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Rage against the machine

Source: http://www.spectrum.ieee.org/apr06/3219

50 percent of all new electronics products returned to 
retailers work perfectly well.
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Rage against the machine

Source: http://lap.umd.edu/computer_rage/

Consumers damage or destroy about 10 percent of 
all high-tech gadgets.



Rage against the machine

Source: http://news.bbc.co.uk/2/hi/business/2358169.stm

Nine out of 10 people's experience of call centres
leave them feeling angry and frustrated.
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An interesting paradox…

Why do organisations spend 
so much on advertising a product 
and so little on ensuring that it works?

“Research indicates that $1 spent 
on advertising produced $5 in total 
revenue, while $1 spent on customer 
experience improvements yielded more 
than $60”

- Creative Good



What is “Usability”?
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Usability is the measure 
of quality of the user 
experience when 
interacting with 
something

“

”JAKOB NIELSEN



Making sure that 
something works 
really well

“
”Steve Krug



Usability methods
• User testing

• Heuristic review

• Information architecture (IA) 
design

• Interaction design

• Usability analytics

• Field studies

• Persona development



User Testing

The process of learning about ordinary 
users by observing them in action



User Testing
• Representative users

– Usually 5 per demographic
• Representative tasks

– 7 – 12 tasks
– Common, critical, new

• One-on-one 60-90 minute sessions
– Thinking aloud
– Observing behaviour

• Look for patterns of behaviour across 
participants



Fitting usability in…



User Centred Design 
(UCD)?



MonitorEvolve

� IA and 
navigation 
design

� Conceptual 
design

� Sketching

� Hifi mock-ups

� Interactive 
prototypes

User Centred Design

Design Evaluate

� Expert review

� User testing

� Usability 
analytics

Analyse

User needs

� Identify user 
groups

� Understand 
user goals 
and 
behaviours

Business needs

� Eg. Drive 
revenue 
through 
advertising

� Heuristic 
review

� User testing

� Time on task

� Focus groups

Implement

Launch



• Occasional surveys

• Search term analysis

• Web stats analysis

• Revenue generation

Evolution

• Really get to know your users over 

time

• Develop internal usability skills 
Evolve

(monitoring on 
steroids)

Monitor



The Fush ‘n’ Chups…

1. User test !

2. Evolve !

…today’s takeaway



Questions?

Blake Lough

blake.lough@optimalusability.com

021 490 132

Sign up to our newsletter at www.optimalusability.com


