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Design is a frame of mind, and perception matters
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Working Agreements

= Engagement is crucial
= Take care of yourself
= Set aside distractions
= Respect other ideas

= Others?

= Questions?




Who Are We?

Spencer Putney Newton Smith

e Vice President & Human-centered Design e Senior Product Designer at Wells Fargo Consumer
Transformation Lead at Wells Fargo Consumer Lending
Lending

e Lead Experience Designer with 7+ years of Digital
e 30+ years of Product Development and Human- Agency, Human-Computer Interaction, and UX
centered Design experience Design experience



At your table, share:

e Your Name

e Your Company

« What is Design to you? 9




Design With A Capital “D”

Design is a mindset and discipline
using creative problem-solving
processes that enable solutions to - -
be informed, inclusive, compelling,
and purposeful.

Everyone is a designer as it is all
around us - be it a birthday
celebration for a loved one or a
presentation at work.




Design With A Capital “D”

Common Misconceptions

» Design is about making things
ook pretty

» Design is only valuable when
applied to end-users
and customers

» Design is only relevant when
developing products and services




The product management construct:

7 REFLECT

&
ie* Creates a clear direction for
& DEFINE

the product or service

[

Tests ideas quickly, reduces
DISCOVER = risk, and moves the best
ideas forward

DELIVER = Brings products to life

Promotes continuous

REFLECT learning and adapting

DELIVER
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Real World Example: Just Build Me “X”

The Situation The Design Approach
 Lending team partnering with 3 party to sell  Built stakeholder map to understand all the players
products

e Created a product ecosystem map to lay out the
» Told by senior leaders to create a specific processes and technology

experience based on depth of relationship . Developed “How Might We...” statements to

e Over six months of work with little progress identify opportunities to build value
e Limited understanding of stakeholders, customers e« Completed a Problem Assumption Matrix to
& systems validate or invalidate ideas

Key Design Activities

Audience Interviews
Empathy Mapping

11



Our Scenario — Sending & Receiving Money

Problem Statement

Sarah needs to send money to Max. However,

she is frustrated by not being able to easily
complete the transaction due to a confusing
and difficult app.

Poor User Experience: The outdated
interface makes it difficult for Sarah to
navigate the app.

Confusion and Complexity: The outdated
interface is confusing and uses outdated
terminology, icons, and interactions.
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5 Minutes The Interview

At your table:

The Interview, Step One: Persona ey

Ecosystem
Interview Notes

« Use persona interview template

e One person shares their
perspective on -~

. .« . JASAN
sending/receiving money e |
 Remainder of table interviews s,
e Fill in as many sections as -
nossible




The Interview, Step One: Persona

Ecosystem

Interview Notes

Persona

(2

ASA

Touchpoints &
Devices

People &
Environment

External
Enablers

Persona Actions Thoughts & Feelings

What are they doing? What is the persona thinking & feeling
What contribution are they making to the during each step?

outcome?

Does the persona experience positive
and/or negative feelings?

Other People’s Actions

What are other people doing?
How are they impacting the outcome?

14




5 Minutes The Interview

| Vl W’ ;"lfgr;;;;iﬁ;’fthevmkm tothe
Eco-:y,it:m eteons they making to

« Use persona interview template

e One person shares their
perspective on -~

. .« . JASAN
sending/receiving money e |
 Remainder of table interviews s,
e Fill in as many sections as -
nossible




/ Minutes Persona Selection & Empathy Map

With your full table: THINK & FEEL

% What really counts
. . . =2 e
e Discuss your interview notes = p
a
. = What does (s)he @ What does (s)he
« Complete sections of the o | HeaR? seE?
S | winat heboss s T onds
e m p at h y m a p I;_ What influencers say What the market offers
D]
4=
. 1 1 u—)« What does (s)he
« Remember: this is not E e
. E Attitude in public
YOUR perspective o
o |® PAINS GAINS ®)
-
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SHARE The Interview

-
Any observations?

 Anyone have experience
using these practices?

e What surprises?

e Would using these tools
nelp in your definition
Drocess?

<
@

How is this design?




Real World Example: Just Build Me “X”

[

Stakeholder Map Product Ecosystem Map How Might We Statements

Problem Assumption Matrix

What How

Problem | 1 vnatis the prablem?

Assumption :

N

Actual working materials with detail removed or modified

The Result:
| get
Um, no itl
because...

18



The product management construct:

DELIVER

DEFINE

DISCOVER

DELIVER

REFLECT

Creates a clear direction for
the product or service

Tests ideas quickly, reduces
risk, and moves the best
ideas forward

Brings products to life

Promotes continuous
learning and adapting

19



Real World Example: Let's just build it

The Situation The Design Approach

e Product Management Team tasked with updating e Conducted user research interviews to understand
an internal system for employees who work in Loan the different ways users interact with the current
Originations system

e Project has been attempted seven times within the e Created a journey map to map out the route a user
last 12 years but always fails to get to delivery could take while completing their tasks

e Lots of different teams working together to build e Collaborated with all teams to get feedback on
the product, but not including the users who would prospective designs during the design sprint

be working in this system

Key Design Activities

User Research Interviews

Journey Mapping
Design Sprint

20



Real World Example: Let's just build it

The Situation

e Update a Legacy Internal system
for employees to a modern and
interactive User Interface

e Project has been attempted seven
times within the last 12 years but
always fails to get to delivery

 Lots of different teams working
together to build the product, but
not including the users who would
be working in this system

SHITCH] e

ggle

between all

comments and open

BRI [ RECALL

Update Completion Da

21



Our Scenario — Sending & Receiving Money

Problem Statement

Sarah needs to send money to Max. However,

she encounters frustration and inefficiency
using her mobile app due to the outdated
interface design.

Poor User Experience: The outdated
interface makes it difficult for our user to
navigate the app.

Confusion and Complexity: The outdated
interface may present confusing or outdated
terminology, icons, and interactions.
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Solutioning and Storyboarding

HMW

« HMW stands for “How Might We...”

* |If you want the best solutions, start by
asking the right questions.

Storyboard

* Visually depict the flow and sequence of
interactions within a digital product or
service.

* Create a series of illustrated or annotated
panels that represent key moments and
user actions in a user's journey.

e Qutline the narrative and structure of a

user's interaction with a product or service.

How might we... do X in order to do Y?

How might we... create a better experi by ing digital

How might we... save time for users by subtracting steps in a sign-up process?

How might we... guide users along their journey by including pop-ups and helpful hints?




3 Minutes How Might We...

Individually:

» Using sticky notes:
write up 2-3 “How Might

How might we...

We” statements pa—
e HMW Do Xinorderto Y .
With your full table:
o Select one HMW fOI" “How might we build a product that will allow users to

send money to each other in an easy and efficient way?”

Storyboarding



(ORI Storyboarding

At Your Table:

1. Define the Objective and
Target Audience

2. Gather Key Scenes and
Content Collaboratively

3. Create a Storyboard
4. Sketch and Refine Scenes

5. Review and lterate



SHARE Storyboarding

- Any observations?

e Does anyone have any key
takeaways?

e Do you see how Design is both
creative but strategic as well?

e Did you find that thinking about
the relationship the user has
with the product helped while

developing?




Real World Example: Let's just build it

Results

User Research Interviews

Empathy ma

Journey map

Collaborative Design Sprint

Successful designs that users found
valuable =

e I DT .
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Real World Example: Let's just build it

e Saves time by making sure the product
will be valuable for the end users

« Company Business OKRs and KPlIs will
be obtained in a more efficient and
effective way

e Retentionisincreased for technical
positions

e Training needs are cut dramatically
from 12-16 months to 4-8 weeks

28



The product management construct:

REFLECT

Creates a clear direction for

&

L
&
the product or service

o
»
Q)
Ci DEFINE
m
o

Tests ideas quickly, reduces
DISCOVER = risk, and moves the best
ideas forward

DELIVER = Brings products to life

Promotes continuous

REFLECT learning and adapting

DELIVER

29



Real World Example: “I've prioritized your work for you”

The Situation The Design Approach

e Team provided with 29 features in priority order e Solidified understanding of organizational

. : . strategies and objectives
« Missing data-driven reasons for priorities 9 J

o . e Completed customer & employee interviews
e Team not sure priorities are correct, but missing

information to justify any recommended changes e Defined value exchange and effort criteria based
on strategies and objectives

e« Completed an Opportunity Assessment, to triage
the priorities and validate they were being
addressed at the right level

Key Design Activities

Importance/Difficulty Matrix

30



|dentify Features

Individually:

e Using sticky notes:
write up at least one feature
from story boarding

With your full table:

e Eliminate duplicates

Time's Up!



3 Minutes Force Rank Importance

With your full table:
Customer satisfaction

e Using importance criteria, (ease of use)
rank all features

Risk mitigation
» Place one on a left/right scale Profitability

= Leastimportant to left Increased transaction
= Most important to right volume

e Repeat with each feature,
no feature being same
. Least Important Most Important
Importance



3 Minutes Force Rank Difficulty

With your full table: Difiout
e Using Difficulty criteria, rank all
features * Political
* Operational

e Place one on bottom/top scale

= | east difficult at bottom
= Most difficult at top

Environmental

Technical

e Repeat with each feature,

no feature being same difficulty Least



Interpreting The Importance/Difficulty Matrix

— — —
-

/’

Lowest ROI/ Least
Luxury Important
Sample
Two
>
=
-
.
Y
=
@)
Most
Important
. Sample
Quick Five
& Easy

Importance

Strategic

Highest ROI
Just Do It!

34



Real World Example: “I've prioritized your work for you”

Original Backlog Epic/Feature Triage
Backlog Priorty List
| |
Final 12
Value/Risk-Effort Matrix ° =
g The Result:
°-
o= | like that
o= approach!
g
°
v o
o=
°:
P
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The product management construct:

REFLECT

Creates a clear direction for

&

L
&
the product or service

o
»
Q)
Ci DEFINE
m
o

Tests ideas quickly, reduces
DISCOVER = risk, and moves the best
ideas forward

DELIVER = Brings products to life

Promotes continuous

REFLECT learning and adapting

DELIVER

36



SHARE Design with a Capital “D”

o

Any observations?
e What worked for you today?

 What changes have you made to
your definition of Design?

« What will you bring back to your
teams?



Product Management & A Design Mindset Working Together




Product Management & A Design Mindset Working Together

(' Define )

( Discover )
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Thank you

Spencer Putney
spencerp65@agmail.com

Newton Smith
newtonsmith3@gmail.com

Cat Schoenthal-Muse
Cat.schoenthal-muse@wellsfargo.com
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Appendix — Handouts



The Interview, Step One: Persona

Ecosystem

Interview Notes

Persona

JASA

Touchpoints &
Devices

People &
Environment

External
Enablers

Persona Actions

What are they doing?
What contribution are they making to the
outcome?

Thoughts & Feelings

What is the persona thinking & feeling
during each step?

Does the persona experience positive
and/or negative feelings?

Other People’s Actions

What are other people doing?
How are they impacting the outcome?




The Interview, Step One: Persona

Ecosystem

Interview Notes

Persona

Touchpoints &
Devices

People &
Environment

External
Enablers

Persona Actions

What are they doing?
What contribution are they making to the
outcome?

Thoughts & Feelings

What is the persona thinking & feeling
during each step?

Does the persona experience positive
and/or negative feelings?

Other People’s Actions

What are other people doing?
How are they impacting the outcome?




The Interview, Step Two: Empathy Map

What does (s)he

HEAR?

What friends say
What the boss says
What influencers say

What does (s)he
THINK & FEEL?

What really counts
Major preoccupations
Worries & aspirations

S

i

What does (s)he
SAY & DO?

Attitude in public
Appearance
Behavior towards others

What does (s)he
SEE?

Environment
Friends
What the market offers

PAINS

GAINS ©

45



What does (s)he
THINK & FEEL?

What really counts
Major preoccupations
Worries & aspirations

What does (s)he What does (s)he
HEAR? SEE?
What friends say Environment
What the boss says Friends

What influencers say What the market offers

What does (s)he
SAY & DO?

Attitude in public
Appearance
Behavior towards others

The Interview, Step Two: Empathy Map

© PAINS GAINS ©




Storyboarding




Importance/Difficulty Matrix

= Impacted systems
= Number of stakeholders
= Organizational culture

Difficulty

= Risk mitigation

Importance = Value exchange
= Competitive impact
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