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Relationship between business goals and user behaviors in user experience

Online Experience

Desired User

User .
Business Goals Segment Must Drive... Behaviors...
1. Convert browsers Prospective Relationship- — Researching firm,
to customers and —— customer —— establishing requesting info and
increase client base (i.e. Browser) activity follow up

customer
relationships

Customer

2. Increase —— Existing —— Relationship- — Increasing frequency

retention rate Customer retaining of engagement, level
behavior of membership

3. Deepen existing 3, Existing Relationship- ___ Increase number of points

deepening activity

of contact with customer

4. Increase
productivity inside
the firm

Employee

inside of firm

Creation of usable p» Action based on
data about profitable

and cost-efficient
transactions

understanding and analysis
of transaction and data
usage

The online user experience must drive desired actions and behaviors of all user
segments, for the purpose of satisfying business goals.

Copyright 2002 from Built for Use: Driving Profitability Through the User Experience (McGraw-Hill, 2002) info @builtforuse.com



