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The only source of knowledge is
experience.

Albert Einstein




Culture — the way of life, especially the
general customs and beliefs, of a
particular group of people at a particular
time.

Cambridge Dictionary



YTo Ba)XHO

ChopMMPOBaHHbIN N MOHATHbLIN HAOOP LLEHHOCTEN U
NPUHLUMNNOB

MeHATb Cpa3y Mo HECKOJIbKUM HallpaBJIEHUAM

Y pasHbIX rOAenN / C TOUKM 3PEeHUSA pasHbiX B3aUMOOEeNCTBNM

OTO HenpekpauLarumMnucs 1 NOCTOAHHO MEHALWUNCA
npouecc

ELWE 1 OT KOHTEKCTa 3aBUCUT






[Mpumep

: Alan Cooper @
\ @MrAlanCooper

| don't give a fuck if you like or use personas.
Just don’t make up some random shit, call it
‘personas”, and then say it doesn't work. 1

2:50 PM - 18 Sep 2017

197 Retweets 584 Likes ﬁ ‘o c‘& Q g ,., g ‘-’

S B 1 197 0 s = g Alan Cooper @ @MrAlanCooper - Sep 18 v
\

Just don't tell people that a method that has been proven effective for 25 years
doesn’t work, just because YOU can't make it work. 5

e Tweet your reply C) 1 ™ 12 ¥ o7 ™M

_ Alan Cooper @
\ @MrAlanCooper

I've tried to learn to play baseball and | suck
at it. But | don’t blame the game of baseball.

It's me! 6

2:55 PM - 18 Sep 2017

5 Retweets 36 Likes @ ’ {‘} ‘..) g e @ @ 3,;
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OrpomMHoe Konn4yecTBo
NPaKTUK, TEXHUK U
WHCTPYMEHTOB
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Agile kak npumep

AGILEISA ~  DESCRIBEDBY = DEFINEDBY  MANIFESTED THROUGH
MINDSET . 4VALUES | 12 PRINCIPLES | UNUMITED NUMBER OF PRACTICES

BEING
AGILE




Te XXe AnLa, TOJIbKO B Npodunb

UXISA  DESCRIBEDBY ~~  DEFINEDBY  MANIFESTED THROUGH
MINDSET ] ) - UNLIMITED NUMBER OF PRACTICES

Mindst  Vaws | Prndpes | Practices



[Mpumepbl UX-MmaHudecTa

Collaboration over siloed working

) , ; . Early customer validation over releasing products with unknown
Interactive prototypes over static documentation

end-user value

Designing for users over designing for stakeholders Collaborative design over designing on an island

What users need over what users want Solving user problems over designing the next “cool” feature

Measuring KPIs over undefined success metrics
What users do over what users say

Applying appropriate tools over following a rigid plan

User insights over assumptions ; : :
5 P Nimble design over heavy wireframes, comps or specs

Pragmatism over user-centred design pureism

Users needs and wants over business processes and UX tools
Solving real problems over comprehensive assets and deliverable
Stakeholder collaboration over requirements negotiation

Understanding the intangible over refining the measurable

« Experience is what people go through when they interact with the world.
« Experience can be improved and can evolve into new forms.

« A positive experience improves people’s lives.

« A positive experience goes beyond people’s expectations.

« A positive experience is simple and clear.
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KnioyeBble HanpaBfeHUs

1. Human-Driven Design

Build empathy (and use it) any time you can

2. Test-Driven Design

Don't design a product, design an experiment

3. Consistency-Driven Design

Predictable behavior and consistency across all touchpoints



Human-Driven Design

Pewaem npobnembl ntogen n gaém M AOMNOSTHUTENbHYHO
LIeHHOCTb, a He NPUAYyMbIBaeM puyun.

[ToCTOAHHO M3y4yaeM NoJsib3oBaTeNeNn, pa3BMBaAEM IMMNATUIO K

HUM.

‘ PaCI'IpOCTpaHFIeM 3HaHUA O HALLUNX NMOJIb30BaTeJIdAX Cpean
BCeEX 3aUHTEPeCOBaHHbLIX JIULU U YHAaCTHUKOB MpoLeccCa.

* AKTMBHO BOBJIEKAeM 3aMHTEPECOBaHHbIX UL, B NpoLecc
co3aHuAa uHTepdenca n ob6cyxaeHns pesynbTaTos.



Test-Driven Design

BCE, 4TO Mbl AenaemMm — 3TO rMNoTe3bl 0 TOM, Kak 6yaeT
XOpOLO U YAOH6HO NMosib30BaTENAM.

CHa4dana NpoeKTUpyeM SKCMePUMEHT, a 3aTEM YXe
NHTEepdenc.

PelleHKA NMNPUHNMaeEM Ha OCHOBE METPUK (KaK

KOJINHECTBEHHDbIX, TaK U Ka‘-leCTBeHHbIX).

[TlocTOoAHHAsA NpoBepKa Kak KOHKPETHbIX r’MNoTe3, Tak U

LLeSIbHOro onbiTa B3auMoenucTBus.



Consistency-Driven Design

[ToHUMaeM Halle MeCTO B XXU3HU N paboyen cpefe YenoBekKa,
YTOObl FAPMOHUYHO TyZla BCTPOUTHLCA.

[TocnepoBaTeNIbHOCTb BO BCeX TOYKaxX KOHTaKTa yefioBeKka C

NPOAYKTOM N BU3HECOM.

[locnegoBaTenbHOCTb B UHTEPdENCe, KOHTEKCTE, NaTTepHax

B3aUMOAEeNCTBUS.
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Demographic

Male 34 years
London, GB

Married

Lead UX designer

High income

Motivations

¢ Automation of routine operations
¢ Single place to manage all the UX artifacts
e Easy way to present work to the customer

John Patel - UX Designer Idealist

Background

John is a lead UX designer and is responsible for managing all design projects in his
company. He takes part in design workshops, mentors other designers and presents all

artifacts to customers.

If there are no meetings and any activities in the office, John prefers to work remotely - it

allows him to spend more time with his family and help his wife.

Goals

e Being able to present his work results to customers, teammates, and management in
a nice and digestible way without spending hours on drawing everything from
scratch.

e Having everything in one place and always at hand.

Frustrations

¢ Time wasted on setting up the tool
instead of using it
e Price/value ratio




Ha nocTossHHOU OCHOBe

[lepcoHanbHO

BHYTpU
KOMaHAbl

Mexxay
KOMaHAamu

Bca koMnaHus
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Pa3Hble Mogenu UX-3penocTtun

acob N1elsen 2006

Maturity Model for Customer Experience

Hostllrty Developers simply don't want to hear about Up to

memorthe'rn I dec“es LR AN - R VIVR ey L AL - gl - hot - ) SRR A A Al
2: Developer-Centered Design team relies on its own intuition 2-3 years * Customer * Customer * Customer * Customer * Customer
Experience is Experience is Experienceis Experience s Expenenceisin
important, but very important, cntical, and one of the core the fabric of the
h : = receives little formalized executives are teneis of the company, not
3: Skunkworks Guerilla user research or external usability 2-3 years funding programs begin actively involved firm’s strategy separately
experts + Various disjointed to emerge * The firm + Focus shifts from discussed
; afforts « Investments in understands the process + Employees foal
4: Dedicated Budget  Usability is planned for 2-3 years « No major capital and impact of impravements to joint ownership
investments personnel begin Customer R + Executive team
t\. “l ' centralization of Experience on breakthroughs loc‘&;ar )n‘*‘
« No clear of rowth and . . stk
5: Managed Someone to think about usability across the 6-7 years leadership o Droftabiliy Employee customer-centric
« Intensified focus Engagement culture; specific
organlzatlon on problem * Transformational becomes a key change efforts are
resolution HI!().'.P‘ are f_cu:.Uj . not required
6: Systematic Process  Tracking user experience quality 6-7 years « More fosmalizad b s + May take yoars to
Voice of the * Focus on c:\i;;;f-i‘ a 3(5!0‘/&
Cuslomer redesigning i
. e " programs processes, nol
7: Integrated User- Employing usability data to determine what ~ 20 years incremental or
- & piecemesl
Centered Design company should build improvements
8: User-Driven Usability affects corporate strategy and ~40 years to
Corporation activities beyond interface design get from start ‘
TTEXpeErience-saseq omrerentuanton |
By Customer Experience Matters — Sep 18, 2008 Dactvadfoma Forn .
Published in Forrester Report The Customer Experience Journey hap Jerperiencemal Strateglc
Stage 1 (Interested): In the firstlevel of EBD matu T a Cti ca |
beginto believe that customer expernence i1s anim)|
business They start undertaking a number of differ .
making any major investments. attempting 1o geta O pera tional
current situation. There's a flurmy of uncoordinated {
real leadership for cusiomer expenence activiies
: el v Leader ¥ Team Integration ¥ Knowledge
Five Stages Of Experience-Based Differentiation Maturity Stage 2 (Invested) Companiesenter into the sect ,...' & Transferg
matunty after they recognize that customerexperiea  *®, v Team & Process ¥ Principles &
Stage 5: Embedded si : "k .
re . Y - gnificantinvestment in both capital and key persd 3 ideli v :
& fabrh & compa Guidelines ¥ Designas a
approachto customer experiencebecomaesmorag
intensified focus on fixing problems. We stanto se¢ C N330S Market
customer expenience groups and more formaged | Differentiator
CUSiOMmE! programs

Stage 3 (Committed): in the third level of EBD mal
embracing customer experience because they und
impact it has on business resuts like growth and pit
effort is no longer isolated 1o a few Qroups as cusid
becomes a major ransformational effort across the

Staqe 1: lntefe?ted Instead of just trying to fix problems. the focus tum!
W
umoonan_ But receives. Rile funding b

Stage 4 (Engaged). When companies enter into the ToURR 18vero
EBD maturity, customer experiencels a key componert of everything



Hanpumep

Jacob Nielsen, 2006

1: Hostility Developers simply don't want to hear about Up to
users or their needs decades

2: Developer-Centered Design team relies on its own intuition 2-3 years

3: Skunkworks Guerilla user research or external usability 2-3 years
experts

4: Dedicated Budget  Usability is planned for 2-3 years

5: Managed Someone to think about usability across the 6-7 years
organization

6: Systematic Process  Tracking user experience quality 6-7 years

7: Integrated User- Employing usability data to determine what ~ 20 years
Centered Design company should build

8: User-Driven Usability affects corporate strategy and ~40 years to
Corporation activities beyond interface design get from start
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“Y Hac BblgeneHHbIN 6roaXXeT. Mbl Ha 4 cTaamu

MeHepxep
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“Ho... Mbl NpoBOAMM HEAO0CTAaTOYHO UCCNea0BaHUN

UX researcher

“Paspabbl 1 npoaakTbl genarT no-ceoemy :(”

UX designer
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UX Culture Map
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[Mpumep

A

Activities

®

Problems

©

Experience

HDD

Team

TDD

- lenaem Kak yKa3aHo B 3ajaue

- Konupyem pelseHus
KOHKYPEHTOB C MenkKumu
ncnpaeneHnAaMM

- Tpatum BpeMAa Ha AeTanbHyK
NpopaboTKy OAHOIO peLieHus,
3aTem A0/Iro CNOopKM O ero
NPUMEHUMOCTH (aBTOP yCcepaHO

3almuiaer)

- CNMLWKOM MHOI0O BO3BPAaTOB Ha
nepepaboTky

CDD




Pa3/InyHble NPaKTUKH



HDD: npumMepbl NpaKTUK

* [IpuBbIYKa N3y4aTb Nosib3oBaTesien

NHTepBbO, HAabrOAeHUe, oNpochkl U Ap.
* AHaNN3 KOHKYPEHTOB (C TOYKKN 3PEHUS CLiEHAPUEB)
- AHaN13 0T3bIBOB NOJIb30BaTesIEN KOHKYPEHTOB

Empathy Map (1 e€ Bapuavuumn)

* [puBbIYKaA NepeBOAUTb BXoAsiLLMe “XoTeNnkn B 06nacTb
npob6sem

O6y4yeHune noaaep)XKn/KJIMeHTCKOro cepeuca 3ajaBsaThb

“npaBunbHbIE” BONPOCHI
“5 noyemy?” and aHanM3 NPUYNHHO-CNEACTBEHHOMN CBA3N

- Value Proposition Canvas, Feature Canvas u gp.



HDD: npumMepbl NpaKTUK

* EAMHas TouyKa BXoAa Aasid obpaTHOU CBA3U

OT nonb3oBartenemn (Ny6IM4YHOE MECTO BHYTPU KOMMaHUN)
OT konner (gNs BOBNIEYEHUS)

* [Tly6bnunyHble pe3ynbTaThl HA Ka)XXA0U cTaaun An3aunHa

Design demo
[Tyénn4yHbie yBegoMIEHNSA BHYTPY KoMnaHum (kaHan B Telegram)
CoBMeCTHOe NPOEKTUPOBAHUE C 3aMHTEPECOBAHHbIMU NIULLAMMU

(4TOObI AENNTBLCSH 3HAHUAMMN)



TDD: npumMepbl NPpaKTUK

* [IpuBbIYKA NOMUCKA aJIbTEPHATUBHbIX PeLLEHNN

Pacxopaslleecs n cxojsilleecs MblllieHne
6-k-1 gns Bcex 3agaud
Kak MMHUMYM 2 BapuaHTa OJ1a cpaBHeHUA

* [puBbIYKaA paboTaTb C rMNOTE3aMu

dopmMynuMpoBaTb pasHble rMNoTe3bl: NPOAYKTOBbLIE,
NHTepdenucHble, uccrepoBaTenbCcKme

dunkcauymsa KpuTepues yCnewHoOCTH AN1sl BCeX NTnnoTes
“MHe KaxkeTcs, uTo ...
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Experience

HDD

Team

TDD

- lenaem Kak yKa3aHo B 3ajaue

- Konupyem pelseHus
KOHKYPEHTOB C MenkKumu
ncnpaeneHnAaMM

- Tpatum BpeMAa Ha AeTanbHyK
NpopaboTKy OAHOIO peLieHus,
3aTem A0/Iro CNOopKM O ero
NPUMEHUMOCTH (aBTOP yCcepaHO

3almuiaer)

- CNMLWKOM MHOI0O BO3BPAaTOB Ha
nepepaboTky

CDD




[Mpumep

- MéeHbLUe BPEMEHMN TPaTUTL Ha
UTOroBYIO NPOpPaboTKy naeun

- MeHblUE BPEMEHUN TPATUTL Ha
MTOroBYy NpopaboTKy uaen

- [MonpoboBaTte reHepuTL Kak
MUHUMYM 2 YepHOBbIX
BapuaHTa u obcyxpaarth ux 6es
neraneun

- Monpo6osartsk "MHe KaXercs,




TDD: npumMepbl NPpaKTUK

* MpuBblYKa flaBaTb 06paTHYIO CBS3b

PasHble TexHuku: feedforward, SBI/BEEF/COIN, 6 wnan v ap.
PacneyaTkun nHTepgpenucHbIX peieHn ¢ Homepom 3agaum B “Jira”

* [IpuBbIYKA NPOBOAUTb KOPUOOPHOE TeCTUpoBaHue

He CcToONbKO ANd Ka4eCTBEHHbIX PE3YJIbTAaTOB, CKOJIbKO AJ1A BOBJIEHEHNHA

* MpuBbIYKaA NPOBEPKU “C pa3HbIX CTOPOH"

Kaxxayto KOHKPeTHY0 PYHKLNMOHANBbHOCTb
Oé6wun “nynbc” npoaykTa



CDD: npumepbl NPaKTUK

* MpuBbIYKA N3Yy4YEHUA KOHKYPEHTOB U TPEHA0B B CMEXHbIX
obnacTtax

BcTpeun “Knyba TpeHA0OB” Ha MOCTOAHHOWN OCHOBE

* [puBbIYKa NpopabdbaTbiBaTb 9MOLMOHASIbHbIN AN3alH

[lyCcTble COCTOSIHUA U COOOLLLEHNSA 06 oLuMbKax



CDD: npumepbl NPaKTUK

* PaszpaboTKa 1 nogaep>xka co6CTBEHHOU AN3aNH-CUCTEMDbI

* [IpuBbIYKA Y4YMTbIBaTb AOCTYNMHOCTb (accessibility)

paBuJia ANAd KOHTPACTHOCTU U OPYINX NapaMeTpPOB

J10OXne MOHUTOPBbI

poBepKa orpaHNYeHUn KOHTEKCTA



[Tapo4ykKka UHCTPYMEHTOB
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