The Importance of User Experience
How unnoticed user experience improves our lifes when things fall apart
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A few words about what exactly User
Experience means. In general, it is the
experience that the user gets when using a
product.
It can be a kettle or a banking system on
your phone. Since we are an IT company, let‘s
consider UX for a banking app.
UX includes:
Interactive design, usability, branding,
functional design, and communicative
design. There are a lot of instruments that
designers use, and I’ll talk about the most
important ones, which are effective for a
long time. A UX designer is concerned with
the story that begins before the device is
even in the user’s hands.

— Don Norman, inventor of the term “User Experience“

„

„

Products that provide
great user experience
are thus designed with
not only the product’s
consumption or use in
mind but also the entire
process of acquiring,
owning and even
troubleshooting it.
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What Does Increase UX?
UX is based on four main fundamental points that
determine the success of the user experience. If you build
your design based on these indicators, you can rest assured
that you are well prepared for every upcoming cataclysm.
The main thing is to meet the expectations of the user. But
the last couple of years have shown us that expectations
can change a lot and our usual user behavior easily changes
by 180 degrees. The design must be intuitive, pleasant to
the eye, and meet the expectations of both business owners
and users. It would seem that these are two different camps
with different expectations but they are interdependent
and cannot exist separately. The most important common
feature is that the achievment of the intended goal. Good
design should help the user achieve their goals and needs
quickly and easily, and the more successful user stories
there are, the more successful the business will be. Quality
user experience can save a business during disasters
because it involves critical situations.

Usability

User Research, Goal Research, User Testing

Empathy

Understanding the user, knowing the context, understanding goals

Visual Design

Interface Design, Marketing Design, Branding

Customer Journey Research
.Determination of the stages a customer goes through when
interacting with a company
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Visual Communication
Design Communication brings satisfaction. Design Creation is based on the
brand, product mood, business‘ as well as user‘s goals and visual loads. Of
course, there are design trends, but they change with each generation of
designers, and each culture differently.
How do humans communicate with a digital product?
Eyes – our leading visual channel through which we receive information
the fastest;
Ears – our leading audio channel;
Logical considerations - the leading logical channel (digital, digital).
As well as logical connections and psychology:
Thoughts – when a person gets acquainted with something, they
remember what they already know.
Emotions – people react differently to different phenomena.
Visual design is a tool that affects a person‘s mood, leads him to the goal,
and provides information. We set the mood of the user appropriate to
the product and lead them by the hand towards the goal (for example:
purchase, agree, the button „add to cart“ is always clearly visible).
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Understanding
User Context
Always keep in mind: focus on the
foundations of User Experience, care about
usability and test your product with usability
heuristics. Last but not least: upgrade your
design‘s empathy. It‘s very important to use
Usability correctly and to keep in mind the
user‘s needs and conditions. Understanding
the user context is the foundation for a
successful User Journey. There are four main
loads that people have every time, although
they vary in their appearance:
Cognitive: relates to the amount of
information that a working brain can hold/
memorize at once.
Visual: relates to the amount of visual
information that the brain can analyze.
Motor: relates to the number of physical
human loads.
External: relates to the other loads that
surround users (wind, cold, sounds etc.)

Cognitive

Visual

Motor

External

Customer Mind Map
Understanding the context in which the user is, is the key
to a successful transaction. You will know his mood, his
context, his loads (e.g.: mobile apps proacted for users
with high motoric loads) and you will adapt your design.
Sucessfully.

Think & Feel
• Why is the queue so long?
• When is it going to be my turn?
• Do I have everything I need for my enquiries?

Hear

See

• People/staff talking
• Machines/printer sounds
• Child crying

•
•
•
•

People waiting for their turn
People talking to one another
Staff attending to the people for enquiries
People using their phones while waiting

Say & Do
Pain
• Long queues and waiting time

Gain
• Enquiries solved
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Usability and Heuristics
Usability is a quality attribute that shows how easy User Interfaces are to
use. The word „usability“ also refers to methods for improving ease-of-use
during the design process.
Heuristics is a set of logical techniques, methods, and rules that facilitate
and simplify the solution of constructive and practical problems.
To be said more simply: Does your design have usability gaps and should
you make a usability check?
Answer these questions:
Learnability: How easy do users accomplish basic tasks during the first
time using the design?
Efficiency: Once users have learned the design – How quickly can they
perform tasks?
Memorability: When users return to the design after a period of not using
it, how easily can they reestablish the proficiency?
Errors: How many errors do users make, how critical are these errors, and
how easily can they recover from the errors?
Satisfaction: How pleasant is it to use the design?
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The 10 Usability Heuristics for User Interface Design

Visibility of the System Status
Keep users informed, through polite feedback
within a reasonable amount of time.

Match Between a System and the Real World
A design should speak the user‘s language. Use
words, phrases, and concepts familiar to the
user, rather than internal jargon.

User Control and Freedom
Users make mistakes. They need a clearly marked
„emergency exit“ to leave without having to go
through a long process.

Consistency and Standards
Every action or word means something. Users
Experiences with those products set their
expectations for other products.

Help Users Recognize, Diagnose, and Recover
From Errors
Error messages should be expressed in plain
language (no error codes) and constructively
suggest a solution.

Help and Documentation
It’s perfect if a system doesn’t need any additional
explanation. However, it may be necessary to
provide documentation to help users understand
how to complete their tasks.
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Flexibility and Efficiency of Use
Shortcuts — hidden from new users — may
speed up the interaction for the expert user such
that a design can cater to both: inexperienced
and experienced users.

Aesthetic and Minimalist Design
Interfaces should not contain unneeded
information. Every extra competes with the
relevant information and reduces the visibility
of the important information.

Recognition Rather Than Recall
Minimize the user‘s memory loads. Don‘t make
him remember information from one part of the
interface to another.

Error Prevention
Error messages are important, but the best
designs carefully prevent problems from
occurring in the first place.
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Customer Journey
Map
UX Designers use a lot of tools and methods
to get to know their users. Although people
can be very similar, there are still many
differences in their individual behavior,
especially in different target groups.
Customer Journey maps will help you to
pave the way for the user from the starting
point towards the end of a purchase process,
anticipate possible problemsthe user might
face and recognize bottle necks.
You will see the hole picture more widely,
especially if there is a lot of functionality and
IT intersects. The designer analyzes the user‘s
map, needs, context and route, and most
importantly: a map like this allows you to
predict possible bottlenecks where the user
is likely to make mistakes, or identify points
where he can be offered additional services.

Do

Don‘t

Consider Cultural
Differences
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Design Features for
The Asian Market
We know that developing the English version
of your website or program for another
Western market requires time and high
skills in both design and development. You
need to know your target market pretty
well. When working in European countries,
this can be relatively simple but developing
websites and programs for Asian markets is a
radically different approach:
Localization is not only a translation of
the product language but also a complete
adaptation of the design so that it gets a
response from the target user. This is the
language you use, the user interface, the user
experience, the images, the icons, the fonts,
the colors, and the way the information is
presented in the basic patterns of the target
group.

Want to know more?
We look forward to get to know you and to get
your business going.
Get in touch.

Blackbit digital Commerce GmbH
Göttingen.Berlin.Hamburg.Kiew.
Ernst-Ruhstrat-Straße 6 37079 Göttingen
T +49 [551] 506 75-0
info@blackbit.de
www.blackbit.com

