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The User Experience and why it really matters

We often pay to much attention to what a product does as it is being
developed. The other, often neglected, side of the equation — how it
works — may frequently be the difference between a successful and a
failed product.

These five planes — strategy, scope, structure, skeleton, and surface —
provide a conceptual framework for talking about user experience
problems and the tools we use to solve them.
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Product Goals The first question you should ask yourself (and be able to answer) about any part
of the user experience is, “Why did you do it that way?”
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Product Goals The process requires you to consider every option of every action the user is likely
to take and know the user's expectations at every stage of the process.
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Product Goals The challenge in creating any user experience is to understand the users’ needs
better than they understand their own. You can make sure that the project has met
both your strategic goals and the needs of your users by making everything a user
experiences with your product the result of a conscious, explicit decision.
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Business Goals The user experience design process is all about ensuring
that no component of your product’s user experience
occurs without your business conscious, explicit purpose.
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Business Goals At each level, we make judgments based on what the competition is doing, industry
best practices, what we know about our users, and plain old common sense. These
decisions have an impact in both directions - product and business
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Business Goals
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Customer Journey Map
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Sources:

Jesse James Garret, 30 March 2000
The Elements of User Experience: User-Centered Design for the Web and Beyond

http://www.jjg.net/elements/pdf/elements.pdf
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