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Barriers to Getting Stuff Done
¢ Office politics

e Emotional decision
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/ User Testing - Key metri
Validation Website - Key Metrics:

Conversion rate How many visitors h:

(geographically) these sales have come from.

en 60

ave attempted to buy the product?

Total “sales” Learn where ({
Cart abandonment rate. In a real online store, this is typically betwex
and 80% (68% is the average). This means that almost 7 of the 10 people

who enter the checkout process don’t complete it.

[ A/B test Experiment with different headlines and content to see how they
affect con'versio_ng. However, your findings will be statistically significant
only if you're driving thousands of visitors to the website.

Speak to customers. Once you've gathered someone’:

= . 's email address, A
you'll t;abte_ to sem_i messages and newsletters to them and explain how :
ﬂ{h{m uc!l is evolvn_ngA But you can also reach out to them directly and
3 A few questions to understand their needs and motivations.
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Ina sweeping study of 2
of financial

McKinsey study
e I ion pieces of finen
(now about desig I data and 100,000 design
IS actions over five years,
McKinsey finds that design-
had 32%

led companies

more revenue and 56%
higher total returns to
shareholders compared
with other companies.
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McKinsey study — 4 key themes
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increased sales by 25%
. This helps to think outside of a standard user

presented visitors with souvenir rubber ducks
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2. Putting users first by actually talking to them
experience. One hotel that McKinsey underlined
embossed with an image of the host city-with the encouragement to collect m
the hotel’s other locations. The initiative improved retention 3% over time.

3. Embedding designers in cross-functional teams and incentivizing top design talent.
McKinsey pointed to Spotify as an example because the company gives its designers autonomy
within a diverse environment-unlike a consumer packaged goods company, which was bleeding
designers because they had to spend time making slide decks look pretty for the marketing team

4. Encouraging research, early-stage prototyping, and iterating. Just because a product or

service is launched doesn’t mean the design work ends. One cruise ship company that McKinsey
highlighted spoke with passengers, assessed which activities were most popular by looking at
payment data, and analyzed security feeds with machine learning algorithms to find inefficiencies in
a ship's layouts-all in the name of improving user experience over time. i




