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"Enterprise software is the
most terrible, poorly-designed
thing in the current universe”

Jacob Nielsen
bit.ly/BadEnterpriseUX
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Three issues with Siebel UX

LIMITED SET OF Ul YEARS OF ADDING FIELDS LACK OF USER CENTRICITY
COMPONENTS & PATTERNS AND TABS TO THE SIEBEL Ul IN Ul DESIGN

Open Ul has not more than As companies implement UX activities have never been a
20 Ul components types more functionality in their part of standard enterprise

and a couple of Ul layout Siebel CRM, the Ul gets very system analysis and design
patterns. cluttered. process.
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Business benefits of Siebel UX improvement

< @

TYPICAL UX ISSUES IMMEDIATE IMPACT
» Too many clicks to * Improved user-productivity
complete key tasks * Increased system adoption
* Overwhelming number « Less effort required for
of fields SIEBEL UX onboarding
. Long time to learn IMPROVEMENT LONGER-TERM IMPACT

* More efficient business processes
* Increased employee engagement

* Improved end-customer

experience s”
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2 IMPLEMENT EMPATHIZE O
Put the vision into effect. Conduct research @
Q to develop an

understanding of
your users.

Design Thinking:
the core UX 3T KNG = Q

for feedback. and observe where your

1 O 1 users’ problems exist.

PROTOTYPE IDEATE @
Build real, tactile Generate a range of S
representations for a crazy, creative ideas.

range of your ideas.

EXPLORE



BA REQ DEFINITION SOLUTION DESIGN SOLUTION REVIEW
UX USER RESEARCH Ul DESIGN VERIFICATION
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User Research methods and tools

SCENARIO GOALS AND EXPECTATIONS

Zone A: The Lens

Zone B: The Experience

phases actions, thoughts,
emotions

OPPORTUNITIES OPPORTUNITIES

Zone C: The Insights
OPPORTUNITIES OPPORTUNITIES

\
INTERNAL OWNERSHIP  INTERNAL OWNERSHIP  INTERNAL OWNERSHIP  INTERNAL OWNERSHIP

opportunities
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UX Research Methods’ Dimensions

BEHAVIORAL WHAT PEOPLE DO

A

WHY & _ _ HOW MUCH &
HOW TO FIX HOW MANY

\ 4

WHAT PEOPLE SAY

ATTITUDINAL

QUALITATIVE QUANTITATIVE
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A landscape of UX Research Methods

A LANDSCAPE OF USER RESEARCH METHODS

BEHAVIORAL @/ M Eyetracking @ Clickstream Analysis
@ A/B Testing

M Usability Benchmarking (in lab)

I Usability Lab Studies [ Moderated Remote Usability Studies

T B Unmoderated Remote Panel Studies [l Unmoderated UX Studies
@ Ethnographic Field Studies @ True Intent Studies

|

@ < Concept Testing —>
@ Diary/Camera Studies

@ Participatory Design @ Customer Feedback

/\ Focus Groups @ < Desirability Studies —> @ Intercept Surveys
ATTITUDINAL /\ Interviews /\ «<— Card Sorting ——> /\ Email Surveys

QUALITATIVE (DIRECT) QUANTITATIVE (INDIRECT)

KEY FOR CONTEXT OF PRODUCT USE DURING DATA COLLECTION
@ Natural use of product /\ De-contextualized / not using product
[ Scripted (often lab-based) use of product 4 Combination / hybrid \m
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UX Research Methods

BEHAVIORAL Qualitative
Usability ,
Testing ‘ Analytics
. Contextual inquiry
Surveys
‘ Interviews ‘ Y
ATTITUDINAL
QUALITATIVE QUANTITATIVE
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DAY 0: Problem Framing

® Define the scope of the UX exercise with the
stakeholders

® Qutcome: Defined Problem Statement

WHO WHAT
. . | -
K . Our (User, Customer, Persona)
Has the problem that (issue, task, need)
WHERE/WHEN WHY

When (situation, context, process step)

Our solution shoud (value, customer benefit)

¢ Start setting up the User Journey Map

® lIdentify user role, scenario (top tasks), business

goals J
iIdeaport
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https://www.nngroup.com/articles/journey-mapping-101/
designsprint.academy/about-problem-framing

DAY 1: Siebel and process deep-dive

® Interviews with the process experts about

» EIETETD Q93

, general process flow and different variations
o Q » (2-3 hours)

Sales Orders

PR, : + 8 Q | Aousrons ® Interviews with Siebel experts about process
<E‘ Accounts List . . . . .
A S Crars implementation in Siebel and Siebel data model
New Name Site Parent Main Phone { Status Account Typ« Account Teal|  Giobal Accounts Hierarchy Lisi
FINS Partner San Mateo (650) 787-9... Active SADMIN Bl Accourts Attty (2 -3 hours )
Albany Cou... Albany (201) 874-2... Active Hospital SCARROL Account Management
FINS Invest... San Mateo = Sunset Tan... Active SADMIN Accounts Administration
FINS Servic... San Mateo (650) 909-9... Active Insurance SADMIN Account D&B Explorer
A. K. Parker... HQ-Corporate (415) 329-6... Active Commercial VSILVER Service Account Explorer o . .
Intel Corp. HQ Active Customer SADMIN Billing Account Explorer ° Def] n e h 1 g h B leve l J O u n ey p h ases
Zephyr Part... New York (212) 450-1... Active Supplier SADMIN Agreement Accounts Explorer
Video On D... SF Actve  Competir PDARCY | Ewlorr ® Prepare the users’ interviews guide
Bay Genera... HQ (415) 872-4... Active Commercial SADMIN Account Explorer
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DAY 2: Learning the end-users perspective

® |Interviews and observation of at least two users

— Short interview about the user role, experience, tasks

performed

— Observing how they execute everyday tasks related to

the process we study, asking users to explain what,

=

~ HOW IT I ‘EiE,SlGNED how and why they do things in a certain way

- ‘f;.i_’&\@;;
~ HOWITIS

— In total 3-4 hours is spent with each user

® Define main user activities and user goals

F\ == ® Prepare the usability test
=

HOW IT IS USED Jr
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DAY 3: Usability tests with 5+ users

® Run the usability tests with at least five users, 45-60

minutes per user
® Each user performs 5-7 basic tasks
¢ After each task, we ask the user to rate:
— How easy it was to complete the task
— How frustrating or satisfying felt performing it

— How easy it was to make the mistake

® All usability test sessions are recorded

® Summarize users’ thoughts, emotions, opportunities
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Filling up the User Journey Map

Day Research activities User Journey Map's parts to fill in
No
Refine Focus on Draft
Day 1 3-4 interviews with Persona, Phases Actions
Siebel and business scenario and o
Opportunities
process experts goals
Day 2 3-4-hour observation Persona, Actions Thoughts and
sessions with at least scenario and Emotions
two users goals SratE it
Phases
Day 3 Usability tests with at Actions Thoughts and Opportunities
least 5 users Emotions
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DAY 4: UX analysis

® Review the results of the field work done during the first

Download K8 three days

Install Bl ® Review quantitate data

]
Oreste Acoount . Complete the User Journey Map

® Assess usability and determine the PURE Score

Enroll i (Pragmatic Usability Rating by Experts)

Browser Extensions g Prepare the list of current UX pain points

Add 1st asset — Ul related items

I I — Non-Ul items to be addressed by Siebel and process teams
Resolve issue found [ E E

K- R RR R

Total PURE Score:

J
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https://www.nngroup.com/articles/pure-method/

UX Roles can get confusing

Interaction Designer UX Architect

UX Researcher UX Manager

Service Designer

Experience Designer .
Design Ops

Product Designer Research Ops

, UX Designer
UX Unicorn
Information Architect
UX C it
OPyWHEer UX Engineer
. . UX Strategist
Motion Designer
Ul Designer
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Let’s simplify it a bit

UX Researcher

UX Designer

Ul Designer
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UX Designer Key Activities

|dentifies a challenge, research needs,
accumulates findings and drives the process.

Must
* Problem Framing & How Might We
» User Personas
« User Journey Maps
» Jobs To Be Done
» Low-fidelity concepts (Paper, Wireframes)
» Information Architecture

Can
* Qual. & Quant. research & reports
» Expert review reports (Usability, Heuristics)
» High-fidelity prototypes
» Style guides, Design patterns and systems

Q00O e
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UX Researcher Key Activities

Validates assumptions and mines the facts.

{ 4 Must
* Qual. & Quant. research & reports
2 Q (Interviews, Usability Testing, Observations, Analytics, etc)
/l
Z,:' L;
ﬁ e 2

Can

* Problem Framing & How Might We

» Expert review reports (Usability, Heuristics)
» User Personas

« User Journey Maps

» Jobs To Be Done

000 O o
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Ul Designer Key Activities

Makes solution prototypes detailed enough for
implementation.

Must
» Design specifications

» Pixel perfect prototypes (applying Usability/Gestalt/
Cognitive principles, Heuristics and Hicks laws)

* Interactive prototypes
» Visual kits (Style guides, Icon libraries, Branding materials)
TR « Expert review reports (Usability, Heuristics)

Can
» Low-fidelity prototypes (Paper, Wireframes)
» Information Architecture

OO0 O e
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Design System

The source of truth

which groups rules

and principles that

allow the team to

design and develop
a product
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Design System examples

* Google Material Design

 |BM Design Language

* Polaris

« Airbnb

e Atlassian Design System

e Salesforce Lightning Design System

* Oracle Redwood Design System (not public)

Collection of a Design Systems I
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https://material.io/
https://www.ibm.com/design/language/
https://polaris.shopify.com/
https://airbnb.design/the-way-we-build/
https://atlassian.design/
https://www.lightningdesignsystem.com/
https://design.oracle.com/
https://designsystemsrepo.com/

Design Systems’ Benefits

o

Increase
consistency

Time to
market

Consistent design across different
platforms and products

Design takes less time
Common language with developers
No need to build from scratch
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How to start?

If you do not have a design system, only branding rules,
and you are ready to use React or Vue.js to build an Ul -

start by adapting existing design system (e.g.,
Google Material Design) to your needs

eeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee
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https://material.io/resources/icons/?style=baseline

Tools to design and prototype the Ul

F e v @B

Figma Adobe XD Sketch InVision Marvel
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Reasons we love Figma

* Real-Time collaboration

* Version control

« Shared Ul Kit

(essential part of the Design System)

* Cross-platform
- Everything in one place

* Prototyping
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Start Learning!

Certificates & Courses
* Nielsen Norman Group UX Certification

 Google UX Design Certificate
* |Interaction Design Foundation

Additional Reading

« UX Collective

« UX Planet

« Figma youtube channel

 Figma Material Baseline Design Kit
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https://www.nngroup.com/ux-certification/
https://grow.google/uxdesign/
https://www.interaction-design.org/courses
https://uxdesign.cc/
https://uxplanet.org/
https://www.youtube.com/channel/UCQsVmhSa4X-G3lHlUtejzLA
https://www.figma.com/community/file/778763161265841481

How can you start practicing UX?

UNDERCOVER UX

Forget UX lingo. Just "spend a day visiting
users in the call center” and "conduct user-
flow business analysis.” Hide your UJM and
PURE artifacts. Spend your time on solving
just one "too many clicks" problem.
Prepare an awesome prototype that fixes
this problem and sell it to the stakeholders,
asking for more time.

BUSINESS GETS UX

Pick a use-case to improve and run a two-week-

long user research and Ul design mini-project.
Check if there is a Design System in your
company; if not - use Google Material Design
and brand it. Show your findings in UJM and
focus on making an inspiration prototype.
Consider using PURE score to quantify an
impact.

CX TRANSFORMATION UNDERWAY

Reach out to the team in charge of the CX
initiative, explain that Siebel is used in
one of the customer interaction channels,
and you want to contribute to CX
improvement. Ask for their initial
support (methodology, Design System,
etc.), but then can carry on
independently.
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How Ideaport can help

e
PRIVATE UX WORKSHOP PREPARING YOUR FIGMA RUNNING UX PROJECT
2 hours // FREE 2-3 days // FREE 2 weeks // FREE
All End Customers For First Five End For First Three End
Customers Customers
Interested? Reach out to juris.terauds@ideaport.pro JS
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Q&A

BUSINESS
ANALYSIS

iIdeaport

RIGA



