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Persona Building

e Persona — Who are you designing for?
Characters used to represent different customer types

e Use case — What are you designing for?
Goals for how the product will be used




Persona Building

e Goal: Help product designers understand and empathize with target users

e Make sure personas resemble actual users
o Conduct interviews
o Get data about current customers
o Aim for 3-5 personas




Persona Building

Name

Demographics (age, income, gender, location, occupation)
Bio

Personality

Behavior patterns

Pain points

Goals

Quote




8) PERSONALITY Bl 80
n “I'want to help my team

ST INMIND

deliver great user

experiences”

Persona 1

Behavior

Overseeing builds

Writing specs
=—S-- -

Designing features

Meetings

&) Motivations

IMPACT — e

TEAMWORK —_— USER NEEDS

PROMOTION —8 User testing
I ——

Influences

BLOGS/ FORUMS

Goals Ul § Frustrations CREDIBILITY
COLLEAGUES PSYCHOLOGY

TECHNOLOGY Ul TRENDS

Frequently used apps

+ STATUS - SALARY
SINGLE $50K

mind Google PocketGuard

«TIER
MID-LEVEL

+ ARCHETYPE
PERFECTIONIST


https://userguiding.com/blog/user-persona-examples/#:~:text=What%20is%20an%20example%20of,a%20real%20human%20being%20accurate.

Discover new tools for communication,
- reporting, tracking and measuring

Use small teams for large projects > m
Update old frameworks to meet patagonla
Audi

present standards

I.Isn Mﬂ“TﬂvA Trusted Brands
-

Persona 2

Change is always met with resistance N ETFL l x UBISOFT

Learning curves slow down productivity
Larger companies are more risk averse

€€ We must optimize our processes,

implement new systems, learn to adapt
It's worth the effort in the end. 99

Age 32 IT & Internet

Technology Motivations

Er

Occupation Software Architect
Status Married
Location New York, NY
Tier Multi-use
Archetype Problem-solver

Bio Personality
Lisa is the software architect at Blue Cable. alliichil - Extrovert
She sees that larger companies have a Intuitive Sensing
difficult time implementing improvements.

Example Ol eiting g i verns - = _
She wants to streamline communications Thinking Feeling
and automate as many things as possible, =

to maintain an agile team. Judging Perceiving
-] —



https://venngage.com/blog/user-persona-examples/

User Segments

Segmentation

e Grouping the “market” (customers) into segments based on characteristics
e Should be based on real data (surveys, social analytics, purchasing behaviors)
e Discover trade-offs between different personas




User Segments

Demographics (age, gender)

Psychographics (interests, attitudes)

Technology (desktop vs. mobile, type of phone)

Geography (location, timezone)

Product behaviors (frequency of product use, purchase online vs. in store)
Motivations (what do you (dis)like about the product?)




User Segments

Net Promoter Score (NPS)

Not at all likely Neutral Extremely likely
0 1 2 ~) . o 6 9 10
Detractor Promoter

% PROMOTERS - % DETRACTORS = NPS (NET PROMOTER SCORE)



https://www.netpromoter.com/know/

User Segments

Link

The resulting five segments proved attitudinally differentiated and demographically
distinct.

TERNED MOMS
Concerned Financially
Mature

Younger Young, Middle Age Mature Mature

Skews male Mostly female Skews male Male and Female
Early adopters, Use social media, | Recognize value of Use social media
technical but not otherwise insurance
technical Mistrustful of
Driven, Risk taker Confident about financial inst.
Don’t know where financial matters
Price sensitive to begin Least interestin LI
Least price
Price sensitive sensitive
10%
5%
Medium
Low
L J A J

-
Target Minimize Cost to Serve
« Large portion of market *Prefer face to face CRM A

* Right for business model *Low conversion %MENE
*Lower value VOTH ANNIVERSARY
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https://www.appcues.com/blog/persona-examples
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https://venngage.com/blog/user-persona-examples/

Use Cases

e Document (1) how people will interact with a product or service and (2)

determine requirements a product or service needs to satisfy the users
e It's a good idea to have a primary use case for each persona you create
e Helps prioritize items and establish a series of goals




Use Cases

Use Case # 1: Name

Description (1-sentence)

Users (personas)

Preconditions (what happens before the use case)
Basic Flow

Alternative Paths

Postconditions (what happens after the use case)



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Use Cases

Name UC-8: Search and Replace

Summary All occurrences of a search term are replaced with

replacement text.



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Rationale While editing a document, many users find that
there is text somewhere in the file being edited that
needs to be replaced, but searching for it manually
by looking through the entire document is time-
consuming and ineffective. The search-and-replace
function allows the user to find it automatically and
replace it with specified text. Sometimes this term is
repeated in many places and needs to be replaced.
At other times, only the first occurrence should be
replaced. The user may also wish to simply find the

Link location of that text without replacing it.


https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Use Cases

Users All users

Preconditions A document is loaded and being edited.



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Basic Course of 1. The user indicates that the software is to perform
Events a search-and-replace in the document.

2. The software responds by requesting the search
term and the replacement text.

3. The user inputs the search term and replacement
text and indicates that all occurrences are to be
replaced.

4. The software replaces all occurrences of the
search term with the replacement text.


https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Alternative 1. In Step 3, the user indicates that only the first

Paths occurrence is to be replaced. In this case, the
software finds the first occurrence of the search
term in the document being edited and replaces
it with the replacement text. The postcondition
state is identical, except only the first occurrence
is replaced, and the replacement text is
highlighted.

2. In Step 3, the user indicates that the software is
only to search and not replace, and does not
specify replacement text. In this case, the
software highlights the first occurrence of the
search term and the use case ends.

3. The user may decide to abort the search-and-
replace operation at any time during Steps 1, 2, or

) 3. In this case, the software returns to the
Link precondition state.


https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Use Cases

Postconditions All occurrences of the search term have been

replaced with the replacement text.



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

User Journey

e Holistic view of the user’s
journey through using the
product (touchpoints,
channels)

e Actions, throughs, emotions
as the user goes through
their product interaction

e Insights, pain points,
opportunities, plans moving
forward

//'

4 S/ e SCENARIO
\.
g

GOALS AND EXPECTATIONS

3

6)

)

ZONE A
The Lens

I ZONEB
The Experience

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

ONTERNAL OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP

ZONE C
The Insights



https://www.nngroup.com/articles/customer-journey-mapping/
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|deating

e Miro is often used for online whiteboarding among many members

Technical Knowledge

Industry Placement

Career Development

career data
exploration science
seminars boot camp

mini
courses

jOb application
board & & interview
postings PEER

application
& interview
prep

career
coaching
& support

,ﬁ\ |
corporate
connections



https://miro.com/

|deating

Funnel Analysis
Which website page do we want to focus on?

STEP1 STEP 2 STEP3 STEP 4
Homepage Signup Step 1 Signup Step 2 Signup
SESSIONS SESSIONS SESSIONS SESSIONS
7,777 841 495 465

10.8% OF 7777 58.9% OF 841 93.9% OF 495

O & & o

DROPOFF DROPOFF DROPOFF CONVERSION
89.2% 41.1% 6.1% 6%
(6,936) (346) (30) (465)
Watch Watch Watch Watch



https://en.wikipedia.org/wiki/Funnel_analysis

|deating

Heatmap

Which features of that page do we want to focus on?

AND INCLUDI

000850


https://neliosoftware.com/blog/publishers-increase-your-conversion-rate/?nab=0

|deating

User Feedback

15 SECONDS = FREE GIFT

Dana
S Typically replies within a day

Q Hi there

How can | help you?

1. Were you able to find everything you were looking for today?

Yes No

2. What can we do better to improve our user experience?

Start Chat with:
El EIKR

Thanks for your help - Click to get yc

How likely are you to recommend Refiner to a
friend or colleague?

0 1 9 10

Not likely at all Extremely likely

https://optinmonster.com/best-ways-to-collect-customer-feedback/
https://refiner.io/blog/popup-surveys/
https://elfsight.com/all-in-one-chat-widget/
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Wireframing

e Show a product design at a structural level (usually for web / mobile apps)

e Should be tied to persona needs and user journeys

e Wireframing is done before a full scale prototype — it helps align all
stakeholders around the product’s scope and aims

e (Canvary in fidelity

o Low fidelity = a sketch of the final product that includes basic elements, but not much more
o High fidelity = looks like the final product




Wireframing

This brings up an important career
note:

Many UX jobs are called UX/UI, for
“User eXperience and User Interface”

e The emphasis on UX vs Ul will
depend on each company.

e Ulis only for digital products,
whereas UX can be for physical or
digital products.

HUMAN-FIRST APPROACH
T0 PRODUCT DESIGN

APPLICATION:
Physical and digital products

FOCUS:
The full experience from a
user's first contact to the last

CREATES:

Structural design solutions for
pain points that users encounter
anywhere along their journey
with the product

RESULTS IN:
Products that delight users
with their effectiveness

HUMAN-FIRST APPROACH TO
DESIGNING THE AESTHETIC
EXPERIENCE OF A PRODUCT

APPLICATION:
Digital products only

FOCUS:
Visual touchpoints that allow
users to interact with a product

CREATES:

Combinations of typography,
color palettes, buttons,
animations, and imagery

RESULTS IN:
Products that delight

users aesthetically



https://careerfoundry.com/en/blog/ux-design/the-difference-between-ux-and-ui-design-a-laymans-guide/?utm_term=ux%20and%20ui&utm_campaign=13922625494&utm_source=google&utm_medium=cpc&utm_content=624764266269&hsa_mt=e&hsa_ad=624764266269&hsa_ver=3&hsa_tgt=kwd-299022413915&hsa_net=adwords&hsa_grp=124419185946&hsa_src=g&hsa_cam=13922625494&hsa_acc=8658759102&hsa_kw=ux%20and%20ui&gclid=CjwKCAiAzp6eBhByEiwA_gGq5OrdCGIrkHhp8X47O8uMp1wMG7KKE8tgAUeMzOc3xC63Qj3VRzIuqBoC4KgQAvD_BwE

Wireframing Bl The Erdés Institute

Welcome to the Spring 2023 course
registration page! Please select the
courses you in which you wish to

(] |S Of‘ten used for enroll from our drop down menu:
Creatlng deSIQn Data Science Boot Camp
Data Visualization
prototypes

Managerial Data Science Workshop
Mixed Methods Research in Business
Python Prep

Software Engineering for Data Scientists

Quantum Computing

Anything else you want us to know?

Q Your text here...

Submit Registration



https://www.figma.com/

Wireframing
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LOGO Emot $o0
Resend Verification s
= s
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Splash Screen
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=] =] =]
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Ocder Confirmed

o e hegging a1
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https://visme.co/blog/wireframe-examples/

Storyboarding

e Series of drawing that take you through the customer’s journey or interaction
with the product

e Often used in advertising and marketing, but versions of storyboarding can
also be used in UX/UI

e Includes scenarios, visuals, captions

e Want it to be memorable, engaging, and visually captivating




oryboarding

STAGE DECISION TO START DECIDE ON CHALLENGE GROUP CREATION 1. RESEARCH 2.FEEL 3. IMAGINE 4.00 3. SHARE
& & D L
a o S @ E : > . .f” ﬁ
Conduct == A/~ m == .
—— &8 = ; R
DOING "
Searcn by Pick s Set Group Name Define Conduct  Create User - Best Mess Define Needs Create Holda Share y:u' ides
St Category Challenge & invite Friends @ Stakeholders Perzonas - and Obstacies Action Plan on Tinia
il out
Question

-Nice to get 30 much onfine feedback.”
.I'm a Stthe insecure with holding presen
tations in front of my class.™

This s too much writing, can't | just go
out and test™

s fun to create crazy idess.”

To think about all the stakehoiders and
.fm a litthe insecure. | don't want my team

.1 don't know where to look this up.*
their needs 1 & new but interesting

Yeah, Il invite my best friendst™
.| feel a ittie Jost - | don't want to read 5o

1 don't know what chalienge to choose*
f'm glad | don't have to do this alone!™

.Dengn Thinking sounds mteresting™

Why should this matter to me>

I'm interested in how to learn by real
projects.” These problems sound hard to solve.” Mmhhhm how to name our group? much sbout this.* concept to me.”
I want to change something in my Nice, | know the organization that put Something goofy should do it haha!” I would like it becter to get all thes infor .Did | miss one?”
maton in the app” JE'S challenging to think about & their

Dang. my friends don't know thewr

t0 laugh about my ideas.”

this challenge up!™
T like 10 have & cosch.”
A#n this probiem sounds familiar 10 mel™

THINK @nvironmant or & problem of mine.”
The teachar gave me the task 1o uie this

Charactenstics.
Haha | love 10 create the avatars’™

*mad-adcresses.. can | a0 them latee™ JON. Gt know This tOpic is 50 dversel™

website  hopefully not another lame
lesson”
A want 1o get & certificate for it

The interviews gave us good insights.”
Nice to know for whom we do this."

[ vo
-
5 - -
FEEL 4
| [Reseverce Mebeverce e |
EXPERIENCE Satiafacton Setistaction Satisfaction Satafacvon Satafatvon
LU oy B Oy ot
1t Could be nice T set general interests Resuits of every UPCOMINg 3eCUON are Indevidual Tasks: Individual Tasks: Individual Tasks: Individual Tasks:
1731 - o OrgANiZATIONS the Student & Sumemarized for overview. sharing & Why and now did e problem occur® Explanaton video Explanaton Video Share idea (social media)
interested in. print. Guice on how 10 CONSLCL research Quiz to test understanding Quaz Quiz Presentation in class
What tools o methods do the stakehol- Create User Personas 1des Creating (quantity) What 60 we need to test our ides? Evalustion
Organizations may put up & coach / der currently use to handle the problem? Explenaton Video Evaluste Ideas (quality) From where do we get it?
Person that mentors this problem. Did 30meone try to solve the already? Quiz to test understanding Define Obstacies If you like, record your presentation to
Are they successfull / why (not)® Optionat Conduct Interviews Ioes Generaton via random topics ¥ Then Plan share . too.
NOTES Define stakehoiders (Name. Age, job, (associations). clicking-questions o Set responsibilities
Itwoulkd be super nice if those who putin  Environment, Goals, Needs, Frustratons)  Birkentinl kanva drawing. etc. Testit?
Method)

the chalienge could 150 provide some

basic nformations 30 students don't feel

lost.

Avatar Creator

Finished User Personas will be sccessible
from now on (toolban).


https://www.moritzoesterlau.de/portfolio/an-approach-to-digitization-in-education.html

Rapid Prototyping

e Strategy that aims to create multiple prototypes very quickly

e Lets youinnovate, design, and test multiple versions of a product

e Allows you to see how people react to your products and take their feedback
into consideration before you have sunk too much time and money into a
design that may not work
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Test

e Can repeat interviews or focus groups
e Conduct surveys (next lesson)
e Analyze data (following two lessons)




User Experience Research focuses
on the study of end users: the
people actually using your product

e Analyzing the behaviors,
requirements, and expectations of

User eXperience end users

Focuses on a specific product or

service
U X Often digital products, such as

apps or websites

The goal of UX is to improve end
user experience through the
interaction with a product
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