Inhaltsverzeichnis

1 “The Reason to Believe”? . . . . ... ....... ... ........... 1
1.1 Fundamentals of Information Reception . ............... 3
1.2 Brain-Conform Information . . . .. ................... 11
1.3 Usability vs User Experience . . . .................... 13
1.4 Customer Experience . . . . ... ....... .. ............ 15

1.4.1 Usability ... ... ... ... 16
1.42 UserExperience. . ... ............ ... 17
1.4.3 Customer Experience . ...................... 17
1.5 Understanding Simplicity . .. ... ................... 18
1.6 Usable vs Usability .. ......... . ... .. .. ....... 21
References . . ... ... ... . . . 26

2 The Path Towards Simplicity . . . . ... ................... 27
2.1 Find Your Heartbeat . . . ... ......... ... ... ... .. ... 28
2.2 What are Your “Personas™? . .. ..................... 33
2.3 Prioritization Increases Your Return on Investment! . . .. ... .. 38
2.4 Consistency is the Key for Success . . . . ................ 45

2.4.1 PatternLibrary . ... ........ .. ... .. . ... ... 46
242 TeconLibrary . ... ... ... . ... 46
2.4.3 FormulaStyleGuide . . ... ................... 47
244 DesignStyleGuide . . . . ...... ... ... .. ... 48
2.4.5 Customer Experience Touch Book . .............. 49
2.5 No Information Creates Simplicity . . . . ... ............. 49
2.6 Trust Through Information. . . . . .................... 52
2.6.1 Error Messages and Solutions . . .. .............. 53
2.6.2 Feedback as Sense of Achievement and Confidence Increase 54
2.6.3 Gamification . . .. ...... ... 55
2.7 Design Influences the Emotional Value . . .. ............. 56
2.8 Simplify for the Human Perception .. ................. 58
2.9 Design of Dialogues vs Your OwnRules . . .. ............ 61
References . . . ... ... .. . . .. 62

3 Towards Emotions and Experience . . . . .. ................ 63

3.1 Emotional Appeal . .. ...... ... . ... ... .. 66



viii

Inhaltsverzeichnis

3.2 Emotional Excitement . . ......................... 68
321 Surprise . . ... 69
3.2.2 Perceived Appreciation (Personalization) . .......... 69
323 Distinction . . ... ... 70
3.2.4 Experiences/Memories. . . . . ... ... ... 74
33 Emotional Bonding . ... ...... ... ... ... .. . . ... 77
References . . . ... ... . . . 85
Methods for Influencing People . . . . ... ................. 87
4.1 Customer Journey Methods . . . . ........ .. .......... 87
4.1.1 Customer Journey Simplification . ............... 89
4.1.2 Customer Journey Mapping. . . . ... ............. 90
4.1.3 Customer Journey Innovation . . ................ 92
4.1.4 Story-Centered Customer Journey Design . . . ... ... .. 93
4.2 Needs Innovation Model™ . . . . ... ... . ... . ... 93
42.1 TheModel . . ... ... .. . ... . . .. 94
422 KWBController . ................ . ........ 101
43 Experience Atlas . . . ... .. 102
References . . ... .. .. ... . ... 104
System Customer Persuasion. . . .. ... .................. 105
5.1 Motivation and Conviction . . . . . ... ... .............. 105
5.2 Methods of Persuasion . . ... ...................... 109
5.2.1 Quick Stakeholder MAP. . . ... ... ... .. ... . .... 109
522 UXWall ... 110
523 FastUserTesting . . ........ ..., 111
524 UXBrainwashing . . ... ..................... 111
525 UXToolbox .. ... ..., 117
References . . ... .. .. ... . .. 119

The Simple and Emotional Selling Proposition . . ... .. ....... 121



2 Springer
http://www.springer.com/978-3-319-21061-2

UX Redefined

Winning and Keeping Customers with Enhanced
Usability and User Experience

Robier, ].

2016, Will, 121 p., Hardcover

ISBEN: 978-3-319-21061-2



