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No One Wants an
Awesome Product

They Want an Awesome Experience
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)You’ve built something...
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...but do you know your users?

Demographics
Gender:

Age:

Location:

Relationship Status:

Title:

Education:

Goals

+ [Input Goal 1]

« [Input Goal 2]

+ [Input Goal 3]
[-]

o

[input Gender]
[Input Age]
[Input Location]
[Input Status)
[Input Title]

[Input Education]

Name: [Input Name]

Relevant Quote: Tinput Quote]"

Background Description
[Input Description Paragraph 1]
[Input Description Paragraph 2]
[..]

Motivations

*  Motivation 1
= Motivation 2
+  Motivation 3
o [

Previous Experience:
+  Previous Experience 1
+  Previous Experience 2
«  Previous Experience 3
L]

Frustrations

«  Frustration 1
+  Frustration 2
«  Frustration 3
|

Expectations:

+ Expectation 1

+  Expectation 2

«  Expectation 3
[

Source:

Personas: learn how to discover your
audience, understand them, and pivot to
address their needs — Digital.gov
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https://digital.gov/2023/05/19/personas-learn-how-to-discover-your-audience-understand-them-and-pivot-to-address-their-needs/
https://digital.gov/2023/05/19/personas-learn-how-to-discover-your-audience-understand-them-and-pivot-to-address-their-needs/
https://digital.gov/2023/05/19/personas-learn-how-to-discover-your-audience-understand-them-and-pivot-to-address-their-needs/
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Do you know your users’ tasks?

o USAgov
4 2 ’
s« Linda's Journey Map
A Browse information or learn more on a general topic
<2 1dentifies ~ = a
Stage of Journey Tatormition Reed U Looks for Information (3! Find Information | Seeks Help
Undy's friend, Dottie, tells Turms o0 Cicis o Ooesnt Ciison LA Reads USA.  Ciicks 0 ok Begs. fits ot Checks her o
Activities her 10 Jook for grares computer and  Graets.gov undersiand govinkon  govBenefits,  toBenefits.  Beaefitsgov  Benefitsgov  mail boer and
Googles ardthen  SemchGrases  Grantsgow  Grants, and sov Benefit  webloemand  sees response
s home page Loans page Finder, but & npesa from Benefits.
Graens® 20vd goes back | ender Financial  and realizes Lhes 100k message to gov
wheantsgov  Assistance she 5 not and she ks ask how she
Homepage ehgitie for a “Contact Us" to an get
ok frdared  fnancd belp
person
‘, p——— > v =
s S S ¥ ] [ S o] 0 [ ~1
¥ \ g eewnen | =%} .
Eidw. 'k

(<)
&

g ® —e Source:
| : o, Journey Mapping the Customer

Thankiul Doe i suxha  Feelialede  Feeliconfmed  Thinksthis  Ihcpethisiok  frcouaged Feels Owerwhelmed  Mopelessand  Disappointed
po0d friend nervous and  and detides 10 S0 eaty has what | Dt needs optiemistic bythe douraged,  here is more .
wrsure, and ry again In need charity, QUesOns. ML yure thes 10 do and E . A USA C St d —_
"’“"", "“I Pepetid her cane he comtor, and Needstohnow  Bgonglo  Needs sepport Xperlence. .QOV ase U V
sedech wil missed & reassrance s b5 e help d hope
= we Digital.gov
o Simpliy benefics.gov contat page o lntey fis tinder y search
o Muke the benefits finder more b Torbo Tax o AGDAPIS 10 Integrate with state benefics info
Porential o AG3questions 1o benefs gov emad form 10 help agents give bester rexponses o lotegrate enefits ov FAQS Into content pages on broefits gov
Opportunicies for o Create task force for bemefies related sites/agencies o Crease an infographic 1o explain benefits finder
Merge granes gov, beoedits gov, and SOvioans gov . Ask Grants. gov 10 800 & popup anking I you want personal benefits
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https://digital.gov/2015/08/12/journey-mapping-the-customer-experience-a-usa-gov-case-study/
https://digital.gov/2015/08/12/journey-mapping-the-customer-experience-a-usa-gov-case-study/

e\\,(—.Mr Ty

N * PROJECT MANAGEMENT
CENTER FOR EXCELLENCE

Pty V)
IRYLAS

Civil & Environmental Engincering Department

) Do you know your users’ workflows?

Business Process Flowchart for Generating a Report
@
2
2 + Requirements Phase
= Business Process
o2 Owner authorizes a
c —’- -
2z new report and
c © |Start identifies a Client
2
o
1
Design
Phase " Client appoints Glient defines
i i delegate with current versus
= prcgcrléﬁtﬂlwd:gtlzli?wwl\ decision authority in future state of
5 improve, using the their absence and a program
S reDort s a hasis of > Working Group to evidence as a Client,
P evidence define research result of the Working
assignments for report Group and
report P Report
Manager
identifies
= research
£3 agenda Development
ER Phase
g a
5 Report IManager
5o assigns research
o® G g
2 s tasks to
= researchers
L
=
I Researchers
&
5 perform
3 research P End
@ tasks
14
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) Know your users, learn their problems, and...

Know your users

CONTRIBUTING FACTORS

Draw the mess

WHo ARe Your WHo ARe vour
STAKEHOLDERST DIsTRACTORS?

WHAT Do You know N WHAT CONTEXT
ABouT Your users?

ARE USERS LIKELY INT

WHERE MIGHT YOU BEST SERVE usERs? (EXAMPLES: A

MOBILE APPLICATION, A WEBSITE, BY MAIL, IN PERSON)

LIMITING FACTORS

WHAT AQE You mosT WHAT AQ€ You mosT
FEARFUL OF7

HoPEFUL ABouT?

PIZ2A EATER

CALL
PIzzA

CUSTOMER SERVICE

PLACE

IANWEAI

TAKE
ORDER

ENTER

INTO

SNSTEM

Cook
READ
ORDER

Box

PrzzAa

DRIVER
TAKE
PIzzA
DRIVE To
HOuUsSE

RING
boor
BELL

DRIVE oNn

TO NEXT
DELIVERY
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Source:

How to Make Sense of
Any Mess — Abby Covert



https://www.howtomakesenseofanymess.com/
https://www.howtomakesenseofanymess.com/
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...plan to succeed: Premortem

Premortem

Unlike a postmortem (what harmed a patient or a project), a premortem attempts to prevent failure

Imagine the day after your CX initiative launched and your project has encountered so many problems. Why is that? How might we P remorte m Whlte boa rd

mitigate those problems? Let's brainstorm all the ways it failed, group those ideas, and then figure out ways to build fixes into a

plan of action.

T+1: Disaster! Group by Brainstorm fixes Plan of action

Jot ideas for failure poinis  theme What could prevent the What might we need to do

(one idea per sticky note) points of failure? to implement the fixes?

e Sources:
T = - Performing a Project Premortem —
Harvard Business Review
Next S How to save your projects from disaster
ext teps . - - .

Consider these questions in the next steps to build out your plan of action: Wlth a Premo rtem WorkShOD - Plp DeCkS

¢ What are the biggest risks to address?

* What assumptions need to be confirmed through research?
¢ Who do will what? When will they do it?

¢ What metrics will you use to track progress?
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https://guides.pipdecks.com/workshop-tactics/save-your-projects-from-disaster-with-a-premortem-workshop/
https://guides.pipdecks.com/workshop-tactics/save-your-projects-from-disaster-with-a-premortem-workshop/
https://hbr.org/2007/09/performing-a-project-premortem
https://app.mural.co/t/muxp9894/m/muxp9894/1663112387516/13dafc17462d4dbad69fa4b45d4338a281a2be0e
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Unlike a postmortem (what harmed a patient or a project), a premortem attempts to prevent failure

Imagine the day after your CX initiative launched and your project has encountered so many problems. Why is that? How might we
mitigate those problems? Let's brainstorm all the ways it failed, group those ideas, and then figure out ways to build fixes into a
plan of action.

T+1: Disaster! Group by Brainstorm fixes Plan of action
Jot ideas for failure points  theme What could prevent the What might we need 1o do
[one idea per sticky note) poims of failure? 1o implement the fixes?
— - = S - Premortem whiteboard
Next Steps

Consider these questions in the next steps to build out your plan of action:
o What are the biggest risks to address?
» What assumptions need to be confirmed through research?
s Who do will what? When will they do it?
» What metrics will you use to track progress?
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https://app.mural.co/t/muxp9894/m/muxp9894/1663112387516/13dafc17462d4dbad69fa4b45d4338a281a2be0e
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)Wrap up

e It’s notabout you; it’s about them

e Moreimportantly, it’s how they’ll use what you’ll build
e Show, don’ttell

e Planto succeed from the start
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) Let’s talk!

Contact Beth A. Martin
bmartin0l@mica.edu
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) Evaluate Session
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