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Before we Begin:
Today's presentation does not reflect the opinions or views of Sandia National Laboratories and are simply my view of the world
In addition, although the presentation is based on Stanford's curriculum, it has been modified for today's purposes.
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User-Centered Design

User-centered design (UCD) is an iterative design process in which designers
focus on the wsers and their needs in each phase of the design process.

.....English, please:

A method of [problem soIving] focused
on the user’s perspective.
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Why User-Centered Design

Ensures you design your business process,
solution, product, or service around the user-not

you.

Encourages failing fast and will save your
company time and money.

There are elements in each step of the process
that (if done correctly) will push your results into
breakthrough mode (versus incremental).
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Human-Centered Design Principles

Desirability

P

Feasibility

Human Center Design
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Observe and listen to the
problem or situation
without preconceptions

Design thinking starts with empathy
and uses collaborative and participatory
methods, repeating all five steps of the
process as many times as needed to
achieve a complete solution.
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User-Centered Design

Chosen Model for Today's Presentation:

HASSO PLATTNER
stitute of Design at Stanford

PROTOTYPE
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The d.School Design Thinking Process

TEST

Based on Stanford d.School approach. Modified for AQN Presentation
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My Personal Addifion...

. . . TEST

Based on Stanford d.School approach. Modified for AQN Presentation
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Why the Addition?

* User-Centered Design can be a tough sell for companies.

* Ultimately-UCD is going slow to go fast....

* When using it as a problem solving mechanism, it can be
an easier sell to use these tools versus others.

I
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What Problem are we Trying to Solve?

The quality in our
processes have
decreased...

Customer complaints
are on the rise.

Our sales have
dropped and we don’t
know why...

Training scores have
decreased...
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Based on Stanford d.School approach. Modified for AQN Presentation
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Empathize

Now that we think we
know the problem...

Don’t start to solve it.

Pause.And Let’s Gather
some emotional data.
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Empathize

“USE THIS ROLL FIRST”



http://uxmastery.com/wp-content/uploads/2013/04/use-this-roll-first.jpg
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Empathize

So there has got to be a
better way....
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EmpathizeUsing Simple Tools

User Interviews - Using Journey Maps
to Facilitate the Conversation

The tnitlal deLLv’e@ gstimaate was
Talked to a nice representative and LMML@ wrong. | was excited that it

was relieved that they would send me tncluded a surprise 450 gift card.
o new Ltem.

[tevs Shipped! Yes!
ery excited that [ got them on sale.

Recelved the wrong tteyn and was
confused about how to return it.

Tool Template Courtesy of Stanford d.School

very frustrated and disappointed
that the walt to vecelve new Ltewm Ls
weeks Longer thaw expected.
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Empathize-Using Simple Tools
User Interviews - Using Journey Maps
to Facilitate the Conversation

The Lniltlal estimate was mm%

Tallked to a wice vepresentative and . ,
,O ILeE vepresentatt ~ wrong). | was CXOLth that tt was
wos velieved that they would send wrong and that it included a surprise

me a new ttem. of £50 gift card,

[tevs Shipped! Yes!
Very excited that | gotthem on sale.

Recelved the wrong tteyn and was
co I/\z‘("lASCD{ about to veturn it.

Tool Template Courtesy of Stanford d.School

very frustrated and disappolnted

that the walt to vecelve new Lteme Ls weelkes
Llonger than expected.




. . . TEST

Based on Stanford d.School approach. Modified for AQN Presentation
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Define

Based on your interviews and information gathered, rephrase
a common theme into a How Might We statement...

® You heard from most users, that the process you
/ implemented last year was jahnke and daunting-itis the
lowest part of their journey.

aa How might we create an experience that is seamless and
exciting for users?




. . . TEST

Based on Stanford d.School approach. Modified for AQN Presentation
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ldeate Using “Yes And” Brainstorming

versus
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ldeation Scale

Generation-Incubation-Scaling Funnel

4,000 226
Concepts Concepts
Concepts Sold Commercially
Built successful

Source: Sutton, R.1. (2000). Weird Ideas That Work. New York: Free Press
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How To “Yes And” Brainstorm

Using your How Might We statement....think of 3
ideas that may be potential ideas.

How might we create an experience that is seamless and exciting for users?

IDEA |:Create a Checklist
IDEA 2:Put in a technical component
IDEA 3. Make the process easier to find

prem— Next build off that idea in a team by responding
et “yes,and....”
‘ IDEA |:Create a Checklist

....yes,and make the checklist digital
' ‘ ...yes,and put that checklist on my phone
- ...yes,and

You will be surprised how your ideas grow to
greater solutions and are more collaborative.
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Narrowing your |ldeas

Based on Stanford d.School approach. Modified for AQN Presentation
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Based on Stanford d.School approach. Modified for AQN Presentation
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How do we geft to breakthrough?

/By defining your ideal h /Lovv—ﬁdelity prototyping\
N . state based on user pain ensures you are on the
Realizing you aren't just points. right track before
doing this process for investing mass amounts
fun-you are trying to \of time and money. /

solve a problem.

N
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TEST
Makmg you truly 4 N
understand the problem Producing more and
before jumping into more ideas sets you up e N
solution space. for success! You have to mgke sure
\_ % . J your prototype is what
users want...changes are
\_ likely, fail fast!! Y

Based on Stanford d.School approach. Modified for AQN Presentation
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Sources:

https://dschool.stanford.edu/resources



https://dschool.stanford.edu/resources

Questions?e




