About Flow

Leading User-Centred Design consultancy.

Pioneers of User-Centred Design (UCD).

42 people and growing. Based in Clerkenwell, London.
Independent. Founded in 1997. 2006 turnover £3M

All consultancy staff are research and interaction design specialists; with
backgrounds in design, behavioural sciences or human-computer interaction.

About Splendid

Splendid is an ideas-led design agency.
24 people and growing. Based in central London.
Independent. Founded in 2003. 2006 turnover £1.5m.

All design staff are interactive specialists; with backgrounds in
brand development, creative design and interactive technologies.
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What is User Experience?

User Experienceis, arguably, the most important aspect
of the design of a product or service.

If a product or service is...
buggy...
hard to operate...
hard to understand...
ugly...
doesn't do what you need. ..

then the user experience it offers is negative,
and you won't be inclined to use it.

Flow Interactive



The User-Centred Design Process (UCD)

A Design Process which revolves
around CoNtinuous User Input
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UCD addresses the complete product design lifecycle

levels of design

- Value offered to customers by using
Proposition the product or service
How the product or service will
Concept deliver its value to customers
User

Experience Structural relationship between

product components and features

Int ti How users use the product in order to
SISO achieve their goals

What information is provided to users
at what stage of the process

Appearence The visual appearance
PE of the product

Structure

Usability Information
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UCD reveals what really matters to end-users

Indifferent Users

Your Customer

Proposition
Understandable
User
Acquisition
Interesting hygiene
.................................................. factors
Useful
User
Retention
Personal
.................................................................... differentation

Loyal Users
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User-Centred Design lowers project risks

100x

Launch

Validate early because
change is expensive!

6X
1|)( Build

Design

Roger Pressman, Software Engineering: A Practitioner’s Approach, McGraw-Hill
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The benefits of following a UCD process

Following a UCD process enables you to:

- Provide more satisfying and effective customer experiences

- Dramatically reduce project risks by validating decisions along the way
- Have confidence that what you implement will be a success

In addition, the research provides:
- Fresh insights into the specific needs of your customers in different contexts
- Identify opportunities for innovation

- Further understanding of how and where to join up key aspects of the experience
you provide your customers throughout the entire customer lifecycle
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easyJet 2.0 proof of concept
design background
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We begin with easyJet’s customers...

Donald

63
Short city break

Donald goes on about
4 short breaks a year as
well as one longer
holiday. He's interested
in art and architecture
and is looking for a
short break for his
wife's 60th birthday.

Maria

32
Business traveller

Maria works for a textile
design company. Maria
travels regularly with
work to Amsterdam.

She needs to book a
flight there for next
week.

Laura

42
Family Holiday

Laura and her family
go away during the
school holidays -
usually to a beach

destination in Europe.

Laura is looking for a
place to go this
summer.

Karl

25

Repeat single
destination

Karl is a foreign
student. His family live
near Basel and he goes
to visit them several
times a year. He likes to
book his flight well in
advance when it's
cheap.

Flow Interactive & Splendid



We begin with easyJet’s customers

Donald

Not sure where he
wants to go

Doesn’t know exactly
when he wants to go

Maria

Knows where she
wants to go

Knows when she
wants to go

Laura

Not sure where she
wants to go

Knows when she
wants to go

Karl

Knows where he
wants to go

Doesn’t know when
he wants to go
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Customers’ needs change throughout their journeys

Remember me

Make it easy
for me

Remind me

Favourite journeys
Booking history
Recommendations
Wishlists

Personal offers
One-click booking

Booking summary
Destination guides
Language guides
Car parking

Local Transport
Mobile travel alerts
Speedy boarding
Wi-fi access
Mobile booking

Travel updates
Destination weather

Live Arrivals &
Departures

Travel checklist
Outlook integration

Travel
Lifecycle

Destination information
Special deals

Packages & Itineraries
Events

Activities
Recommendations

Destination information
Special deals
Accommodation
Timetables

Routemaps

Destination maps
Cheap fare finder

Prices

Destination information
Travel information
Special deals
Timetables

Fares & Conditions
Hotels, Cars & Extras
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Convince me

Inform me



for example: Maria needs to go to Amsterdam next Thursday...

Favourite journeys Destination information

Booking history Special deals

Recommendations . Packages & Itineraries :
Remember me cor % SEhegEs Slisle Inspire me

Wishlists Events

Personal offers Activities

One-click booking Recommendations

Booking summary
Destination guides

Destination information

. Special deals
Language guides :
c % o Accommodation
Make it easy ar parking = Timetables .
f Local Transport o Convince me
or me . = Routemaps
Mobile travel alerts L
Soeedy boardin Destination maps
p. 4 2 Cheap fare finder
Wi-fi access :
: . Prices
Mobile booking
Travel updates Destination information
Destination weather Travel information
Remind me Live Arrivals & . Special deals TAE
Departures s Timetables
Travel checklist Fares & Conditions
Outlook integration Hotels, Cars & Extras
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for example: Karl needs to book his flights home in advance

Favourite journeys Destination information

Booking history Special deals

Recommendations i Packages & Itineraries :
Remember me cor % SEhegEs Slisle Inspire me

Wishlists Events

Personal offers Activities

One-click booking Recommendations

Booking summary
Destination guides

Destination information

. Special deals
Language guides :
c % o Accommodation
Make it easy = PrfinS =~ Timetables |
f Local Transport o Convince me
or me . = Routemaps
Mobile travel alerts L
Soeedy boardin Destination maps
p. d 2 Cheap fare finder
Wi-fi access :
: . Prices
Mobile booking
Travel updates Destination information
Destination weather Travel information
Remind me Live Arrivals & . Special deals TAE
Departures s Timetables
Travel checklist Fares & Conditions
Outlook integration Hotels, Cars & Extras
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for example: Laura is planning the family’s summer holiday...

Favourite journeys Destination information
Booking history Special deals
i ‘e Pack Itinerari :
Remember me Rgcommendahons % ackages & Itineraries Inspire me
Wishlists Events
Personal offers Activities

One-click booking Recommendations

Booking summary
Destination guides

Destination information

_ Special deals
Language guides .
c % o Accommodation
Make it easy - PN =~ Timetables |
f Local Transport o Convince me
or me . = Routemaps
Mobile travel alerts L
Soeedy boardin Destination maps
p. 4 2 Cheap fare finder
Wi-fi access .
: : Prices
Mobile booking
Travel updates Destination information
Destination weather Travel information
Remind me Live Arrivals & . Special deals TAE
Departures s Timetables
Travel checklist Fares & Conditions
Outlook integration Hotels, Cars & Extras
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for example: Donald wants to find a short break destination

Favourite journeys Destination information
Booking history Special deals
i ‘e Pack Itinerari :
Remember me Rgcommendahons % ackages & Itineraries Inspire me
Wishlists Events
Personal offers Activities

One-click booking Recommendations

Booking summary
Destination guides

Destination information

_ Special deals
Language guides .
c % o Accommodation
Make it easy ar parking = Timetables .
Local Transport o Convince me
for me , — Routemaps
Mobile travel alerts L
Soeedy boardin Destination maps
p. 4 2 Cheap fare finder
Wi-fi access .
_ _ Prices
Mobile booking
Travel updates Destination information
Destination weather Travel information
Remind me Live Arrivals & . Special deals Inform me
Departures s Timetables
Travel checklist Fares & Conditions
Outlook integration Hotels, Cars & Extras
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Intro

Splendid have been working with Aston Martin C \
and Microsoft to create a truly 360 degree user %‘T{‘\R\lﬁé\\
experience, from the internet right through to l‘., “‘\

the in-car experience. One thing ties all this

work together is our user centred design

approach and a shared desire to create the ASTO N MARTI N

best product for their customers.

Options

eam more
= @88 Five spoke
s Calipers

Salendtic. {JFLOW



Personas

ASTON MARTIN

Paula Thornton (the MD) Age: 40-50

“| have worked hard for this and | want my ideal Aston Martin”

Description Environment

 Paula s quite understated, honest, down to sarth and is
interested in other people's opinians. spars time; she will anjay Using the configuraton, appreciats its

design and will want to show her fiends and family her choices

She wants to tailor make her Aston and she is prepared to wait
and will love the experience, she is locking forward to the Brandscape
factory visit. P
# Selfridges, Cambridge Audio, Marks and Spencer foed, Origins

Make-up, Apple, |2eger; [oseph, Russell and Bromley, Mulberry,

Crabtree and Evelyn.

She is @n astute business woman,and is in the know about the
brand as she has been = fan for years, therefors she will become
an expert of the carand all areas of the brand,

Lifestyle Motivation
# She wants an Aston for its high quality, and traditional English

& Hard working, full time M.0 who works € days a week on "
Heritzge.

Sunday she spends time with her young family
# She h ired t f d iates its o
® Her Interests include; gaing to the grm, taking har family out and © TS Espirat Bo one joryearsant sppracatas ieseunt,
X b ‘ performance and soul,
lovas going out with her children and husband for maals,

# She has waited to get one for years but wil want itas soon as

She is = bj der but only b lity, with the principle of
S ke e & prineipe @ possible, but will love the buying process as she has admired the

it will last. f Y i
it will last for years brand since she was young

She likes metor sportand tennisand tries to find time to goto
P g ® Shewill Tt Wit b e o LEh e process, sVery part

Fl races at least once a year
thould bea pleacure,

She always locks smart but likes traditional, conservative clothes
and is not particularly interested in Brands,

# Paula accesses the internst from home and at work when she has

va

Challenges

sts the brand and its services

She has very high expectations after such long term

admiration,

She wants the proc o be special and everythi
had hoped, her high e s need to be fulfilled to
provoke her potential lifetime loyalty to the brand,

Charies Bawley-Croft s s s ne

e P e s

Aston Martin: User personas

bean Barkow sop i g

jnlendid.
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Wireframes

Audio EE=BS- -

Configura my DB Coupe
e e (Rl e

What kind of Aston Martin are you? Gidounow..>)

DB9
Luxury Grand Tourer

Coupe

Bl

P Requesta | Keep Me

|» Book a
Brochure Informed

L]
P Find a » Contact
Test Drive

Dealership Me

Terms & Conditions | Privacy Policy
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Search
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