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How bad can bad get? Avon Canada
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Avon halts its global rollout of an SAP order management system after a
Canadian pilot project prompts reps to quit in frustration.

Avon has halted the global rollout of an SAP-

Doug Henschen  hased order management system after a failed
deployment in Canada, The Wall Street
Journal reported late Wednesday.
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Good UX is rarely accidental

© Cormon ABC Company

© Advanced
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ABC Company 95356 ABCCOM Phone numbers Contacts

2 (320) 231-3847 Paul Johnson - Ext 120

231-341 pjohnson@abc com

) 231-838
Arrange delivery — 4 Marge Peterson - Ext 121

(212) 320-3787 mpeterson@abc.com

Locations
5 - . Jack King - Ext 122
37439 uC!Oth Ave ) -kint aabc_com
17 days since last delivery
{Jack’s House) = .
Sec 27 Bird Island Township - R
Tank on left side of large /
green building west side lot . Make Payment Edit customer

»

81276 370th St
17 days since last delivery al .
(Shop Acct) “ Last 5 Transactions
Sec 15 Bl Township = |5 days ago
80892 370th St e
17 days since last delivery
- _ 24 days 2
(Corn Drying Acct) @» p: .
Sec 22 Bl Township . A

25 day



When UX is bad

you can usually trace the reasons to disrespect or
negligence of design principles




Good and bad UX case studies

* Business app in WPF  Good and bad aspects of
that shows what’s various versions of
possible with modern Ul Windows

 Corporate app thatistoo < Variety of mistakes
complex and hard to use found in web apps

— with ideas for — Marriott
Improvement — Amazon
— Xfinity

— Etc.



Design evolves to finished product

e Example: Fuel management package

— Manage delivery and billing for propane and fuel oil

* Prototype broke free of the past

* Finished product then refined beyond prototype



B ' Basic Navigation Shell

J Home

% Inquiry Hub
™ Work Lists

¥y Fuel
O Accts Payable

% General Ledger
ﬁ Inventory
Fixed Assets

w2 Payroll

{@} Utilities

@3 Open ltems (3)
f’, Action Items (7)
@E Notifications (5)

'i%h Favorites (6)

Inguiry Hub

© Common
© Advanced

I |
Cash Account CASH Genera
Bird Island, MN 55310 —
(320) 365-4073

500 gal
6%

Rural Gas Company, Inc.
155 South Main St
Bird Island, MN 55310

(320) 987-6543

350 gal Arrange Make
& delivery payment

Rural Gas Buffalo Lake
Cylindr

Buffalo Lake, MN 55314
(800) 732-3454

200 gal

Rural Gas Stewart Cylinders
Stewart, MN 55385
(877) 348-7779

350 gal

RURGB

Arrange Make
delivery payme

RURGS

Arrange Make
delivery payme

Rural Gas Company, Inc. o A
155 South Main St SES
Bird Island, MN 55310
®
350 gal
Phone numbers Contacts i 4361

(320) 987-6543
(320) 987-6546

days until
JERRWSESA SBEEIND 19 (ojeced unout

days since last
29 delivery

8 days since last payment

Make Payment Edit customer Arrange Delivery

Last 5 Transactions

~— 15 days ago on 11/23/2016
- Payment $128.19 u
Balance over 30: 0.00 P 33 days ago on 11/5/2016
Balance over 60: 0.00 “ Payment $88.49 n
Balance over 90: 0.00 o 26 days ago on 11/12/2016
Payment $45.00 E Rural Computer Consultants, Inc. [1345.77777777778w x 861.333333333333h]

Balance over 12C 0.00

[El 9 days ago on 11/29/2016
Fuel Sales  $318.99 NATIONAL FUEL DISTRIBUTORS INC s

Q 19 days ago on 11/19/201¢

== Equipment Sales $41233 =
< INQUIRY HUB / CUSTOMER SEARCH / ADCOO01

& INQUIRY

A. Datum Corporation

Make a Payment Edit Details

B9 ACCOUNTS PAYABLE

© Billing Address
4567 Main St
Buffalo, NY 9805

Q, Contacts
(111) 555-0100 - Aaberg, | 43

(111) 555-0101 - Aa

5 days 13

$32500

[} GENERAL LEDGER

@ INVENTORY
SUMMARY

Locations + Adda Location
88  FIXED ASSETS LOCATIONS
ORDERS B
B2 PAYROLL arn Hog 2238 SW 15th Street ooe Home Heat 2237
FINANCIALS LPG Bulk AG Heat (Degree Day) Blomkest, MN 56216 Resd 1 LP Bulk (Degree Day) Blom
T uTLmES HISTORY Next Delivery is in 2 days Next
0 .
‘ CUSTOM 1 O o Runs out in 14 days 60% Runs
ol REPORTS No upcoming SWOs No ug
o
EGUIEHENS 300 Gal Last was on 5/2/2013 100 Gal Last)
{¢ SETTINGS
Recent History + Add Entry £ Show Al
@ HOME 12/1/2016 Phone Call Customer called requesting statement balance
. 11/29/2016 Order Delivery scheduled for 10/1/2016
¥  FAVORITES
11/24/2016 Sales $500.00 Paid
[J MESSAGES 11/19/2016 Delivery Completed Driver EL560
11/14/2016 Statement Sent $453.53 due by 9/1/2016
& OPENITEMS p)
11/2/2016 Phone Call Customer called to pay bill
R USER 1N/722/701A Dhnna Mall Cuctamar rallod ranniacting etatamaont halance



B ' MainWindow

Indicators

Sourcing Reports

File Edit | Stores | Products Mapping
San Marcos Regions
SsiL Locations 9
John Wt Demographics
Irene Adl
. Profit/Loss
Elizabeth
Romeo M Transfer
Charlotte Energy management
Lois Lane Utility management
Clark Ken Marketing
Ralph Kra Promotions
Holly Gol Vendors
Liza Doolittle
Austin
Henry Higgins
Joseph Arimathea

Mary Magdalene

Simon Cyrene
Tiffany Case
Honey Ryder
Sylvia Trench
Lupe Lamora
May Day
Jenny Flex

Mary Goodnight

Dallas
Ruby Bartlett

Cody Tullio

Tad Dotk

Find

Locate

Create

Edit

Show on map
Contact

Inquire about product

Inventory Scheduling Reconciliation

Personnel

Competition
Demographics
Promotions

Parking

Facility Maintenance
Utilities

Shrink analysis

Find

Contact
Recruitment
Certification
Add/Edit
Compensation
Pensions
Deactivate
Relationships
Management
Union liason

Demographics

— [

Security Windows

X
Help



B ' MainWindow
File Edit Stores Products Mapping Indicators

|San Marce —
Sherlog
John

Name

Address

City, State, Zip |
Charlof Phone

Lois L3 Gender O Male O Female

Ralph 1 Birthdate

|| Has Insurance
| Kustin || Medicare Patient
Henry || Minor Child

Cody Tullio

1 oV o] YA ) —

Sourcing Reports

— O

Inventory Scheduling Reconciliation Security Windows

Save

Cancel

X
Help



Why was this done? Requirements:

* Every user must have access to every application function
 Any operation might involve talking to any person in the company



Design principles violated

* Progressive disclosure — layers of information

— Must choose a person to get any detail besides name
— Person detail screen obscured main screen when present

* Hick’'s Law —Too many options slows down the user

 Performance load —too many steps in work flow






Some ideas to deal with

Hick’s Law (too many options)

Favorites

Recently used list

A filter to find items
Role-based menus

Configurable menus — let the
user create their own

Make available actions
context dependent

Frequently used list
Windows 10 style search
Reorganize with wizard
Voice commands
Predictive menus

Hotkeys and shortcuts



Several rounds of redesign were rejected by users

 Windows Forms version circa 2005
 WHPF first attempt circa 2010
* WPF second attempt circa 2011-2012

All of these failed in adoption because they didn’t address the core
design problems — they were reshuffling and cosmetic improvement
only



Demo — A prototype with some design options to attack
“Hick’s Law” problems



Windows 7 Start button

* A case study in attacking
Hick’s Law

* Implements:
— Favorites (pinned items)
— Most frequently used
— Most recently used
— Search filter

* Also provides entry point

e Internet
( Internet Explorer

=h E-mail

Ed ) Windows Mail

'ﬂq*‘, Windows Media Player
J y

—

J’ Welcome Center

@ Windows Media Center

m’ Windows Ultimate Extras

 / ain
x}_{‘ Paint

igll Windows Photo Gallery

g Windows Meeting Space

»  All Programs

Raiker
| Documents
Play digital media including music, -
FICLUI OO

Music

Games

Recent Items
Computer
Network

Connect To
Control Panel
Default Programs

Help and Support




And then there was Windows 8...

B jacob nielsen windows 8 - B Windows 8 — Disappoii X

O |Jj nngroup.com/articles/windows-8-disappointing-usability

'j‘fr NewTab  *% Instapundit QandO [93 Ace 'j‘.*i' Youtube . Commeon . Watchlist . Fall 2015 . Early 2016 . Spring 2016

NN /g Nielsen Norman Group

Evidence-Based User Experience Research, Training, and m
Consulting

HOME TRAINING CONSULTING REPORTS ARTICLES ABOUT NN/G

Windows 8 — Disappointing Usability for Both Novice
and Power Users

by JAKOB NIELSEN on November 19, 2012
Topics: Mobile & Tablet Technology

Summary: Hidden features, reduced discoverability, cognitive overhead
from dual environments, and reduced power from a single-window Ul
and low information density. Too bad.



Windows 8 was a failure, but...

.. it was a preventable failure
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Design principles violated

Hick’s Law

Poor use of animation (live tiles)

— “Look at me!”

Lack of visibility — no visible entry point

Poor use of color
— Colors too bright

— Colors not meaningful

Contour bias






Contour bias

 (Curved things are perceived as safe; sharp things are perceived as
dangerous

— Where the word “edgy” comes from

 Forlong term use, people general prefer curved over sharp
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B ' MainWindow — [] X

An option An option An option An option

An option An option An option

An option




Context in design









Good design is transparent

 Users often don’t even notice a good design — they just use it

* |fadesignistrying to call attention to itself, it probably isn’t a very
good design
— Windows 8 was guilty of this
 Don’t allow your own designs to scream “Look at me! I’'m a cool
design!”



Design is a discipline

 Takes three to five years to get really good at it
 Windows 8 was designed in 2010-2011
* Windows 10 was designed in 2013-2014, and is much improved




Billy Hollis

Google Chrome

Qutlook 2013

PowerPoint 2013

Notepad

Word 2013

Paint

File Explorer

Settings

Power

= Al apps

lAsk me anything

Life at a glance

Calendar

e

Microsoft Edge

Partly Sunny
74°
T

Washington,...

Store

Play and explore

More ways
to play. Join
us!

1-800 CONTACTS

Reorder DAILIES AquaComfort Plus
Multifocal 90 pack in 3 clicks at
1-800 CONTACTS

Mail




Takes good concepts from Windows 7 Start button — and
adds some

e \oice commands

* Searching (via the Cortana bar) is much better — goes to deeper into
the Control Panel, for example

* Tiles give ability to use Fitt’s Law to resize according to your
usage/priority



Windows 10 still needs work

e “Where do | click to drag?” in Explorer
* |t's hard than it should be to use buttons in Edge
* (Colors and sharp edges still need work



But some Windows 10 apps
are well done

 Example: Photo view/edit

e |t’s basically a lightweight LightRoom, easy enough for anyone to
use

* Probably inspired by Instagram



A gallery of web app mistakes

 Even major companies often make design mistakes on their sites

e Here are examples from Amazon, American Airlines, Marriott, and
others



Getting to good UX

 Understanding the problem

— Which means understanding the business domain

* Knowing what users use/need/want
* Exploration of ideas via sketching/storyboarding/wireframing
* Prototyping to test interaction



What do users really use or need?

 “What three things to you do most often with the existing
software?”

 “What one thing needs to be added?”

 “What one thing needs to be changed or fixed?”



As easy place to have immediate impact on UX — data
visualization
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Exposing time-based data via a timeline

B ' MainWindow

¥ ' ShowlnDataGrid

— [

Event Type of event Date of event Amount
Payment Payment 3/10/2017 $152.72
Payment Payment 2/10/2017 $2,122.56
Penalty Charge 2/1/2017 $19.16
Repair Charge 10/1/2016 $2,345.56
Payment Payment 1/19/2016 $2,122.56
Delivery Charge 10/1/2015 $2,122.56
Payment Payment 1/10/2015 $1,934.56
New Installation | Charge 10/1/2014 $1,934.56

Nov -
Oct -
Sep -
Aug -
Jul
Jun -

May -
Apr -
Mar -
Feb -

[Payment

152.72

1

[Payment

L

rPenaIty

19.16
2/1/2017

2017
Dec -
Nov -
Oct -
Sep -
Aug -
Jul -
Jun -
May -
Apr -
Mar -
Feb
2016
Dec -
Nov -
Oct -
Sep -
Aug -
Jul -
Jun -

May -
Apr -

[Repair

2345.56
10/1/2016

Payment

2122.56
1/19/2016

Delivery

2122.56
10/1/2015

Number of Years: | 7



Collect examples of good and bad UX

 What are the web sites you really don’t like? Why don’t you like
them?

 What apps do you use and they work so well you almost never
think about how they work?

* What good and bad designs do you see in the real world?
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Assignment

After this session, write down one thing you are going to do because of
something you saw in this session. Put a date by which you intend to do it.

If you like, you can email it to me (billyhollis@live.com). That will make it
more real to you, and make you more likely to do it.



 User interface design, prototyping, and BiHy Hollis
construction

* Training on user experience design

* Training on XAML
— Windows 10 / WPF / mobile / touch
— Beginning through advanced

billyhollis@live.com or billyhollis@gmail.com




