Chapter 1:
How Will UX Mapping Change Your (Users’)
Life?
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User Experience

Layout References Mailings Review View Grammarly ACROBAT

D L_‘l;l I_Z>|_.r' ESmEArt il Store W Eu% E% I]-

1l Cha
Table  Pictures Online Shapes 3 My Add-ins - Wikipedia Online = Hyperlink Bookmark
- Pictures - a4 2creenshot~ Video
Tables Ilustrations Add-ins Media Links
e nsert a SmartArt Graphic 500 B

Insert a Smart&rt graphic to visually

o communicate information.
A ]
o 9 SmartArt graphics range from

graphical lists and process diagrams
b(_e to more complex graphics, such as
Yenn diagrams and organization

charts.

a Tell me more
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Choose a SmartArt Graphic 7 X
s

B Al

S List

o Process
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[ Relationship

g8 Matrix

A Pyramid

Basic Process
W Picture Use to show a progression or sequential
& officecom steps in a task, process, or workflow.
= ME 1 v

[R  English (United Kingdom) B B
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Fi Home Insert Design Layout Grammarly C Format Q Tell me what you want to
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_ Change
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Type your text here x
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j Text [Text

Use to show a progression or sequential
o steps in a task, process, or workflow.

Learn more about Smartart araphics
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N *if she is > take overfeedi box
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4 Basic Process.
Use to show a progression or sequential
" steps in a task, process, or workflow.
Learn more about SmartArt graphics
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Chapter 2: User Story Map -
Requirements by Collaboration and Sticky N
otes

A Google csak 69 karaktert jelenit
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Milestones
Events |
Minimum Viable Solution

StoriesOnBoard x T4

‘wszp.storiesonboard.com

StoriesOnBoard X T+

5zp.storiesonboard.com/newstorymap o

VWSZ D workspace on StoriesOnBoard

Name and description
Name
The grocery surplus webshop

e longer than 200 character

We will create the user story map for a grocery surplus webshop. Using this sCommerce site, we will sell clearance food
and drink at a discount price. This means food, that would be thrown away at a regular store. For example food past its
expiry date or with damaged packaging.

jon i optional

Collaborators

ome collaborator of this story map

+ Viewers can comment on cards

Edit estimation unit, setup import from Excel file or copy from another storymap
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< The grocery surplus webshop ®O O0——® 6 ® O ®

< The grocery surplus webshop

I want to
**roggarch** I

< The grocery surplus webshop

| want to research
grocery surplus and
this website.

< The grocery surplus webshop

Research
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The grocery surplus webshop

Research

Safety

QOO

The grocery surplus webshop

Research

Safety

®®
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Peter W. Szabo
less than a minute ago
i Default

Research

The grocery surplus webshop @& O—®» & @ @ ®

DO O—I®O 6 00L&

Switch to two level board

The grocery surplus webshop

Research

Safety
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The grocery surplus webshop @ O—® & @ ©

Research Exploration Orderinc

Safety Understand Grocery Shopping related Browse by categories  Search Related items Add to b
Surplus questions

ame, remove, move to ar already archived releases. As well asitis

Delete

Move up

Move down
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The grocery surplus webs.. X | =
€ ©an 520 storiesonboard.com/m/t c Search wBe 93 A -6 =
The grocery surplus webshop ® G ®
Research Exploration Ordering Checkout
Safety Understand Grocery Shopping related Browse by categories = Search Related items Add to basket Order Revie
Surplus questions
A simple and short I'd like browse by top I'd like to add items I'dlketor
explanation text on level categories. to basket. basket.
why Grocery Surplus
is good for me
| want to see if the A simple and short lwanta I'd like browse by I'd like to search in When on PDP I'd like I'd like to ¢
website is trustworthy  explanation video on  knowledgebase second and third product titles and tag.  to see similar items total weig
and safe. why Grocery Surplus containing FAQs level categories. from the same basket, ar
is good for me sub-cateqory. remaining
Iwant to live-chat I'd like a full text I'd like to see I'd like to have my
with someone to get natural language frequently bought basket items saved,
answers to my search together items even after | close my B
questions. browser.

are your storymap with others. Add or remove workspace member, change roles or send invitation email for
new people to become collaborator of this story map.

Invite new people by email as a(n)

| Viewer

gy
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The grocery surplus webshop

Ordering Checkout 4

Search Related items Add to basket Order Review Shipping Payment

Save your storymap in the file format you like. We support xlsx, png, pdf.
® Export to Office Open XML Workbook (XLSX) file

Format: Backlog @ Map
Include archived releases

+ Include subtask statuses (as colored left borders)

Export to PNG image file

Export to multi page PDF file for printing
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Chapter 3: Journey Map -
Understand Your Users

! Spent less than S5
User paid for
microtransactions 1-2 titles

number of games
[ & ] Spent more th

S5

3+ titles

Behaviour T

12 45678 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 34 35 36 37 38 39 40
Microtransactions 320003010 0 1 3 3 -1 212111110 2 2 2 2 2 2 2 2 002 22 210
Current hardware 300113200 0 3 3 3 1 2 3 1 1 3 123 3 3 3 3 3 0 3 3 3 3 3 3 3
FPS Skills co0117111710 2 31 3 1131132330011 2 2 332203222 2 2 3
Social aspects 333331031 00 2 02 2 22 2 3300323130132 2 33333 300
Customizability 1Ti1T7.000-001 0 3 3 3 3 3 2 3 0600O0OO0OO0OO0OTUO0OO0OSZ33 3 3 3 3 2000 2 3 2 3
Behaviour UEEET

12 45678 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 34 35 36 37 38 39 40
Microtransactions 320003010 0 1 3 3 - 1 2 1 2 1111 10 2 2 2 2 2 2 2 200222210
Current hardware 300113200 0 3 3 3 1 2 3 1 1 3 2 1 1 2 3 3 33 3303333333
[FPs skills 000111110 2 3 1 3 1 1 3 1 1 32 3300 1 12 2332220322222 3
Social aspects 333331031 060 2 0 2 2 2 2 23 3003 2 3130132 233333300
Customizability i11000-001 0 3 3 3 3 3 2 3 060 0O0OOOO0OO0OO0OTZ 3353333 3 20002 3 2 3
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E smaply - smart servicema.. > 4

€ (0 @ | hitps;//app.smaply.com/#kaizen/projects

Y smaply

Hello, Peter.

KAIZEN-UX.COM

@ Organization info
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Peter.

KAIZEN-UX.COM

@ Organization info
CREATE PROJECT
Project: Juggernauts

Our players want a unigue free to play first-person shooter, where they
can fight on foot, or pilot a huge walking weapon platform, called
Juggernauts. They want to pay for customisation and to avoid the
grind (repetitive gameplay to unlock items), but they don't want
microtransactions to give them a competitive advantage (we should
not make this a pay-to-win).

Create project and go to overview

USERS IN THIS PROJECT @

Invite users from your organization to this project. They

QOur players want a unique free to play first-person shooter, where they can fight on foot, or pilot a huge walking
will be able to edit all parts of this project.

weapon platform, called Juggernauts. They want to pay for customisation and te avoid the grind (repetitive gameplay
to unlock items), but they don't want microtransactions to give them a competitive advantage (we should not make -

this a pay-to-win).
@ Changes saved

PERSONAS STAKEHOLDER MAPS (7] JOURNEY MAPS 7]
Q C © Create stakeholder map Q © Create journey map

Start now by a
PEF SONS,

[24]



Graphic Bundle

Create persona

New persona

NAME
QOhforf, the Noob|

Create persona =

OHFORF, THE NOOB

& @o =0 Persona: Ohforf, the Noob

Persona Ohforf, the Noob

ADD IMAGE

© Add custom text field

Ohforf, the Noob

" ? 2 kaizenuxcom -0

D € [eovorr @

PERSONAS  STAKEHOLDERS
_—————————

@ support  Feedback
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Image gallery

Current project Other projects Default images

el

UPLOAD NEW IMAGE
OR DROP AN IMAGE

O

UPLOAD IMAGE

(FEM 11 Crop and upload

@ Support & Feedback

" ? 2pmr  kaizenuxcom v @

D C¢ D eoworr &

All OHFORF, THE NOOB
& @o o

Persona: Ohforf, the Noob

PERSONAS  STAKEHOLDERS ~Q SEARCHALL

—_—

) © Create persona

Ohforf, the Noob

Persona Ohforf, the Noob
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QuoTE @

So, this means no artillery. | thought "no art’ means no paintings or statues,

DESCRIPTION © ET S
Key goals and behaviour

» Jumpstart: Wants to have fun from the first minute; wants to pilot a Juggernaut in his first game.

= Achievements: Wants to have a sense of achievement even in the first few games.

» Interactions: Wants to interact with other players, learn from them and play together with them.

» Understandability: He gets frustrated if he doesn't understand the basics of the game in half an hour.
» Learning: Happy to learn the game. Loves easy to learn, hard to master games.

o]
1l

We must

» Make a game which runs on his low-end machine.
» Give a positive score to him at the end of the game.
» Hint at the possible customizability

We must never

» Owverwhelm him with choices.

» Annoy him with advertising microtransactions before he learns the game.
» Create a steep learning curve.

Microtransactions: Unlikely [1]
Current hardware: Unlikely [1]
FPS Skills: Unlikely [1]

Social aspects: Likely [2]

Customizability: Very Unlikely [0]
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Microtransactions:
B OO0 [Unlikely: 1]

Current hardware:
B OO0 [Unlikely: 1]

FPS Skills:
B OO0 [Unlikely: 1]

Social aspects:
B B0 [Likely: 2]

Customizability:

0oo [Very unlikely: 0]
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Ohfo

, the Noob

Juggernauts )2 January 2017

PERSONA

PROJECT EXPORT DATE

A NOOB  male

Ohforf, the Noob

So, this means no artillery. | thought 'no art' means
no paintings or statues.

Key goals and behaviours

> Jumpstart: Wants to have fun from the first minute; wants to pilot a

Juggernaut in his first game.

Achievements: Wants to have a sense of achievement even in the first

few games.

Interactions: Wants to interact with other players, learn from them

and play together with them.

Understandability: He gets frustrated if he doesn't understand the

basics of the game in half an hour.

> Learning: Happy to learn the game. Loves easy to learn, hard to
master games.

v

v

v

We must

» Make a game which runs on his low-end machine.
» Givea positive score to him at the end of the game.
» Hint atthe possible customizability

We must never

» Overwhelm him with choices.

> Annoy him with advertising microtransactions before he learns the
game.

> Createa steep learning curve.

Microtransactions:
[Unlikely: 1]

Current hardware:
[Unlikely: 1]

FPS Skills:
[Unlikely: 1]

Social aspects:

HE  (lkey:2

Customizability:

[Very unlikely: 0]

Powered by Smaply|
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PERSONAS STAKEHOLDERS Q, SEARCHALL

_—

2]

Alexander, the Soclalizer Ohforf, the Noob

Persona Alexander, the Socializer
© Create persona

Wiktor, the Pro

Suzy, the Casual
Alexander, the Socializer

“#D ? 2oreemer  kaizenuxcom
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Chapter 5:
Remote and Lab Tests for Map Creation
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*Ba 9 ¥ A
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Change Password - Logout

Your last successful login was:  22-Jan17 14:02 GMT.
Start a test
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A Dashboard
B Tests
2 Wy Account
2% Admin

@ ren

Completed Tests: 0

Account Balance: 999999 @
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whatgshe‘rhsgot 2] strtatest users peter@kaizen-ux.com | 3 Sign out
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# Dashboard
Users  TestScript  Launch
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Title [TUse something that makes thistestcasy to idenlty n your accourt
2 Admin
@ Help Device  First off, let's give your test a beautiful
name Hint: anything is better than ‘Test'
©
Panel ces
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Users er of videos you need, e.g. 5
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United States v ‘
France
German
Netheriands
Panel [NALCWEEREN Private Panel | Instant Audiences
Users ‘ 1
United Kingdom v Gender: Any v Min Age: Any v Max Age: Any v Socio: Any v
whatusersdo 2| satatest u peter@kaizen-ux.con | 51 Sign out
Buhythey do't
# Dashboard
Users  TestScript  Launch
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Create a Test
2 My Account
Title | Samsung UK, smartphone buying journey - Pilot
2 Admin
orin Devie
Users | Enter number of videos you need, e.g. 5
Gountry " Gender: Any v Min Age: Any M Max Age: Any 9 Socio: Any v
User Groups aty Country Gender Min Age Max Age Socio Actions
A 1 United Kingdom Any Any Any Any [«]
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whatusersdo

Buwhy they doit
# Dashboard
1 Results

2 My Account

?

Starta Test | Test Script
Users Test Script Launch
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User Instructions

e o o s .
"

+ Set a Scenario (0/6)

T

CEE=—T.

@ Exit Question (optional) @
@ None

7)) Web Usability Scale

) Net Promoter Score

Bespoke Quest

type a question in here to have us " it after their test

peter@kaizen-ux.com | Bl Sign out

Top task
writing tips!

whatusersdo

Buwhy they doit
# Dashboard
1 Results
2 My Account
2 Admin

@ Help

?

Starta Test | Test Script
Users | TestScript | Launch
© Pre-screener Question (optional) @

User Instructions

Need inspiration? Choose from one of our templates. v

Crm—"m" 1 [ssssome

peter@kaizen-ux.com | Bl Sign out

=

Top task
‘writing tips!

Imagine, that you lost your phone, and want to buy a new one.
E—
e

.

@ Exit Question (optional) @

@ None
) Web Usabilty Scale

O Net Promoter Score

O | Bespoke Question: type a question in here to have users

sswer it after their test
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Users | WhatUsersDo. X § Samsung UK|Mobile |Ho.. X | + - “ x
€ ) © @ WhatUsersDo Limited (GB) | ¢ Qsearch *E 9 ¥ A R 6
whatysersdo (9] startatest  Test scrint A | 3 Signout |
why they doit J
1. Setascenarlo o
ST ——— Imagine, that you lost your phone, and want to buy a new one. [a]

[+ onrsmomn |
CETETON.
G 2. [ o

[+ o] :
Which website would you visit first, if you wanted to buy a new smartphone? You can briefly show us that website. Why do you like it? D
+
3. Linktovisit Open Link | @
hittp:/www.samsung.com/uk/ [a]
*
4. Verbal response ©
What are your first impressions when you look at this page? Please comment on the layout and the design. D
*
5. | Task )
Explore Samsung's website, and find a smartphone you would consider buying. [u]
*
6. | Task )
Gather as much information about the phone, as you would normally need before buying a smartphone. n}
L4
7. Task ©
Now proceed to buy the phone, but please stop before entering your name, address, credit card details or any other personal information. ] ]
3
9. | Verbal response [x]
If you had a magic wand how would you improve Samsung's website? [u}

@ Exit Question (optional) @
O None
(O Web Usability Scale
(@ Net Promoter Score

© | Bespoke Question: type a question in here to have users answer it after their test
See tasks as Users see them

[7] users | WhatUsersDo X § Samsung UK|Mobile|Ho.. X = 4

€ ® @ WhatUsersDo Limited (GB) _ https://appwhatusersdo.com/app/client/start-test/ @ Qsearch

®
n

< Prev Task 10f 9

Scenario

Imagine, that you lost your phone, and want to buy a new one.

Close Preview
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whatusersdo ? Starta Test | Launch peter@kaizen-ux.com 3 Sign out
&uhytheycoit
# Dashboard
Users  TestScript  Launch
B Results i
Check details before Launch
2 My Account Title Samsung UK, smartphone buying journey - Pilot
2 Admin Device Deskiop
@ Help Panel WhatUsersDo
Users  User Groups aty Country Gender Min Age Max Age Socio
A 1 United Kingdom Any Any Any Any
Pre-screener Question  None
Test Script
4. | setascenario
Imagine, that you lost your phone, and want to buy a new one.
2. | Verbal response
Which website would you visit first, if you wanted to buy a new smartphone? You can briefly show us that website. Why do you like it?
3. | Linktovisit
hitp:/Awww.samsung.com/uk/
4. | Verbalresponse
What are your first impressions when you look at this page? Please comment on the layout and the design.
5. | Task
Explore Samsung's website, and find a smartphone you would consider buying.
6. | Task
Gather as much information about the phone, as you would normally need before buying a smartphone.
7. | Task
Now proceed to buy the phone, but please stop before entering your name, address, credit card details or any other personal information.
5. | Task
Find a cover, case or other protection you would normally buy for the smartphone you have chosen.
o, | Verbal response
If you had a magic wand how would you improve Samsung's website?
Exit Question Net Promoter Score
X £

Your order has been launched
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whatusersdo

&why they doit

peter@kaizen-ux.com
Change Password - Logout

Your last successl login was:  31-Jan-17 00:57 GMT

Start a test

Live Tests: 1 Completed Tests: 0 Account Balance: 9999980
A Dashboarg
Live Tests
B Tests
Launched TestID Title Device Video Status Actions
L My Account
31-Jan-2017, 23:17 22957 Samsung UK, smartphone buying journey - Pilot Desktop Launched 0/1 m Clone || Stop Test
2L Adamin Tasks
[View test |
@ tep
Recently Completed Tests - View all tests
Launched TestID Title Device Video Status Actions
Click to view test results
31-Jan-2017, 23:17 22957 Samsung UK, smartphone buying journey - Pilot Desktop Completed 1/1

View Results Jle0IT}

Tasks J
- o x
7] Test 22957 - WhatusersDo X | o
€) © @ WhatusersDo Linited (G8) | https://app whatusersdo.com/client/tests/2295 ¢ Qsearch B s A Q-0 =
whatusersdo 2 peter@kaizen-ux.com
Sy theydoit Change Password - Logout
T ® Download CSV | @
Videos: Complsted

B Tess
Ly Aot Mtics vidoos Anayss Notes Userproing Tost Srpt Projot
24 adnin

1 of 1 User Videos Completed
@ rep

Show[10_ < entries Search

(" »Piay-tomes | | 31-Jan-2017, 23:30 | Download | Share | (vdeo 0. 417835)

L m

T

User: 18€ Video plays innew window. Please allow popups. |acOSX 10 | Chrome 55 | 1440x900 | Replace | Rate User

NPS result: 8 Passive

Notes: | Add

Showing 1101 of 1 ntres st provios [l Nex | Lot
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- o X
[7] Test 22957 - WhattsersDo. X [7] Ply video ©x |+
D @ What whatusersdo.com c *E 93 AR =
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L3
Introducing the
Same Galaxy DNA. Different attitude.
Galaxy A3 AS
L ~¢C TaBC s 7 AP00Ca0E 2R - IR
wha(yiersdo@ Video ID: 417835 User ID: 186494 Order ID: 22957
BLON 2 L w) X B8 Tue23ds Q i= 2

@ Chrome File Edit View History Bookmarks People Window Help
8ot9

o 09: 04« @y PRl Next >

® @ [7] invitation to Test 25643 - W x S Customise your purchase | S
€ © @ shop.samsung.com/uk/basket/cust ) slaxy-s7-edg t Task to complete

Find a cover, case or other protection you would normally buy
for the smartphone you have chosen.

i1 Apps [ Imported From Safari BN KTIP ) NOMIKOMU [ 52b College Roa

SHOP Mobiles & Wearables Tablets TV&AV PC & Monitors Home Appliances Accessories A Hide text Remember to speak your thoughts out loud
SELECT PAYMENT SELECT ACCESSORIES CONFIRM PURCHASE
Samsung Galaxy S7 edge
32 GB Blue | Confirm your Samsung Galaxy S7 edge 32 GB Blue purchase

e:eD
VISA

Credit / Debit card

Samsung Clear View Cover for Galaxy S7
edge Gold
EF-ZGI3SCFEGWW

£4

Total: £683.00

£639.00

SAMSUNG.COM SHOP

MOBILE DEVICES CAMERAS AND HOME APPLIANCES SMART HOME APPS OTHERS
CAMCORDERS
Galaxy S7 Refrigerators Kit Smart TV Apps Support
Find My mobile News

Smartphones Cameras Laundry Hub

L2eCTHRED : OZRdl =@~
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Chapter 6:
Solution Mapping Based on User Insights

Users selected for testing

I# Results

2 My Account
&% Admin
Contact Us

@ Help & FAQ

@ Pre-screener Question (optional) @

None
Multiple choice (user chooses 1 correct answer)

@Cheokbﬂc:hxes (user chooses all that apply)

Qty Users Device Country Gender Age Socio
5 Desktop/laptop United Kingdom Any 18-35 A, B, C1
Whatgshetr;sgq ? Start a Test / Test Script peter@kaizen-ux.com 3] Sign out
why they doif °
# Dashboard
Users Test Script Launch

Ente :Lw" on text here

Please enter your question

Qualifying responses? (Tick to include users in your test)

[  None of the above applies to me/I'd rather not say

Add response
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Advanced Profile

Question:

Show |10 v entries

How would you describe your holiday planning? What's important for you, when searching for a travel destination?

= Answer — Qualify Answer = No of Answers

I'm budget conscious, | usually look for the best deal No 7
when traveling.

I'm an adventure seekers, looking for the adventure Yes 7
wherever | go.

I'm a foodie, looking for great food and culinary No 2
pleasures.

| just want to take great photos to post on Instagram, No 0
Facebook or other social network.

I'm inexperienced. | haven't travelled outside of UK No 0
before.

None of the above applies to me/l'd rather not say No 0
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Metrics Videos Analysis Notes User Profiling Test Script Project

User Instructions
1. Set a Scenario

Imagine, that you want to go to an adventure abroad.

2. Task

Find an adventure using any travel site. You can use your favourite travel site, or start from Google. Whichever is more natural for you.

3. Link to visit

https://www.contiki.com/uk

4. Task

What are your first impressions when you look at this page? Please comment on the layout and the design.

5. Verbal response

Where do you think recommendations for adventure seekers should be on this site? What do you expect to find there?

6. Task

Find another adventure, now using Contiki's website.

7. Verbal response

If you had a magic wand how would you improve Contiki's website?

[73]



Graphic Bundle

Tag Legend: nH\gh nMedium Low nPositwe Suggestion
@ Chrome File Edit View History Bookmarks People Window Help
°

® 7] invitation to Test 25643 - Wi x  \_ Samsung Galaxy S7 and S7

€ X © www.samsung.com/uk jalax c

7 Apps [ Imported From Safari BN KTIP [ NOMIKOMU [ 52b College Roa

COMMITTED TO QUALITY  SEEDETAILS >

MOBILE TV&AV APPLIANCES MORE SHOP

whatusersdo

Buwhy they doit

| Video ID: 417835 User ID: 186494 Order ID: 22957
o

Other Insert tag

L) ) sx i}

Qo0 -
Task to complete

Explore Samsung's website, and find a smartphone you would
consider buying

8 Tue 2345

R N HES

Sof9

UPDATED INFORMATION FOR THE GALAXY NOTE7  SEE DET] Remember to speak your thoughts out loud

A Hide text

SAMSUNG SUPPORT  BUSINESSEZ Login Q W

3
£

Rethink what a phone can do

BUY NOW

s ATEOIROE 2E |~ - I

[74]



Graphic Bundle

Tag Legend: High n Medium Low n Positive H Suggestion Other Insert tag

@ Chrome File Edit View History Bookmarks People Window Help BLe $ 2 @ o) 50 8 Tue234d4s Q
®  ® [7] invitation to Test 25643 - W x = Samsung Galaxy S7 and 7 e x Sof9 o 05:31 « @ « JUCH >
€« X © www.samsung.com, es/galaxy-s7/overview Task to complete

Explore Samsung's website, and find a smartphone you would

i Apps [ Imported From Safari EMKTIP [ NOMIKOMU [ 52b College Roa consider buying.

COMMITTEDTOQUALITY  SEEOETAILS >  UPDATED INFORMATION FORTHE GALAXY NOTE7  SEEDET| A~ Hidetext  Remember to speak your thoughts out loud
MOBILE TVEAV APPLIANCES MORE SHOP SAMSUN [ ] Qv
Title
Please choose a tag type v

¥ Feedback

Start Time M4 05:24 MM cando

Use current time
JUY NOW

End Time ¢ 05:34 M

Use current time

Delete Submit

4

10:08 o —

whatusersdo 7| Video ID: 417835 User ID: 186494 Order ID: 22957

&why they doit

Tag Legend: [ Hioh [ Medium Low [[@Posiive [ suggestion Other Inserttag Tags  Task
T ] Y. . s

[ Nav - Top Regions partially hidden ~ Om 7s

. v contiki com Task to complete
What are your frst moressons when

The absolute positioned TOP REGIONS menu is
partially hidden. The user thinks its a scrolling issue:
*[...] there is something there, but | don't know what
A& itis, I don't know how to scroll”

contil

Nav - Top Regions partially hidden

Edit | ShareTag | Download

TRIPS Medium v

[E) Find recommendations - Adventure

WHERE WE 60 seekers. Om 23s.

WHAT WE DO

User expects to find the recommendations for
adventure seekers at the grids from the homepage
or under Trips".

WHO WE ARE

x
3
DEALS 3 Edit | ShareTag | Download
RESOURCES CoMMUNITY Er T M 0z:07 M
Order a brochun il
o . e Il Tour Description Page - Layout and
p o Colours om 13s
Contiki Store Press End Time K€ 03:14 W

"I have to say the layout s really really good, very
Use current time simplistic but the colours as well organised. Help

with the organisation of the page really well".

Edit | ShareTag | Download
ol Delete Preview Submit
4

[ peals page - layout 0m 20s

The user points out that the 'Deals' page has a
different layout and 'it looks totally different from the
site’, suggests to match the that page's layout with
the rest of the site.

whatusersdo (9]  video ID: 418018 User ID: 95396 Order ID: 22958

by thoy o

Edit 1| SharaTan | Newnlnad

[75]



Graphic Bundle

Tag Legend: [ Hioh [l Medium Low [[@Posiive [ suggestion Other Inserttag Tags  Task
| [ Rl m IE} First impressions - Too busy om 19s

€ > X | @ Secure | https//www.contikicom Task to complete
What are your first impressions when you look at this pege? Plesse: "Its a little bit crowded, | appreciate it that it's quite
comment on the Iayout and the desgn. §
bright and eye-catching. That's good but having the
m L3 ~ videos and pictures and things starting straight
away. [...] s hard for me to focus on anything
specifically”.

x Adventure Holidays | Trs X Contiki - Travel Tours & - X 4o

ecrafts Fiction - &R My Surveys | Toluna @ Play Pokemon - Cry

food [ Ukesnit [ Placement |0

TRIPS Edit | ShareTag | Download

First Impressions - Too busy

WHERE WE G0
[EJ improvements om9s

High

WHAT WE DO

The user suggests making the website less
crowded,

Please choose a tag type

TRAVEL WITH

WHO WE ARE “o

Medium

x
Low 2 Edit | ShareTag | Download
"““ REGRETS 3
Positive 5|
1
suggestion B )l Recommendations - Adventure seekers
Other om34s
e The user says they would find the recommendations
Start Time M 02:25 M under Trips' or 'Where we go' and they expect to

find a list of destinations, prices and a guide to
cheaper places to stay depending on what they are
AST MINUTE DEALS looking for.

ve up to 30% on all trips.

TRIPS FOR 18-35 YEAR OLDS Use current time

End Time K€ 02:44 M

Use current time Edit | ShareTag | Download

[ Find adventure - Trips - Too busy page
om 16s
The user first clicks on ‘Trips' and finds the page
crowded, comments: “Lots of colour. Is's good to be
bright, but it's a bit busy"

Delete Preview Submit

A

whatuserstE] Video ID: 417842 User ID: 187793 Order ID: 22958 Edit | ShareTag | Download

Subythaydot

High

Motivation

,_
o
2

Hard Ability Easy

[761]



Graphic Bundle

[7] Test 22958 - WhatUsersDo X |

€ ) © @ WhatUsersDo Limited (GB) | https://app whatusersdo.com/client/tests/22958 e Q search

whatusersdo (9

&why they doiit

22958: Contiki Adventure - koo1 - Desktop @ [A Download PDF Report | @

A Dashboard [® Download CSV | @
Videos: Completed
B Tests

Number of users affected:

B Contact Us
Metrics Videos Analysis Notes User Profiling Test Script Project
@ HepaFaQ

5 of 5 User Videos Completed

Show 10 v entries Search|

Play-9m 14s | | 01-Feb-2017, 15:09 | Download | Share | (video ID: 418018)
I T
User: 95396 | female | 26 years old | GB | Win10 10.0 | Chrome 55 | 1536x864 | Replace | User rating: good

NPS result: 9 Promoter

Notes: The user pointed out that the ‘Deals' page had a different layout which made them a bit confused. | Edit

Play-7m49s | | 01-Feb-2017, 10:23 | Download | Share | (video ID: 417899)

User: 132496 | female | 23 years old | GB | Win8.1 6.3 | Chrome 55 | 1280x800 | Replace | User rating: good

NP& racult: 3 Detractor

[77 ]



Graphic Bundle

File Edit Object Typ ect FEffect View Wind hep B Bl B2 4

O K- s [— o B

adventure-seeker-solution-map.ai @ 120% (RGB/GPU Preview) X

i

Solution Map /, ona |

CONTIKI ADVENTURE

Adam, the Adventure Seeker
Character

T Toueh Ty Tol

The site
8

The video
The users don't

is distracting
and not needed share the site on
social media

Low No landing page
conversion Not found dedicated to’

in Googll
adventure seekers
Swatches.

Stroke.
Users can't Appearance

sily find

Layout and
content O pan

design differences
on subpages
g o acy: Defaut
suboptimal Users need
3 ("busy”) g clearly visible (]
B selection options
(search,caegories, el

Opacty; Dt
Finding opacy, Defouk

an adventure
is boring

Solution Map // Persona: Adam

CONTIKI ADVENTURE

Adam, the Adventure Seeker

More new
visitors needed

(ideally at low cost)

No landing page
dedicated to
adventure seekers

Not found
in Google

share the site on

Users can't
easily find
content

The users don't

social media

The video
is distracting
and not needed

No adventure
pages

suboptimal desig
("busy”)

Low
conversion
rate

Users need
clearly visible

selection options
(search, categories, etc)

The site
is relatively slow

design differences

The site
is not exicting

Finding
an adventure
is boring

Legend

Root issue
With importance.

W s

[78]




Graphic Bundle

Solution Map // Persona: Adam

Adam, the Adventure Seeker

CONTIKI ADVENTURE

Legend
. Solution

Root issue
Withmportance (0-10)

. Issue

Adventure Microsite with
Find Your Adventure minigame

More new suboptimal design The site

visitors needed ("busy”) is not exicting
(ideally at low cost)

No landing page The users don't Users can't
dedicated to share the site on easily find
adventure seekers social media content

Low
conversion
rate

Layout and Finding
design differences an adventure
on subpages is boring

The site
is relatively slow

Not found
in Google

The video Users need
is distracting No adventure clearly visible

d not needed PR selection options
(search, categories, etc)

[79]



Graphic Bundle

Solution Map // Persona: Adam

Adam, the Adventure Seeker

CONTIKI ADVENTURE

Legend

il obstace
. Solution

Root issue
Withimporance (0-10)

Visual+UX Design Engineering C-level Buy-in W e

Adventure Microsite with
Find Your Adventure minigame

More new suboptimal design The site

visitors needed ("busy”) is not exicting
(ideally at low cost)

No landing page The users don't Users can't Low
dedicated to share the site on easily find conversion
adventure seekers social media content rate

Layout and
design differences
on subpages

Finding

Not found an adventure

in Google

The site
is relatively slow

is boring

The video Users need
is distracting No adventure clearly visible

d not needed PR selection options
(search, categories, etc)

[801]



Graphic Bundle

Solution Map // Persona: Adam

CONTIKI ADVENTURE Adam, the Adventure Seeker

Framework Search

for the minigames Z (Amazon Legend
(Phaser?) (Solr) W cioudFront?) g
- Action
. Obstacle
E . Solution
. B - N . Root issue
Visual+UX Design Engineering C-level Buy-in Wah importance 0:10)

. Issue

Adventure Microsite with
Find Your Adventure minigame

More new suboptimal design The site

visitors needed ("busy”) is not exicting
(ideally at low cost)

No landing page The users don't Users can't Low . Layout and

e e dedicated to share the site on easily find conversion q Thg S design differences
; ; is relatively slow

adventure seekers social media content rate on subpages

Finding

an adventure
is boring

in Google

R Users need
No adventure clearly visible

is distracting I )
d not needed PR selection options
(search, categories, etc)

[81]



Graphic Bundle

Journey Map // Persona: Adam

CONTIKI ADVENTURE

The origin
story

Contiki.com

Google

Organic Search

First
Contact

Word of
mouth

Contiki
Adventure

Home

TV, Radio,
Print

Page

Social
Media Post

Gamification
Start Page

Digital
Advertising

Looking

for adventure

Adam, the Adventure Seeker

Adventure
Booking

Adventure
Investigation

Manual
Selection

Full-text
search (Solr)

Experiences
(Categories)

Destinations

Find Your
Adventure!
(minigame)

Adventure
Pages

Contiki .
TS Booking

Editorial
articles

UGC social
imagery

Professional
imagery

Video
content

Landing
Page

adventure

o raerire o

You are sitting in a comfy chair
on a Sunday morning,
daydreaming

AN
7z

O
0 (mum

Pack Your Luggage

Get to the airport

i e v o e

2]

Find your first adventure | temie n e widance Avter a shor
while you have discovered a hdden

chamber among the ruins.

Open i, by solving this ancient puzzie:

~

you won!
You have found a stunning
treasure worth at least

£100. This is no just a game!
We think Asia is where you
will find the adventure of
your life! As you found a
treasure there, we will give
you £100 off from your
Jeep Wildlands adventure.

&y Jeep Wildiands] Wow

@ experiences

&R eep Widy

[ Widionds photo adventire

@ Extreme Bike Widiands.

]
' | Jungle tour
e 1ac Za <

[82]




Graphic Bundle

Chapter 7: Mental Model Map -
A Diagram of the Perceived Reality

Decision

When is the best

Warranty time to buy?

First car - -
Discuss with

partner/family

Cheaper than
buying new
As soon as | find

Economy the right car

Long distan Reliabili
ong distance ty Repairs of the Discuss with
old car are more friends

expensive

J
il
HEaDgG

City car Work (eg. Uber) Customization This month
Used cars are Discuss with
’ safe unless they car expert

Camping & are very old acquaintance

Family car Holiday

Finance deals In 3 months

New cars lose Discuss with '
their value fast car seller_ or Hopefully this
dealership year

PHEV

Off-road or electric

New car feeling

E=A

Discussed used - -
versus new Discuss while
car buying web-browsing

Luxu
(Status symbol)

I won't be able

Performance to buy this year

New technology

=
N
E=N
ExN
EE
=

E=
e
o ] e
R =
EN 2
R

i

[83]



Graphic Bundle

File  Edit

No Selection

|-y

O~

Object Type Select Effect View

Stroke: : 1pt v

Window  Help

Essentials «

v IR G v Opacity Style D v

buying-a-car-mentalmodel.ai @ 100% (RGB/GPU Preview) X

Fell nervous
(potential risk)

V5C: Check
registration

Check MOT
history

Know your
rights

3rd party
checks

HEKE

Go to bank

Fear of loosing
the money

AU

Be happy for
getting accepted

Get money in
the right acent.

Feel nervous
about loan

Know the terms
and your rights

Try to exchange Change your
old car mind

i

Safe pay guide Fin

Document Setup Preferences

Pure joy

Buyer's remorse

Feel nervous
about the car

Learn how to
use it

i

Think about
reselling for
more

Quick Feedback

B Mental space

[l Mental tower

[J Rare mental unit Uncommon mental unit

Common mental unit [l Supporting solutions

Decision

Mental Model Map: Buying a car

Legend: W wercispace I Mentatomer (] v a

Budget

Choice

Confirmation

[84]



Graphic Bundle

B H ’4 Essentials

Object Type Select Effect View Window Help
Presets: Custom v @& = Name: Mental Model Map - Buy a Car <G>

buying-a-car-mentalmodel-packt.ai @ 29% (RGB/GPU Preview) X

01 - Mental Model Map - Buy a Car ||g;a car

Legend: W Meruispace [} Menitower (] Re mentatuni ] »

Decision

Choice Confirmation

=2

nNen =8 AD &

29%

[85]



Graphic Bundle

Essentials + jors

Assets Select:
O Al ORange: 1
O Full Document

74

+
Pt

Export to:

~

C:\OneDrive\_UXMapping\pictures\ch7\ (]
Mental M

EEAR

Open Location after Export

R

Formats: i0S Android  £¥

2x v @2x PNG

PRD

+ Add Scale

€0 o &

Clear Selection = Prefix:

Selected: 1, Total Export: 1 Export Artboard

£

.
)
&
m
'S
L J
.
©

o 1

4o
®

29% Artboard

[86]



Graphic Bundle

Mental Model Map: Buying a car

Legend: M Mental space

B Mental tower

[J Rare mental unit

Uncommon mental unit

Common mental unit

[ Supporting solutions

Deci

Warranty

i

Long Reliability

Work (eg. Uber) Customization

il

Camping &

Holiday Finance deals

or electric New car feeling

Luxury
(status symbol) New technology

RuEHd
il

Performance

Choice

Read deta
& specifications

Calculate costs
&insurance
Compare to
similar cars
Look & feel
Personal
preferences

What features
do I need?
Use car
configurator
Choose engi
fuel & transm.
Ask for help
Colour

Google search H
Car magazines.
& sites

Enthusiast
forums

SEO/SEM/SM/PR Simple & Advanced Search

sion

Cheaper than
buying new

Repairs of the
old car are more
expensive

Used cars are

New cars lose
their value fast

Discussed used
versus new
car buying

When s the best
time to buy?

As soon as | find
the right car

This month
Hopefully this
year
Discuss while | worn't be able
web-browsing to buy this year

Discuss with

e

Discuss with
car expert
acquaintance

Discuss with
car seller or
dealership

Confirmation

Physical check

Fell nervous

Fallin love

ith the car
Decide not to
buy that car

V5C: Check
registration

Check MOT
history

Know your
rights

3rd party
checks

History check

Budget

Decide if I need
aloan

Worry that |

Use savings
will not qualify

Seeif parents
can give me

Ask bank(s) for
loan options

Wait for bonus

o b Hire purchase

Explore leasing
ptions

of

Finance helper

Buy

Apply & fill the
paperwork

Be happy for
ing accepted

Fear of loosing
the money

Try to exchange
old car

Safe pay guide

Get money in
the right acent.

Feel nervous
about loan

Know the terms
and your rights

Change your
mind

Finance helper

Establishing the
price range

|just imagined
how | would feel
if 1 would spend
morethan
ona used car

iscuss budget

Pure joy

Buyer's remorse
Feel nervous

about the car

Learn how to
use

Think about
reselling for
more

Quick Feedback

[871]




Graphic Bundle

Chapter 8: Behavioral Change Map -
The Action Plan of Persuasion

&

AmazonSmile: You shop. X

C  ©® smile.amazon.com/ch/59-3330495

amazon

You shop. Amazon gives.

Amazon donates 0.5% of the price of your eligible AmazonSmile
purchases to the charitable organization of your choice. Today

only, Amazon will donate 5%

10 times our usual donation rate)

AmazonSmile is the same Amazon you know. Same products,
same prices, same service.

Support your charitable organization by starting your shopping
at smile.amazon.com.

Questions? Learn more about AmazonSmile
Not interested? Shop at www.amazon.com instead

Represent a charitable organization? Visit org.amazon.com

Share AmazonSmile: n L

WSz

(]

* O BB Ee6

Hello, Peter ~

Your shopping will support
Big Cat Rescue, Corp.

Start shopping ﬂ
J

Select a different charity

© 1996-2017, Amazon.com, Inc. or its affiliates Conditions of Use | Privacy Notice

X

[881]




Graphic Bundle

amazon c.«
S~—

Shopby
Department -

Peler’s Amazon

Kindle Store  Buy AKindle  Kindle Books

Kindle Store Q

Today's Deals  Gift Cards & TopUp  Sell  Help

Hello, Peler Your
Your Account ~  Prime ~

Kindle Unlimited ~ Kindle Singles  Kindle Daily Deals ~ FreeReading Apps ~ Mewsstand  Accessories  Certified Refurbished  Help  Manage Your Contentand Devices  Kindle Support

How it works

(@) Choose one of the six Editors’
Picks today for £0.00.

(@) Read now on any Kindle device or
free Kindle reading app.

FI rSt Read next month’s new releases today.

Read it

EARLY

Books are available in
advance of their official
release date

Choose one

FOR £0.00

Prime members can choose
one featured book for £0.00
every month.

Explore
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Manage your e-mail subscriptions
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March Picks: Choose one of six for £0.00

Suspense Contemporary Fiction

The Halo Effect: A Novel
by Anne D. LeClaire

Ve dedrslr (14

After You Left
by Carol Mason

ol dev7 21

Release Date: 4-Apr-2047
Pre-order Price: £3:99
Buy Now Price: £0.00 «/Prime

Release Date: 4-Apr—2047
Pre-order Price: £3:99
Buy Now Price: £0.00 /Prime

See book details > See book details >

I frst read After You Left almost a year ago, and I still remember it as
story of how an unpredictable, simmering anger can lead to rage-fuelled vividly as if it was yesterday—I was astounded by the relatabiliy of the
vengeance lays bare our deepest, darkest instincts. The Halo Effect stole characters, the elarity of the author's prose and the poignancy of her
my heart as it kept me breathlessly guessing... Read more words,

— Kelli Martin, Editor

A missing daughter. A fractured family. A father coming undone. This

The novel begins with newly... Read more
— Sammia Hamer, Editor

Romance Legal Thriller

Royally Bad (Bad Boy Royals A Criminal Defense

Book 1) A by William L. Myers Jr.
by Nora Flite Pl deyr 28
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Release Date: 4-Apr—2047
Pre-order Price: £3:99
Buy Now Price: £0.00 /Prime

Release Date: +-Ape2047
Pre-order Price: £.99
Buy Now Price: £0.00 ~/Prime

See book details >
5 A See book details I
NORA FLIE

When we think of royalty, chances are its the British royal family that
comes to mind. But in Royally Bad. author Nora Fiite introduces us to a
diflerent type of prince. Meet inked-up playboy Kain Badd—the only
Grown he wears is tattooed on his rib. His family... Read more

— Chris Werner, Editor

My favourite heroes are the complicated ones, the good guys with a touch
of bad, the white hats whose brims sport a slash of grime. As | read
William L. Myers Jr's page-tuming debut, | quickly realized that Mick
McFarland was just my kind of protagonist. The... Read more:

— Gracie Doyle, Editor

Historical Fiction Science Fiction

The Last Paradise
by Antonio Gartido, Simon Bruni
e dededlr (7

The Breaking Light (Split City
Book 1

by Heather Hansen

Fee e v (8

Release Date: 4-Ape2017
Pre-order Price: £3-99

Buy Now Price: £0.00 /Prime

Release Date: +-Ape2047

Pre-order Price: £2.8%

Buy Now Price: £0.00 vPrime.
See book details >

- See book details

ANTONIO GARRIDO HEATHER HANSEN

The Great Depression has Jack comered. So he takes a leap of faith and
moves to the Soviet Union, where the automotive skills he honed in
Detroit make him an asset. What he finds there tests his mettle—and his
moral compass. How can he celebrate his own success... Read more

— Gabriella Page-Fort, Editor

I'm a pragmatist. But my favourite novels are in the science fiction and
fantasy genres—books that transport me beyond my usual earthbound
Iife. They e the kind of stories that allow me to believe in ships that travel
faster than the speed of light, distant planets... Read more

— Adrienne Lombardo, Editor

Please note: Kindle Unlimited subscribers Gan borrow these Kindle First books when they are officially released on 1 Apr. 2017.
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Save £10 07£50 on Childre: q & Shoes*

by PRO PLAN CAT

s v 91 customer reviews

RRP
Price:
You Save

222
£1599 533 1kq) VPrime
£6.30 (28%)

In stock.

Dispatched from and sold by Amazon. Gift-wrap available.
Note: This item is eligible for click and collect. Details
17 new from £15.99

Size Name: 3 kg
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£15.98 (21065 / ko)

kg
£15.99 (£5.33 1 kg) Prime

6x15kg
26053 ¢

10kg
£36.49 (£3.65 1 kg) ~Prime

3 4kg) VPrime

- OPTIRENAL formula helps to support your cat's kidney health
- High protein levels help to promate healthy joints and muscles

+ Added vitamin A and Zinc - important nutrients for skin and coats
- With antioxidants to help support a healthy immune system

- Crunchy kibbles and minerals help reduce tartar build-up

» See more product details

Unlock extra savings with Subscribe & Save.
Unlock 15% savings on this product when you subscribe to 5 or more products that arrive in the same month. Skip or cancel any time, and
delivery is FREE. Leam more

3 Report incorrect product information

&=

Interested in Cat Treats?
Check out our selection of catnip, snacks, dental care treats, hairball treats and coat care treats. Check out our range of cat
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Your
Prime -
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Leam more

Qy: 1 v
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Subscribe now ﬂ ‘

Add to List =

Other Sellers on Amazon

£20.77 (692/kg) [ AddtoBasket]
+FREE UK delivery

S0id by: PetDrugs Onine

£21.13 (704/kg)  [Adatosasket]

+FREE UK delivery
Sold by: Equestrian Performance

Add 1o Baske

£
= FREE UK delivery
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1 refurbished from £2,339.99

Style Name: 512GB M2ADD

256GB MFEDD

512GB M2ADD

Colour Name: Space Grey

« Processor: 2.7GHz quad-core 6th generation Intel Core i7 (Turbo Boost up
to 3.6GHz)

« Internal Memory: 16GB 2133MHz LPDDR3

« Storage: 512GB SSD

« Display: 15.4-inch (diagonal), 2880-by-1800-pixel LED-backlit Retina
display, 500 nits, wide colour (P3)

« Operating System: Apple OS X 10.12 Sierra

» See more product iﬁtai\s

©J Report incorrect product information.

Looking for Help?
Read Amazon's laptop buying guide
to help make your choice »Learn more

AWASZzabo) — O
@ Apple MacBook Pro 15-1 x
< C' | @ Secure | https;//www.amazon.co.uk/Apple-MacBook-15-inch-Laptop-Radeon/dp/BOTM2AYHBV/ref=sr_1_3?s=comput: ¥¢ | @ | SHC)
i 16 customer reviews | 5 answered questions M AL J
RRP: £2.699.00 £0.00 delivery once available

Dispatch to:
Peter Szabo- London - SE1 ~

(L) This will be a Gift

Add to List

or
Delivery available via fresh

This item and other groceries are available
for delivery to your door.

Other Sellers on Amazon

£2,350.00

+ £5.99 UK delivery

Sold by: BaffzTronics (Same Day
Dispatch by Royalmail or Parcleforce
Next Day Special delivery/Express 24.
T&C Apply)

£2,362.28
+ FREE UK delivery
Sold by: DA TECH PRO

£2,394.92

Prime

Add to Basket

Add to Basket

Sold by: Amazon

18 used & new from £2,199.00

https://www.amazon.co.uk/Apple-MacBook-15-inch-Laptop-Radeon/dp/BO1M2AYHBV/ref=sr_1_3?s=computers&ie=UTF8&qid=14897581918&sr=1-38keywords=macbook+pro#productDetails
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@ Amazon.co.uk: Amazon’s .

€ ©a htpsy

X U

(

Shop now »

Dell Inspirbn 15
3000 Series 15.6"

Designed to tackle
everyday tasks

uk/b7ie=UTF8&nod: 922031 ¢ Qsearch wE 9 ¥ A R-6 =

Amazon'’s Choice

Amazon is taking the guesswork out of finding
computer products to fit your needs

LAPTOPS

v/
Lenovo Ideapad 310

Performance perfect for
multi-tasking
or intensive tasks

« Easy to use and built for the long haul  Work with large Excel files
« HD resolution provides crisp, bright image on-screen « Create image-heavy presentations
« 8GB of memory - ideal for multi-taskers « Edit photos and videos

« Audio controls and tuning that adds dimensionality to music and videos « Multi-task among several apps

« Quick responsiveness
« Flexibilty with multiple connection ports
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WSz — O
@ Raspberry Pi 3 Model B ¢ x
< C' | @ Secure | https;//www.amazon.co.uk/Raspberry-Model-Quad-Core-Motherboard/dp/B0O1CD5VC92/ref=sr 1 47s=electrc ¥y | @ B B & ©

amazon co.
~—7

Electronics & Photo ~ | raspberry pi 3

Gift Cards & TopUp  Sell Help

Shop by
Department ~

Hello, Peter

Peter's Amazon Today's Deals

Electronics  BestSellers  Deals  Phones & Accessories TVs & Home Cinema Camera & Photo Audio & HiFi

< Back to search results for "raspberry pi 3"

Raspberry Pi 3 Model B Quad Core CPU 1.2 GHz 1

GB RAM Motherboard
by Raspberry Pi
TN Yr ¥ 432 customer reviews | 69 answered questions

LEER R in Motherboards

Price: £31.99 «/Prime

In stock.
Sold by Almost Anything Ltd and Fulfilled by Amazon. Gift-wrap available.

Note: This item is eligible for click and collect. Details
41 new from £30.00 7 used from £32.70

Size Name: Raspberry Pi 3

Roll over image to zoom in

* 4 x USB Ports

* Quad Core CPU, 1GB Ram

« Builtin 802.11 bgn Wireless LAN and Bluetooth 4.1
» See more product details

h
@
<
.

QJ Report incorrect product information.

Your Account ~

Computers

TVstick | £39-99

Your Your
Prime ~ Lists ~ -\.-., Basket

Wearable Technology Accessories

share M 1 ¥ ®
Quantity: 1 v

Add to Basket

or 1-Click Checkout

[!H Buy now with 1-Click®
N

Order within 2hr 47min to get it:

sun Sun
+0.00 | by lem
+4.49
Dispatch to:

Peter Szabo- London - SE1 ~

This will be a Gift

Add to List $
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External Cues

Limitation Elevation Validation Reversibility

Limited number Recommendations: Solve decision Simplify Request cancellation
of items left paralysis: the action:

Best sellers

Small number 1-Click .
722“!2&';1’?; of choices Add all to Bask Edit instead of
Limited time allto Basket confirmation
B Refine by...
Featured items

(editor’s choice) Categories

Current Smart defaults Wishlist
discounts

Buy it again Social validation:

A Order summary
. Customer Reviews utomate inc. shippin,
Get it by... PPing

Promotions repetition:

Frequently bought
e e
. . Trackin; review
Well timed trigger Subscribe & Save i

Customers who

Attractive design viewed this item
also viewed Visible promo code
field with feedback

What do customers

Saved s.hopplng b“"(?ff:{(:_sg‘”ng Shipping options with
cart items : guaranteed delivery dates

Reward(s)

Joy of getting Shopping can be a AmazonSmile donates .
the item(s) form of entertainment to my favourite charity .

Replace the Previous Routine

Y Internal Cue

Juawadiofuial
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Chapter 9: The 4D UX Map -

Putting It All Together

PPC, display and
video on demand
advertising

°

LE]
I
o=

» COtent

Virtual Waiter

Live Waiter

Talk to the Chef

milestones acquisition understanding choice checkout waiting after delivery
milestones acquisition understanding choice checkout waiting after delivery
SEO (visitors from Home Page Choosing . Live from the .
Google SERP) a Preset Menu Addess Finder Kitchen Review
E— ® menu de saison
Word of mouth e a menu exceptionnel
- menu jardin Payment Share Share
— (vegetarian) Credit Card
Offline Paypal
Advertising Enter coupon code
Comment Revisit
Individual Dishes
Offer " T
> cms Registration stimated Time Revisit &
Sommelier's of Arrival Login
Suggestion
Social media Landing Page
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milestones  acquisition understanding choice checkout waiting after delivery
SEO (visitors from Home Page Choosing . Live from the .
Google SERP) » a Preset Menu Addess Finder Kitchen Review
E— ® menu de saison
Word of mouth > - menu exceptionnel
— [ menu jardin Payment Share Share
—_— (vegetarian) Credit Card
Offline > — PayPal
Advertising — Enter coupon code
—— Comment Revisit
e Individual Dishes
— Offer - -
— Registration Estimated Time Revisit &
Sommelier's of Arrival Login
Suggestion
Social media >

Virtual Waiter
PPC, display and
video on demand >

advertising

Live Waiter

Talk to the Chef

milestones acquisition understanding choice checkout waiting after delivery

SEO (visitors from e Page Choosin X Live from the .
| Google SERP) | > = aPresetNenu | Addess Finder ’ Kitchen ‘ I Review ‘
‘menu de saison
menu exceptionnel
menufardin Payment ‘ Share ‘ | Share ‘
(vegetarian) Credit Card
PayPal
Enter coupon code

‘ Comment ‘ | Revisit |
Individual Dishes
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mental
model “A Culinary Adventure
snippets athome? What do

they mean by that?”

My friend shared this on
Facebook, might check it out.
I'love French cuisine, and that
ad looks nice.

Let's see if there is a classy
restaurant offering takeaway.

“So | can't book a
table, but they deliver
for free?”

“So a menu has
everything? Do |

need to order wine
separately?”

What's this Virtual Waiter
things? How can | get in touch
with a human?

Is that Sommelier a real
person or an algorithm?

Talk to the Chef

“Is service charge
included? Should |
leave a tip?”

Is my CC information safe
here? What if | don't like the
food? Can | get a refound?

“So the food arrives
in 30 minutes? Will
delivery decrease
the quality?”

| hate waiting for the food
and delivery.
How accurate is the ETA?

or the food or the video?

recording of the same foo
| forgot to add wine. Can |
edit the order? How?

milestones  acquisition understanding choice checkout waiting after delivery
SEO (visitors from Home Page Choosing . Live from the .
Google SERP) 4 a Preset Menu Addess Finder Kitchen Review
—— menu de saison
Word of mouth > E’ —a & menu exceptionnel
menu jardin Payment Share Share
——— (vegetarian) Credit Card
Ofﬂipg > — PayPal
Advertising — Enter coupon code
= Comment Revisit
e Individual Dishes
I Offer - -
——— Registration Est:mateq Time Revisit &
Sommelier's of Arrival Login
Suggestion
Social media >
Virtual Waiter
PPC, display and
video on demand >
advertising —
Live Waiter
Talk to the Chef
milestones  acquisition understanding choice checkout waiting after delivery
SEO (visitors from Home Page Choosing . Live from the .
Google SERP) 4 a Preset Menu Addess Finder Kitchen Review
— menu de saison
?— & menu exceptionnel
- menu jardin Payment Share Share
——— (vegetarian) Credit Card
—— PayPal
— Enter coupon code
— Comment Revisit
— Individual Dishes
e Estimated Time
> ot ; Revisit &
Ssommelier's of Arrival Login
Suggestion
Social media >
Virtual Waiter
PPC, display and
video on demand >
advertising

“It was great... But |
don't like sharing
food pictures.”

Is there a loyalty scheme I'm
missing?

Do | get some benefit if |
share this?

What will be shared? The ETA

This life feed is really live or a

d?
still
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milestones acquisition understanding choice checkout waiting after delivery
SEO (visitors from Home Page Choosing . Live from the .
Google SERP) 4 a Preset Menu Addess Finder Kitchen Review
menu de saison
Word of mouth » — ‘menu exceptionnel
menu jordin Payment Share Share
e —. (vegetarian) Credit Card
— Paypal
— Enter coupon code
3 Comment Revisit
> o Estimated Time .
B er's of Arrival Ri‘;‘;:;&
e Suggestion
Social media » Landing Page
PPC, display and
video on demand | p
advertising Q o
“It was great... But |
6 don't like sharing
»>emm food pictures.”
* “So the food arrives
mental —_— in 30 minutes? Will
model “A Culinary Adventure el Talk to the Chef delivery decrease Is there a loyalty scheme I'm
; at home? What do the quality?” g ome benefitif
snippets o “So a menu has 0| get some benefitif |
they mean by that? everything? Do | share this?
need to order wine “Is service charge 1 hate waiting for the food
“So | can't book a separately?” included? Should | Fow accurae s the ETA?
My friend shared this on leave a tip?” What will be shared? The ETA
Facebook, might check it out. h o the food or the video?
Ilove French cuisine, and that for free?” What's this Virtual Waiter This life feed is really live or a
ad looks nice. things? How can | get in touch recording of the same food?
Letsseeifthere s dassy wihahumane o e e Iforgotto add wine.Can’ sl
restaurant offering takeaway. pser;m :rmar:zllge;’?me':? food? Can | get a refound? edit the order? How?
ability FEFF FEFF £F 4 FEF FEF
motivation @ Q9 eee eee@ 999 @9
trust L e e e Feee
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How to adopt a cat?

4D User Experience Map example from Kaizen-UX.com

L start E; , research ‘g cat search

milestones planning {| success follow-ups £
— <
direct indirect Home page Cat owner’s guide ]
pag - 9 Gallery with Set up pickup
Talk with family Ir (o e pictures of or Return the cat
Google SERP or friends s s e FA available cats delivery to you
——— ©
‘ Google | Find cat video. . Leaal A 4
i egal
AdWords pictures or blog g Y Reserve a cat AA -k)
(so you get a mail ﬁ'tx:‘
] Adopt another cat
Offline Need to find | Live chat when a match & }\ P
Advertising the “best gift” = = = for questions shows up) b

Teach your
child to care

L 2 for questions fill the paperwork,
get food and

pet accessories,

Subscribe to the
weekly digest
email containing

from friends

‘ e Phone call

URL ‘

Share cat pictures
on social media

Ad landing pages Trying to find go to the vet, ...
- : Kittens only, send all the new cats ?

Social media ’ e S answers on

other sites

using Google P “Not what

Which cat should “| thi

Returning Fur is expensive or cat forums | choose?” l, think She" | expected”
adopter I smell $8$ ! likes me...

“Should | read
those? Or it is

Will | get spam if |
subscribe? Do they deliver the cat Should | return

mental “| want to adopt “I may adop_t acat. “I see an adopt just filler text?” Looking at cat photos while asleep/drugged? my cat? How?
model a cat! Where can | Not sure if | button, but | would is great fun! How can | bring her I need another cat!
snippets - on should or how?” . ” Are the pictures from home if | choose pickup? Now | need to post
PP find a shelter? need more info.... the gallery real? | can haz kitteh!!1 cat pictures!
The guide or the FAQ?  That cat needs medical ~ Why do I need to do My friends should
) Why is it o complica-  attention! Why don't they ~ paperwork? come over and see
How to find a shelter? Should | use Google? How long does it take? ted to have a cat? cure it first? Do | have everything my new cat!
I need a cat NOW! How fast can | get one? Is the process complicated?  Still no idea how How to make my home I might need for the cat? | will donate to the
Where is the closest shelter to my home? What expenses will | have?  expensive this is. . accessible if | want that ~ Stressed that the cat might  shelter... will they
What's the URL of that shelter | have heard about?  How much for food? Legal?! Seriously? 3 legged cat? be sick or after a trauma...  accept Paypal?
milestones planning start research cat search success follow-ups
direct indirect home landing guide others
motivation 999 ? 999 999" @@9v @@ @9 9999 999
ability {444 144 FEE- Feer # 1444 {4
fun factor (1] [T (-] [-1-T-1-] (=111
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Chapter 10: Ecosystem Maps -
A Holistic Overview

[101]



Graphic Bundle

@ hutte stem.svg - Inkscape - o %
Fle Edit View Leyer Object Path Tt Filters Bdensions Help
e lcaaa aaacaalaa
8. I3 I, Is I3 i) I s Iy 9. gy %) I15) ) 9.1y 0 % 9., a0 L [EZ I =SS
L3 A O
N =
£ @
Q. . . . . . . . S
]
° @ CreateHemap [E
0 1.02 02.02 03.02 04.02 05.02 06.02 08.02 (
@g Columns 03 \ & [%
Rows 03 &
% Hex Size (inches, ignore document size) | 0.000 > #
® . . . . . [ Bricks . = Y
[ Rotate by
4 Coordinate Separator o o
3, 01.03 02.03 03.03 04.03 05.03 08.03
[ Column Alpha Coordinates Q
1 o4 [ Row Coordinates Reversed @ 0\""
[ Row Coordinate First @
,.AI Zero-Padded Coordinates d
N * * * * * Coordinates Every .. Rows 1 ° T A
0; [ Half hexes at top and bottom o
£ 1.04 02.04 03.04 04.04 05.04 06.04 | 0 5w g o sdeandrp 08.04 | g
5 [ First column half-hex down & 1/
n First Col i 1 e
First Row Nr 1
/ = . . . 4 . Size of comers (%) 10 . =z
&’ T
Log File (optional) =
01.05 02.05 03.05 04.05 05.05 — 0805 _ g
(=
B 7]
e . . . . . . *
< >
Fill: NA - or 5

() Rounded Rectangle Tool
O Ellipse Tool (L

{ Polygon Tool RA
Y Star Tool

“
£®) Flare Tool

Polygon

Radius: 100 px

~

Sides: | _

[102]




Graphic Bundle

Object Type Select Effect View Window Help [ EI B2 v 4 Essentials +

v B soe S~ [ —— o P A ) s v 3 x W S a0p &M O asp

Untitled-1* @ 100% (RGB/GPU Preview) X

Al
o
C

)
R
=
-]
s
L
O

[103 ]



Graphic Bundle

File Edit Object Type Select Effect View Window Help m m = v ’4

o [l B e — ... OESSFTINNES Y-

Untitled-1* @ 100% (RGB/GPU Preview) X

>,

7R

" Z‘ Rotate

g;‘ /" Rotate
.,

> pogle:

ﬁ Er;‘ Options:

¥ K1

q‘ B ; Preview

25
, ©

@],

h 2 0

o :

¥, Q

[104 ]



Graphic Bundle

File Edit Object Type Select Effect View Window Help [ [l k4

- opaste 0% > s Documentsep || prteences
Untitled-1* @ 100% (RGB/GPU Preview) X
@ B *s +/ Done © can

Pattern Options

Pé o

I.

2,

ame: hex
Tile Type: | B Grid al
]
4 Brick by Row
& Brick by Colum®

Hex by Column

Swatches

0 =@

O Hex by Row

o

Move Tile with Art

[ o
WK s o : Opac: 100% W~ ) |[osmr o] (roioes

Untitled-1* @ 100% (RGB/GPU Preview) X

G b F Savea Copy v/ Done O C

Pattern Options

hex
Swatches

[105 ]



Graphic Bundle

Edit Object Type Select Effect View Window Help [ EI W=~ 4 Essentials «

B B s O . [—— o EE g Shpe. oo 32 N 20t ) —

shutterswipe-ecosystem.ai* @ 25% (RGB/GPU Preview) X

Swatches

Edit Object Type Select Effect View Window Help [ Bl B2~ 4 Essentials v 0.

B B s O - — - BN N [iv s bl 303250 # Toom A~

shutterswipe-ecosystem.ai @ 25% (RGB/GPU Preview) X

¥oR0A% vV

R

o B

8

Layers

5
nNen +»=8 A0 &

© W2

<Rectangle>

B <Poien-

“w el




Graphic Bundle

File FEdit Object Type Select Effect View Window Help [ st | Essentials v

2 : 2 w Caop &9 B S om

v swker

< | D

0000000000000 O0O0 O

]

Edit Object Type Select Effect View Window Help [

[—— o P T BB x Semm v So7um  w Cowe X K

shutterswipe-ecosystem.ai* @ 25% (RGB/GPU Preview) X

~ B <cows
v M <

nNenm +»#=8 A0 &

0000000000

®




Graphic Bundle

(SR .

shutterswipe-ecosystem.ai (RGB/GPU Preview) X

»y

I
o e
.(.
...
. &,
AL
B
(3]

indow  Help

Shutter

[108 ]




Graphic Bundle

Shutter Swipe Ecoystem Map
Why? How?

shares

Shutter Google
Swipe

benefits
from
it

uses
Shutter Android
Swipe
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Project
Lead
Uux

Researchers

Designers

Stakeholder map example

Project
Owner

Project
Lead Developers
Developer
Project Visual
Lead Designers The users
Tester

Developers HR

Regulators

Branding
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Chapter 11:
Kaizen Mapping -
UX Maps in Agile Product Management

User Experience
Management

®

UX

9

User Experience User Experience
Research Design
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THE KAIZEN-UX FRAMEWORK
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