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The agenda (aka “the plan”)
1. Collect underpants

2.7

Gro>

In all seriousness, there’s a lot to cover.
We're going to get through it...

“Design is the fundamental soul of a human-made creation that ends up expressing itself in successive outer layers of the product or service.”



Who'’s this person talking?



Emily Ryan: Not the first time at the rodeo. I've been a:

Graphic designer Information architect
Front-end developer Flash wizard
e-Commerce guru User researcher
Database designer Project lead

Backend developer

...it’s not that I’'m old.
Like Jimi Hendrix, I’'m just experienced.

uxiseverywhere @ www.uxiseverywhere.com

“Simple design, intense content.”



What is UX?



What you might hear: “Design is...”

Prettuy.

Intuitive.

Sexy.

Cool.

-rom Apple.

~rom Europe.

-rom Japan.

~rom a person with tattoos.
-rom someone that knows Photoshop™.
Has “wow-factor”.

You know it when you see it.
...these are not helpful.

“The ability to simplify means to eliminate the unnecessary so that the necessary may speak.”



Dieter on what is good design

Dieter Rams
Ten Principles of “Good Design”.

The work and principles of Dieter Rams,

the chief designer at Braun from 1961

. until 1995, have influenced Johnny Ive’s
-1 work as Apple’s senior vice president of

Industrial Design at Apple Inc. and many

others.

“People react positively when things are clear and understandable.”
—Dieter Rams



Dieter: "Good design...”

Makes a
Is innovative Is aesthetic Makes a product Is unobtrusive
product useful understandable
Is honest Is lona-lastin Is thorough down to the Is environmentally Is as little design as
9 9 last detail friendly possible

Emily: “...leads to good User eXperiences.”

‘A lot of what we are doing is getting design out of the way.”



Where does UX live in the product lifecycle?



Business idea The product

“To design is to communicate clearly by whatever means you can control or master”



Business idea --.--.

“Often our hardest job is to remove remove remove.”



What is financially
viable and
rewarding for my
company?

Business idea ----.. R > The product

“If you can’t explain it simply, you don’t understand it well enough.”

—Albert Einstein



Viable

Business idea --.... ---------------- > The product

What is technically
and organizationally
feasible?

Feasible

“Everything is designed. Few things are designed well.”
—Brian Reed



Viable

Businessidea -----.- Desirable form < ---------------- > The product

Feasible

What form does the
end-user desire?

“Design is where science and art break even.”
—Robin Mathew



Looks better online... —

The process extends beyond just design...

ompetitive Analysis

" See how others solve similar
problems and try to ot reinvent the
wheel.

Research Competitive Analysis  Data analysis | “Fepmeeer e
Planning User Stories User Flows ’°° o EEEE
Exploration Brainstorming Wireframing
Communication A Language Accessibility
Creation Ul Elements Gestures Responsiveness
Giving Feedback Waiting Times Errors Completed Actions
Finalizing Final Layout Imagery/iconography Fonts/Colors/Heirarchy
Delighting Micro Copy Micro Interactions Transitions
Analyzing KPI Setup A/B Testing Testing

“Design needs to be plugged into human behavior. Design dissolves in behavior.”



Where does it fit into product development?



Typical technology product development process

I Keep trying to fix
Determine Create and test Write u the UI

business need business idea requirements (make it pretty)
(panic)

By this point, it’s too late

“It’s art if can’t be explained. It’s fashion if no one asks for an explanation. It’s design if it doesn’t need explanation.”



Here are the usual results
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... let’s talk about fixing this. But first, we must step back.

“Designers shooting for usable is like a chef shooting for edible.”

—Aarron Walter



Who are you?



Your organization is:

product-centric

service-centric

both

...it matters until it doesn’t because UX is everywhere.

Product-centric Service-centric
Buyers vs. -0r- Membership vs.
Users Individuals

What’s more important is to ask,
“Who are we designing for?” and “Who OWNS UX?”

“Design is easy. All you do is stare at the screen until drops of blood form on your forehead.”



UX can fall under several departments

Product / Member Services

Marketing Strategy

Understands UX

“In a world where everybody screams, silence is noticeable. White space provides the silence.”
—Vignelli



Key roles in UX

User Experience Designer (UXD)
« Must talk directly to users

- Creates concepts/wireframes
- Starts the process

« Connects design & dev

Visual Designer (VD) Front-end Developer (FED)

- Might talk directly to - Unlikely to talk directly to
users users

« Provides “fit & finish” « Builds products / services

« Aligns product-brand + Develops with BE dev

- Creates the VD system

All are required - how they are pulled together is up to you. Rule of thumb:

New product: 1 UXD, 1/2 VD, 1-n FEDs

Mature product: UXD can cover 1-2 products

Lots of roles = high investwment.
What about ovtsourcing?

“The best kind of design isn’t necessarily an object, a space or a structure: it’s a process — dynamic and adaptable.”



Outsourcing vs. Hiring

When to outsource a role:

« When you can only hire one / partial team
« You need a VD (or a short-term FED)
When to outsource everything:

- When you need far more wide ranging experience than you could afford if you were to hire
a full team

- When it’'s a brand new market/area that is unfamiliar to the company (external ux can be
wonderful in getting past internal bias)

- Time is tight and you don’t have enough time to do the hiring

« Your organization is in transition or merging and multiple products need to come together
under two different teams (aka, you need someone to run interference)

“If we amplify everything, we hear nothing.”



Hiring the best

So you don’t have to plan for the worst

Asking for a ... Requesta...

« Visual designer means getting an artist « Portfolio

« UXD means getting an architect « Research / concepts / wireframes / studies
« FED means getting an engineer « Second engineer to “talk their language”

Whatever you do, make sure your compensation is
commensurate and competitive.

A picture is worth a thousand words. An interface is worth a thousand pictures.”



Introducing UX to the Org

« Groups that have existed a LONG time in your org may not understand the value

- UXintroduces its own process and you’re asking your dev to adapt to a new process —
new is always scary.

- “We’ve always done it this way... why do we need UX? We do [ fillin the blank ] good
enough already”

- This doesn’t happen overnight — it takes time so often groups will perceive extra time/work
but not see immediate ROl and assume UX is at fault

Hello

my name is

UX

“You cannot NOT have a user experience.”
—Lou Carbone



Integration is key

Waterfall
« UX needs to be well ahead of dev
« UXis smoother when there is time

- UX may struggle to “right the ship”
if the design doesn’t meet good user
expectations

“If the user can’t find it, it does not exist.”

Agile

UX may be more piecemeal

UX must be highly organized to handle cycle
iterations due to staying ahead of dev

UX can easily become the bottleneck due to
continual user feedback loops



Producing the Plan

Or how I learned to stop worrying and love the UX team

Should include...
ENDGAME. FrojectPlan 20f2
 Roles
« Steps for UX ® |l
o . EI;IT)‘ AEP & * * * .
« Timelines Userpersonas Rop MapiandingWF ok ot
« Estimates L oLl
HP, cont - .
o Workflows
« Deliverables e | |-
; Actual start
Matt
ABP . *
Visual concepting/ Visual Designs
design exploration complete
Sep17
HP *
Visual concepting/
design exploration
HF, cent *
Visual Designs
ABP = Aggreslve but Possible anglno
HP = Highly Probable

“Of course, the whole point of a Doomsday ‘ . _
Machine is lost, if you *keep* it a *secret*! Find this at www.uxiseverywhere.com/resources

Why didn’t you tell the world?”

“Design is intelligence made visible.”
—Aleena Wheeler



Producing the Plan, con’t

Keep in mind:
« It will likely change
« lts just a starting point - be flexible

As lead UXD, you are an advocate for the
user AND for the process
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"), Competitive Analysis

See how others solve similar
problems and try to not reinvent the
wheel.

User stories

Have you done personas yet. If not
DO IT NOW. Ok, now use them to
write down user stories and
scenarios.

Brainstorm & sketch

Find a war room, fill it with markers

and drinks, get together and sketch,

discuss, vote, disrupt, have fun!

IA

Understand your users, your data
structure and your channels. How

can you organise your navigation and

content in a clear and consistent

way?

Ul elements

Create your guidelines. Start small,
then create pages.

Waiting times

& 'l' Ifyour users have to wait ages for the

page to load, at least show them a
loader, if take longer why don't you
try something more entertaining?

Finalise layout

It's time to let your design shine,
make it in the right way, don't stop
with the first solution, always ask "is
this the best you can do?"

Micro copy

Every word is important, and a bit of

personality will help your brand.

What you want to achieve? What are

r/ — KPI Setup
)

your goals? Write down how you

define success and failure and check

if you have everything you need to
collect the data

Reuse elements and patterns, follow
your style guidelines, don't have one?

)

Data analysis

Do you have all the useful data you
need? Try to have a look at funnels,
clicks, page views, performances...

User flows

Create your user's flow based on the
scenarios you created, you can use it
later to review the journey and create
wireframes on top of each step.

Wireframe

Add some details and structure to
your ideas, reuse patterns and create
pages on top of your user flows so
you'll not leave anything behind.

. Language

Follow your brand personality, keep in
mind users' culture and language, the
context of your product and make
sure they understand you.

Gestures

8o you've have a swipe slider? Tell
me more about pinch, drag, zoom,
rotate, shake, six-inch smartphones,
left handed people, mouseover,
kinect, motion detection...

, Errors

' Be clear and specific on what and

where user's error is. | mean, your
error, because if it's your fault you
should say it

Use of images and icons

Use of icons and images is strongly
influenced by context, culture and
layout that you use. Like icons, test
'your images, small changes can bring
huge improvements.

Micro interactions

Trigger, rules, feedback, loop. Details
make the product. Bonus: Ever heard
about easter eggs?

AB Test plan

Plan your AB test ahead and, if you
can, plan a short roadmap of
improvements. Your goal is not just
improving KPls, but learning
something.

User feedback

Always speak with Customer Care
team! Don't have one? Check your
old surveys or videos, what your
customer says? What do they
actually do?

Red routes

Define red routes for your product
and you'll be able to identify, prioritise
and eliminate any usability obstacles
onkey user journeys.

Prototype

‘You can start creating paper
prototypes and continuously iterate to
more functional ones. Use sketches,
HTML pages or static images, then
just get some people and test.

Accessibility

‘You don't need to add extra
functionality or to duplicate any
content. The key is simply to assess
the reguirements of these with
different skills and limited devices.

Responsiveness

Can | see it on my mobile? Oh wait,
what about my smart-watch which
work as a remote for my 50" TV.
Bonus: remember cross device
experience.

Completed actions

Give immediate and clear feedback of
successful user's actions. Do not
always wait for server response, trust
your server once in a while!

Font & colours hierarchy

Use colours and font sizes properly,
tryto follow your guidelines and keep
it simple. The best visual hierarchies
lead users to take the action
confidently.

Transitions

Motion shouldn't be only beautiful, it
have to builds meaning about the
spatial relationships, functionality, and
intention of the system.

Test

UX lab, survey, sessions recording...
test, observe and fix, test, observer
and fix...

Find this at www.uxiseverywhere.com/resources

“In the absence of detailed information we all work from assumptions ... we tend to design for ourselves, not for other people.”

—Richard Rubenstein and Harry Hersh




Preparing for detours

Because even the best laid plans sometimes fall apart

Give in when:

- Something is preferred but not required

- Something gets pushed to top priority in the next iteration

- Something isn’t feasible (hopefully this isn’t standard fare)

- Something is so far on the edge it’s falling off the plate

Fight when: D ETO U R

« Removing the feature would break the flow/process/app
« It's a “no-brainer” aka “so easy a UXD could code it”

« Your research tells you it’s non-negotiable (¥)

(") Non-negotiable means an overwhelming majority need it

“You can use an eraser on the drafting table or a sledge hammer on the construction site.”



TUX vs STUX

Tactical UX and Strategic UX

Tactical Strategic

« Inthe product cycle « Includes aspects likes user research, product

i ith PM, i .
. Iterative in nature / day-to-day UX planning wit strategy sessions etc

. Required of all UX teams * Happens over the long-term

This is why you hired UX!

“As far as the customer is concerned, the interface is the product.”



So, how did we do?!

Assessing the success of the UX team
Methods:
- Qualitative: User interviews/testing

« Quantitive: Mixpanel, Google Analytics

Whatever you do, it means:
1. Create goals
2. Implement analytics

3.A

4. Correct probleD

5. Repétt

“I know it | see it”

Understand why there are problems:
Desirability/feasibility/viability = balanced?
Realistic timelines?

What can UX do to help?

“Creativity is allowing yourself to make mistakes. Design is knowing which ones to keep.”



Growing the team

REMEMBER THE FORMULA?
All are required - how they are pulled together is up to you. Rule of thumb:
New product: 1 UXD, 1/2 VD, 1-n FEDs

Mature product: UXD can cover 1-2 products

1. Adding more bodies doesn’t always
make things go faster

2. Balance your jr. and sr. people. The
newer a product is, the more senior the
role should be

Tip: Consider creating a visval design
system to help free up UX resources

3. Consider “swarming” on larger/more during crunch times.

complex projects when time allows

4. Unsure? UXD is continual, FED is
continual, VD is stop-and-start.

“Testing with one user is 100% better than testing with none.”



Growing the processes

Continue to:

« Socialize your work (pssssst:
whiteboards are amazing for this)

- Report regular progress / trends - show
those numbers

- Invite “non-typical” to collaborative/
brainstorming sessions

“Making the simple complicated is commonplace; making the complicated simple, awesomely simple, that’s creativity.”

—Charles Mingus



Exit strategies

You've got to know when to hold ‘em and know when to fold ‘em

UX designers

- When you really want to try something new particularly in a new field or with a new user
segment / new form factor

- Work stagnates / your work isn’t getting utilized
VD designers
« Desire to expand portfolio, design for new problems / form factors

- Work is “done” — ie, no new design needed that cannot be solved with design system or
existing assets

FEDs
« Desire to try new technologies / new form factor
« Desire to work with specific people / company / developers

« Work becomes a grind / dull

“Perfection is achieved, not when there is nothing more to add, but when there is nothing left to take away.”



Ok, so after all that, what does success look like?



Typical technology product development process

I Keep trying to fix
Determine Create and test Write u the UI

business need business idea requirements (make it pretty)
(panic)

By this point, it’s too late

Remember this..?!

“Innovative cultures have in them fables of ‘honorable failure’”



Here are the usual results
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“Good design keeps the user happy, the manufacturer in the black and the aesthete unoffended.”

... and this ...

—Raymond Loewy



Looks better online... —

The process extends beyond just design...

ompetitive Analysis
- See how others solve similar
ms to nc inve

problems and try to not reinvent the
wheel.

Research Competitive Analysis  Data analysis | “Fepmeeer e
Planning User Stories User Flows R W EsmEemes T Rk
Exploration Brainstorming Wireframing
Communication A Language Accessibility
Creation Ul Elements Gestures Responsiveness
Giving Feedback Waiting Times Errors Completed Actions
Finalizing Final Layout Imagery/iconography Fonts/Colors/Heirarchy
Delighting Micro Copy Micro Interactions Transitions
Analyzing KPI Setup A/B Testing Testing

“It’'s simple, until you make it complicated...”

...and this..?!



My proposal

Determine
business need

LISTEN

Determine how
users think

“Customers can’t always tell you what they want. But they can always tell you what’s wrong.”

Create and test Write
business idea requirements

CONCEPT

reate and test concept
designs
with users

Launch

Delight users

Buyer buys
more stuff

— Carly Fiona



And here is what you get doing it this way...
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“Make everything as simple as possible, but not simpler.”
—Albert Einstein



In 6 months, we are seeing results at Endgame

From this...

ENDGAME. Enterprise

C Bl System Status
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Settings
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Logout

© Copyright 2015 Endgame, Inc. Version: 0.0.0.1 (BETA)

“Design must seduce, shape, and more importantly, evoke an emotional response.”

—April Greiman



In 6 months, we are seeing results at Endgame

To this...

ENDGAME.
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“Problems with visual design can turn users off so quickly that they never discover all the smart choices you made with navigation or interaction design.”

—Jesse James Garrett



In 6 months, we are seeing results at Endgame

From this...

ENDGAME. Enterprise
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Event Detail

Event
Type
Sensor
Occurred
Executable
Group
Event Type
Msg ID

O salt-minion

O cron

O Jusr/bin/env

O datastax_agent_
O /usr/shin/service

() /bin/sleep

java
Biniegt
() /usr/bin/free

O /sbin/dhclient-script

O dhclient

“The letter | have written today is longer than usual because | lacked the time to make it shorter”

O /etc/init.d/datastax-agent

ode

Mark Read

Abnormal process behavior (25368)
Unexpected Child Process
dev-cassandra-3.egsense.net

9:26:51 pm, Jun 28th

salt-minion

uuid

fork
74381a7d-00f1-493c-b3e6-8fc4bdb36a8f

o feinfgpsh g ’Biﬁfmmgastax-agent
o [t/ pRritastax-agent

O /home/ubuntu/monitor_service

() fusHBiRfwsdo

letc/init.d/datastax-agent

O /home/ubuntu/monitor_service
() /ust/bin/basename

‘ gélce

ent .
ROr_service

((C U uuaes

A Ltor_service
d 85“§ervice Stax-agent
rvice
/bin/dash
{Bin/dhsh
= 0 , ]
= ™ FEE A ortRtastax-agent
-~ o/ /BIR/sati

—Blaise Pascal



In 6 months, we are seeing results at Endgame

To this...

ENDGAME.

Y DETAILS > SUSPICIOUS PROCESS BEHAVIOR - PHP

& Advisory Snapshot: Suspicious Process Behavoir - PHP 0293911

35

A Advisory INvestigator — § Selsct a marker to filter the Event Drilidown

re
ADVISORIES

@) Advisory Investigator

A known process has began running unusual
processes. These processes are modifying

files and establishing network connections.

Advisory List View

High

web1.eg.com
dev-master-client-2/egsemse/nst

Today 3:15pm

Event Drilldown: File Modified

Severity
Event
User
Name
Host

Date

uuid
oxity_signal
num_threads
exe

name
cpu_pct
memory_pct
pid

id

cmdLine

gid
create_time
ppid

cwd

uid

name

High

File Modified
Apache
111111111
Web1.eg.com

Today, 2:28pm

b983e234-c342-4cdb

17

fust/bine/python2.7
python

58

4.41

31039
310948298475982.25
Jusr/bin/pythonfuser/.
0

124985767923.342,
11676

/

PROC_EVENT_EXIT

“The details are not the details. They make the design.”

—Charles Eames



In 6 months, we are seeing results at Endgame

From this...

ENDGAME. Enterprise

G RS Advisories

Dashboard
Abnormal process behavior (25368)

A Hosts dev-cassandra-3.egsense.net - 5:27:04 pm, Jun 28th

Advisories
Summary: An anomaly was detected. Mark Read

aes g

sss Start Date - . i

e Executable: salt-minion Group: uuid Event Type: fork MsgID: 74381a7d-00f1-493c-b3e6-8fc4b4b36a8f PID: 25368 Timestamp:
Clusters 06/28/2015 1435437470.423097 Command: unknown GID: 0 Comm: salt-minion Team: endgame PPID: 25367 Sensor:

=m End Date 31b51403-1571-4e83-8852-83452b4ebh671 CWD: / Md5: unknown UID: O

Hosts 06/28/2015 Related Events

Event Sensor Occurred
% Type: Process Anomaly %  Abnormal process behavior (25368) dev-cassandra-3.egsense.net 9:26:51 pm, Jun 28th

Abnormal process behavior (11310)

dev-cassandra-l.egsense.net - 5:26:10 pm, Jun 28th

Abnormal process behavior (27963)

dev-keymaster.egsense.net - 5:19:08 pm, Jun 28th

Abnormal process behavior (27839)

dev-keymaster.egsense.net - 5:10:48 pm, Jun 28th

Abnormal process behavior (21376)

H dev-c2.egsense.net - 4:58:28 pm, Jun 28th
Help
o+ Abnormal process behavior (21379)
'o{} dev-c2.egsense.net - 4:58:28 pm, Jun 28th
Settings
Abnormal process behavior (3693)
E* dev-receiver.egsense.net - 4:52:38 pm, Jun 28th
Logout
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“You can’t imagine how many times | was told that nobody wanted or would use graphics.”
—Jef Raskin



In 6 months, we are seein

To this...

g results at Endgame

ENDGAME.

ADVISORIES

Overall
Status.

51

Reviewed

8 40

Assigned

Q search

overall %\
Severity ‘l High Medium
51 22 16

CURRENT

Group Action Q 0 Advisories are currently selected.

© ©
Malware Command and Control
High # 1 ¥
Advisory Advisory
Malware vti-rescan (Slocker.A) on Linux Mumblehard trojan
web.mycompany.com dns.mycompany.net
dev-cassandrea-1.egsense.net
Cluster Time Cluster Time
HADOOP Aug 15, 5:55PM HADOOP Aug 15, 4:15PM
Assignee Assignee
N/A N/A
VIEW MORE VIEW MORE
© ©
Malware Command and Control
High # Medium #
Advisory Advisory

Malware vti-rescan (Slocker.A) on

web.mycompany.com
dev-cassandrea-1.egsense.net

Linux Mumblehard trojan
dns.mycompany.net

Cluster Time Cluster Time

HADOOP Aug 5, 5:55PM HADOOP Aug 10, 4:15PM
Assignee Assignee

N/A N/A

VIEW MORE VIEW MORE

Suspicious Package ol
Medium ¥

Suspicious Process
High #

Advisory
Privilege Package by vti-rescan

Advisory
Abnormal process behavior

L0
Suspicious Process
High #

Advisory
Abnormal process behavior

(usr/bin/basename)
ip-12264.32.278

Cluster Time
HADOOP Aug 15, 4:00PM
Assignee
N/A
VIEW MORE
©

Suspicious Process

High #
Advisory

Abnormal process behavior

(usr/bin/basename)
ip-122.64.32.278

Time
Aug 15, 4:00PM

Cluster
HADOOP

Assignee
N/A

VIEW MORE

Suspicious Package

Advisory
F’nvilege Package by vti-rescan

Top Overall
Threats

&

Low

©
Suspicious Package
High

o

Advisory

Privilege Package by vti-tescan
on mail2.mycompany.com
dev-caseandrea-1.egsense.net
Cluster Time
PROD-ALL  Aug 15, 3:47PM

Assignee
N/A

VIEW MORE

Suspicious Package
Mediur

Advisory
Privilege Package by vti-rescan

on mail2.mycompany.com
dev-cassandrea-1.egsense.net

Cluster Time
PROD-ALL  Aug 14, 3:47PM
Assignee
N/A
Suspicious Package
e n
Advisory

Privilege Package by vti-rescan

7] &

Mawrs  Susiicous  Process
18 12 9

it

Sort By: Status v

—>)

©
Suspicious Process
High #

Advisory

Abnormal process behavior
(usr/cat)
dev-cassandrea-1.egsense.net
Cluster Time

DEV-ALL Aug 15, 3:35PM
Assignee

N/A

VIEW MORE

Suspicious Process

High #
Advisory
Abnormal process behavior
(usr/cat)
dev-cassandrea-1.egsense.net
Cluster Time
DEV-ALL Aug 14, 3:35PM
Assignee

John Snow

Suspicious Process
High #

Advisory
Abnormal process behavior

“Often the best way to teach someone something is to tell the story of how we first learned that same lesson.”

—Jesse James Garrett



If all else fails, just ask...



g

What would Dieter do?

“Design should not dominate things, should not dominate people. It should help people. That’s its role.”
—Dieter Rams



Thank you.

Find these resources at: www.uxiseverywhere.com/resources



