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World class companies  
do not compete on price, services,  
products, technology, or features. 

They compete on experience. 

World-class experiences 
come from user insight and 

human-centred design. 



Human Centred Designs… 
Are based on users, tasks, environments 

Involve users throughout 
Are tested with users 

Are iterated based on user insight 
Consider the whole experience 

Are designed in multidisciplinary teams 
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Spaces 
Services 
Products 
Systems 



Human 
Experiences 
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Customers spend between 7-22% 
more with companies they believe 

provide excellent customer 
service 

 
Source: American Express Global Customer Service Barometer, May 2011 

 
 
 



64% of shoppers have bought  
from a competitor immediately 

after poor service. 
 

Oracle’s 2012 CX Index Report 



Useful 
Usable 

Satisfying* 
 

*Delightful 



Preference 
Performance 

Loyalty 
Advocacy 
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Write down 

everything you 
know about your 

customers 
 

4 minutes to self-brainstorm 
 
 



Motivations?  
Needs?  
Goals?  

Beliefs?  





Interviews 



 

“I used my 
welcome letter 
to start a fire” 

 

An Insurance Customer 

 

 
Interviews 



Interviews 



“Tell me about the last 
time you visited our 

website…” 

Interviews 



“Tell me about the 
experience of buying a 

domain name…” 

Interviews 



Why? Why? Why? Why? Why? 
Why? Why? Why? Why? Why? 

Why? Why? Why? Why? Why? 

Why? Why? Why? Why? Why? 

Why? Why? Why? Why? Why? 

Why? Why? Why? Why? Why? 

Why? Why? Why? Why? Why? 

Why? Why? Why? Why? Why? 

 
 
 

Interviews 



Usability testing 



 

 

“They clearly don’t 
know what I’m 

looking for” 
 

Usablity test participant 

 

 

 

Usability testing 



Usability testing 
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Contextual enquiry 



Contextual enquiry 



Contextual enquiry 



 
What do I do with 

the research?  
 
 
 





Customer journey mapping 



Customer journey mapping 



Where How Why What Who 

Personas 



Encourage design for real 
people with real needs  
Stand-in when real users 
aren’t available  
Qualitative not quantitative  



Who are they?  
What are their beliefs? Motivations? 
Goals? Needs? Dream?   
Why do they buy domain names?  
Why don’t they buy domain names?  
What are the barriers to getting a 
domain name?  
Why do/don’t they buy from us?  
What is their attitiude toward 
technology?  



Experiences  and 
characteristics?  
Needs?  
Challenges? 
Environment?  
Frustrations?  



 
Write down 

everything you 
know about your 

customers 
 

4 minutes to self-brainstorm 
 
 



IA design 



 
 



IA design 



IA design 



15% 
IA design 



Talking to users 
= discovering latent needs 

= innovation 





$500 million 





Co-design 



Prototyping 



Human Centred Designs… 
Are based on users, tasks, environments 

Involve users throughout 
Are tested with users 

Are iterated based on user insight 
Consider the whole experience 

Are designed in multidisciplinary teams 
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Nervous about?  

Unsure of?  

Confused by?   



How might you 
support future 

users to get 
online? 



2 



Usability  
Accessibility  
User experience 



How might you 
support best 

practice? 



 

 

 

 

In 2013, 17% of New Zealanders made a 
purchase from a mobile device in the last 
seven days, almost double the 9% who 

did so in 2012  
Google’s Mobile Earth 

2012 2013

17%

9%3 



How might you 
optimise the 

mobile 
experience? 



In summary  





No matter how well you  
know your customers, you 

cannot speak for them 
 



What 1 thing will 
you do to involve 

your users?  



Thanks!  
kellyann@optimalexperience.com 
@designspoke 


