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Preface



	 	"If you have built castles in the air, your work need not be lost; that is where they should be. Now put the foundations under them."
	 
	 	--Henry David Thoreau


It's an exciting time for User Experience (UX). Never before has UX been so much at the forefront of technology and so sought after by companies around the world. It's truly a great time to be a UX practitioner. It has also taken a long time to reach this place. UX has been working hard for years to make an impact on becoming an integral and valued member of the technology team, proving its value and providing organizations with problem-solving techniques and design solutions that promise greater returns on investment (ROI) and happier customers and users. Nevertheless, while UX appears to be highly sought after, garnering high salaries in many areas and seemingly plentiful job opportunities appearing almost daily, there is another story taking place that is not as rosy.
Although UX is more prevalent in business circles, it is still highly misunderstood. A gap exists between how UX sees itself and what stakeholders and executive understand of it. To those at the top as well as managers, stakeholders, project managers, and so on, UX practitioners are thought of as those folks who perform usability studies and wireframes, usually after business requirements have been completed and the development team is about to launch a product. The rest of the time, UX teams can sit idle, waiting to be asked on a project while watching user-facing products continue being released for the public without their help.
Even as calls to customer support increase as revenue from poor design decisions goes down, UX still has trouble proving its value. With the current pace of technology and the competitive nature of interactive designs, it is more important than ever for companies to keep pace and meet the expectations of their customers/users. UX is much more than usability studies and wireframes. 
UX is a mindset that requires a deep understanding, strategy, and approach toward design that when aligned to business goals has the potential to go straight to the top, grabbing the attention of those who matter most: those who pay us to deliver results. When the opportunity of writing this book came to me, I was, of course, very excited and also quite challenged. While it's important to share the techniques and skills that UX practitioners need in order to improve their design work, it was also important to focus on UX from a more holistic perspective to understand and explain how it is connected and related to the larger world of design, creativity, and the human experience.
To accomplish this in a book, I provided material that speaks not only to new UX practitioners, but also to anyone at any level, be they technology or business-focused learners and those in the UX field those who want to understand what UX is, what UX does, and how UX can truly provide real, measurable business value business stakeholders find impossible to ignore. You will also find no geekspeak in these pages. Anytime a technical term is introduced, a clear explanation follows. UX is about reaching large audiences with design, and writing about it should be no different. In addition, when we talk only to those in the UX field, we do our profession and ourselves a disservice. UX is about access, ease of use, and engagement. Unless our coworkers understand UX clearly, we cannot expect to deliver clarity to our end users. This is what Practical UX sets out to accomplish.
UX is not going away anytime soon, but if we fail to engage, educate, and prove our value on a consistent and visible basis to our entire audience—customers, users, and business stakeholders—we risk losing our audience for good. Good UX design is more than just look and feel and the most effective place on the screen to put a submit button. Those things are important, but good UX is more importantly about the mindset, creativity, and recognizing that our true value lies in how we think and how we approach our work. We will begin with the mindset of UX and what it means to truly listen to customers/users. We will then move on to creativity and how to identify a truly good design using examples from the Web, mobile, and areas of design that at first may seem far outside the realm of UX, but upon closer inspection are actually inseparable from it. Following that, we will look at how to effectively drive customers, users, and stakeholders to where we want them to go in terms of information architecture, pattern usage, and a strategy that provides stakeholders and business leaders with results that are impossible to ignore. Lastly, we will look at some of the tools of the UX trade as well as resources to expand your learning long after our time together here.
Practical UX is a big subject that will take you down many interesting and hopefully new paths of learning in order to take your design skills and UX knowledge to the highest level of maturity.
Thank you for taking this journey with me. Now, let's begin.
What this book covers




Chapter 1, The User Experience Mindset, looks at some persistent myths about design and customer/user engagement that can make a profession like UX non-existent. Dispelling these myths is the first step, and an important one, for acquiring a UX mindset—the first step of good design.

Chapter 2, Creative UX, looks at how to create six optimal conditions for your best ideas to appear. This will require two modes of thinking, open and closed. Once you acquire the skill to control both of these mindsets creativity and good design will soon follow.

Chapter 3, Good UX Design, identifies ten design principles found in all good UX design, how to identify it and how to recognize it is more than just web design. Good design has no boundaries and this chapter will explain why.

Chapter 4, Foundations of Good IA, will provide you with a broader understanding of Information Architecture (IA) that will give you a wider view of IA and demonstrate that IA is not found in technology.

Chapter 5, Patterns, Properties, and Principles of a Good UX Design, looks at some fundamental properties of patterns that are found is all of the best designs, from UX to music to painting to architecture. Borrowing from a renowned building architect, you will be introduced to fifteen properties that will change the way you look and think about patterns and how to use them in your design work.

Chapter 6, An Essential Strategy for UX Maturity, discusses the challenges that UX faces if its maturity level does not increase. Doing this effectively and rapidly begins with a strategy that transforms how others, like stakeholders and various other colleagues, understand the true value of UX work.

Chapter 7, UX Tools, hows you the most important tools of the UX trade that never go out of style.

Chapter 8, Final Thoughts and Additional Resources, provides resources for continued learning long after you have finished reading this book.


What you need for this book



No software is needed for this book.

Who this book is for



This book is intended for UX practitioner/designers and anyone who is engaged in designing UX for end users, where you are looking to go deep and become fully engaged with your surroundings, team, end users, and your organization. This is also a book for those who are not yet enlightened about the value of UX, those curious about those who may be curious have never taken the time to investigate what UX is all about, this book is also for teachers of UX, IT, and other disciplines where customers and end users are important. The bottom line is that regardless of who you are or where you come from, this book provides a rich, in-depth, and insightful approach to UX that will help you to become a better UX designer, practitioner, thinker and leader.

Conventions



In this book, you will find a number of text styles that distinguish between different kinds of information. Here are some examples of these styles and an explanation of their meaning.

New terms and important words are shown in bold. Words that you see on the screen, for example, in menus or dialog boxes, appear in the text like this: "To clarify the issue even further, Apple added a line of text below the app name that says, Offers in-App Purchases to avoid unnecessary and annoying surprises later."
Note
Warnings or important notes appear in a box like this.


Tip
Tips and tricks appear like this.



Reader feedback



Feedback from our readers is always welcome. Let us know what you think about this book—what you liked or disliked. Reader feedback is important for us as it helps us develop titles that you will really get the most out of.
To send us general feedback, simply e-mail <feedback@packtpub.com>, and mention the book's title in the subject of your message.
If there is a topic that you have expertise in and you are interested in either writing or contributing to a book, see our author guide at www.packtpub.com/authors.

Customer support



Now that you are the proud owner of a Packt book, we have a number of things to help you to get the most from your purchase.
Downloading the color images of this book



We also provide you with a PDF file that has color images of the screenshots/diagrams used in this book. The color images will help you better understand the changes in the output. You can download this file from http://www.packtpub.com/sites/default/files/downloads/PracticalUXDesign_ColorImages.pdf.

Errata



Although we have taken every care to ensure the accuracy of our content, mistakes do happen. If you find a mistake in one of our books—maybe a mistake in the text or the code—we would be grateful if you could report this to us. By doing so, you can save other readers from frustration and help us improve subsequent versions of this book. If you find any errata, please report them by visiting http://www.packtpub.com/submit-errata, selecting your book, clicking on the Errata Submission Form link, and entering the details of your errata. Once your errata are verified, your submission will be accepted and the errata will be uploaded to our website or added to any list of existing errata under the Errata section of that title.
To view the previously submitted errata, go to https://www.packtpub.com/books/content/support and enter the name of the book in the search field. The required information will appear under the Errata section.

Piracy



Piracy of copyrighted material on the Internet is an ongoing problem across all media. At Packt, we take the protection of our copyright and licenses very seriously. If you come across any illegal copies of our works in any form on the Internet, please provide us with the location address or website name immediately so that we can pursue a remedy.
Please contact us at <copyright@packtpub.com> with a link to the suspected pirated material.
We appreciate your help in protecting our authors and our ability to bring you valuable content.

Questions



If you have a problem with any aspect of this book, you can contact us at <questions@packtpub.com>, and we will do our best to address the problem.


Chapter 1. The User Experience Mindset



	 	"Silicon Valley is a mindset, not a location."
	 
	 	--Reid Hoffman


Let's begin by introducing the first topic that every User Experience (UX) practitioner, and business stakeholder needs to understand about UX: The mindset of UX and what it means to think like a UX practitioner. However, before we do that, let's understand something about UX itself.
UX is a skill. It's a practice. It's about where to place a button on a website and how to organize content. It's about how to improve screen and interface design. It's about wireframes, focus groups, and usability studies. These are the things we know about UX, but what else should we know?
UX is also about collaboration. It's about solving problems and finding solutions. UX is about looking at the world with a unique perspective and a unique mindset. UX is also about focusing on the right people at the right time, including customers, end users and also stakeholders whose business goals and objectives are directly related to UX decisions. As you will see, however, UX is harder to get across than you might think. Good design may seem like a no brainer, but, it is not that simple.
In this chapter we will look at: 
	The myths about mindset
	Solving problems effectively
	Examples of using the UX mindset
	The perils of ignoring UX


Let's begin with a story, a myth if you will, that needs to be dispelled if we expect to deliver better design though UX, better solutions and help those who need our help to understand our true value.
Dispelling the myth of "faster horses"



	 	"If I had asked people what they wanted, they would have said faster horses."
	 
	 	--Henry Ford


If you've been in the corporate world or in technology for any length of time, you have probably heard this quote. It implies, albeit subtly, that engaging users in order to find out what they need or want is not important because, hey, what do they know? Seeing this quote and hearing it used for so long, it always seemed odd that Ford would say such a thing. It was also compelling to find out whether he actually did. Not surprisingly, when you do a little digging, you find rather quickly that something is amiss.
The "faster horses" quote is actually relatively new, first appearing around the year 2001 in a letter sent to the UK publication Marketing Week. Additional research by the Henry Ford Museum found that this quote never appeared in any of Ford's own letters and writings. The museum also claimed that while "Mr. Ford wrote numerous articles for a variety of periodicals and newspapers, the quotes attributed to him were varied and often unsubstantiated."—https://www.quora.com/. Hmmm…so if Ford never said it, why does it persist and why is it attributed to a man who was highly innovative, creative, and effective in the solutions he delivered on a global scale?
This quote originated in a marketing publication. The differences between marketing and UX have always been quite diverse. Marketing tends to view customers from an inside-out perspective evidenced by its strong focus on new customer acquisition and customer retention. UX views its customers from the outside in, working closely with them to understand the problems they face and helping to solve them.
Viewed with a marketing mindset, "faster horses" implies that a designer or an inventor, in the case of Henry Ford, knew better than his customers. Looking from the  inside-out, "faster horses" implies that we can make assumptions about our customers/users based on data, usage patterns and thinking that if we did ask customers they would not really know what was best for them. The "faster horses" quote also implies that designers can impact a customer's experience based solely on intuition, instincts, experience and business smarts instead of in-depth research and engagement. The "faster horses" quote does one more thing as well: it makes the role of a UX practitioner much harder.
For starters, "faster horses" thinking diminishes the understanding of what UX does and how its solutions rely on understanding customers and end users. It also undercuts the ability of UX practitioners to engage in customer/user facing projects because those with the "faster horses" mindset can just do it themselves and then just pass along their work to the UX folks to test it for any last minute usability and interaction issues. Is it the best solution? Maybe or maybe not, but so long as end users can do the tasks then that is good enough. 
"Faster horses" thinking also discounts the level of research and trial and error required to deliver real solutions, not just for customers but for business success as well. As we will see in later chapter, there is much more to problem solving than assuming we know what customers want. "Faster horses" thinking also implies that great design can be done in a vacuum, where anyone with enough experience can design and deliver a customer-/user-based solution without having to engage users face to face. "Faster horses" thinking also allows designers to avoid the discomfort sometimes associated with creativity; something we will look at in the next chapter. The reality is that ignoring our customers/users and thinking we know best can cause many problems, like project failures, over spending, underperforming and lowering user efficiency, effectiveness and satisfaction. These can have huge implications and unless the mindset of "faster horses" is changed these problems will continue to grow. While going it alone may paint a romantic image of a lone inventor or experienced team delivering what the world needs and making history doing it, realistically it is impossible to do without deep research, customer/user engagement and empathy for the user and stakeholders as well whose goal it is improve business outcomes in a consistently provable and measurable way. The only true approach, therefore, is one that utilizes a truly authentic UX mindset.
The disservice of "faster horses"



Romanticizing lone wolves: people who seemingly go it alone and solve major problems without the help of others, provides us with great stories and legends, but it also does a disservice to the hard work, skill, collaboration, trial and error, problem-solving skills, and the mindset necessary to make it all happen. 
There is actually a lot of evidence to support this. It is most readily seen with the amount of projects that fail every year due to teams inadequately addressing customer/user needs. For example, in a video presentation by Dr. Susan Weinschenk of Human Factors International, titled The ROI of User Experience, Dr. Weinschenk stated that the amount of money spent worldwide on projects related to 
Information Technology (IT) is estimated at $1 trillion per year. The number of projects abandoned because they are hopelessly inadequate is 15 percent. Refer to http://www.humanfactors.com/project/index.asp for more information on human factors and its importance in project success. 
This means $150 billion is wasted each year because teams are not utilizing the right mindset when it matters most, that is, before projects go into development; before requirements are defined; after adequate communication with customers, end users, developers and stakeholders has occurred; and that everyone is in agreement. Dr. Weinschenk also pointed out the problem of office politics, where teams often branch off into silos of ownership. Then, when projects fail to deliver blame is placed elsewhere, further dividing teams that should be working together towards a single, company/business focused goal. Dr. Weinschenk further pointed out that in order to solve this problem, teams need to get out in front of these issues using techniques such as business and user research and data and analytics to determine business and customer related metrics, interviewing subject matter experts (SMEs) , customers and users, usability testing, root-cause analysis, prototyping and wireframing. All these techniques play a major role in establishing a UX mindset because we are no longer thinking as separate teams. We are now thinking as a unit with the right focus on effective outcomes and measurable results.

When facts ruin a good story



Let's pretend for a moment that Henry Ford actually did utter those words about "faster horses." How would this story hold up when we look at the reality of the situation? Were people in 1908 really looking for faster horses? Were they truly oblivious to the real problems that horse-powered transportation created by the turn of the century? Also, if people were really interested in faster horses, where were they going in such a hurry? Doing some research on the subject, one quickly discovers that the truth is often much more interesting and also much different than what we are led to believe.
By 1908, there were hundreds of thousand of horses crowding city streets around the world, and this was not a new problem. In fact, the problems with horses were well-known. For example, by 1894:
	 	"London…had 11,000 cabs, all horse-powered…several thousand buses, each of which required 12 horses per day, a total of more than 50,000 horses. In addition, there were countless carts, drays, and wains, all working constantly to deliver the goods needed by the rapidly growing population of what was then the largest city in the world. Similar figures could be produced for any great city of the time."
	 
	 	--Stephen Davies, The Great Horse-Manure Crisis of 1894
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