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We’ve  been  losing  a  lot  of  users  since  our  last  
update.  I  recommend  doing  some  user  testing  

to  try  to  Kigure  out  what  went  wrong  ..



I  don’t  think  so





Navjot  Pawera
“Nav”









Create  internet  stuff
Websites  &  Applications



Interaction
Interfaces
Experiences
Usability



Interaction
Interfaces
Experiences
Usability



P.E.C.S.



P.E.C.S.
“Progressive  Enhancement  
of  Common  Sense”

[  patent  pending  ]



P.E.C.S.
...  right!
..  but  we  can  still  discuss  
that  over  beer  later  on...  



Usability



Usability
“Use  -­‐  ability”



Usability  Paradox
We  spend  a  LOT  of  time  
using  the  internet



Usability  Paradox
How  much  time  do  we  
spend  watching  others  do  
so?



Being  an  expert  user  
doesn’t  make  you  a  
usability  expert



The  Malkovich  Bias



The  Malkovich  Bias
“The  tendency  to  believe  
that  everyone  uses  the  
web  as  you  do.”

- Andres Glusman (meetup.com)

http://glusman.blogspot.com/2010/02/malcovich-bias-over-years-ive-noticed.html

http://meetup.com
http://meetup.com
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


Product  Designers
Most  at  risk.
Seek  medical  assistance  
ASAP.



Feedback
You  cannot  escape  it.





Feedback
It  will  Kind  it’s  way  to  you.



Feedback
It  will  Kind  it’s  way  to  you.  
Eventually.



Don’t  pull  an  ostrich
Especially,  not  on  your  users

http://www.flickr.com/photos/12023825@N04/2898021822/

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


Use  your  users
So  that  the  may  use  your  
products



“What  are  you  doing?”

http://uxmyths.com/post/1048425031/myth-24-people-always-use-your-product-the-way-you-imagi

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


“What  are  you  doing?”
“What’s  happening?”

http://uxmyths.com/post/1048425031/myth-24-people-always-use-your-product-the-way-you-imagi

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


“What  are  you  doing  right  
now?”

http://uxmyths.com/post/1048425031/myth-24-people-always-use-your-product-the-way-you-imagi

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


“What  are  you  doing  right  
now?”
“What’s  on  your  mind?”

http://uxmyths.com/post/1048425031/myth-24-people-always-use-your-product-the-way-you-imagi

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


Feedback  helps
Base  decisions  on  facts



Feedback  helps
Base  decisions  on  facts
Rather  than  guesses:  What-­‐
you-­‐think-­‐your-­‐grandma-­‐
would-­‐think  



Feedback  helps
Base  decisions  on  facts
Learn  from  your  users



http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
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Some  myths



Some  myths
“It’ll  slow  us  down”
At  building  a  product  no  one  
will  use?



Some  myths
“It’ll  slow  us  down”
“Our  product  is  already  
perfect”





Some  myths
“It’ll  slow  us  down”
“Our  product  is  already  
perfect”
Yes,  for  you.  What  about  
your  users?



Some  myths
“It’ll  slow  us  down”
“Our  product  is  already  
perfect”
“This  concept  is  not  ready  to  
test  yet.”
Tread  on  this  one  carefully.



It’s  never  too  early



And  they  lived  Alpha-­‐
Beta  forever  ...



And  they  lived  Alpha-­‐
Beta  forever  ...
Use  these  stages  heavily  for  
getting  feedback.  



And  they  lived  Alpha-­‐
Beta  forever  ...
Use  these  stages  heavily  for  
getting  feedback.  
DeKinitely  not  as  labels  for  
slipped  launch  dates.



Start  early  on  
Change  cost  is  low
Lesser  surprises
Can  help  with  features



“Features  are  like  having  
sex.  You  make  one  mistake  
and  you  have  to  support  it  
for  life.”

- Dave McClure

http://quotesondesign.com/dave-mcclure/

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


Start  early  on  
Change  cost  is  low
Lesser  surprises
Can  help  with  features
*User  loyalty



Feedback  Mechanisms



Feedback  Mechanisms
A/B  Testing



Feedback  Mechanisms
A/B  Testing
5  Second  Tests



Feedback  Mechanisms
A/B  Testing
5  Second  Tests
Guerilla  Testing



Feedback  Mechanisms
A/B  Testing
5  Second  Tests
Guerilla  Testing
BONUS!  -­‐  Web  Analytics



A/B  Testing
Two  versions
Simultaneous  testing



Version  A

Version  B



Version  A

Version  B



Version  A

Version  B



Version  A

Version  B



http://37signals.com/svn/posts/1525-writing-decisions-headline-tests-on-the-highrise-signup-page

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
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+  7%
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+  15%

http://37signals.com/svn/posts/1525-writing-decisions-headline-tests-on-the-highrise-signup-page
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+  27%
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+  30%
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Red  increased  conversion  by  
34%  !

http://dmix.ca/2010/05/how-we-increased-our-conversion-rate-by-72/

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
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www.google.com/websiteoptimizer
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www.visualwebsiteoptimizer.com

http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer


www.mailchimp.com
special  mention

http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer


A/B  testing
Layout  and  style  of  website
The  call  to  action
Form’s  length  and  types  of  
Kields



5  Second  Testing
Test  initial  impressions





5  seconds



5  seconds



5  seconds



www.navjotpawera.com
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www.verifyapp.com

http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer


www.Kivesecondtest.com

http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer


Guerilla  Testing
See  actually  how  users  use  
your  product











What  is  a  browser  ?

“Google  ?”

http://www.youtube.com/watch?v=o4MwTvtyrUQ

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


What  is  a  browser  ?
“Blue  E?”

http://www.youtube.com/watch?v=o4MwTvtyrUQ

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


What  is  a  browser  ?
“Where  I  put
my  search  terms”

http://www.youtube.com/watch?v=o4MwTvtyrUQ

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


Interpret  carefully
“Do  as  I  mean,  not  as  I  say”

www.silverbackapp.com

http://www.google.com/websiteoptimizer
http://www.google.com/websiteoptimizer




Obligatory  Apple  quote
“Design  is  not  just  what  it  
looks  like  and  feels  like.  
Design  is  how  it  works.”

- Steve Jobs

http://www.nytimes.com/2003/11/30/magazine/30IPOD.html?ex=1386133200&en=750c9021e58923d5&ei=5007&partner=USERLAND

http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/
http://fronttoback.org/2010/05/25/how-to-lose-customers-and-alienate-people/


Caveats



Caveats
Interpret  with  care
“Do  as  I  mean,  not  as  I  say”





Caveats
Interpret  carefully
Be  prepared
and  respond  to  feedback



Listen  to  your  users
They’ve  got  no  one  else  but  
you



Listen  to  your  users
They’ve  got  no  one  else  but  
you
Only  till  they  Kind  someone  
else



Thank  you!
There  are  no  foolish  
questions,
only  fools  who  don’t  
question.



@navjotpawera
www.navjotpawera.com

You  should  follow  me  on  twitter  here

http://www.navjotpawera.com
http://www.navjotpawera.com
http://www.twitter.com/navjotpawera
http://www.twitter.com/navjotpawera

