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Agenda

● 05 minutes Stories
● 10 minutes Definitions
● 05 minutes History
● 05 minutes Smartsheet’s UX Process
● 30 minutes Learn by Doing



Stories
How does technology impact your life?



What did you name your robot?

https://docs.google.com/file/d/0B750-7WqYrcVVmF3N3FIYnlKLVE/preview


Definitions
What are these things, really?



Technology

https://www.google.com/webhp?sourceid=chrome-instant&ion=1&espv=2&ie=UTF-8#q=technology+definition&*


Human-Centered Design

http://www.designkit.org/human-centered-design


Human Factors 
Engineering

“Known also as usability engineering, 
cognitive ergonomics, or user-centered 
design,human factors is a marriage of 
psychology and engineering: the application 
of a scientific body of knowledge about 
human strengths and weaknesses to the 
design of technology.”

~ Human Factors & Ergonomics Society

https://www.hfes.org/Web/EducationalResources/HFEdefinitionsmain.html
https://www.hfes.org/Web/EducationalResources/HFEdefinitionsmain.html


Design Thinking

“Design thinking refers to creative strategies 
designers utilize during the process of 
designing.[1] Design thinking is also an 
approach that can be used to consider issues 
and resolve problems more broadly than 
within professional design practice, and has 
been applied in business and to social 
issues.[2] Design thinking in business uses the 
designer's sensibility and methods to match 
people's needs with what is technologically 
feasible and what a viable business strategy 
can convert into customer value and market 
opportunity.”

~ Wikipedia

https://en.wikipedia.org/wiki/Design_thinking#cite_note-1
https://en.wikipedia.org/wiki/Design_thinking#cite_note-Dorst_Frame_Innovation-2
https://en.wikipedia.org/wiki/Design_thinking
https://en.wikipedia.org/wiki/Design_thinking


Design Thinking

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


Human-
Computer 
Interaction

“Human–computer interaction (commonly 
referred to as HCI) researches the design and 
use of computer technology, focused on the 
interfaces between people (users) and 
computers. Researchers in the field of HCI 
both observe the ways in which humans 
interact with computers and design 
technologies that let humans interact with 
computers in novel ways.”

~ Wikipedia

https://en.wikipedia.org/wiki/User_(computing)
https://en.wikipedia.org/wiki/Human%E2%80%93computer_interaction
https://en.wikipedia.org/wiki/Human%E2%80%93computer_interaction


User Experience 
Design

“User experience (UX) is a type of engineering 
and design that focuses on creating products 
and systems that work best for the intended 
user.”

~ Ashley Karr for ACM Interactions

http://interactions.acm.org/blog/view/what-is-user-experience
http://interactions.acm.org/blog/view/what-is-user-experience


Process & 
Perspective

All these different types of design are 
essentially the same. At the core, they are 
about PROCESS and PERSPECTIVE. 

PROCESS
How you do things matter. You research the 
issues, comevup with multiple possible 
solutions, test those solutions, whittle them 
down to the best, launch, repeat...all the while 
working with representative end users.

PERSPECTIVE
We care more about the people using the 
design than the design themselves. We make 
things from the user out, and we do this by 
working with users while we make things.



IDEO Human-Centered Design Process Model

http://www.designkit.org/methods


History
A reading from The Chapanis Chronicles pages 72 - 75 regarding 
ten-button keysets to illustrate the human-centered design has been 
practiced as a profession since WWII, and arguably before then. 



We have a human centered design to thank for...



Smartsheet UX Process
Tasks + Results



Research & 
Understanding

Definition: The foundation for a successful 
user experience is built on a comprehensive 
understanding of the business goals and the 
product’s end-users. User segments, their 
motivations, preferences, and needs are 
identified. Heuristic evaluations uncover 
usability problems with existing solutions. 

Methods: Framing the Problem, Contextual 
Inquiries, Empathy Maps, Heuristic 
Evaluations, Stakeholder Interviews, User 
Interviews & Surveys, Diary Studies 



Experience 
Architecture & 

Prototyping

Definition: Research inputs turn into 
innovative outputs. The user experience 
strategy is defined collaboratively with 
Product Management. Prototypes evolve 
iteratively and allow us to communicate ideas 
to users and stakeholders on an ongoing 
basis. This ensures the viability, usability and 
feasibility of the product.

Methods: Content Inventory, Ideation 
Workshops, Systems Diagrams, Information 
Architecture, Task Analysis, Wireframes, 
Interaction Design, Prototyping 



Usability Testing

Definition: Usability testing with the target 
audience enables us to validate ideas and 
expose and remedy usability problems early 
in the process, saving a lot of time and 
money!

Methods: Remote or in-person, moderated or 
unmoderated usability tests; may include 
other techniques such as eye tracking; data 
analysis 



Visual Design & 
Specification

Definition: Customers’ aesthetic sensibilities 
are becoming more sophisticated. Emotion 
plays an important part in the user 
experience, and good visual design can make 
emotional connections that communicate the 
brand and instill trust.

Methods: UI Modernization, Visual Design, 
Animation, Design Pattern Library, Functional 
Specifications



Evolve

Definition: In this stage, we continue to track 
the performance of our designed solution, as 
well as continue to improve how we work as 
teams.

Methods: Track KPIs, hold retrospectives, 
write case studies



Where does UX 
fit in a broader 

product design & 
development 

process?

Beginning of Lifecycle: In this stage, we 
continue to track the performance of our 
designed solution, as well as continue to 
improve how we work as teams.

Middle of Lifecycle: Track KPIs, hold 
retrospectives, write case studies

End of Lifecycle: Track KPIs, hold 
retrospectives, write case studies



Learn by Doing
Let’s Try It for 30 minutes



Focus on the 
People

● Observe, track, analyze behavior
● Ask questions and listen, listen, listen, 

listen to the answers
● Run experiments & tests
● If you never interact directly with users, 

you are not practicing Human Centered 
Design. Sitting behind a computer 
screen looking at data is only a small 
part of the picture.



How did you get 
to work this 
morning?

1. How many people had problems getting 
to work this morning?

2. Tell me about those pain points?
3. How can we design a mobile app to 

alleviate those pain points?



What’s wrong 
with what we just 

did?



What’s wrong 
with what we just 

did?

1. How many people had problems getting 
to work this morning? Focused on 
problems - already creating bias.

2. Tell me about those pain points? 
Focused on pain points - more bias.

3. How can we design a mobile app to 
alleviate those pain points? Forced 
solution before understanding the 
issue - even more bias.

Additionally, we are just interviewing. If we 
had more time, it would behoove us to 
observe people commuting, spend time 
with people as they commute, administer 
surveys, and gather quantitative data (like 
traffic patterns).



Getting to Work

1. Tell me about how you get to work in 
the mornings - and in particular this 
morning. Keep things as open as 
possible to begin.

2. What is the easiest / best / worst / 
hardest thing about getting to work in 
the morning? How can we remove as 
much bias as possible from this 
question?

3. Imagine you could wave a magic wand 
and make your commute as perfect as 
possible - what would that look like. 
After you have a good understanding 
of the issue, ask the person about 
their idea of possible solutions.



Grab a Partner

1. 5 minutes Partner 1 interviews Partner 
2.

2. 5 minutes Partner 2 interviews Partner 
1.

3. 5 minutes Partner 1 & 2 synthesize both 
interviews & come up with a possible 
direction for a design solution. (If that 
feels like too much, just be prepared to 
report on interesting insights.) 

4. 5 minutes A few groups will share their 
insights / solutions with the room.



Share Your Findings
And any questions you may have, go ahead and ask...


