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Bottom-up
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Evaluation

o Card-Sorting
* Rapid Prototyping
o Usability-Test
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Business

Content

6.10.2009 NetFlow



6.10.2009 NetFlow




,1he problem is that everybody thinks they‘re
customer focused.” (James Allen)
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Unternehmen, die meinten, Unternehmen, deren
Superior Experience zu liefern Kunden dies bestatigten

Quelle: Bain Customer-Led Growth diagnostic questionaire, 2005
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Methoden Anwendung

Generativ Tiefeninterviews Innovation
Mentales Modell, Ethnographische Studien Designstrategie
TP VINENGRENIN Contextual Inquiry Gap-Analyse
Mental Model Konzeption
Tagebuch Studie Informationsarchitektur
Evaluativ Rapid Prototyping Testung und Optimierung
Verhalten und Usability-Test von-— |
Erwartungen Cardsorting - :Qteraktlonsde&gn
Webanalytic - rrozessen .
A/B Testing - Informationsarchitektur
- Content
Praferenz Fragebogen Testung von:
Meinungen, Vorlieben, [IRLCEs[{Y sl - Marketingmal3nahmen
Wiinsche Moodboard - Produktdesign
- Marktanalyse

Voice of the Customer

Dies ist nur ein Ausschnitt der moglichen Methoden sowie Anwendungsféalle.
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Mental Model

,If the organism carries a ,small-scale
model‘ of external reality and of its own
possible actions within its head

It Is able to try out various alternatives,
conclude which is the best of them, react to
future situations before they arise, utilize
the knowledge of the past events in dealing
with the present and the future, and in
every day to react in a much fuller, safer,
and more competent manner to the
emergencies which face it.” Kenneth Craik

(Craik, The Nature of Explanation, 1943, p. 61)
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» Mental Models — Aligning Design Strategy with
Human Behavior® von Indi Young (2008, Rosenfeld Media)

MENTAL MODELS
Alpning Deeign SIaleEy Wit Hist h Sohndar Rl ek
by KD YOUKE Fargmesd bx JEd ean

http://www.amazon.com/Indi-Young/e/B001JP01C2/ref=ntt_athr_dp_pel_pop_1

6.10.2009 NetFlow



Mental Model

Underlying reasons that drive people's behavior

IRRRN!

Ways you support people with your product

www.slideshare.net/indi/sparking-creativity-through-empathy-1498093
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Mental Model ,Movie goer*
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http://www.slideshare.net/indi/innovation-with-mental-models




Mental Model - Ausschnitt
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http://www.slideshare.net/indi/innovation-with-mental-models
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1. Stakeholder-Interviews und

Rekrutierung




1. Step

o Stakeholder Interviews
e Festlegung des Scopes

e Segmentierung der Zielgruppe, hypothetische
Personas

e Screener

e Rekrutierung
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Original Moviegoer Segments

« Social Moviegoer (loves company at theater)

« Movie Buff (make sacrifice to get good seats)

« Big Fan (gets the models and action figures)

« Film Purist (wants pure experience of the film)

« Make Believe Artist (wants to be in the story)

« Facilitator (takes someone else to movie of their choice)

www.slideshare.net/indi/sparking-creativity-through-empathy-1498093
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2. User Interviews




6 Regeln flrs Interview

1. Verhalten, Philosophien, Emotionen — keine
Praferenzen

Nur offene Fragen
Keine ,eigenen” Begriffe vorgeben
Dem Gesprachsfluss folgen

Nicht uber Produkte, Tools

o O ~ DN

Spezifische Erlebnisse
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3. Combing




www.slideshare.net/indi/sparking-creativity-through-empathy-1498093
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Atomic Tasks

1. Verhalten, Philosophien, Gefuhle
2. Verb (1. Pers. Sing.) + Nomen

3. Granularitat — The Hallway Test
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http://commons.wikimedia.org/wiki/File:Hallway, Palacio_Real, Madrid_2.jpg



www.slideshare.net/indi/sparking-creativity-through-empathy-1498093
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4. Analyse und Pattern




www.slideshare.net/indi/sparking-creativity-through-empathy-1498093

6.10.2009 NetFlow



www.slideshare.net/indi/sparking-creativity-through-empathy-1498093
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Interact with People
about the Film

www.slideshare.net/indi/sparking-creativity-through-empathy-1498093
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5. Content-Model und

Fertigstellung des Diagramms




Obere Halfte des Mental Models

Verhalten, Emotion,

Philosophie
(Task) \

-

http://www.slideshare.net/indi/innovation-with-mental-models
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Obere Halfte des Mental Models

Konzeptionelle

Gruppierung
(Tower) \

http://www.slideshare.net/indi/innovation-with-mental-models
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Obere Halfte des Mental Models

Chunk
(Mental Space)

http://www.slideshare.net/indi/innovation-with-mental-models
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Content Model
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Vollstandiges Model

Inhalte, die das
Verhalten der Nutzer
unterstiutzen

http://www.slideshare.net/indi/innovation-with-mental-models
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Analyse des Mental Models

Gap

/

U 0 C

http://www.slideshare.net/indi/innovation-with-mental-models
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5. Informationsarchitektur




Kategorie 1

Mental
Space 1

Kategorie 2

Mental
Space 2

Kategorie 3

Mental
Space 3

Mental
Space n

Tower 1

Tower 2

Tower 3

Tower 4

Tower n

Task 2

Task 4

Task 6

Task 1

Task 8

Task 10

Task 3

Task 5

Task 7

Task 9

Task n

Interviews
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Mental Spaces

http://www.slideshare.net/indi/innovation-with-mental-models
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http://www.flickr.com/photos/rosenfeldmedia/2125025549/in/photostream//
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http://www.flickr.com/photos/rosenfeldmedia/2125025681/in/photostream/
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Sie sind Interessiert...




...Sle mochten wissen, wie wir Ihr Business

unterstitzen konnen:

 Mental Model
 Ethnographische Studien
 Emotionale Tiefeninterviews
o Contextual Inquiries

e Personas

e Card-Sorting
 Rapid-Prototyping Tests

o Usability-Tests

e Usability-Reviews

o Strategie und Konzeption

* Innovations-Workshops

« Coaching

 Workshops mit internationalen Referenten

Fir Referenzen sehen Sie bitte auf www.netflow-lindemann.de
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Vielen Dank !

Karen Lindemann
NetFlow — Analyse und Optimierung
von Websites & Software

www.netflow-lindemann.de
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