Building A Winning UX Strategy from the Kano Model

Build a
VVinning UX Strategy.
from the Kano Model

Jared M. Spool (@jmspool)

October 25,2012
UIEVS.com

User Interface Engineering - www.uie.com

User:
Interface
Engineering

'CONSUMED

Hyatt’s Random Acts of Generosity

By ROB WALKER

Pliioned: dine 17, 2000 o e
In the days ahead, managers and employees of the Hyatt hotel @ uneon

chain will be doing favors for some of their customers. Maybe they @ siovToE.
always did them, but these favors will be different: they will be what AL
Hyatt Hotels’ C.E.O., Mark Hoplamazian, has called “random acts of & PRNT
generosity,” like unexpectedly picking up the tab for your hotel-bar 5 srare
drinks or hotel-spa massage. “Random” seems slightly off as a

iption, in that i this pending outburst of
hospitality, and the months of consumer research that preceded it, in
a guest post on a USA Today business-travel blog. But the idea is that
the unexpected nature of the gifts will leave the customer not just pleased but also
grateful. Gratitude is a powerful, and potentially quite profitable, emotion to inspire.

. A coming paper in the Journal of Marketing addresses that
PO\ very subject. Building on past research on the role of
gratitude in human relationships, it argues that a customer
who is made to feel grateful most likely becomes enduringly
loyal as a result. Gratitude, as the paper bluntly puts it, can
o “increase purchase intentions, sales growth and share of
wallet.” Robert Palmatier, an associate professor of
marketing at the University of Washington and an author
of the paper, says that making a customer feel truly
grateful toward a business is harder than it might sound.

[ \
ROOMSERVIEE- A\

[

FREE
BARTAB ) And the hard-wired feelings of reciprocity that can trigger
- gratitude can just as easily trigger the sense that you're
° being treated unfairly.

‘The most familiar form of “relationship marketing” (that
subset of selling tactics that revolve around maintaining
repeat business from regular customers) is probably the so-
called loyalty program. Frequent-flier miles, for instance.
Hyatt, like many big hotel chains, already has such a
program: Hyatt Gold Passport members who rack up
enough “points” by staying at its properties can get a free
night in a hotel. Nobody feels gratitude in this setup; in
fact, points and miles are invariably referred to as
something you earn.

FREE
NIGHT'S STAY.

‘While Palmatier says there has been a lot of research on the
L TMRIovees psychology of gratitude in the past five or six years, he
points to an older study that's now considered a classic.

icipants waiting for an experiment o begin were
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Delighters Frustrations
» Free room service » Broken A/C
> Free bar tab » No shower hot water
» Free hotel-spa massage » Sloppy room service
» Free room upgrade » Rude service

» Slow elevators
» Still-frozen pies

» Broken glass in public
spaces

Customer Journey Map
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Customer Journey Map

Delighted

?

Frustrated

Would you rather eat food that is

Delicious?

or Edibfe? |

5@, sfactory?
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What Does Satisfied Mean?

1: *What is your overall satisfaction with the Home Depot In Store Pickup
service?

1=Very Dissatisfied Very Satisfied=10

1 2 3 4 5 6 7 8 9 10

O O 0O O OO OO0 O O

Does “Very Satisified” mean
Very Delicious?
or Very Edible?

Customer Journey Map

Delighted

Satisfied

Frustrated

© Copyright 2012, User Interface Engineering. All Rights Reserved. 4



Building A Winning UX Strategy from the Kano Model User Interface Engineering - www.uie.com

UX Strategy:

Move our users from
frustrated to delighted.

Building A Winning UX Strategy

What do you need to build?

How do you best allocate limited resources?
What can you say “no” to?

How do you tell if you’ve done a good job?

What makes you different from your competitors?
Where should you innovate!?

How much should this cost?
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Delighters
» Free room service
> Free bar tab
» Free hotel-spa massage

» Free room upgrade

Frustrations
» Broken A/C
» No shower hot water
» Sloppy room service
» Rude service
» Slow elevators
» Still-frozen pies

» Broken glass in public
spaces
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Noriako Kano

The
Kano
Model

Investment

Delight

Excitement
Generators

Performance

Payoff

User Satisfaction

Frustration

Basic Expectations
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The
Kano
Model

Excitement
Generators

Performance
Payoff

Investment

Basic Expectations

Delight

The
Kano
Model

Performance
Payoff

Investment

User Satisfaction

Frustration
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OS X Mountain Lion What'sNew  WhatisOSX  OSXApps  HowtoUpgrade  Tech Specs

200+ New Features

OS X Mountain Lion is our best OS yet. Because all these new features add up to
one amazing experience on your Mac. And every device you use.

Accessibility Dashboard ‘Game Center Messages QuickTime X Time Machine
AirPlay Mirroring Dictation Gatekeeper Notes Reminders Twitter
Auto Save Dictionary iCloud Notification Center Safari
Built-in Sharing Facebook Launchpad Photo Booth Security
Calendar Features for China Mac App Store Power Nap System
Contacts Finder Mail Preview Textedit
Accessibility
Improved preference pane Drag and drop using modifier keys Drag items to hotspots
Mountain Li ki i D iith VoiceOver PP 'You can now drag items to hotspots
your \g: g di 'ys such as Command and using VoiceOver.
Accessibility pane in System Preferences. Option, allowing you to execute
different actions based on the context. Support for press and hold buttons
Accessibility pane available VoiceOver in Mountain Lion supports press
from anywhere Reorder tables and hold buttons.
You the pane from al by column
anywhere on your Mac with the Command- headers using VoiceOver.
Option-F5 keyboard shortcut.
New braille display support
Mountain Lion supports 14 new
braille displays.
Back totop «
’ o
.] AirPlay Mirroring

Apple.com
Release 1.0 3> @ @ @
Release |I.5 2> e @ @ @
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Experience Rot

Features Complexity

Experience

Start With No

Make features work hard to be implemented
The secret to building half a product instead of a half-ass
product is saying no.

Each time you say yes to a feature, you're adopting a child. You
have to take your baby through a whole chain of events (e.g.
design, implementation, testing, etc.). And once that feature's
out there, you're stuck with it. Just try to take a released feature
away from customers and see how pissed off they get.

Don't be a yes-man

Make each feature work hard to be implemented. Make each
feature prove itself and show that it's a survivor. It's like "Fight
Club." You should only consider features if they're willing to
stand on the porch for three days waiting to be let in.

That's why you start with no. Every new feature request that
comes to us — or from us — meets a no. We listen but don't act.
The initial response is "not now." If a request for a feature
keeps coming back, that's when we know it's time to take a
deeper look. Then, and only then, do we start considering the
feature for real.

‘And what do you say to people who complain when you won't
adopt their feature idea? Remind them why they like the app in
the first place. "You like it because we say no. You like it
because it doesn't do 100 other things. You like it because it
doesn't try to please everyone all the time."

© Copyright 2012, User Interface Engineering. All Rights Reserved.
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UX Strategy:
Performance Payoff

User Interface Engineering - www.uie.com

» Carefully curate features to match the experience vision

» Prune out experience rot with each release

» Just because you can doesn’t mean you should

The
Kano
Model

Investment

Delight

User Satisfaction

Frustration

Basic Expectations

© Copyright 2012, User Interface Engineering. All Rights Reserved.



Building A Winning UX Strategy from the Kano Model

User Interface Engineering - www.uie.com

NETFLIX — Weten

v Just for Kids ~

Recently Watched Top 10 for Jared

o

Your Queue  Taste Profile ~

)

Répglz(l:‘asiﬁon

NEW EPISODES

i

© Copyright 2012, User Interface Engineering. All Rights Reserved.

Netflix



Building A Winning UX Strategy from the Kano Model

Lost in Translation
2003 1hr41m

T e fr fr v [ Notinterested | [ Clear

Jareds rating: 5 stars

Average of 7,681,670 ratings: 3.2 stars

Two lost souls visiting Tokyo - the young, neglected wife
of a photographer and a washed-up movie star shooting a
TV commercial -- find an odd solace and pensive freedom
to be real in each other's company, away from their lives in
America.

+ Instant Queue Play Trailer

BILL MURRAY Stripes

q’l‘l“l’lgb 1981 ¥ 106 minutes

Bill Murray stars as John Winger, an indolent sad sack who impulsively joins the
U.S. Amy after losing his job, his car, his girfriend and his apartment and, for
good measure, he cajoles his best friend into enlisting, too. After making it
through boot camp, the duo appropriates a state-of-the-art military vehicle for a
‘weekend furlough, landing behind the Iron Curtain — and in the midst of an
interational incident.

Cast:

Bill Murray, Harold Ramis, Warren Oates, P.J. Soles, Sean
Young, John Candy, John Larroquette, John Voldstad,
Judge Reinhold

Director: Ivan Reitman

Genres: Comedy, Spoofs and Satire, Late Night Comedies, Action
Comedies, Blu-ray

R 2 e a This movie is: Goofy, Raunchy, Feel-good
Not Interested Format: DVD and Blu-ray
Clear

Jared's rating: 5.0 stars
Average of 2,737,376 ratings: 3.8 stars

Add to DVD Queue
Play Trailer

You rated this 5 stars
on 3/28/2002

Write a review
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G Maps take a whole new turn.
Beautifully designed from the ground up (and the sky down), Maps changes the way you see
the world. Map elements are vector based, so graphics and text are incredibly detailed — even
when you zoom all the way in — and panning is smooth. Tilt and rotate to view an area, and
Maps keeps the names of streets and places where they belong. Get visual and spoken turn-
by-turn navigation and real-time traffic updates. Even soar over cityscapes to see the sights
from the air in amazing, high-resolution quality. Learn more about Maps » Flyover.
See select cities
and landmarks
from the air.
navigation.
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iPad 7

> Directions

10:11 AM

M las vegas

theamazingiosémaps.tumblr.com
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Investment
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Ignore the design’s consistency.

Focus on the user’s expectations.

UX Strategy:
Basic Expectations

» Be on the lookout for failed and missed expectations
» Missing a basic expectation causes extreme frustration
» Beware of the death of a thousand cuts

» Lots of missed expectations opens up doors for competitors

© Copyright 2012, User Interface Engineering. All Rights Reserved.
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Delight

The
Kano
Model

Excitement
Generators

Investment

User Satisfaction

Customer Journey Map
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Dana Chisnell’s 3 Approaches To Delight

Delight

Flow

Pleasure

: : Excitement
: : Generators
Investment ' '

Wlﬂwdh\f} Search Help  Q

Dashboard If | ever lose my job, I'm opening up an octopus shoe store. & \

Create Campaign v Chimp Chatter
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Dashboard

°
Lauren, I'll be back (for bananas)? 9

Lists ‘ Reports Autoresponders Account v SearchHelp Q

mﬂw‘.’v\d& Dashboard = Campaigns
Dashboard

Lists  Reports  Autoresponders  Accountv  Searchbelp  Q

2y
’
Lauren, you know it's hard out here for a Chimp. ﬁ

Mailchimp
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Voice
& Tone

Freddie's Jokes
Success message
App copy

Company newsletter
Blog

App copy 2

Public site

Webinar

Guide

Twitter, Facebook
Knowledge Base
Guide 2

Blog 2

Create Account form
Webinar 2

Public Site 2

Press Release

Public Site 3

App Copy 3

Create List Form

FREDDIE’S JOKES

Ha! I never know what
Freddie’s going to say when I
log in, but he always cracks
me up.

Freddie’s jokes aren’t intended to be useful or
educational —they’re simply a layer of humor. Be
funny!

Surprise and delight our users here. Catch them
off guard in the best way possible.

MAILCHIMP

Hi, Neil. Why
am [ smiling, you
ask? Because I'm

not wearing any
pants!

Mailchimp’s Tone & Voice Guidelines

#1 AUTO INSURANCE WEB SITE FOR 2012 - KEYNOTE® SYSTEMS

Pﬂﬂﬂﬂ[_ﬂ']l/[/ Insurance Choices

Claims Center

This little
Snapshot
could save you

30% extra

i

> Try Snapshot

stomer Service

Car Insurance and More

About Careers Contact Log In

[ 1

1-800-PROGRESSIVE

Quote and Buy Online
EX0N OO (Geta Quote

Quote with a Local Agent

Bundle and Save

Retrieve a Quote

>

Log In to Your Policy 8

>
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Name & Address Vehicles Drivers Final Details Your Rate

Provide Policyholder Name & Address

First name: Middle initial:

Last name: Suffix:

]
C1J
Mailingaddress: | | aptsunit#: [ |

| Check this box if this is a P.O. Box or military address

Date of birth: / /

Information Disclosure

To offer you an accurate quote, we will use information from you and other source: [‘
such as your driving and claims histories. Please review our |

Pﬂﬂﬁ”f.ﬂ’/[/f / Call us anytime at 1-800-776-4737 / E-mail us
DIRECT

Speak now with
a licensed insurance
representative

Cramane ) /3
[ Talktome |
J,

Help & Common Questions

Do you provide comparison
rates for other companies?

Is this a secure site?
Will my quote be accurate?

Why do you require this
information for my quote? =

> View all help topics

> Privacy Protection
We respect your privacy and
will safeguard your personal
information.

PROGRESSIVE /R

Snapshot
could save you
== A 30% extra

3 >Try Snapshot

1-800-PROGRESSIVE

This little Quote and Buy Online

Privacy Policy , our 6 Month Policy Disclosure , and information about our use of
reports . Auto i prices and products are different when [~
> Information Protection
We maintain physical,
electronic and procedural
OK - Start my Quote information safeguards.
> Comparison Rates
No thanks Please note that comparison
rates are no longer available
in Massachusetts. Learn why .
Copyright 1995-2012 Progressive Direct Insurance Company. All Rights Reserved. Versi
an
Terms & Conditions / Privacy Policy / P3P Advisor (V)& intormation 1s seavre
Progressive
wes s ron 2013 - kevore* veress A CasersConacog1n

)

Provid Policyholder Name & Address

S

T Q) i

[ p—
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PROGRESSIVE /

Questions? Call us anytime at 1-877-655-1683

Talk to Me
Name & Address  Auto Information  Residency Information ~ Your Rate /.

. . Your Shopping Cart ¥
Bundle your Auto & Home for big savings! pRing
Your cart is currently empty.
) . To add , v
gj 6 month Auto Options ﬁ 12 month Home Options (:,,1,3;:5’;2‘,"‘3: o‘:';‘:side"q.

Pay-in-Full ’509

Save even more when you

bundle!
Your Quote Information
6 payments of $ You're only 5 minutes or less from a great . .
. -,
1 03 69 Home or Rental quote. « 1 Vehicle/1 Driver
Quote #658982618
Auto Payment Plans Learn more

Auto Shopping Tools

. oA > Get Comparison Rates
View Coverages & Buy Start Quote .

> Name Your Price

More Insurance Choices
> Motorcycle/ATV

> Boat/Watercraft

> RV/Motor Home

> Other Options

B save & Return Later

Copyright 1995-2012 Progressive Direct Insurance Company. All Rights Reserved. TSR Information Is Se
Terms & Conditions / Privacy Policy / P3P Advisor / E-mail Secured ) Infonmation Is secure

Progressive
-
Z I p Ca r. wheels when you want them for everybody
ALF OFF ALL ZIPCARS
ON ELECTION DAY
5AMT09PM
snag 50% off your election day reservation
Vote when you want on Election Day. Whether that's during your lunch break, between errands or
maybe after a date, we want to make it easy. Plus, we're working with Rock the Vote to encourage Zipsters
to be active in their communities. Register to vote on our Facebook page, find your polling place and then zip
to the polls on November 6.
Get started now.
Site
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United Airlines

ane Applese r !
] Q'

mobile

Can't talk right now

[ o
# Decline . Answer

Cancel Cancel

A collection of small features can
add up to an innovative offering

Apple
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Customer Journey Map

. Aspirational experience

Current experience

 lnovation is how we
raise the current experience
@ ~ to wmeet our aspirations

UX Strategy:
Excitement Generators

» 3 approaches to delight (from Dana Chisnell’s research)
» Pleasure, Flow, and Meaning

» Pleasure is least expensive, meaning is hardest to do well

> If basic expectations are not met, delight won’t happen

» Missed expectations break flow
» Delighters will eventually become basic expectations

» Innovation can come from small bundles of delighters
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Unconscious
Competence

Conscious
Competence

Unconscious
Incompetence

UX Tactics

» Monitor customer support channels for missing expectations

» Conduct field studies to look for basic expectations and
identify excitement generators

» Use advanced lab research to monitor for new basic expectations
» Interview-based task design

> Inherent value tests

© Copyright 2012, User Interface Engineering. All Rights Reserved.
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Build a Winning UX Strategy
from the Kano Model

» Prune features to avoid experience rot

» Diligently scour the experience for missed expectations

» Use pleasure, flow, and meaning to identify possible delighters
» Remember delighters eventually become basic expectations

» Don’t get comfortable inside unconscious incompetence
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