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Good is the Enemy of Great

Jim Collins

just good enough seldom is
Brian Tracy
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Motivation of why asking existing and potential customers what they want is doomed
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differentiate in where they choose to be great.



LIELGENENS

= Customer Empathy

» Circumstance-based segmentation

Value-based segmentation
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The Parable of Shakes, a true story illustrates this:

http://hbswk.hbs.edu/item/5170.html



http://hbswk.hbs.edu/item/5170.html

Disciplines

Product Management (PM)

User Experience (UX)
User-Centered Design (UCD)
Interaction Design (IxD)
Information Architecture (I1A)
Human-Centered Computing (HCC)
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Iceberg Model
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| Look and feel are the tip of
the user experience iceberg.
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Taken from Dick Berry
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Personas

Name

Photo

Priority
Identifying quote

Their questions in their own terms when they
walk in the door

Answers
Oh by the way
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Priorityis terms of time as in this persona is going to be really ticked off at us if we
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to our company

See Fell Swoop presentation for examplasp://www.slideshare.net/fellswoop/felt
swoopdatato-design
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Goals

User
Customer
Business

Experience
End
Life

Successful products meet User goals first
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Experience Goalshow someonewvants to feel when using the product or quality of
their interaction with thee product

End Goalg motivations for performing a task, i.e. for a monitoring system: become
aware of a problenbefroreit becomes critical

Life Goalg personalasiprations

User Goalg goals of those who use your product
Customer Goalg goals of those that purchase or continue to purchase your product
Business Goatsgoals of the business where users and customers work



Persona Exercise

Build some personas for your customers in
context
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See Fell Swoop presentation in the references section for examples



Stories Exercise

Tell a story about one of your personas in
context

Break that story down as a set of use cases or
interactions with your product
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See Fell Swoop presentation in the references section for examples
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