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Better Customer
EXPEriences
through Usability



The $300,000,000
Button
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Email:

Password:

Login

Register




Email:

Password:

Login| | Continue

You do not need to create an account to make purchases on our site.
Simply click Continue to proceed to checkout. To make your future
purchases even faster, you can create an account during checkout.
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Usability

Every dollar a company
iNnvests In usabillity results
in $10-$100 in benefits.

—IBM study



User Ability

Can a user accomplish
their goal?
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THINGS PEOPLE GO TO THE
SITE L-0OKING FOR.

NAME OF
THE ARM

THE PRICE OF LEGAL-
SERVICES

ADDRESS ¢ PHONE

NUMBER.

BLOGS

PARKING
INFORMATION

NAMES OF STAFF
TWITTER UPDATES

CHSTONER SERVICE

COMNITMENTS

How THE ARM CAN

HEL P THEM




Reduce Barriers

“The most common user
action on a Web site Is to
flee.”

—Edward Tufte, Information Design Guru
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’ Some nice contests for Adam Lambert and Mike Posner up in Sweden this week. https://www.spotif Have an account? Log in &

About Spotily

Play music
now

For free and instant access to over 8
million tracks, just download Spotify to
your computer.

Try Spotify now »

Play music mow

Get Spotify on your mobile

Enjoy Spotify Premium on your phone for
just a month, Stream or listen offline.

Multi-task on your iPhone Give the gift of music
Our new app lets you surf, game and text Send a Spotify Premium e-card to
while you listen to Spotify that special someone

Muioin ia
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Add Affordance

“The only ‘intuitive’
iNnterface Is the nipple.
After that it’s all learned.”

—attributed to Bruce Ediger



To watch videos on your iPad,

slease subscribe to Hulu Plus.
|

Already a Hulu Plus subscriber?

ey

- R R ————mBDwG,
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Increase the size of your text.

Make

your form fields and buttons bigger.
Add label tags to your form labels so
that when someone clicks on it, the
cursor moves to the field. Allow for
toggling through your page using tabs.

Add padding to links so that t
bigger to click on. Provide descri

ney’re

ntions

for expected values. Include search.
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Simplify

‘Every time you provide an
option, you're asking a
user to make a decision.”

— Joel Spolsky
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ke TypePad’ B

Start your 14-day free trial now, and create a blog in minutes!

Risk free trial! No hidden fees. Cancel anytime. Live Help
Have a question?
Create Your Account 4 Leave a message ©
Email Address: “It's called Clcom
You will use this email address to sign in. TypePad and it's
a thing of beauty.”
Password: CNN Headline News/Buzz Factor
Your password must be at least 6 characters and cannot contain “TypePad blogs are
2 oeioe inviting and easy to m
2 navigate, TypePad
Confirm Password: produces the best-
looking blogs we've seen.”
First Name: PC Magazine

Last Name: & sccune senven

Need help registenng?

Birthday: (january 3} (1 3

Pecple under 13 years of age require a parent or guardian to
register for them.

Create Your Blog Address
This will be your blog's URL, where your blog will be published on the web.

http:// .typepad.com
i you'd like to use a domain name other than typepad.com for your blog, you can use our
Domain Mapping tool to set it up after you've registered.

If you have a referral code, enter it here:

Terms of Service
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Staff Blog: Tumbir themes now support high-res photos! —

tumblro signup  Login  Explore v (D

Sign up

E-mail address

Password

tfumblr.com

Sign up and start posting!
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Choices = Headaches

—Joel Spolsky



Books Movies. Music Kindle Computers more v Hello, Adam Dunford | Your Account | Cart | Help

amazZon.com.

Amazon Search I'm Feeling Lucky

Sell on Amazon - Advertise With Us - About Amazon
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( ;OL )8[€ H ar gmail.com You have new blog comments
iGoogle (¥) ™ From Your Deskiop (¥)  Google Alerts (%) Your Account | Help
Your Products

Search R Your Lists

Gmail > = B T
le e A

Calendar > Goog READER 0313 for AGs

Documents > I C t . v ; =

Ph GOOQ e il On]e Insights into Visitors ..

otos >
Reader > A new web browser for Windows Expert features P —
Google Chrome is a browser that for EVefyone -

Web > combines a minimal design with ~ e —

YouTube > sophsticated technology to make the (10 { ’Slk Analytics b

Sites > web faster, safer, and easier

Images > Learn more

, Google Finance
Video > Gopgle wrd s i et i

more > Chrome

his Out YouTube Featured Videos

T-Mobile G1 V
Explore the world's
first Angroud-
powered phone

ANDI0ID
+ » Shop Google.comfinance
Google Checkout
Process ransactions
‘,’J'":"‘;’:":S"“ Drux Flux Subscriptions are Unwigged & Unplugged
(i.:,ogn AMAZ’NG' Top Stork

Cbama Proposes Package To
Stave Off Foreclosures
Washington Post - 2 hours ago
Prasident Barack Obama unveded
hs S75 bilbon morngage rebeaf plan,
10 keep 9 mikon pecple from

» Learn more  josing their homes

Other Google Products You Might Be Interested In

Features & Services

Selling with Google

Advertise with AdWords

Earn with AdSense n Ol
Checkout by Google

Google Analytics

Gooqgle Apps Knol Gooale Earth Sketchlin
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nprove trafffic with Google Webmaster 7



Can a user
accomplish their
goal?



interface design | information architecture | web design

SA

STEEPLE
ASHTON

for Happier Visitors and Stickier User Experiences

Adam Dunford
adam@steepleashton.com
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See you at
the next
Crunch Lunch!
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