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Accomplishments



User Experience occurs…

Before, During, and After interacting with a product or 
system.

Source: Adapted ProContext Consulting GmbH 

Before 

Use

During 

Use

After 

Use

Feelings and thoughts on the 
use, without having actually 
used it – anticipated use

Effectiveness and efficient 
achievement of goals without 
any discomfort/disturbances 

Responses that result from the 
use of the product, system or 
service. Emotional connection.

User Experience

Usability



UX: A History

1980s

1990s – 2000s

2000s - Present

Enterprise computing

PC Revolution

Web Revolution

Ubiquitous Computing

1950s – 1980s



Deliver valuable products and services that 
delight users through a consistent, relentless, 

user-centered approach

Vision for UX



UX Gaps: Current-State

• Lack of understanding around user’s: 
• Needs and drivers

• End-to-end workflows

• Task accomplishment

• Inconsistent look, feel, and interactions

• Connect solutions to support end-to-end experiences



Understanding Users: Personas



User 
Persona: 
The 
Command 
Line 
Commander



A Great Experience

Adds Value Visually Pleasing

Easy to Use
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UX

Strategic & Tactical



Strategic

• Data-driven decision making

• Creating a shared vision and roadmap

• Gathering actual requirements, along 
with data

• Prioritizing projects

• Removing silos

• Reducing development costs

• Increasing on-time delivery

Tactical

• Improving the user experience across 
all products, solutions, and projects

UX works at 2 levels: 
Strategic & Tactical
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What We Do
RESEARCH

Understand user 
needs and goals 
and how the 
environment 
impacts their jobs.

Card Sorting
Experience 
Mapping

Contextual 
Interviews

Personas

Focus Groups Task Analysis
Content 

Inventory

Ecosystem 
Map

Use Cases 
and 

Scenarios

TEST & REFINE

Iteratively evaluate 
design solutions 
and make 
improvements.

Usability 
Testing

Heuristic 
Evaluations

First Click 
Testing

Metrics 
Analysis

Surveys

DESIGN

Create potential 
solutions based on 
what we know 
about users and 
their goals.

Wireframing Prototyping

A/B TestingEye Tracking

Standards

Pattern 
Library

Storyboarding
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Levels of UX Strategy

• Individual Products

• Across products, services, and company touchpoints

• Transformational Strategy throughout the ecosystem

1

2

3



Levels of UX Strategy: UI/Product Design

• Individual Products & Initiatives

• Defined problem statement: team agreement 

• Design feasibility 

• Emphasis on usability

• Project baseline and targeted success measures
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User Feedback Elicitation: CLI



Levels of UX Strategy: Service Design

• Strategy across products, services, and touchpoints 

• Defined problem statement: multiple teams 

• Mapping & understanding end-to-end experiences

• Many teams leveraging:
• UI guidelines

• standards

• frameworks 

• components

• Project baseline and targeted success measures across internal programs
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Consistent Design Patterns Shared User Data Credibility Evidence



Levels of UX Strategy: Transformational

• User-centered, transformational strategy

“Everything in concert”

• Defined vision statement: agreement throughout the ecosystem

• Mapping experiences 

• Cognitive shift: user-centered

• UI Design System 

• Baseline and targeted success measures 

• User-obsessed
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User Support Repositories Computational Resources



Questions?




