
Flow Interactive

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 Experience is, 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. 
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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

Proposition

Concept

Structure

Interaction

Information

Appearence

User
Experience

Usability

Business
& Brand

Value offered to customers by using 
the product or service

How the product or service will 
deliver its value to customers

Structural relationship between 
product components and features

How users use the product in order to 
achieve their goals 

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

The visual appearance 
of the product



Flow Interactive

UCD reveals what really matters to end-users

Indifferent Users

Loyal Users

Indispensable

Useful

Personal

Interesting hygiene
factors

differentation

Understandable

Your Customer
Proposition

User
Acquisition

User
Retention



Flow Interactive

User-Centred Design lowers project risks

Design
Build

Launch

1x
6x

100x

Roger Pressman, Software Engineering: A Practitioner’s Approach, McGraw-Hill

Validate early because
change is expensive!
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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



Flow Interactive & Splendid

easyJet 2.0 proof of concept
design background

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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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.

32

Business traveller

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

She needs to book a 
flight there for next 
week. 

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.

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.

Donald Maria Laura Karl

We begin with easyJet’s customers...

Not sure where he 
wants to go 

Doesn’t know exactly 
when he wants to go  

Knows where she 
wants to go 

Knows when she 
wants to go

Not sure where she 
wants to go 

Knows when she 
wants to go

Knows where he 
wants to go 

Doesn’t know when 
he wants to go

Donald Maria Laura Karl

We begin with easyJet’s customers
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Flow Interactive & Splendid

easyJet 2.0 proof of concept
design background

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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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.
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Business traveller

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

She needs to book a 
flight there for next 
week. 
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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.
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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.
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Knows where she 
wants to go 

Knows when she 
wants to go
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Doesn’t know when 
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Flow Interactive & Splendid

easyJet 2.0 proof of concept
design background

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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Flow Interactive & Splendid

easyJet 2.0 proof of concept
design background

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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Intro

Splendid have been working with Aston Martin 
and Microsoft to create a truly 360 degree user 
experience, from the internet right through to 
the in-car experience. One thing ties all this 
work together is our user centred design
approach and a shared desire to create the 
best product for their customers.
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