Sample ¢ You wrote "find attached" in your message, but there

are no files attached. Send anyway?
Hi Kursa

Cancel = OK

Please fi

=xperience Design - Gmal




—X[Derience

Hlantonics Hiuo



Windows Desktop

—X[Derience

e
S e vy R = S

o
3ot

Tl S
2
v x

Jesign -

) (=] =D

Hlantonics Hiuo



—X[Derience

Hlantonics Hiuo



—X[Derience

") Plantronics Voyager Focus % X
Mute On

Hlantonics Hiuo



—X[Derience

n Pli Unmute
Mu

Quit Plantronics Hub

Hlantonics Hiuo



—X[Derience

Hlantonics Hiuo



—X[Derience

Hlantonics Hiuo



—valuating UX

||\ll’|||\[g it ||1||l|glllllll ||l'3 [THULLLE ||||:|:|:|:|m IUHOT

5| 7| 8| o 201 2 3l 4| 5 6 7| 8| B S

W SRR (TR AT T LR CRELERE LR LR I| AN II IO ST CYTR VLA TR CESTEARTTL SYTATIANY EANYLRASYIL SYLUATI UMY A




HUMAN FACTORS
2 s R e EANTe | MAN &
(ERGONOMICS) o ST T T WOMAN -

REVISED EDITION

The DESIGN
of EVERYDAY
THINGS

USABILITY

DON
NORMAN




HUMAN FACTORS
(ERGONOMICS)

The study of designing

equipment and devices that
fit the human body and
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HUMAN FACTORS

REVISED EDITION

(ERGONOMICS) C LRI Woman-

The study of designing

equipment and devices that
fit the human body and

its cognitive abilities.

The DESIGN
of EVERYDAY
THINGS

USABILITY

The extent to which a
product can be used to
achieve goals with

effectiveness, efficiency, and
satisfaction.

DON
NORMAN
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Driver Researcher Stakeholder
Context Academic INndustry
Relevance Society Company
Result General Specific
Schedule  Flexible Tight
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Market Research UX Research

VWhat users say (feedback)

ldentifies market needs

Uncovers what people want

Market | UX Research



Market Research UX Research

What users say (feedback) | VWhat users do (behavior)

ldentifies market needs ldentifies user needs

Uncovers what people want | Uncovers how people perform

Market | UX Research
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Our new solution lets you store all your
social media events in the cloud and
manage them through one, easy-to-use
interface on a mobile device. You’d use
that, wouldn’t you?

xkcd.com




Our new solution lets you store all your

social media events in the cloud and Errmm...well,
manage them through one, easy-to-use | suppose so.
interface on a mobile device. You’d use

that, wouldn’t you?

xkcd.com







Show me how you would use your
phone to complete this task...




It looks like | need to
Show me how you would use your create an account first,
phone to complete this task... so | would tap here...
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Team Engagement



“UX Research is a Team Sport...”

The most effective teams have a 2 hour
dose of user exposure every 6 weeks.

- Jared Spool

leam Engagement



% OF TEAM
NUMBER OF DAYS ELAPSED OBSERVING A
USERS TESTED SINCE LAST USER SESSION IN
SINCE INCEPTION USABILITY TEST LAST 6 WEEKS

136

leam Engagement
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CA P S U L E micboom assembly

Mic boom > limited rotation:
angle = 270"
(between harstops)

Boom rotation > static torque:
pre-cycle torque = 2.7 Ounce®*inch
(max 3.5%inch/min 1.89*inch)

RTV plug:
flush to 0.15mm sub-flush
(not proud of mic boom surface!)

Gap between boom hub/capsule:
max = 0.35mm

® @& ® @




@ C-clip > earloop pivot:
torque = 4 Ounce*inch (max 5/min 3)

@ C-clip > removal force:
acceptable limits = 2.56 |Ib max/2.48 |b min

@ Earloop > over-ridable hard stop angle:

angle = 27 either side (facing towards ear)
torque = 8.2 Ounce*inch (max 10.6/min 5.74)

20’ either side
ear loop rotation



OT H over-the-head

Headband tube > yolk assembly:
recommended torque = 1.35 Ounce*inch(max 1.89/min 0.8]

metal wire pivot > c-clip:
recommended torque = zero (natural friction)

Headband length:

max extension =245.8mm/min retraction = 195mm
length of headband travel = 50.8mm
extraction/retraction force = ?

Reveal line between headband tube & yoke shaft:
nominal = 0.25mm (max.0.4mm)

travel (wobble) between overmolded yoke & shaft:
maximum travel = 0.15mm

aabin removal force:
maximum = 51b /2.8 Ib minimum

C-c aon-removal
max force = ?



BT N behind-the-neck

c-clip pivot:
recommended torque = 2.7 Ounce*inch (max 3.51/min 1.89

chicane sleeve:
insertion & removal force = max 7.2 |Ibf/ min 5.2 |bf

Neckband stem;
max hard stop height = 1mm

@ @ O

c-clip removal force:

)
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Plantronics Manager

plantronics. | Spokes™ Software

Plantronics Manager
LOgIN

Email

Password

[
‘

Forgot password? | Privacy
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Plantronics Manager Pro

CONFIGURE

Updates
Settings © Notifications from Plantronics

Home

HISTORY Type Details

pdstes Firmware
Settings Update

Arrived

Plantronics Blackwire CS-720 v.12. Fixes bug relate to call control and add... 05.20.14

INVENTORY Software Update Plantronics Hub v.2.3. Big fixes and new settings. 05.18.14

Devices 421 Firmware
Groups Update

Clients

Plantronics Savi W740 Base. LED light behavior resolution. 05.18.14

40
Users 20 Tech Alert Savi W745 firmware device error identified. 05.09.14
200

New Product Plantronics Mirage call-center headset released May 1, 2014, 05.01.14

ADMIN
Hub Client
Reports

Q Company Snapshot

Device Inventory

Blackwire CS-270 [
Voyager Legend —/
Voyager PRO |

Savi Office 745 Firmware

Version 6.1 | —
Version 5.9 N}
Version 5.5 |

plantronics.

Blackwire CS-720 Firmware

Version 12.0 1

Version 11.0 —/)
Version 10.0

Plantronics Hub Software

Version 3.5
Version 3.4
Version 3.3
Version 3.2
Version 3.1

Remote Usabllity Research
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[ Pem Ux index
« Cnh ux/proto/pem/tasks_lite. html .'ﬁ@ 8 Q0=
# apps Bl Tunes QT B rojects G Google Bl Oaty Gl Accts [l stocks  »

UpPUaie (U yuur Ui, FETTUNIT atl i uspiuyniEriiivae
local IT-Test group to pilot test the new software app
before sending it to the entire crganization.

Task 5

View the news about the latest headset from
Plantronics. After viewing it, remove the message and
make it so Plantronics Manager no longer sends you
information on new products,

Task 6

You decide that you are going to purchase a entire
beatload of the EncorePro 700 headsets for deployment
in your organization, ana you would like to configure
their settings in advance of distributing them to all
employees. How would you proceed?

Task 7

Your team has received some feedback from the SALES
team about some of the default settings for the
Blackwire C720 device. Create the following custom
configuration to address their needs and deploy these
new settings to the SALES team. Be sure to describe the
change to them so they know what to expect.

- Disable the Auto-Answer setting and make it so end-
users cannot change this setting.

- Disable the "Mute Off Reminder setting.

Task 8
Now that you have deployed your new settings for
Blackwire C720 v.12 firmware. How would you deploy
the same settings with one additional setting
configuration to the Marketing group?

| —

) ux/proto/pem/r34/pemlite/config_set_fw_1.php
3 projects L Coogre L0 Oaly

%®eQ0

CH
5 Apps G Tunes [Qmr

B acces Glstocks Lltearn L tmertan QHSC G Trave G Acchive G Talk

Plantronics Manager

Home
Configure | Settings
CONFIGURE
Updates Blackwire C720 > Review
g '_’-‘"-"',.‘.’:“;?,5__‘1':2"‘1!

Saved (2] v About Settings Configuration
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Task 5
View the news about the latest headset from
Plantronics. After viewing it, remove the message and
make it so Plantronics Manager no longer sends you
information on new products,

Task 6

You decide that you are going to purchase a entire
beatload of the EncorePro 700 headsets for deployment
in your organization, ana you would like to configure
their settings in advance of distributing them to all
employees. How would you proceed?

Task 7

Your team has received some feedback from the SALES
team about some of the default settings for the
Blackwire C720 device. Create the following custom
configuration to address their needs and deploy these
new settings to the SALES team. Be sure to describe the
change to them so they know what to expect.

- Disable the Auto-Answer setting and make it so end-
users cannot change this setting.

- Disable the "Mute Off Reminder setting.

Task 8
Now that you have deployed your new settings for
Blackwire C720 v.12 firmware. How would you deploy
the same settings with one additional setting
configuration to the Marketing group?
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team about some of the default settings for the
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new settings to the SALES team. Be sure to describe the
change to them so they know what to expect.

- Disable the Auto-Answer setting and make it so end-
users cannot change this setting.

- Disable the "Mute Off Reminder setting.
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Send a Tone

O users value knowing
NowW quickly they found
their headset”

After finding their headset,
do users complete the
activity or simply exit the
app"?
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Clay Store Reviews

>

s Google play |
Find MyHeadset ™ ***** Jerry Terry on Mar 26, 2015 at 8:18 PM
oty Lifesaver, great app! | was literally 2
*] Add to Wishiist feet away from my headset and could

not find it. | sent a tone and found it
in 34 seconds. It was laying under a
magazine in my bathroom. Great app!

***** Robert Linz on Feb 13, 2014 at 5:36 PM

| used BackTrack to go to the last place
| used my headset, then | sent a tone to
find it in that room. | love Plantronics!

Reviews

***** Real Researchers on Jun 20, 2014 at 4:57 PM

Lifesaver! Love it! Simple! Loud. Works!
Makes the headset beep loud and tracks
back its general location. Wonderful.

| would have paid for this app.
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