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User Experience (UX)



“User experience encompasses all
aspects of the end-user's interaction
with the company, its services, and
Its products”

Don Norman, professor i datalogi og kognitiv psykologi
“User Experience Architect” hos Apple, 1993



“User experience Is a person’'s
perceptions and responses that
result from the use or anticipated
use of a product, system or service”

The international standard on ergonomics
of human system interaction, ISO 9241-210



"“UX Includes all the users' emotions,
beliefs, preferences, perceptions,
physical and psychological responses,
behaviors and accomplishments that
occur before, during and after use”

The international standard on ergonomics
of human system interaction, ISO 9241-210
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THIS LIGHT
MUST ALWAYS

BE LEFT ON
User experi




KONSEKVENSER...

Jeg er irriteret! Jeg er forvirret!
Jeg spearger en kollega! Jeg finder en anden lgsning!
Jeg kommer aldrig igen! Jeg har lavet en fejl!

Jeg forstar ikke det her! Jeg er dum!
Jeg er bare ligeglad! jeq opgiver!
Jeg brokker mig!
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KONSEKVENSER...

I Tid
» Support, langtrukne
processer, fejl og rettelser ! Penge

* Lgnudgifter, fejl og
manglende indtsegt

Image
= Utroveerdighed og manglende kvalitet
— 0gsa | organisationens andre ydelser?
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Design thinking
Human-centred design (HCD) Service design (SD)
User-centred design (UCD) Product design (PD)

Customer experience (CX) Human computer interaction (HCI)

User experience (UX)

Usability User interface design (UI)
Accessibility Interaction design (IxD)

Information architecture (IA)
User research (UR)



Design thinking

User experience (UX)
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EMPATHIZE DEFINE IDEATE PROTOTYPE TEST




o. KOBENHAVNS UNIVERSITET




God UX fra tanke til handling

o
o
v



o? KOBENHAVNS UNIVERSITET

Desirable

Valuable

Findable Accessible

Credible UX honeycomb

Peter Morville




Heuristikker kan

veere en smutvej til
brugervenlighed...
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Visibility of
System Status

Designs should keep users informed

about what is going on, through
appropriate, timely feedback.

Interactive mall maps have
to show people where they
currently are, to help them

understand where to g0 next.

Match between
System and
the Real World

The design should speak the users’

language. Use words, phrases, and
concepts familiar to the user,

than internal jargon.

Users can quickly understand

rather

Nielsen Norman Group

Jakob’s Ten
Usability Heuristics

User Control
and Freedom

Users often perform actions by
They need a clearly marked

mistake.
to leave the

“emergency exit"

unwanted action.
Just like physical spaces,

digital spaces need quick
“emergency” exits t00.

which stovetop control maps

- to each heating element.

Error
Prevention

Good error messages are
important, but the best designs
carefully prevent problems from
occurring in the first place.

Guard rails on curvy mountain

(( roads prevent drivers from

falling off cliffs.

Aesthetic and
Minimalist
Design

Interfaces should not contain

information which is irrelevan
extra unit of information inan
ce competes with the relevant

interfa
units of information.

A minimalist three-legged

NN/g

t. Every

Recognition
Rather Than Recall

Minimize the user's memory load
by making elements, actions, and

options visible. Avoid making users

remember information.
People are likely to correctly

i answer “Is Lisbon the capital
of Portugal?”.
Recognize,
Diagnose, and
Recover from Errors

Error messages should be expressed

in plain language (no error codes),

precisely indicat:

constructively suggesta solution.
Wrong-way signs on the
road remind drivers that

n they are heading in the

E '”\ stool is still a place to sit.
— 3
wrong direction.

e the problem, and
their tasks.

Consistency
and Standards
Users should not have to wonder
whether different words, situations,
or actions mean the same thing.
Follow platform conventions.
Check-in counters are usually
o |ocated at the front of hotels,
which meets expectations.

Flexibility and
Efficiency of Use

Shortcuts — hidden from novice users

— may speed up the interaction for

the expert user.
Regular routes are listed on

maps, but locals with more

knowledge of the area can

take shortcuts.

1 Help and
Documentation

|t’s best if the design doesn’t need any

additional explanation. However, it

may be necessary to provide
documentation to help users complete

Information kiosks at airports

are easily recognizable and

g solve customers' problems in
context and immediately.

"INcipper for webysa
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Visual design

Test, test & mere test...

Interface design Navigation design

Information design

Interaction Information
design architecture

Functional Content
specifications requirements

* Brugervenlighedstest - Site objectives
Afdaekning af hvad der
fungerer/ikke fungerer og
hvordan brugerne oplever
0g synes om en lgsning
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Kend dine brugere
og deres kontekst...
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Stages of
UX Maturity

oo"...
eoect’ e User-driven

.e. coec®’ Integrated
e’ Structured * Beloved

¢ Habitual

L]
c esettt 9 Emergent « Comprehensive  * Reproducible

Li m ited Partly ¢ Pervasive

systematic e Universal

Variably
effective

Absent « Functional and
promising

¢ Inconsistent

» Inefficient

¢ Uneven
» Haphazard

¢ Ignored
e Aspirational

* Nonexistent
* Undiscovered
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Brugeroplevelsen pé& [y .‘
Kgbenhavns Universitet =




Mange systemer, services og mennesker
udfordrer koordination og kvalitet
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Velkommen til KU

144
Digitale ydelser med intern sammenhaeng og brugerne

I centrum: Fzlles processer, systemer og infrastruktur skal
understatte forskning og uddannelse med udgangspunkt i
medarbejdernes og de studerendes behov. Vi skal sikre
yderligere fokus pa slutbrugerne og inddrage dem i
udviklingen af nye, sammenhaengende digitale lgsninger.

Et samlet og fokuseret universitet, Strategi 2023
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Manglende viden
om UX & metoder

UX design er last
Minute Nice to have
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Stages of
UX Maturity B

User-driven

e..v"' Integrated
e....... ¢ Beloved

Structured

. . ¢ Reproducible
0 . Emergent If°'“'"‘?he“s"’e « Habitual
Li m ited " Pal’tly e Fervasive

systematic e Universal

« Variably
effective

Absent « Functional and
promising

¢ Inconsistent

» Inefficient

e Uneven
» Haphazard

¢ Ignored
e Aspirational

* Nonexistent
* Undiscovered
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Strategi & prioritering Ressourcer, tid & budget

Hvordan lykkes vi med
at skabe god UX?

Processer & systematik Resultater, effekter & maling

Metoder, research & test

Kompetencer & support Kultur, mindset & tilpasningsevne

Opmaerksomhed & samarbejde
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Kompetencer ‘
& support
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Ressourcer, tid & budget
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Strategi &
prioritering



o? KOBENHAVNS UNIVERSITET

Fans ¥

Resultater,
effekter & maling

ST
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Kultur, mindset
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Workshop I

Hvordan lykkes vi med
at skabe god UX?
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Strategi & prioritering Ressourcer, tid & budget

 Hyordan i vi brugerna og den gode UX med l + Hvordan slkrer vi madarbaidare og tid nok tl ux?

organisationens strategi(er) 00 visioner? '+ Hvordan kan vi arbejde effektlvt med UX, 53 ¥

« Hvordan 1hr vi ledelsen til at forsth o aneckende apnic bedst mulg return on invesiment RON?

wardh g nedvendighed af god UX? o ordian far vi organisationen tl at prioritere UX
N aash nac andr priotiteter presser sig paT

S
trategi & prioritering

* Hvordan gor jeg « erie i m
. 9 90d UX 1 ot succeskriterie i mine
Hvordan 1ir jeg miy " sty

jeg mvl: leder (og kofleger) til at fo,

. Ressourcer, tid
. tid & budget

Hvordan lykkes vi oy
n far
med at skabe god ux voran tar o i 4 U
som organisation?

Hvordan | .

ykkes

med at skabe goéegx
som medarbejder?

Metoder

« Hvordan sikrr v at relevante matoder anvendes
korrekt og i rette sammenhaeng?

+ Hvordan geres metoderne t en naturlg del af
hverdagen i organisationen?

Processer & systematik Resultater, effekter & maling

» Hyordan kan vi £ UX ind | organisationens « Hvordan far vi organisationen il at smtte
eksisterende processer 0@ procedurer? 54 tidfigt Klare mal for brugeroplevelsen? Hvad er den M
Som muligt? P en systematisk 09 onsistent made? anskede effekt? letoder, research &
« Hvordan méler og monitorerer vi om mulen * Hvordan sikrer jog, at j Cest

realt Inciries? komerr 3. 3t Jeg anvender reiew;

s Hvo 09 retle sammentie e
Ocesser & s Bruguerrar jeg lobende i g’

. ystematil 9 brugsscenar indsigt i rigti

Hrordon ncrvecer ..:l:, Stilinger g musge e I99ende Lo bougers
Biocessar og arbey /X i mine eksister * Hvordan evaluerer og oﬂ:ﬁv-\g,.: ‘ -

0 Systaat 254 1 ende Tow
tisk g karnistant o 10 MUgET Tsstemmelse med brugen sy Sninger
' behov?

Resultater,

« Hvordan effekter & miling

J=tter jeg klare mal for-

Mrader
“vomm:‘::m ode aftogy " TUITOPlevelsen?
indiries? ©g monitorerer jog om

dlene reoit

Opmarksomhed & samarbejde

+ Hvordan kan vi skabe opmﬂlkiwmhﬂ‘l omkring
UX | organtsationen?

+ Hvordan kan v slkre samarbaids og fokus pé
tuaers at fagorrader?

« Hyordan skaber vi et tfasiles sprog om UxX?

Kompetencer & support Kultur & tilpasningsevne Opmark
+ Hvordan sikrer vi at de rette kempetencer 09 + Hyordan skaber vi en kultur hvor brugerne reelt <ttvorg somhed & samarbejd,
Vion o istede | organisationen? Eller hurtigt e | contrum - bide | tanke og handling? {ordan kan jeg skabe e
kan hentes ind? « Hyordan slkrer vi organisation 0@ medarbejderes . landt kolleger ag m-omm cnkring
+ Hyordan sikrer og understotter vi bade sparring. evne g villighed til lobende at tilpasse sl orn"mux kan jeg Jdspartnere?
erfaringsudveksing og support? brugernes behov? —— P4 tvaers af :"‘m‘ o
K::"De!en(er & support
* Hvordan sikrar
og viden? Eler o 2 199 har de
. n.o,.,,: “s:' ‘adgang til nogen ::',:,T’""“"
123 tparring o9 ertaringsucvetating?
gsucveksli

Initiere samarbej
09 fagomrider?

Mij .

. »?::i' & tilpasningsevne
" 99 jog siutbrugerne ti

. :::n!m :uuw. :m,mﬁ"“w.,*,"
" rer jog. at jeg loben

mi Jeg o
i9 0g mine webloningpr s, " &t tipasse

'Qernes behov?




PAUSE

Kaffe & sniksnak!
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Hvordan lykkes vi med
at skabe god UX?
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Hvordan lykkes vi.

med at skabe god UX?



