CO-DESIGNING
WITH USERS







Currently - UX Designer in Kistler

Kistler is the global leader in dynamic measurement
technology for measuring pressure, force, torque and
acceleration.
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Automotive Research & Test Sensor Technology

Industrial Process Control

KISTLER

measure. analyze. innovate.



Previous - UX Designer at Telekom

Telco operator offers innovative products and services for fixed networks,
mobile communications, Internet life and TV entertainment.
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Zaplatitfaktinu Dobitkredit

PRIHLASENY: 0903903903

Stav spotreby k 14.8.2013, 11:43

iPhone Xs a Xs Max
UZV PREDAIJI

MAM ZAUJEM

Prevolané minity 132 min
Provolané z volnych 150 min

Prenesené dita 125 MB
[ Pronesoné 2 viSE 500MB

Odoslané SMs 76 SMS
|7z necbmedzené

Pomoca podpora

Odoslané MMS 5MMS
iPhone X® CGim viac sluzieb si vezmete, tym Méte narok na novy mobil? ” -
vyhodnejsie ceny ziskate Overte i to jednoducho dvoma W neobmedzené
5Chytrm balion krokmi.

Zadsite sojetelefénne Eislo:

Zuictovacie obdobie
0d 1.8.2013d0 31.8.2013
ostéva 17 dni

Ziskajte iPhone Xs alebo Xs Max
uzod 14 € mesacne Cheem novy. mobil,

Informécie o spotrebe si aktualizované priebezne amajd len
sl i som gz Telekomy

informativny charakter.

Pre Skolakov - Samsung Galaxy J5

2017 s Easy kartou s 9 € kreditom
Najobfiibenejsie mobily ibaza 189 € 2xviac dt a volani s Magenta 1




Agenda

* Ultra-short intro to Telekom selling strategy
* Case study: Redesigning IA in Telekom
e Case study : When even a small change does matter

e Case study : What we have learnt from forms



elekom is not only selling mobile plans and
smartphones...

For core products Telekom have two online selling scenarios (both E2E online):
- Mobile — monthly plans and phones
- Fix - for products including internet, television and landlines

Other products and services are selling through forms and CMB - Purchases are subsequently handled by
representatives that ask customers for addition information to finish their order (generally used for non-core
products or in special cases).
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w interactive questionnaire could look like?

Task 2 of 4 Skip this task

Check to see if you can access mobile broadband from your house

¥ BananaCom Homepage
Cell Phones & Plans
Home Phone
Internet
Premium Services
My Account

Help & Support




hen product is on right place in |A

2. Chcete zaplatit fakturu. Kde by ste na stranke tuto moznost platby hladali?
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Doplnkové sluzby

Pies
B l5iel spravnou cestou
B isiel nespravnu cestou L
B isiel spat Paugaly Happy
B Nominované ako spravna odpoved’

Preskocenaotazka m

Chcete zaplatit fakturu. Kde by ste nastranke |, . .. . .. Visited
[ . . o Visited first .
Lines tuto moznost platby hladali? during
B Pociatoény bod Vorane .
Spravnacesta Moj Telekom 01 Volania 5% 11%
Nespravnacesta
02 Internet
Fx ® 03 Televizia
. Podpora Home .
Wiki ‘ STAROSTLIVOST 04 DalSie SIUZby 1% %
DalSie sluzby 05 POdeI'a 5% 8%
° M Spréavna odpoved
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Overview
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couldn t find map of internet coverage

5. Chcete vediet Ci je Vasa ulica pokryta optickym internetom. Kde na stranke by ste tuto informaciu hladali?
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mEill icebreaker on the beginning..

. 5.6% 3
5 7.4% 4
3 259 14
4 37 0
- 24.1

2. Aky je Vas vek?

mene) ako 18 rokov

18 az 25 rokov

36 az 45 rokov

56 rokov a viac
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maII icebreaker on the beginning..

3. Aky mate vztah k novinkam?

I
0
i

Musim mat kazdu novinku ako prvy 11.1% 6
Najprv sl precitam recenzle, az potom uvazujem nad kupou. 68.5% 37
Vymenim za nové, az ked staré sa pokaz 204

4. Ako casto nakupujete cez internet?

Denne 1.9%

Aspon raz za tyzden 18.59 0
Aspon raz za meslac 43.1% 26
Mene) casto 29 62 6
\“iC;; 1.9%

EjE B ®H LIFE IS FOR SHARING.







@ Vibersluzby
Pausal ANO

© Vyberte spdsob aktivacie pausalu

AKTIVOVAT NOVY PAUSAL
S NOVYM CiSLOM

PREDLZIT ALEBO ZMENIT
EXISTUJUCI PAUSAL

@ Mate zaujem aj o novy telefon?
@ Mam zaujem o novy telefén

O Nemam zaujem o novy telefon

Variant t

Qriginal

1,944 sessions

radioButtons

955 sessions

ORIGINAL

PRENIEST CiSLO
0D INEHO OPERATORA

PREJST Z EASY KARTY
NA PAUSAL

* POTREBUJETE POMOCT? E »

Improvement Probability to
provement be Best
Baseline 28%

-35% to 122% 72%

@ Vibersluzby

Vyberte sposob aktivacie pausalu

O PREDLZIT ALEBO ZMENIT

EXISTUJUCI PAUSAL

O AKTIVOVAT NOVY

PAUSAL

S NOVYM CiSLOM
O PRENIEST CiSLO

OD INEHO OPERATORA
O PREJST Z EASY KARTY

NA PAUSAL

@ Mate zaujem aj o novy telefon?

@ Mam zaujem o novy telefon

Probability to beat

baseline

Baseline

72%

Conversion Rate

RADIO BUTTONS

Nhen even a small change does matter

* POTREBUJETE POMOCT? E »







High shipping fees

Forced registration

Long fill-out forms/checkout process

Hidden costs

Website was too slow to load

Unreliable website for credit card information
Slow delivery

No or unsatisfactory returns policy

Limited payment methods

Credit card was declined

60%

28%
23%
20%
19%
18%
1%
8%

4%

37%
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”55?*;hy users don‘t enjoy filling forms ?

... form is often boring and ugly ...
... filling forms is repetitive ...

... similar to filling taxes — something that you know you should do, but
absolutely hate and wish to postpone ...

...It's like depilating your leg...







This is that ugly monster...

Predlzenie Mobilného internetu cez web

Zadajte, prosim, tel.Cislo, na ktorom vas zastihneme:

Kontaktne telefonne
cislo:*

Po odoslani formulara vas budeme kontaktovat telefonicky na uvedenom telefonnom cisle v priebehu 24 hodin.

* Pole oznacené hviezdickou j& povinné.

ODOSLAT



e completely changed that ugly monster...

Predizenie Mobilného internetu
Teraz zo zlavou 10 €

Zadajte svoje telefonne Cislo a zavolame Vam spat.

ODOSLAT







U --':§§értunate|y, ugly monster was the winner.

EETHHAHHHHTT OLD VERSION NEW VERSION

PredlZzenie Mobilného internetu cez web

Zadajte, prosim, tel.¢islo, na ktorom vas zastihneme: Predizenie Mobilného internetu
Teraz zo zlavou 10 €

Zadaite svoje telefonne islo a zavolame Vam spét.

Kontaktné telefonne (09

,v;'f";‘
cislo:

Po odoslani formulara vas budeme kontaktovat telefonicky na uvedenom telefonnom ¢isle v priebehu 24 hodin.

* Pole oznac¢ené hviezdickou je povinné.

ODOSLAT

- Probability
Variant Improvement Probability to beat Conversion Rate
to be Best .
baseline

0.7% 3.0%

Nova verzia 29% 29% \ R —

. . -69% 10 151%
514 sessions

B 0.8% 3.6%
Original _ Baseline 61% Baseline |
432 sessions







ecreas numbers of input fields in new form’s design

OLD VERSION NEW VERSION

Pre vas ¥ Internet? Magio internet » Mam zaujem

Magio Internet M

Mate zaujem o Magio Internet s 10 € zlavou? Vyplrite prosim formular. Zavolame Vam obratom.

Magio internet M

Magio Intemet M- 10 € B Teraz s web zlavou 10 €
/mes. » i e IZa(r;;jtesvoje(elelénneéisloazavo\émeVémspét’.
Email* [ | s ‘

Meno* [ ]

Priezvisko* [ ]

i 2 cennikom kiory upravuje podmienky poskytovania objednavans] skudby a 50

im osobnjch Udajov reby ia zmiuvy podia § 56 zikona &. 351/2011 2z icky ikacidch v zneni Sich predpisov & Slovak Telekomas.
i pre &ranie zmilv s vyuditim i id dialky = 50 zadati iz sluieb i jch v tefto objednavke 3
pred uplynutim lehoty 14 dni.

Stranka 1z 1



Pre vas» Internet Magio interet» Mam zaujem

Magio Internet M

Mate zaujem o Magio Internet s 10 € zlavou? Vyplrite prosim formular. Zavolame Vam obratom. M ag io i nte rnet M
Magio Intemet M- 10 € % Teraz s web zlavou 10 €
mes. " it il

Zadajte svoje telefonne Eislo a zavolame Vam spat.

I : L E ‘

pred upntimiancty 14

Stranka 12 1

. Probability
Variant Improvement Probability to beat Conversion Rate
to be Best .
baseline
. 3.4% :
Osigimal ) Baseline 93% Baseline — e
4,712 sessions
Novy Formular 2.8% 4.0%
vyrorm -33% 10 6% 7% 7% o
5,029 sessions — g




* Form was too fancy to look serious

* We completely changed the time-proved design pattern (form)
* We underestimated research and overrated expert view

* We skipped our typical ux process and it came right back like
boomerang
Telekom UX process:
Stakeholder = UX Designer =2 Visual Designer - Developer

And in this case:
Stakeholder 2 Visual Designer - Developer



Don‘t underestimate co-designing with users and
don’t stand your research only on any one expert’s
view ... even if it’s Yours !



