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8.	  Ignores	  Unconcsious	  Processing	  
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Fact,	  Theory,	  Or	  Fic<on?	  

People like having a lot of 
choices. 
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Iyengar, Sheena S. 
and Mark R. Lepper. 
2000. When choice is 
demotivating: Can one 
desire too much of a 
good thing?. Journal 
of Personality and 
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79: 995-1006. 



Fact,	  Theory,	  Or	  Fic<on?	  

If you give people too 
many choices they won’t 

choose anything. 

FACT	  



Choice = Control = Survival 



7.	  Gives	  People	  Too	  Many	  Choices	  



Fact,	  Theory,	  Or	  Fic<on?	  

People can only 
remember/process 7 + or – 

“things” at a time 
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7	  +/-‐	  2	  is	  an	  Urban	  Legend	  
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Broadbent,	  D.	  (1975).	  The	  magic	  number	  seven	  aVer	  fiVeen	  years.	  In:	  Studies	  in	  long-‐
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People Can Remember/Deal With Only 3-4 Items 



6.	  Makes	  People	  Think	  Too	  Much	  



5.	  Doesn’t	  Follow	  Human-‐To-‐Human	  Interac<on	  Rules	  



Respond	  right	  away	  



Make Sense 



Be flexible 







4.	  Doesn’t	  Match	  The	  User’s	  Mental	  Model	  





3.	  Doesn’t	  Have	  A	  Purposely	  Designed	  Conceptual	  Model	  



2.	  Doesn’t	  Match	  The	  Way	  People	  Work	  



http://
spectrum.ieee.org/
computing/software/
why-software-fails 



The problem only gets worse as IT grows ubiquitous. 

This year, organizations and 
governments will spend an 
estimated $1 trillion on IT 
hardware, software, and 
services worldwide. Of the IT projects 
that are initiated, from 5 to 15 percent will be abandoned 
before or shortly after delivery as hopelessly inadequate. 
Many others will arrive late and over budget or require 
massive reworking. Few IT projects, in other words, truly 
succeed. 



The average company spends 
about 4 to 5 percent of revenue 
on information technology, with those 

that are highly IT dependent--such as financial and 
telecommunications companies--
spending more than 10 percent on 
it. In other words, IT is now one of the largest corporate 
expenses outside employee costs. Much of that money goes into 
hardware and software upgrades, software license fees, and so 
forth, but a big chunk is for new software projects meant to 
create a better future for the organization and its customers. 



In fact, studies have shown that software 
specialists spend about 40 to 50 
percent of their time on avoidable 
rework rather than on what they call value-

added work, which is basically work that's done 
right the first time.  



• Unrealistic or unarticulated project goals 
• Inaccurate estimates of needed resources 
• Badly defined requirements 
• Poor reporting of the project's status 
• Unmanaged risks 
• Poor communication among customers, developers, and users 
• Use of immature technology 
• Inability to handle the project's complexity 
• Sloppy development practices 
• Poor project management 
• Stakeholder politics 
• Commercial pressures 

Why Projects Fail 



1.	  Doesn’t	  Follow	  A	  User-‐Centered-‐Design	  (UCD)	  Process	  



Customer Service 
Representative 

Customer System Administrator 

Age / Gender 75% Female, Median Age 32 75% Male, Age 35-50, 
Median 47  

85% Male, Age 25-35, 
Median 27  

Education Some higher Education Most have degrees Technical Education 

Language English, Spanish, French English English 

Computer / Web 
Experience 

Low to Med Med High 

Domain Expertise Low to High Med High 

Task Knowledge Initial: Low to Med 
After One Week: High 

Low to Med High 

Expectation Ease of use, speed of task Ease of use Comprehensive functionality 

User	  Profiles	  



Du<ful	  Deborah	  

•  She is methodical and has fixed processes she 
adheres to.  

•  She is understanding of the importance of legal 
information and the nuances of working around it.  

•  Her experience has made her relatively immune to 
the problems in the process 

•  She believes it is her responsibility to make things 
work for the lawyer and the client 

•  A system that allows her to save time 
and perform her task effectively. 

•  Wants options to customize. 

•  Be in control of the experience and not 
depend on other people. 

•  Autonomy in her clerical work. 

Deborah is a paralegal in a law office. 
She has been working with the same 
facility for over 4 years and is familiar 
with all the processes and potential 
issues.  
She calls in for help when she feels the 
complexity of the case cannot be 
communicated by the web. She looks for 
patterns in the request in order to decide 
if she should call or use the web.  

“ It’s my duty to make 
sure the paperwork goes 
through correctly and on 
time. 

……I need to make the 
system work the way I 
want it to”  



Deborah’s	  Mo<vators	  and	  Fears	  

I	  feel	  like	  they	  
force	  you	  into	  
learning	  things	  in	  
a	  way	  that’s	  not	  
convenient	  to	  you	  	  

I	  like	  feeling	  like	  I	  
can	  do	  this	  myself	  
without	  always	  
having	  to	  ask	  a	  
lawyer.	  

It’s	  important	  that	  
I’m	  seen	  as	  
capable	  of	  making	  
the	  right	  decisions	  

I	  don’t	  like	  leaving	  
at	  the	  end	  of	  the	  
day	  and	  feeling	  
like	  I	  didn’t	  get	  it	  
all	  done.	  



Scenarios	  

Persona	  –	  “Savvy	  Traveler”	  
Scenario	  –	  Plan	  personal	  family	  trip	  

John	  wants	  to	  plan	  a	  family	  trip	  to	  visit	  rela<ves.	  Since	  he’s	  paying	  for	  it,	  he	  wants	  the	  
cheapest	  fare	  he	  can	  get.	  He’ll	  also	  need	  a	  rental	  car,	  and	  he	  prefers	  Hertz	  since	  he	  has	  
Gold	  Service.	  He’s	  staying	  with	  family,	  so	  no	  hotel	  is	  needed.	  	  	  

He	  has	  frequent	  flyer	  miles	  with	  United	  Airlines,	  so	  would	  prefer	  to	  use	  that	  carrier,	  
but	  is	  flexible	  if	  the	  price	  is	  right.	  

He’s	  doing	  this	  over	  his	  lunch	  hour,	  so	  he	  doesn’t	  have	  a	  lot	  of	  <me.	  If	  he	  can	  find	  the	  
flight	  and	  car	  quickly,	  he’s	  ready	  to	  make	  the	  reserva<ons	  with	  a	  credit	  card.	  



	  Task	  Analysis	  



42	  

Involves	  Users	  
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Screen / Page Flow  

Target Application 

Task Flow 

Wireframe 



44	  

User	  Tes<ng	  



When	  SoVware	  Doesn’t	  Suck	  

– Saves	  user	  <me	  

– Saves	  developer	  <me	  
–  Increases	  customer	  sa<sfac<on	  
–  Increases	  use	  of	  the	  technology	  
– Reduces	  training	  costs	  
– Reduces	  calls	  to	  the	  help	  desk	  
–  Increases	  self-‐service	  



   ROI Calculation Examples 

Errors:	  
(#	  of	  Errors)	  X	  (Avg.	  Repair	  Time)	  x	  (Employee	  
Cost)	  X	  (#	  of	  employees)	  =	  Cost	  Savings	  

(2	  errors/week)	  X	  (60	  minutes)	  X	  ($30/hour)	  X	  
(100	  employees)	  =	  	  $6,000	  per	  week	  =	  $300,000	  
per	  year	  



Cost	  of	  Development	  and	  Maintenance:	  
(#	  of	  changes)	  X	  (Avg.	  hours	  per	  change)	  X	  (cost	  
of	  developer)	  X	  (4,	  if	  change	  is	  late!)	  =	  Cost	  
Savings	  

(20	  changes)	  X	  (8	  hours	  each)	  X	  ($40/hour)	  =	  
$6,400	  if	  fixed	  early,	  or	  $25,600	  if	  changed	  late	  

   ROI Calculation Examples 



Produc>vity:	  
(Time	  Saved)	  X(	  Employee	  Cost)	  X	  (#	  of	  
employees)	  =	  Cost	  Savings	  

(1	  hour	  a	  week)	  X	  ($30/hour)	  X	  (1000	  
employees)	  =	  	  $30,000	  per	  week	  =	  $1,500,000	  a	  
year	  

   ROI Calculation Examples 



Web	  Site	  ROI	  Example:	  Staples	  Drop-Off Reduction 

73% reduction - Saved 40,000 visitors and $6,000,000 per month 
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Training Reduction 

8 hours to 15 minutes = $365,000 a year 
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Average Number of Support Calls per Day 

0 help desk calls after launch!  
$10 x 300 = $3000 a day = $60,000 for first month 
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For	  More	  Informa<on	  



intellectuals solve problems;  
geniuses prevent them 

~albert einstein 
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