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Driving Profitability Through the User Experience
by Karen Donoghue

An Approach for Fixing Broken User Experiences

Establish scope and severity of UEXP issue

Users can't find products - Bad Rank the severity of
Users can't complete transactions - Severe problem based on impact
Users can't initiate transactions - Severe to business goals

Users don't like entry form - Acceptable

Short-term tactical Long-term strategic
"We need to fix the purchasing "We have to make it easier for customers
transaction today" to find our products”
- Fix "low-hanging" usability issues that - Rework information architecture for products
don't impact schedule database
- Consider a quick fix for helping - Integrate legacy and backend systems with
users complete transactions, such as customer-facing user interface
added text prompts and access to help

|
Determine RO for See Built for Use: Driving Profitability

approach Through the User Experience for
an ROI model

Relate business and
customer goals to
success metrics

Develop a model of
ideal experience
usage

Benchmark with direct and
indirect competitive experiences

Quantify benefits to
firm in terms of

enhancements to user
experience
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