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Design Thinking is a repeatable method for creating great ideas and
products. It is based on a rigorous understanding of your customers
and their needs. Developed by the Stanford d.School, similar
variations are in use at companies across the world, such as PayPal,
eBay, Google, IDEO, Lego, and many more.

YA '["' ™
1
|
' g
S I'\-\. -

We have collected and compiled material from numerous sources
to provide a solid overview of the overall Design Thinking process.
Some, but not all, methods are described in detail. As a result this
workbook is a great starter kit for your introduction into Design
Thinking.

These proven tools and techniques are practiced by the Magento User
Experience team in designing Magento 2 and other Magento products.




. Magento 2.0 Launch

17 NOV 2015

e Open, Flexible Architecture

* Enterprise-grade
Scalability and
Performance

e Secure Payments

« Easier Maintenance and
Upgrades

« Enhanced Business Agility
and Productivity

Commerce.
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1)) Magento” Enterprise

This is a demo store. Any orders placed through this store will not be honored or fufilled.

Global Record Search Logged in as admin | Wednesday, January 20, 2016 | Log Out

Dashboard Sales Catalog Customers Promotions Newsletter

% Manage Products

Choose Store View: | All Store Views H

Page [1 | [+ of30pages | View [ 20 &

per page |

Total 536 records found

CME Reports System

@ Latest Message: Have questions? Magento has big answers at Imagine Commerce. Read details

| B3 Notify Low Stock RSS

You have 10 critical, 5 major, 19 minor and 66 notice unread

® Get help for this page

Select All | Unseiect All | Select Visible | Unselect Visible | 0 items selected Actions | 3
D 4 Name Type Attrib. Set Name SKU Price Qty Visibility Status Waebsites Action
| Any & From: i' — | o [ s - N \' B From: | From: :_ I ] ]
| I To: To:
In: | USD %
] 901 Snap cap Configurable caps SCoM $20.00 0 Catalog, Enabled Edit
Product Search
(] 900 Messenger bag Simple Default MBO1212 $36.00 10 Catalog, Enabled Edit
Product Search

] B99 Plaid Cotton Shirt- Simple Clothing msj006c- $160.00 10 Mot Visible Enabled Main Website Edit
Royal Blue-L Product Roval Blue-L Individually

(] BY98 Plaid Cotton Shirt- Simple Clothing msj006c- $160.00 10 Mot Visible Enabled Main Website Edit
Royal Blue-M Product Royal Blue-M Individually

] B97 Plaid Cotton Shirt- Simple Clothing msj006c- $160.00 10 Mot Visible Enabled Private Sales Edit
Royal Blue-5 Product Royal Blue-5 Individually Website

) BY96 Plaid Cotton Shirt-  Simple Clothing msj006c-Red- $160.00 10 Mot Visible Enabled Main Website Edit
Red-L Product L Individually

] BY95 Plaid Cotton Shirt- Simple Clothing msj006c-Red- $160.00 10 Mot Visible Enabled Main Website Edit
Red-M Product M Individually

(] B94 Plaid Cotton Shirt- Simple Ciothing msj006c-Red- $160.00 10 Mot Visible Enabled Main Website Edit
Red-5 Product s Individually

] 893 Plaid Cotton Shirt-  Simple Clothing msj006c- $160.00 10 Not Visible Enabled Main Website Edit
Khaki-L Product Khaki-L Individually

Magento
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Magento

2.0
Product Catalog

Y Filters © Default View ~ ¢~ Columns «

Catalog Q M0 L i~

=
g
PRODUCTS

Actions - 2048 records found 20 ¥ | per page < 1 of 103 >

ID | | Thumbnail Quantity | Visibility Websites | Action
1 Joust Duffle Bag Simple Bag 24- $34.00 . 100.0000 = Catalog, = Enabled = Main Edit
& Product MBO1 Search Website
2 Strive Shoulder Pack Simple Bag 24- $32.00 100.0000 Catalog, Enabled Main Edit
‘ Product MBO4 Search Website

3 Crown Summit Simple Bag 24- $38.00  100.0000 = Catalog, = Enabled = Main Edit
. Backpack Product MBO3 Search Website

4 Wayfarer Messenger ~ Simple Bag 24- $45.00 100.0000 Catalog, Enabled Main Edit
~ Bag Product MBO5 Search Website

5 Rival Field Simple Bag 24- $45.00  100.0000 = Catalog,  Enabled = Main Edit
- Messenger Product MBO6 Search Website

6 Fusion Backpack Simple Bag 24- $59.00 100.0000 Catalog, Enabled Main Edit
‘ Product MBO? Caarch Weaehcite



Reviews of Magento 2

Kalen Jordan

@kalenjordan

The Magento 2 admin is fast! It's
S0...80..beautiful.
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“Vhat Is Design Thinking?
|

ol
ebay

A process for solving problems Similar methods are taught
and discovering new opportunities at Stanford, IDEO, Google,
with the customer at the center. IBM, eBay and Magento.

MagentoLive

UK | 2016



<

User Centered Design Human Eactors
Customer Driven Innovation

Human Centered Design

User Experience Design

Design Thinking
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A Design Story From Magento 2.1



‘ Introducing a new feature for Magento 2.1... Staging

Staging will allow merchants
to easily schedule changes
to any of their site’s content.

MagentoLive
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. Over one year ago the design team started work on this
new feature...
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After several months of research and design we believed
we had a good first draft.

Breathe Easy Tee
“4 Up To Main Delete Product  Publish Now

Breathe Easy Tee is assigned to Staging Package Name : NEWTREND  (Preview) Edit Assignment

Current Status : Scheduled

Start Date: 10/15/2014 1t©  10/30/2014 (Stortsin 3 days)

Product Information

Name * | Breathe easy Tee

General
Prices SKU | MJ71205
Meta Information
Price | 60.00
Images L
Recurring Profile Cuanity ! 1
Design
Gift Options In Stock | Yes |
HIETO0) Status [ Enabled %

Early design wireframe

MagentoLive
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! After building a prototype of our design we tested it with
g 10 merchants...

Magentolajm



... and it did not go well.

This is
difficult...

| need
help...

What is
going on?

This is not
easy!

“This is not making sense to me... This is not intuitive”
Participant 7

MagentoLive
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Our test scores told the same story.

Average Scores By Task O Ease of Use

© Confidence

1 2 3 4 5 6

MagentoLive We decided to start over...

UK | 2016



. Several months later we tested an improved design with
much better results.

Average Scores By Task

© Ease of Use

© Confidence

MagentoLive
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Participants feedback also improved dramatically.

This is much
easier this
time!

No
problems!

“How soon before can I start using this every day?”
Participant 3

MagentoLive
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It was the same team of designers facing the
same problems. We had to solve for the same

complexities.

So... what changed from design 1 to design 2?

MagentoLive

UK | 2016



After some investigation we realized our initial research
did not include enough different types of Magento users.

What do you think
about scheduling
changes to your

site content?

<?#@ S$nameEr
($_SERVER%
["REQUEST_METH

OD"] == "POST") #{

That would be
great! Here is how
it might help with

promotions...

| _ ]~ _ ]~
@ @ -

Technical Non-Technical

MagentoLive
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The Staging design worked well for technical users.
Non-technical users struggled.

Is it easy? J

| _ ]~
@ ©

Technical Non-Technical

MagentoLive
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‘ We started over. By designing for the non-technical
| group first we achieved a design that worked well for all
users.

Is it easy? J J

| _ ]~ _ ]~
@ © o

Technical Non-Technical

MagentoLive
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. Product Page for Magento 2.1

Product > Catalog »

Nike Shoe

Jan 18, 2015

Jan 28, 2015

Feb 10, 2015

Enk 24 anac

Currently Active

MagentoLive
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12:00AM
12:00AM

7:00AM

A-An AR

General Information

Product Name

Price *

Scheduled Changes (x changes scheduled)

Start

End

Start

Nike Show

$79.00

Theme Update
Type: Theme Update
Belongs to: Update_Name_2

Theme
Belongs to: Nike_Shoe_update_1

Q A 4L Admin v

Open Change Log Schedule a New Update

View / Edit | Preview I

View / Edit | Preview

Last updated: 12/28/2014 by [username_here]

Product Enabled ( Yes



“ut there was more...
|
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Along the way we discovered new ideas. We invented
ways that Magento could help users even more.

Magento I;i.‘z'oﬁ



. Staging Dashboard for Magento 2.1

Level One > Lavel Two >
Staging Dashboard Q A& 2 admin-~
Search Q Active Upcoming Timeline >

From: | 1 JAN 2015 12:00:00 AM UTC -05:00 To: | 31 MAR 2015 12:00:00 AM UTC -05:00

]
@

Today Mon 01/20 Tue 01/21 | Wed 01/22 Thu 01/23 Fri 01/24 Sat 01725

294 Active Permanent Updates

Njke Shoe update_1

15% off In-Store & Online

Ffee Shipping On $125+ £ 66 i {b ﬁ

New Year 2015 Sale #3

Men’s Hottest Deals

Fl...

Upto6.. (B9 =

Men's Hottest Deals

MagentoLive

UK | 2016 Sign-up a...
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“Vhat did we accomplish?
|

$

We avoided an
expensive mistake

Magento I;i.‘z'oﬁ

v

We made Staging
easier to use

We discovered new
opportunities



All of this by using Design Thinking...

Magento I;i.‘z'oﬁ



Introduction to Design Thinking



. What is Design Thinking?

Design Thinking is a
repeatable method for creating
great ideas and products. Itis
based on a rigorous
understanding of your
customers and their needs.

Magento I;i.‘z'oﬁ



. Why Design Thinking?

1. Customer first. It is powered
by the people who matter most.

2. Saves time. Quickly transforms
customer input into solutions.

3. Saves money. Offers a low-
cost way to stretch budgets.

MagentoLive
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Empathize Define Ideate Prototype Test

[ s Y '-\.J: | g = :‘"l\.. y .' | = | l ¥ .
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Empathize. Gain a real understanding of the users and problem
Define. Synthesize the data and understand root causes

ldeate. Brainstorm solutions to the problems identified
Prototype. Build a simulation to better understand your design

Test. Evaluate your design to learn if your solution really works



()esign Thinking with Agile

Empathize/‘
( e D
/ - // deate 1

{ Prototype
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Divergent Thinking

Design Thinking leverages the power of divergent and convergent thinking

to arrive at solutions to problems that are often missed in traditional analysis.
Divergent thinking compels designers to expand their set of ideas and concepts
about the problem, while convergent thinking drives us to focus our ideas
towards an answer. By diverging and converging at different stages in the
project, we enable maximum creativity while simultaneously driving for results.

Empathize Define Ideate Prototype Test
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oday’s Design Challenge
Today’s workshop for Design Thinking will walk you through each of
the five phases of the process as a team. You will work in small groups
to solve a design challenge and compare findings throughout the
journey. In order to save time, we have completed some activities
for you.

Design Challenge
You are interested in purchasing a new mobile plan using your mobile
or tablet device. You have an existing mobile plan.

You are hoping to find a plan that combines all of your services that
meet your needs but does not exceed your budget.



Prototype
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Empathize
divergent
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Have a beginner’s mind.

Our expertise and experience can quickly restrict us towards poor
preconceived solutions. Seek to be surprised as you learn, observe and listen

without judgment.

MagentoLive
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Engaging your audience in their context, rather than bringing them into yours, is
far more valuable because you will be able to capture actions, emotions and
values in a natural, real environment.

MagentoLive
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q

Engage with extreme users

Discovering the behaviors of extreme users will amplify the needs and desires
of your audience.

MagentoLive
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Explore new areas of inspiration

Similar problems solved in different contexts can offer fresh insights to address
your design challenge. For example, luxury hotel concierges inspired the
development of Apple’s retail stores.

MagentoLive
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. Define Your Target Audience

1. Who do we envision will use
our solution?

2. What are their pain points,
needs, goals?

3. How are they currently
solving these needs?

MagentoLive

UK | 2016



m'ools and Methods

e Secondary Research Group Interviews

Semi-Structured Interviews

o Competitive Analysis

* Analytics Diary Studies

Contextual Research

e Surveys

Magento I;i.‘z'oﬁ
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ctivity:

ne rarticir

In this activity you will play the role of a participant of "Participant One”
in & semi-structured interview about the needs of customer purchasing
& maobile phone plan,

Think sbeut your needs as a customer looking for a mobile plan online
or in 8 store. 'What was your experience? Was it positive or negative?
You should consider elements like pricing and comparison in your

SUMMAry.

Summary

Summarize your findings and complete the
Participant 1 summary on the next page.

MagentoLive

UK | 2008
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Review:

Several participants were interviewed about their needs in finding a
new mabile plan. Participants were consumers ranging in age from 23-
57 and had mixed experience with technology. Results from the sample
were consistent despite differences in demographics and technical
ability.

Participant 1

Participant 3 was not comfortable making this transaction online
and preferred to interact with a retail associate or by contacting the
provider.

Participant 5 wanis 1o find 8 plan online but is not confident that
she had the best pricing. She was technical savvy does almost every
purchase online,

Summary: Participants felt that it was dificult to compare plans
online based on their situation. They felt that in general, websites
ware organized based on promotions, which leads to some confusion.
They also felt like it was difficult to get any pricing information without
answering oo many questions. As a result, they felt less confident
completing the task online and would rather do this in & retail store.

MagentoLive
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Gettmg Started
efining the Problem

Any solution you design needs to be crafted towards a target
audience. In order to define the problem, you must answer the
following questions:

1. Who do we envision will use our solution?
2. What are their pain points, needs, goals and behaviors?
3. How are they currently solving these needs?




“)efine Methods

 Personas e Concept Models
« Customer Problem Statement e Task Analysis
e Customer Journey Maps  User Scenarios
« Root Cause Analysis o Use Cases

Magento I;i.‘z'oﬁ



. Personas

_ Developer
Personas create reliable and .
realistic representations of your @
key audience segments for
reference. SRR

Deep technical knowledge
Experienced with Magento
Interested in low risk implementation

— What defines them?
— What are their motivations?
— Do they have common attributes?

% NEEDS & GOALS

Implementation
Development time
Training

Maintenance
Customer supoort &

MagentoLive
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Review:
Customer Problem Statement

Clearly describes the isswe and includes a vision and mathod to solve the problem.

WhO | am a: mobile phone user.

Wha s the customer?

What | want to: find a new plan that matches my needs.

What goal has to be achieved?

but the problem is: It is difficult to choose a

Why new phone plan.

Why do you think the problem exists?

Cause

Use the Five Whys example on the next page to complete
the Customer Problem Statement.

MagentoLive




Review:
Understand the root cause of a problem, why it happened, and & potential solution.

What is the problem?
It is difficult to choose a new phone plan.

\/ is it difficult to choose a plan?
| am overwhelmed by options.

"/ am | overwhelmed by options?
| cannot find the right fit for my needs.

" can | not find the right fit for my needs?
These options offer services that | do not need.

do these options offer services that | do not need?
They de not know exactly what | need.

do they not know what | need?
| am not able to customize my own plan.

MagentoLive

UK | 2006 4



Review:

Customer Journey Map

Create a shared understanding of customers’ interactions with the product over time.

Online

Website that allows
customers to buy and
manage their products,
services using their
computer or mobile device.

Retail (Stores)
Over 400 stores across
the US and worldwide for
customers to buy and
manage their products,
services.

Phone

Customer service
representatives on the
phone for customers to
buy, manage their products,
services 24/7/365.

Searching
for a plan

- Searches for website
using device

« Scans website for plans

+ Explores promo on
homepage

~ Waits for available
associ

» Talks to associate about
phone, Internet, cable/
satellite needs

+ On hold for available
associate

+ Talks to associate about
phone, Internet, cable/
satellite needs

« Browsing phones

MagentoLive

UK |2016

Evaluating
plans

« Selects 1-2 plans to
compare features on a
single page

« Shows detailed pricing
with taxes

« Discusses 3-4 plans
based on price and
features

- Discusses other
services; add-on
products

« Shows detailed pricing
with taxes

« Discusses 5-6 plans
based on price and
features

« Discusses other services;
add-on products

« Shows detailed pricing
with taxes

Decidi
on a plan

« Adds phone plan and

services to cart

+ Adds bundles to cart

= Shows final pricing
with taxes

« Associate helps 1o
compare products
and plans

- Discusses final pricing
with taxes with associate

- Representative helps to
compare products and
plans

+ Discusses final pricing
with taxes with
representative

Purchasing
aplan

- Enters registration and
payment information

- Receives email

confirmation post

purchase

« Accepts online

agreement

- Associate handles
registration and
payment method

- Signs agreement
with tablet

- Representative handles
registration and
payment method

« Confirms agreement

with representative
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. What is Ideation?

Generating lots of different ideas helps remove the
filters from our thinking. We make creative leaps from
one idea to the next, and begin to develop deeper
concepts.

MagentoLive
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ldea Curve

brilliant

boring

absurd |

MagentoLive
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“:Ieation Methods

Rapid Sketching

Rapidly generate as many
design ideas as possible

Active Brainstorming

Leverage the collective
thinking and energy of the

group

Magento I;i.‘z'oﬁ

Process Flows

Create flow charts to visualize the
steps of the process and identify
opportunities

Participatory Co-Design

Have the team co-design with
people who will ultimately use the
solution
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Getting Started:
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In order to get started with ideation, you must:

Be open minded
There are no bad ideas whatsoever.

Be optimistic
Defer your judgment and replace with positivity.

Be courageous
Replace fear with genuine curiosity.



-

Activity:
Rapid Sketching

Quickly generate as many design ideas as possible.

In this activity, you will attempt to sketch as many ideas on a single
page in this workbook in a short amount of time. If you have difficulty,
try taking an earlier idea and changing it.

Instructions

1. Find the “"Rapid Sketching” template in your workbook.
2. Get ready to draw.

3. Start drawing! You will have 30 seconds.

4, We will repeat this 8 times.




Template: -
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Template: Rapid Sketching
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“Vhy Prototype?

Prototypes should be faster,
cheaper, and easier to build
than the real product.

The cost of making a
mistake after launch is
much greater.

Magento Izi.‘z'oﬁ



eoe

c>calE Nm”mmm;«_ 9w M ag e n to

New Product
Cancel  Create New Auribute save 2 O
[ ]

Low Fidelity
Prototype

@
b4,
n

General Information

—— Paper
——aml prototype

Source: creativeblog.com

MagentoLive
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Magento

e0e (] x \
& - C ff @& nttps://magento.com Ty = 2 O
n
Product Catalog SRR - B PP

High Fidelity
Prototype

Q Y Filtars @ Detault View » £ Columna »
Actions - 12 items found 20 = perpage < 1 |of2| 3
mE D HName Type Attribute Set SKU Price  Quantity = Visibility Status Websites Actions
2 Abominable Hoodie Simple Hoodies & Sweatshits  MHOS-ME-BL 69.00 87 Catalog, Search  Enabled  Main Website  Actions =
279 Adrienne Trek Jacket Simple Jackets WJ0B-XS-GR 48.00 134 Catalog, Search  Enabled  Main Website  Actions ~
170 Ason Capri Simple  Pants WPO7-5M-BT 48.00 TEB5 Catalog, Search  Enabled  Main Website Actions =
& Aero Daily Fitness Tee Simple  Tees MS01-ME-BK 2400 o8 Catalog, Search  Enabled  Main Website  Actions =
75 Aather Gym Pant Simple Pants MP11-ME-KH 7400 34 Catalog, Search  Enabled  Main Weabsite Actions =
215 Ajax Full-Zip Sweatshirt Simple Hoodbes & Sweatshits ~ MH12-ME-GG  60.00 133 Catalog, Search 'Embloa Main Website  Actions -
184  Alpha Fleece Jacket Simple  Jackets MUDS-ME-BL 7200 &3 Catalog, Search  Enabled  Main Website Actions =
245 Ana Running Short Simple  Shorts WSH10-SM-BP  40.00 &7 Catalog, Search  Enabled  Main Wabsita  Actions =
299 Angel Light Running Short Simple  Shorts WSHOG-SM-DG 42,00 453 Catalog, Search  Enabled  Main Website  Actions =
22 Antonia Racer Tank Simple  Bras & Tanks WTD8-5M-BG 2000 721 Catalog, Search  Enabled  Main Webaite  Actions -

MagentoLive
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Getting Started:

|t i

Storyboard

Embrace your Inner comic strip artist and draw the experience frame
by frame. Storyboards are great for understanding the end 1o end
process as experienced by the user. Too often, we only focus on a
narrow portion of the experience - steryboards fix that,

Physical

The obvious choice for hardware products, physical prototypes can
also act as 30 storyboards to force you to take a larger view of the
overall experience.

Paper
Mothing beats paper and pencll for speed and cost. Anything can be
drawn - from physical products to user interfaces.

Digital

A more advanced, and also more costly, wersion of a paper prototype.
Digital protatypes have the advantage of being able to look and feel
more gimilar 1o the real thing, and contain more interactivity than
ather prototypes. But be careful, it's easy to sink way too much time
and money into creating a digital prototype. Keep it as simple as
possible.

MagentoLive
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Activity:

|
AR IS T 1 JUY S

In this activity, you will review a prototype that has already been
created, For the purposes of this workshop, we will use an example
website as your “prototype” for the purposes of the usability test in the
next phase. In real life, this can be a simple paper prototype or clickable
presentation.

Instructions

1. Using your mobile phone or tablet, open your browser,
2. From your web browser, go to this URL:

3. Familiarize yourself with tha “prototype” and explore it.

MagentoLive

UK | 2008



Prototype

@
i
=
—

@

Qo

E
w

convergent

ive

UK | 2016

MagentoL




. Why Testing?

e Collecting feedback is
key to your success

 The more times you
evaluate the better

* Look for opportunities,
not just validation

MagentoLive
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(}uantitative vs. Qualitative

Quantitative
Numbers and data focused
Measurable data

e 15 cm tall
e 568 ml

Magento Izi.‘z'oﬁ

Qualitative
Observed and not measured
Appearances and feelings

e Beautiful amber color
e Sweet aroma
e Crisp finish



“esearch Methods (Experts)

Heuristic Review

A heuristic evaluation is a comparison e -
of your prototype to a standard set of o ©—
rules. B= “ T
Expert Review & ==
An expert evaluation is similar to a By S—

heuristic evaluation, except that it adds
In a person's interpretation of design
best practices.

MagentoLive
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(Qesearch Methods (Attitudes)

Surveys

Surveys depend on your ability to ask

perfect questions without meeting your Surveys and focus [
audience. groups capture what

people say about
your product.

Focus Groups

Focus groups are for judging people’s
opinions about ideas.

MagentoLive
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“esearch Methods (Behaviors)
|

Cognitive Walkthrough
Observing customers in real scenarios.

User Interviews

Interviewing users to collect more
feedback.

Usability Testing

Creating tasks for a test participant to
do while interacting with your prototype.

MagentoLive

UK | 2016
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QOverview:

| b L . W,

|dentify the testing team. Ensura that you have a facilitator,
notetaker, and observer for your test.

Create the scanarios. Take the user scenarios defined from the
protatype and convert them into tasks for the test participant,

Write the test plan. Using the tasks and the planned physical setup
{room, equipment, atc.).

Racruit participants. Participants can be anyone that matches the
basic profile of the user, Avoid recruiting anyone familiar with the
project, this will bias their feedback.

Run the test. A typical session will last about an hour for each
participant. Record audio and video of every session with permission.

Analyze the data. Review all the notes and video recordings of the
sassions, identifying issues and rating by criticality.

Report the findings. Reports can be as brief or as formal as
needed. Make sure all the relevant stekeholders are present for the
presentation

MagentoLive
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Tips & Tricks:

Fak \id A 1

Evoke stories

“Describe your bast or worst experience with..”
Ask for “show-and-tell”

Ask open ended questions

Avoid yes or no (closed) questions

Seek surprises not validation

Avold leading questions

Keep asking questions

Good follow-up questions

Tell ma more about...

How did that make you feel? Why?
Why do you think it was done that way?
What could have been better?

What did you do in response?

Listen, listen, listen
Ask participants to “think aloud” while they perform tasks
Take note of what they say and do. Non-verbal cues are important.
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Tips & Tricks:
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‘What comfortable guestions can you ask to build rapport with your
participant?

Examples:
When was the last time you purchased a new phone?
How do you feel about your phone plan?

‘What gquestions can you ask to understand your participant’s values
and motivations?

Examples:

Describe a time when you were really happy with your phone service,
‘What would happen if you were unable to get help for your phone
onlina?
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Ini thig activity, you will conduct a usability test using the prototype
from the previous phase on a device of your cholce. For this activity,
you will play one of the three roles in a usability test and rotate after the
first test.

Instructions

1. Review the roles of moderator, notetaker, and participant

2. Review the usability plan and tasks that you will ask as s moderator
3, Determine who will play each of the roles in your group

4. Conduct the test!

5. Debrief as a group

MagentoLive
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Roles for Usability Testing

Moderator (Facilitator)
The persen that will talk with the participant during the test. ideally, the facilitator
will net be the designer on the project in order 1o avaid bias,

In thig role, you will need to ask open-ended questions - nothing you can angwer
“yes” or “no” to in response. You will also need to stay neutral, don't “lead” the
customer (e.g. “Do you like...7"). If you need help understanding an issue, try to
ask “why” 5 times to get to the root cause. Watch for body language.

Who are they?
What are their values and motivations? How do they see themselves?

What do they do?
What tasks do they perform to achieve their cutcomes?

Why and How?
Why do they do the things they do? How do they go about it?




Review:
Roles for Usability Testing

Note Taker

It's always helpful to have a second person take notes, so the facilitator can

stay focused on the discussion. Tha note taker must strive to be as objective

a6 possible and not insert bias. Remember that you are not transcribing, you're
capturing things you think are relevant to the research. Also make sure to debrief
immediately afterwards or you will forget the details.

Participant
Participants represent actual users. These can be recruited through a variety of
mathods depending on tha nature of your product or website.




Test Moderator

Instructions

1.

Review the roles of
moderator, note taker,
and participant

Review the usability plan
and tasks that you will
ask as a moderator
Determine who will play
each of the roles in your
group.

Conduct the test!
Debrief as a group



Review:

Measurement and Analysis

It's important to quantify the results from your usability test through measurement
and analysis. Usability is defined by 150 (IS0 9247) as the effectiveness, efficiency

and satisfaction with which specified users achieve specified goals in particular
environments, You can measure this using several popular methods,

Quantitative

Time on Task
How leng does it take to complete a task?

Completion Rate
Can participants saccomplish or complete the task?

Satisfaction
©On a scale, how confident are participants in completing the task?

Qualitative
Observed and not measured

Behaviors, including body language and facisl expressions. How they answer
questions are just as important as what they answer.

Appearances and Feelings
Understanding their motivations, thoughts, feeling, reactions. Capturing quotes
in written, audio and video form is a powerful way to share these results,




Review:
Evaluating Your Learnings

After the usability test, you will want to evaluate your learnings. Remember, you
are not selling your solution, you're testing it. Be open to being wrong at the end
of the process.

Final Thoughts

» Try to not explain features. Do they understand what it does on their own?

= Listen and watch. What was their physical reaction?

« Ask them what they would change if they could change one thing.

« Remember that interviewees generally don't want to be rude, so they will be
much more flattering than they would if laft alone with your product. Consider
this when evaluating answers,

Self Evaluation

» What was the biggest surprise? What worked?
= What didn't work?

= What questions or ideas do you have now?

= What is the most impaortant thing to change?







Summary

Now that we've conducted our test, collected data, and analyzed it, we now need
to figure out what to improve.

1 Test results will identify new problems that you hadn’t considered before - or
maybe confirm some you already suspected.

2 It will be tempting to jump to solutions to those problems. “Users didn't see that
button? Make it bigger! “Make it blink!” Don't do it!

3 Go back to the tools in the Define stage, and do another root cause analysis -
find out why the problem really happened.

4 Consider the Empathize stage - did the test identify a gap in our understanding
of who the users really are and what they really need? Maybe the prototype failed
because we solved the wrong problem.

5 Once the correct solutions have been defined, build a new prototype and test it
again. Iteration is important to the process.



rSummary
|

Design thinking is a process for innovation. Anyone can do it.

Q00 M I

Design thinking is a Magento has used You can help by
process for innovation. design thinking to volunteering for future
Anyone can do it. Improve Magento 2.0. research efforts.
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