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Welcome everyone. We're here today to share our story of the emergence of UX in an Agile
world.

Before we get into it let’s introduce ourselves.

Image: http://flic.kr/p/7a35RD




Victor
Rodrigues

I’m Victor Rodrigues.
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I’m originally from South Africa.

Images: http://bit.ly/dQgR9D & http://bit.ly/hlLr14F
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Although | am 1st generation South African, being of Portuguese extraction.

Image: http://bit.ly/dNJdeX
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You see my parents were one of those who ventured to Mozambique from Portugal.

Images: http://bit.ly/dNJjdeX & http://bit.ly/dHMQuV




that don’t know where Mozambique is, it’s

And for those of you

Africa.

st of

Image: http://bit.ly/eRgu8D



December
2000

In December 2000




| moved to Sydney Australia and | have to say...

Image: http://bit.ly/gxAXi3




| have never felt so comfortable in a country as | have been in Australia.

Image: http://bit.ly/gBtswo



.

| have two daughters, Addison & Ashlin (born 7 weeks ago).
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My day job is running a software development department at Cochlear based in at our head
office in Sydney.

Image: http://bit.ly/ijCkTM
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We’ve actually just moved into our brand spanking new building on the Macquarie Uni
campus.
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And it's pretty awesome




With lots of natural light, something we’re not really used to.



Xerxes
Battiwalla

And I’m Xerxes...




| was born in Australia, and grew up in an era
when...

Image: http://bit.ly/dL9W]X




...a good moustache looked like this...

Image: http://bit.ly/dHK]5V



...people had hair like this...

Image: http://bit.ly/hUJi1lV




...when the king of pop looked like that...
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...and wearing your pants backwards wasn’t at all
weird.

Image: http://bit.ly/hF774x




I’'ve had a passion for computing since | was a little
kid

Image: http://bit.ly/ezCUZ1



eventually working my way through to this ugly
building - (the University of Technology, Sydney)
where | studied

Image: http://bit.ly/i06zBg
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...(and now teach)...Computer Science, but actually

spent most of my time...

Image: http://bit.ly/gOEHr7




here. The bar.



winning look-a-like competitions



<boring lob apps />

After working through a number of projects...




Cochlear™

...1 found myself here in 2008...
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...working with an incredibly talented team of
developers...



...on software that changes people’s lives, which
IS....



A
\ ’

awesome!

Image: http://bit.ly/gnXG7w




Cochlear™

So a little about Cochlear.
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“The cochlear ear implant is the first
and only device produced by mankind
which effectively restores the use of
one of the human senses”

Sir Gustav Nossal,
Australian of the Year (2000)

| think Sir Gustav Nossal probably says it best.
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Back in 1980 we had what we called the “Portable Speech Processor”.
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Last year we released our new implant system which now includes a wireless remote control
for our recipients...



and our smallest processor ever.

35
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And by the way, we’re hiring.

Image: http://bit.ly/f8Kjel




Okay let’s get back to why are we here today!

http://flic.kr/p/8PMpM]



el Th: s > gelling marriod!!

[l e
\-/4
| write | design
software Badhu experiences

t »

3 Where'’s the exact venue ?
AKSHAYA MAHAL, 6,28 5th Main Road, Thillai Ganga Nagar, Nanganallur, Chennai - 61
¥ Muhurtham?
25.06.2009, Thursday 9:30 AM - 10:30 AM
M What if I can’t make it to the marriage?
No problem, rock the reception on 24.06.2009, Wednesday @ 7:00 PM
M Tell me what should I gift you?
Your presence! PLEASE AVOID OTHER GIFTS.

For more info : P4 catchmekanth@gmail.com 9382738044 or visit www.i-dont- have-a-website-4-marriage.com
P efeuses will not ve excused. Looking forward to meet you thepe | P

We’re here because we want share our story of how we married UX with Agile in our
development process.

Image: http://bit.ly/gZRUC9




There are some that previously believed that User Experience Designers and Agile

practitioners just don’t mix. But before we explore UX and why it’s important, let’s look at
where Agile came from.

http://flic.kr/p/5BSrbG
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According to Jeff Patton “Agile development originated from a place where user experience
practice was weak”

This chart (courtesy of Jeff Patton) shows on the y-axis user adoption scale and the x-axis
purpose. Bottom left is synonymous with internal IT projects which is where Agile, according

to Jeff, originated. On the top right you have consumer commercial stuff where UX is vital and
usually determines the success of your product.

Reference: http://agileproductdesign.com/blog/emerging_best_agile_ux_practice.html




CONFUSED

But then you ask yourself: but hang isn’t Agile all about user centredness?

Image: http://bit.ly/gFPsFT




Individuals and Interactions

over processes and tools

If you recall the phrases of the Agile Manifesto. The first one emphasises Individuals and
Interactions. That’s user centred!




Customer Collaboration

over contract negotiation

43
The third one talks about Customer Collaboration. The mere fact that the word Customer is

there makes it user centred.




Then there are the practices such as the Customer Role...

Image: http://bit.ly/hWDSdG
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Usability testing.

http://bit.ly/dEOQiIGR
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Not
Enough

The problem is that it’s not enough.




Experience
needs to be
Designed

Experience needs to be designed.




Allow me to elaborate. And this is where | get on my soap box and talk about what | call...

Image: http://bit.ly/hgExPd
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Total
User Experience

Total User Experience.




The
Problem!

| usually begin this speech by talking about the problem. Think about the world you live in
and the things that you interact with every day.
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You get road signs that make you stop to read them in order to get what you need



SELECT ik
PURCHASE Tk MAXIMUM CHANGE: $5.00

CANCEL AUDIO

PRESS + TO PAY WITH BANK OR CREDIT CARD
TOADD VALUE

$1.5.10.20 $ ¢ “ cee PIN

PUSH TO PRESS - ]
RETURN © TO DEDUCT VALUE | W ke

e RECEIPT
= INSERT

= PAYMENT
el S/wartrip TARGET

-
:

o ¢\ %
BILL RETURN

e TRADE-IN
I
swEmp VALUE ol FARECARD

Touch S#arvip // X \ '
1o Target

Lol
I

insert Payment \ g /

|

Parking pay stations that make you wonder if they were designed by...



politicians.

Image: http://bit.ly/gdw82a

53



» Phone Westpac » Find a Branch or ATM

Q I'm searching for...

Signinto...

Personal Business Corporate About Westpac

» Bank accounts » Home loans » Credit cards » Personal loans »Insurance » Super & Retirement » Investments » Services » Solutions

Westpac Online Banking PHONE 1300 655 505

Personal customers Business customers Help o

Enter your customer ID (Using your keyboard) LTI PLE L protect
Security Alert: Be on

> Overview
the lookout for identity
Enter your password (Using the buttons below) thieves.
> Sign in
1 2 3 4 - I3 7 8 9 0 The National Australia
> Features and benefits Bank have been
A B c D E F G H I J K L M experiencing payment
processing delays
> Mobile Banking on your iPhone N o p a R 3 T = = - = = 2 since Wednesday 24
November. Please be
> Register advised that all
s outstanding payments
will be processed as
Support and accessibility ible.
> Support and accessibil > Forgotten your password? Clear sSoon as possible
> Security
Westpac Online news
> Fees > Easy to use, easy to access - Westpac Mobile Banking for iPhone
> Terms and Conditions > View other accounts in one secure place

Rescue services - they watch over us, risking their lives for us. Find out how, together, we can keep doing
more for those who do so much for us.

User interaction choices that make you do unnatural things.



O OPERATE
>T GREEN PAYMENT KEY

OW INSTRUCTIONS

MID-GRADE  PREMIUM  SUPER PREVIUN

UNLEADED

UNLEADED UNLEAD

Price per galion =
ANt b ‘.l’ﬂﬂnnlu

Then there are the excessive options and the confronting choices that we have to make.

Image: http://bit.ly/hzhaO1
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And there are others.

Image: http://bit.ly/hLOgXO
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But | think the one thing major problem we’re faced with today is...

Image: http://bit.ly/ek1QAl




formation overload!
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Now think about your average user, they still like the simple pleasures in life such as...

Image: http://bit.ly/ez8WCR




Reading a book!
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Can’t escape
User Experience

But even those things have some level of user interaction encompassing them.




. 1!'1‘M

You still have to stand in a queue to purchase a book.



Or read a menu before you can order and enjoy your food.
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Pay for your food with one of your many credit cards.
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| think you get the picture.

Image: http://bit.ly/fd5pBm




Thus the total customer experience is not only about how you use a product or service, it’s
how you:

- go about finding it

- how your perceive it’s value

- how easy it is to purchase

- how easy it is to fix if it’s broken

... and so on
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The problem is that most of the time us software people forget this.

Image: http://bit.ly/gCOVBs




Why, perhaps because there are too many technologists in technology.



Then a .

miracle _..' .
‘OCcurg

/
Good work,
bul I think we might
need just a little move
detail right here.

The technology is only half the equation.
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The other half is the human, that

irrational,
impulsive,
Impatient,
power-hungry gratification machine.



Examples

I’m merely touching the surface of User Experience Design. There is a lot more that we can
cover. But before we get to the Cochlear experience I'd like to do share with you a few
examples of what Seth Godin refers to as things that are...




Broken!

Broken! Products that we interact with in our world that have lacked that user experience
design.




These are parking pay stations used throughout Sydney.

| always have to read the instructions before doing anything on this thing.
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Welcome to AA.com

» American June Update New!

» American Begin Four Times a Week Flights
Between Chicago and Beijing on May 25 and
From Beijing to Chicago on May 27 New!

» American Awarded Right to Fly From New
York Kennedy to Tokyo (Haneda) New!

» Enhance Online Flight Check In

» American Becomes Official Sponsor of the
USA Pavilion at the SHA World Expo 2010

» oneworld Voted World's Leading Airline
Alliance

» New TSA Passenger Information Required

» Important Changes To Checked Bag
Charges

» Cashless Cabins Implementation On U.S.
Domestic And Canada flights (pdf: 46KB)

[LEARN MORE)

Useful Links

» Travel Tips: Before You Go

» AA.com - Now Serving Your Mobile Phone!
» Check Flight Status

» Australia Public Holidays

» Passenger Security Advice

» Baggage Allowance

» U.S. Entry Reguirements

Book Online
Special Offers -
Subscribe To AA.com
Travel Information
AAdvantage®
On Board
Online Special Fares Filght R - My —
eserva
Travel Agency Getaway promotion fares from H___m Manage My Trip | Online Check
Customer Service Sydney New! (*)Round-Trip (_)One-Way Multi-city
Los Angeles from ;699 return
About Us - 799 ret From Departure Date:
return e — o m —
ew ror from;_ N | Jun ) 17 %) AnyTime 3)
Las Vegas from $799 retum
Chicago from $799 retum 7o BRetm .D,?,tgz,,,,_ [ e _—
Sa | Jun )19 3) AnyTime 3
n
Erannless from$799 retum | - B
Dallas from $899 retum | | Adutts (12+): (1 %Chidren(2-11): [0 % ]infants?
Washington = e«¢;e; . .
D.acs. ington from $899 retum Class of service: | Economy 44
The above fares include taxes and surcharges. .
(Promotion Expires on 10 Sep, 2010) R
[LALL OFFERS ] (+) Around these dates () On these exact dates
AA News & Offers

American Newsletter

UPDAATE

The new international ;
business class experience.

EXPLORE

Here is the American Airlines website.

75

Some of you may have heard of Dustin Curtis. He hated the experience you get from
interacting with the American Airlines website that he sent them a design to help them out a
little...



AA@ Explore destinations  Your reservations  Online Check-in  Flight Status

Book travel

AmericanAirlines”

Special deals
#  Where are you going? v

FROM san francisco (sfo, oak)

change
TO . =
new york city (jfk, lga, etc) -
You can type anything here: a city, an arport code, a climate, a country
or a type of vacation
WHEN next thursday to 6/18
You can type anything here: a date, a imeaframe, a day, eic
Wouldn't Fiji be an awesome change? Fiji from $299 »
From everyone here at American Airlines, enjoy your flight.
Read about how we're updating our image.
A Flight status > A News > A Online check-in > A Your account >
AmericanAirlines Reservations » Travel information » Aboutus »
Flights, vacations, cars, hotels Gates & times Customer commitment
Flight schedules Flight Status Notifications New Service Routes
Refunds Baggage information Where We Fly
\ Prepaid travel During your flight Codeshare partners
AA Crewine and Maeatinne Idn inciirancs Ownowirrld Alliansa

76
I’m not going to get into the specifics of why this is a better user experience but it certainly is

a lot more inviting?



Alphabetical Index Emall AA Customer Relations

B AAcom Web Services Yot ook el S o mmmbMythnmmm
] o TR T 5= R sr ~ b s . . :' '* ngMa ”'“om
?mw 1 trp, callus at 1.800-433-7300 in the U 'Sy,
— Acmirals Cub® & Check below tor errors 3
|- AmeccanArines incootive Tradve® | vl T
| Products Nature of Emal *
- 1! | Corcern/Complaint 2]
I Baaicess ExUAAS Program Emall Subect *
-~ C.R._Seih Museum e e —
| p P { Servi Other subject B
$ Your Contact Information
. memm Profix: * v )
L Deabiey Assistance
| First Name: * Ve
- Delay/Cancelason Verficason for Trp
E Ingyrance Middie Name:
- Dobived 8200300
: m Llﬂm:' RMM
- Duty Free Suffic <)
:l Group & Moeting Travef™ AAGV 1208 Numder
-~ Human Resources
- Lost And Fourd Emal Address: * vrodrigues @cochingr com
gm Ro-ector 1 Vierly: * vradrigues @cochioar com
- Irie Ingarance Organg ston'Campany
- ¥Yacations Neme:
Acdress Ling 1.° 14 Mars Roas
Address Line 2
Chy: * Lane Cove
SawUs = 8

Terrtory/Province: +
* Roquied for U S, and

Canada only.
OR Regon NSW
2% Postal Code: * 2065
Courry: *  ALSTRALA 3]
Al Loasl One Phone & Requeed *
[ 51 Acoa'Cry Number Ext
Ceone Cooe
Col Phoow: (61 . 438 456947

Busiress Phone: | 1 13-

Fax: (13 B

Flight Information

Axtne [ Amercan Mrtiees 2

PNR / Record Locaior

Tickat Number 001- A
Fiight Number &

Fight Dae (aer B[22 B 2000 9)

Fight Origination Cy

Fight Destiration Ciy

Bagoage Fie Number

Here’s one from American Airlines that | have personally experienced.
Wanted to lodge a complaint about a bad flight experience and couldn’t

States that there are “errors” but | couldn’t find any.



FRONT'EA WHO WE ARE WORKWITHUS | FUNSTUFF | ESPAROL
o g —

low bandwidth | high bandwidth

> PLAN & BOOK > FLIGHT INFO > SPECIALS > FREQUENT FLYERS > PROGRAMS & SERVICES > CUSTOMER SERVICE Search Our Site >

‘ ) B ook A Flight
CONTACT US » Flight Status

Communication is the key. Here are all of the ways for you to reach us. » Special Offers
FAQs ~ how can we help? N —
» Signin
€ RELATED LINKS
Travel Info & Services
Who We Are
Here's answers to some of our most frequently asked Please feel free to contact any of our departments listed STRETCH seating
questions. here.
» Visit Frequently Asked Questions » Contact Information WE CAN HELP
Passenger Travel FAQs
CONTACT US FAQs SITE MAP PRIVACY TERMS OF USE Hosted By ViaWest 22010 FRONTIER AIRLINES

[+]

FEEDEACK

78
While | was doing some research for this presentation | tried Frontier airlines’ website.

Even though | have not flown with them | tried their customer support.

Easy enough to find.



» PLAN & BOOK » FLIGMT INFO ) SPECIALS » FREQUENT FLYERS » PROGRAMS & SERVICES » CUSTOMER SERVICE

relations

Our Service Commiment Travel Support . Cargo . Trip Insurance ‘ Contact Us
» Book A Flight
» Flight Status
At Frontier Airlines, we are committed 10 serving our customers and we value your feedback. » Special Offers
Reservations Assistance
New or exising reservations, Scket or schedule changes, flight information or general travel questons must be MEMBER LINKS
handied by wlephone: 800-432-1359 (24 hours a day / 7 days a week). » Sign In

EarlyReturns® Account Assistance

For mileage questions, award ticket redemption assistanca or general frequent fiyer questons: 866-263-2759 RELATED LINKS
(Tam to 7pm, Mon-Fri MDT and Sam %20 4:30pm, Sat-Sun MOT). After hours: 800-432-1359

wWho We Are

Compliment or Complaint Our Commercials
To file a complimeant or complaint, please complate the form below. If you prefer 10 talk 1o a Customer Relations Work with Us
agent 800-265-5505, opton 2 (8am 2 Spm, Mon-Fri MDT).

Email Address * WE CAN HELP

Company Info FAQs

Subject *

Category *

Seloct a Catogory

Fiight Number Flight Date Departure City

- 18IF= "811 - :
Conf. Code Ticket Number

| am giving a demonstration of your website user
experience and how it compares to other airlines...

Attach Documents
( Choose File ) no file selected

79
And this is what their customer relations form looks like.

Much simpler, much more inviting. It only requires you to fill in 4 fields.

This is the gist of what | wrote...



Giving a demo of how good your site is [Incident: 100613-000004]

Frontier Customer Relations to frontier show details Jun 19 (1 day ago) 4 Reply

Recently you contacted us for personal assistance.
Your request and our response is displayed below.
Thank you for allowing us to be of service to you.

Subject

Giving a demo of how good your site is

Discussion Thread

Response (Gina) - 06/18/2010 07:28 PM
Dear Mr. Rodrigues,

Thank you for contacting Frontier Airlines Online Customer Service.

We're committed to providing you with quality service, which includes our Web site, and it's rewarding to know you've been pleased. Your kind words will be shared with the entire
staff, and | am certain they will be delighted.

We look forward to welcoming you aboard many future Frontier Airlines flights.
Sincerely,
Gina

Customer Relations Specialist
Frontier Airlines

Your kind words will be shared with staff, and | am
sure they will be delighted.

v

And | actually go a response that was addressed to me personally AND

dealt with my comment!
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Book next
trip on
Frontier

And how do | feel after this experience?
| want to fly Frontier.

Image: http://bit.ly/fULzM]




compatible with the Excel 97-2004 Workbook
(.xls) file format. Do you still want to save the
workbook in this format?

Some content in N5 Recipients Americas.xls
i\! Q may not be saved because it is not
Q

To save the workbook in a new format and preserve all
content, click No, and then on the Format pop-up menu,
click Excel Workbook (.xIsx). To save the workbook in the
current format and remove all incompatible content, click
Yes.

.’\ No 3: ( Yes )

82

This is a pet peeve of mine as | use MS Excel as lot. A dialog box that forces you to read every
little bit of text before you hit either Yes or No.

The problem with this dialog is that because the buttons are labelled Yes/No you always have
to read the text before your selection is made.



Some content in “N5 Recipients Americas.xls”
will not be saved.

This is due to compatibility differences between
the newer .xIxs and the older .xls file formats.

C Cancel ) CSave as .xIxs) @a#&asﬁxlg

Here’s my attempt at redoing the dialog and conveying the same information.

In fact you will probably read all of it the first time but because the button text contains the
actual action you will not have to next time around.

I’m sure | could have done a better job here but | only spent a minute on this one.
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The
Good Ones

There are however beautifully designed products and here are a few that | think are good
examples.

Image: http://bit.ly/gKCiao




Of course | would not go through a presentation without mentioning an Apple product. The
thing about Apple products is that they have inspired...
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'.ui_Tclstm = 20:50 gaﬂbz','

Histoy The Matrix (1999) (11}

The Matrix (1999)
Rated R, 2 hrs 16 mins

Free your mind

8.7

P Watch Trailer >

News
Recommended: Interview With Director 2
Joseph Kosinski On *Tron: Legacy”...

Tagging .

The microphone shows Shazam
i listening to accelerate your
tagging. Controls in Settings >
Tag Settings.

ceoeobeéVoeobidooe

raspberries

strawberries

double cream

vanilla pod

American Gothic

American Gothic

American Gothic is
a painting by Grant
Wood from 1930.
Wood's inspiration
came from a cottags

designed in the Gothi

Revival style with a

distinctive upper window and a decision to
paint the house along with "the kind of
people I fancied should live in that house.”
The painting shows a farmer standing

beside his spinster daughter. The figures

> 4+ m O

PRATE 19 = (18 BROVERS ([REVENE3

the most amazing applications

ever seen on any platform (in my humble opinion of course).



un . r O ale 2S HacCes NEeSS

9 victorrodrigues ¥

_- ~ victorrodrigues Profile  Activities Routes  Street Team  FitnessReports Races  FitnessClasses
0 activities this month
Activity History @ Cycling Jan 13, 2010 :: 5:57 AM - 6:3¢ AM a2 % Delete 2 Edit
Sep 2010 o « Distance Duration Avg. Pace
12.18 0:36:55 3:02

Aug 2010 1 B km h:m:s min/km
May 2010 5 F N =

g | Map v q
Apr 2010 11 E ;: .
Mar 2010 o«
Feb 2010 € < Acron Oval %b

" RO
Jan 2010 v
@ Running 3.12km. s Bceemme
Perenbe

E‘ . ' Park
19. Cycling 7.43m. R

Pony Club
i Cycling 12.18km.
1 cycling 1271k

Oval
E Cycling 12.03km.

Jndabyne

E. Running 3.11km RESEve Q‘J
Dec 2009 &h < FOVEREDET | pnno

Coogle [ 2o

Route: None (add to your routes)

B ctlevation B Pace

0 2 km 4 km 6 km 8 km

10 km

12 km

87

The guys at RunKeeper | think are an example of how you can design a great user experience
without spending a bucketload of cash.



‘I We're Hiring!! ContactUs Hellol You can log in or register. Your Cart W

bags you won’t find on everyone else

Help

CHRISTMAS KICK-OFF SALE
20% OFF STOREWIDE! ENDS IN:  [5o0215643'8

PRICES AS MARKED. SOME EXCLUSIONS APPLY. NOT AVAILABLE WITH ANY OTHER OFFER. CLICK HERE!

Only 25 Days Until Christmas Order Now! All orders ship via Express Post or Star Track Express Courier. 100 Day Return Policy.

Home : Laptop Bags :

Laptop Bag Search \ Laptop Bags By Screen Size
Choose your laptop model to find bags that fit If you don't know your laptop model, click on a screen size to see |aptop bags for that screen size
your laptop. (It's ﬂomo

| _Apple >
) (Go) i E
E— | Type of Bag (optional) E}
Bmend ( Continue )

' Select a brand E

New Stuff

Clearance Sale

Women's Laptop Bags

Laptop Sleeves
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Anyone use Rushfaster before?

| particularly enjoy the customer experience when using this online store.



\/ C
NeE>XUS |5
Features Sign UP
Gallery Tech Specs Help

Pure Google

The new Android phone from Google.
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But it’s not only Apple does can design awesome user experiences. This is the launch site for

the Google’s Nexus S Android phone and it’s superbly designed.

Reference: http://www.google.com/nexus/#!/index



7i

Dear Google, Good job on this design:

Keep it up. Your
friend, @

Retweeted by

3

It even gets Dustin Curtis’ seal of approval.

Reference: http://twitter.com/#!/dcurtis/status/11962698954711040
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P17 ] THINGS I LEARNED
ABOUT BROWSERS & THE WEB

What's a cookie? How
do I protect myself
on the web? And
most importantly:
What happens if a
truck runs over my
laptop?

For things you've
always wanted to
know about the web
but were afraid to
ask, read on.
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I’m going to finish “the good guys” with this one. It’s a free web-based book done by the
same team from Google that brought you Chrome.

Not only is it the perfect layman’s explanation of what web browsers are and how the web
works, it is also wonderfully executed.

It certainly gives you a glimpse of what we have in store in the near future for web-based

experiences.

Reference: http://www.20thingsilearned.com/




Summary...

So a quick mid presentation summary...

What is becoming more and more obvious is that people are looking for things that are...




"Making the simple complicated is
commonplace; making the complicated

simple, awesomely simple, that's creativity.”
Charles Mingus
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Simple...

| love this quote and | think it should become engrained in all of us.
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We want things that are familiar.

Image: http://bit.ly/fXuDCK




Obvious

Obvious.
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Really obvious.




Choice limited

And limited in the number of choices to make.
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Time for me to get off my soapbox and talk about our one of our projects at Cochlear where
we attempted to put into practice this preaching.

Image: http://bit.ly/hZfeOH
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So this is our story. It’s the story of a recipient’s journey.

Once a recipient is implanted with one or more of our devices they will undergo...
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A series of fitting sessions in which the device is configured for their specific physiology.



Habilitation

101
A recipient may undergo habilitation to ensure they get the most out of their implant system.
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In their lifetime they will upgrade some of their system components to the latest model or
compliment their existing model.
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They will troubleshoot problems or situations with their implant system.
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Which may or many not result in servicing or repairing their implant system.



105
There is a bottleneck in our industry, the lifetime support for programming and maintenance

of the implant system juxtaposed by a staggering increase in recipient numbers not
complimented by an equal increase in the number of professionals.

Image: http://bit.ly/h60mYc
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Not only is it labour-intensive... but the current flexible software is not ideal.

To make cochlear implants accessible to more people we needed a solution that would
involve the development of a user experience that can be used with embedded intelligence

to...



107

allow unskilled programmers to optimise Cl at the same level as highly experienced Cl

programmers.

Image: http://bit.ly/fBWD78



Challenge!

To draw out this challenge...




700 million

Dy
2015

There are more than 700 million will be hearing impaired by 2015.
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We have an ageing population whose life expectancy is constantly increasing.

Image: http://bit.ly/hWqg5t1
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O - 14 years olds are becoming more and more aware of and actively using technology.

Image: http://bit.ly/fXcrNB




<10%
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Estimated less than 10% of the people that need cochlear implants are receiving them and we
know that the number of recipients will increase exponentially.
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Software plays an extremely important role in ensuring that we meet this challenge.

Image: http://bit.ly/dO389r
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Ultimately we would like to go from this (extremely flexible software but only necessary by a
fraction of recipients that are programmed through it) to...



| don’t need
software. I'm self

To this.

115
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But before we get there we need to make the most of what our software products do for the
here and now, taking on those customer centric characteristics | have spoken about.

Image: http://bit.ly/hebKcu
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So given this background over to my world famous colleague who will dissect our UX & Agile
story on this particular project.

So how did we bring out the best of UX in our agile project?

Image: http://bit.ly/fEUG3I
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Just like any other agile project, it started with a full story backlog.
“What features do we want in this application?”.

Our team get together and work out exactly what broad functionality
we wanted in the final product.




&

G

119

The UX team then went off and started drawing up a holistic view of
what the application might look and feel like.

Image: http://www.sueschildminding.co.uk/eyfs/cd/group%20drawing.JPG
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Although agile development works brilliantly when performed using
small, baby steps. Improving, piece by piece...

Image: http://4.bp.blogspot.com/_0R8W4lhH1n4/TMDxmgN;8-I/AAAAAAAACHU/3gkWPhSi8ws/s1600/baby-feet.jpg
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...UX needs to work at a higher level, taking the whole application
into consideration, devising a very low-fidelity imagination for what
the application would look like from the point of view of the people

using it.

Images:

http://www.spiritoflife.org/images/earth.jpg
http://lifebitz.files.wordpress.com/2009/01/b1eye011.jpg
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This also meant building up a series of personas to identify who will
be using our application, and what role they play in the whole
system



Going separate ways
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So given the very different ways these two teams work, both go in
their own separate direction. The UX team start kicking around ideas
and prototypes and putting them to test audiences, and the
development team start working out technical implementation
details, and report to an internal customer while the real customer is
still trying to work out their direction.

Every now and then, the two teams...
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...come back together to reconcile where they’re at and then work
together when it comes to the actual implementation.
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So once the features were identified, we then took the entire product
backlog and split it out into releases. “What do we think is
achievable in the time-frames we have for Release 17"

So far this is just standard agile - nothing new here. Where things
get interesting Is next.

Image: http://flic.kr/p/eshZp
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For each release, we then worked out exactly what Ul detail we
wanted to go down to. In fact, we took this a step further, and
within Release 1, we identified 5 primary “drops” each representing
a different stage of development for the first release.

Image: http://margotmystic.files.wordpress.com/2008/09/magnifying-glass.jpg




DROP 1 DROP 3 DROP 5

Core Clinical Back Office Release

DROP 2 DROP 4

Clinically Complete Help & Guidance
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Each drop has a specific purpose, so there are UX considerations for
each stage. Some upfront IA helps us better understand what each
specific drop is capable of.




DROP 1

Core clinical functionality

DROP 1: Specifically intended to test and validate the core
component of the underlying principle behind programming our
recipients.

UX was not a major consideration here. Why? We have enough
technical challenges to overcome alone without the Ul/UX coming
into it. We’re dealing with electrodes in people’s heads! The last

thing we want to do...
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...is put the wrong amount of electricity into someone’s head!
Getting this right is critical!

129

Image: http://image02.webshots.com/2/0/71/50/40907150eDINzS _fs.jpg



DROP 2

Clinical verification

DROP 2: First real-world user-experience test. The clinical aspect
was complete from a technical standpoint...
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...and now we were focusing on the usability of the clinical

component. Giving it to our clinicians and actually using the
software to give people back their hearing.

131



DROP 3

Back-office operations

132

DROP 3: Up until this stage the only UX consideration had been from
a clinical standpoint, but now we needed to look at all the back-
office operations, and ensure that the system stores and presents
information such as recipient details with databases and existing
systems — and does so intelligently.




DROP 4

Help and guidance

133

DROP 4: Help and Guidance. This drop introduces contextual help
into the system and assistance for when the clinician doesn’t know
what to do. How do you assist the user without being too intrusive?
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Microsoft made mistakes - we’re taking advantage of those
learnings...

Image: http://bwog.com/uploads/Clippy! 1.jpg
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...and yet don’t forget — UX isn’t restricted purely to the English
language. All along, the designers have been crafting the Ul with the
intention that non-English character sets will be used as the display
language for the software. This particular drop also validates that
our application functions in Hebrew, Hindi or Hungarian.

Image: http://www.engrish.com//wp-content/uploads/2010/11/deformed-man-end-place.jpg




DROP 5

Product release

Finally DROP 5: Ready for production.

Any UX changes happening at this stage are minor alterations. All
the major decisions have been made upfront, with the application as
a whole taken into consideration.




UX Evolution
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Once our releases were determined and we had a rough idea of what
user interfaces will be in each release, we were in a position to start
defining the UX and the Ul. Lets just consider the UX flow at the
moment, and we’ll come back to look at development. Later on we’ll
go through the two side-by-side to see the progression.




3 stages of UX evolution

We found that there were 3 stages of UX evolution in our project




STAGE 1

Idea storming

Stage 1 - idea-storming
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Firstly knowing what information should be displayed, the challenge
for UX was to define the most effective way of communicating that
to the user. This stage involves cycling through many ideas, with

most likely to end up here:
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in the bin.

Image: http:/1.bp.blogspot.com/_DOxunh1ey0U/THSuecadzhl/AAAAAAAAAHQ/2ijLUSGKGr8/s1600/oscar.png
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and for one good reason - if you're not dismissing options, then
you’re not considering them all. The first answer might not be the
best one!

Image: http://www.sxc.hu/browse.phtml?f=download&id=1152070
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...50 how do you go through this with minimal friction?

Image: http://www.penaltytime.com/images/212.jpg



Start sketching ideas on paper...




Microsoft

Expression

MockFlow
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...or find a program to help you do it.

Images:
http://www.gliffy.com/images/qgliffy _10go.png
http://0ebr5a.blu.livefilestore.com/y1palwyhejy7ut144SV81CLBhazXfi

http://balsamiq.com/images/balsamiq_logo.png

http://it.cc.stonybrook.edu/site content/software/images/100x/microsoft visio.jpg

http://e.foi.hr/wiki/blog/Krunoslav_k/files/2009/12/logo.png




STAGE 2

Prototyping

Stage 2 - prototyping
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Once a solution was identified as a good candidate for a particular
screen, our designers started developing a working prototype of the

Ul based on the interaction model identified from the previous
step...

Image: http://www.localhiddenvariable.com/ciid/wp-content/uploads/2009/01/soldering.jpg



...and what tool do you use for the prototyping job? In a
metaphorical world filled with nails, which hammer is the right one?

This one?
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...this one?

Image: http://www.lamaadvertising.com/stevelama%20web%20site/Teaching-Interesting%20stuff/toy%20hammer.jpg
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| doubt it’s this one.

Image: http://heathenjeweler.files.wordpress.com/2010/04/mc-hammer1.jpg
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We found that the right toolset for prototyping was the one which
allows...

Image: http://flic.kr/p/GUfxM
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...our Ul/UX designer to do their job effectively. At the end of the
day, its important to acknowledge that this is only a Ul prototype
and it is intended to be junked after its developed. Even if it’s not in
your company’s core technology, this tool should be as frictionless
as possible for your UX team.



Our experience

Just quickly - a little on our experience with prototypes

We started with SketchFlow. Our designer was brought in with the
intention of creating a working prototype in SketchFlow. The tool
itself works, and does a good job...
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...Yay! Rainbows and sunshine, everyone’s happy...

Image: http://b.imagehost.org/0416/hjkl.png
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...except for our designer. What didn’t work, was that our designer is
an experienced Flash developer, and he felt that his natural work
pace was being held back because he wasn't experienced in the tool
he was using.

Image: http://diablolink.net/files/Screaming Lady 2.jpg
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He started doing the prototype in Flash, and was able to turn out
changes to a flash prototype inordinately faster than for SketchFlow,

with a much higher level of quality, too.




So the lesson learned was to let the team pick the right tool for the
job. Sounds obvious, but it’s an easy trap to fall into given your
organisation’s situation.

http://bit.ly/flm5t0



STAGE 3

User testing

3rd Stage of ux evolution - user testing
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Given a working prototype, we were now in a position to test this
idea using our clinicians. We ran several rounds of UX testing, and in
fact we still continue to, so that we’re always refining the application
- it goes back to the agile adage:



...continuous improvement

Image: http://www.clickbuyhelp.org/wp-content/uploads/2010/03/Continuous-Improvement.jpg



Fase of use

Makes sense
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...and when testing these prototypes, we assessed each function
against a series of criteria, a few of the most important of which
were



Fase of use

Makes sense
Sketchy UI
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First asessment - ease of use. Did the user understand what they
were to do on this screen? Were they able to find their way through
the interface without requiring prompting? Was it intuitive?
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Take this interface, as an example. This is an ATM in Japan.

It’s far from being considered “easy to use”.



Fase of use
Makes sense

Sketchy UI
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...sounds obvious, doesnt it? but it’s easy to unintentionally design a
Ul in a manner which doesnt make sense for the information being
presented...

Image: http://somuchmorethanamom.com/wp-content/uploads/2010/01/obvious.jpg



Example!

Example?

If i asked you to add a series of numbers on the screen, which
design makes it easier?




235377127 343232443 39




23
39
53
T4
127
232
343
443

1337
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Again, it sounds like common sense, right? But the same Ul mistakes

keep getting made over and over as we saw earlier.

Image: http://www.zuschlogin.com/content/blogimages/36/WordAlITINoTaskPane.qgif



Fase of use
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and the third criteria for usability testing - did the Ul specifically
*lack* the right level of detail.

| want to stress here the importance of user-testing against
incomplete-looking user interfaces. It’s widely recognised that when
you present a person with a highly refined user-interface...



171

...they start getting bogged down in details, often unnecessary to
the problem at hand.
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...sketchy or hand-drawn user interfaces separate the details of how
a screen looks from the fundamentals of how a user intends to
interact with the system. It frees them to think about problems, and
not what shade of mauve a button is.

Image: https://plugins.atlassian.com/server/1.0/screenshot/fetch/4645




Dev Evolution
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So we've seen what happens in a UX/agile process. Lets look at the
development side of it and see how they fall into place
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Development of any product usually involves a little plumbing and
SDUF (what | coin “small design up-front”) to understand the feature
and how it fits into the existing codebase. Just because its agile with

TDD didn’t mean there was no code-design.

...50 we devs started working on some plumbing code or bits and
pieces which were superfluous to the interaction experience of the

user. Why? Because completely changing the way a user interacts
with a feature involves a lot of re-work...
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...at which point the whole thing explodes in our faces.

With UX, devs are best left to wait a little while until the main
interaction model has been defined, and THEN commence work on
areas of the system closer to user interaction.

Image: http://forums.tf2maps.net/geek/gars/images/5/1/4/9/time_bomb.jpg
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Given a particular direction for a feature, the development team
started dipping our toes in the Ul water, and invested a little time
creating the interface, but didn’t invest too much - we were making
sure our user can interact with the system, but we abstracted away
any *real™ Ul task until later

Image: http://flic.kr/p/kDSc4



How!?

how did we do that?
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We architected the solution with clear separation between the visual
representation of the Ul and the underlying interaction model.

Image: http://flic.kr/p/4fznMy
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In our world, we develop on top of Microsoft’s .NET platform,
building our application using WPF
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which allows developers and designers to work using tools from
their own worlds, but helps bring the two together by allowing them
both to speak a common markup-language to define the Ul



MAAYA

Model - View - ViewModel

...for the interaction model, we then have the Model-View-

ViewModel design pattern. (Originally known as Martin Fowler’s
PresentationModel pattern).

Roughly, we know that MVVM allows us to separate the way that a Ul

looks, and the way our user’s interact with the system. This is a very
common design pattern in the .NET space...




BUT!

...BUT! It’s not just limited to .NET.

This separation pattern can be found in frameworks in a number of
other languages...
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For example,
Knockout in JavaScript
JGoodies in Java

Mate in Flex/Flash

just to name a few.

Images:

http://knockoutjs.com/img/main-background.jpg
http://knockoutjs.com/img/ko-logo.png
http://mate.asfusion.com/skins/mate_site/assets/images/banner_mate2.jpg



Ul Implementation
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the next phase in the development process commenced once the UX
team had completed a large portion of their testing and had
designed the screens...
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...development started and a first-pass implementation of the Ul
was built. It was low-fidelity, but started marking the application
coming alive

Images: http://www.bonn.de/imperia/md/images/rat-verwalt-buergerdienste/pressefotos/veranstaltungen/marathon_start.jpeg
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and lastly once all the decisions had been made, hi-fidelity assets
were rendered and integrated into the application...and thus we had
successfully brought the best of agile and UX together

Image: http://bit.ly/edqll2




Lets see it in
action




What'’s the problem?

The problem i’'m about to discuss is a task of
making a series of sounds have the same volume.
*Split the frequency range of bass/deep sounds up
to treble/high-pitch sounds into 8 bands

*user uses volume adjustment to make each sound
the same




STAGE |

UX DI
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STAGE 1:
< UX guys start working out what is the best way

to perform the task

> Developers did what we do best - building
infrastructure to perform the necessary core task
(ie: stimulation)

(Getting developers to start thinking about Ul at

this stage is guaranteed to result in lots of
unnecessary re-work which we know something

every developer *loves*)




STAGE 2

190

STAGE 2:

< UX works through another possible

implementation. Sometimes throwing away entire
ideas and mockups

> Devs are still keeping the world a safe place to
live



STAGE 3

STAGE 3:

< UX believes they have solidified a concept - 8
bars. Actual design is still very fluid

> There’s actually a lot of plumbing code to
facilitate electrocuting someone, believe it or not.



STAGE 4

STAGE 4:

< UX start refining the idea of 8 bars.
Terminology also defined ("bands”). Control UX
nutted out. All the pretty colours still to come, but
the workflow and core behaviour is worked out

> Development took a cautious step - OK/Cancel
and a slider to control Volume.

(Notice we picked low-risk, high impact
features early on. Final design wont affect the fact
that these items will need to exist on this screen
anyway)



STAGE 5
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STAGE 5:

< UX have the idea worked out - now starting to
detail how the controls will appear and interact with
the user

> Devs start embracing the band idea and
implemented a single band version. Theoretically, if
you get one band to work, then making 8 is a
logical extension of the first. Not concerned about
nailing the UX so early on. Goal is to deliver 80% of
the UX upfront and refine over time



STAGE 6

UX

STAGE 6:

< UX continue refining/prototyping usability and
interaction of the 8-band concept

> Dev started working on the underlying
implementation for 8-bands



STAGE 7
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STAGE 7:

< UX now start looking at high fidelity design
and testing. Working prototype becoming more
advanced. At this stage, UX team are freeing up
more time to look at other parts of the system.

> Dev pull together the most crummy looking
user interface. As a bonus, it’s 100% functional and
serves its purpose completely.



STAGE 8
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STAGE 8:
< UX finalise high-fidelity design and tune based

on testing results. Assets are starting to get cut-up
for integration with development. By now, mainly
working on another part of the system - coming

back to assist with integration with app.
> Dev start integrating hi-fi assets. Because the

interaction points have been defined upfront, the
development task should mainly involve skinning
controls.

TRUTH: We forgot about some interaction points
like stimulation indication - required re-work to
underlying mechanism.



STAGE 9
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STAGE 9:

UX and development work closely (YES -
PAIRING!) to finalise the screens to match as much
as possible given time constraints and other goals
required of the planned release. Incremental
improvements will be made ongoing.



FINAL RESULT
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...with our final result looking like this.

Close (not exact) but close to the original design,
with successive refinements planned in future.



epllogue
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So there you have it. That’s our story condensed into 45 minutes.
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At this point we thought of providing a summary checklist of things to do when bringing UX
into Agile but...

Image: http://bit.ly/igYoC8




References:

@ http://agileproductdesign.com/blog/
emerging best_agile ux_ practice.html

@ http://52weeksofux.com/

@ http://www.smashingmagazine.com/2010/01/05/25-user-experience-
videos-that-are-worth-your-time/

@ http://sethgodin.typepad.com/

@ http://www.jnd.org/

@ http://www.uxaustralia.com.au/
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there are several excellent web references and these are but a few and include some which
have been a source of inspiration.

We can conclude however that in our experience...
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UX and Agile are very compatible and in fact...

Image: http://bit.ly/dPp33w
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and actually bringing UX into Agile makes Agile fun and builds a new found respect for each
other’s disciplines.

Image: http://bit.ly/i34mhh




Thanle you

Victor Rodrigues Xerxes Battiwalla

Head of Audiological Software Development Senior Software Developer

Cochlear Limited

Cochlear Limited

Email vrodrigues@cochlear.com Email xbattiwalla@cochlear.com

Twitter @jeun;

Twitter (@xerxesb

We'll post slides up on Slideshare after Brisbane conference
using hashtags #yowoz & #cochlearux




