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Why?

What was the root cause?



I DON’T ALWAYS ASK WHY.

BUT WHEN I DO 
I ASK IT FIVE TIMES.



Fishbone Analysis
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Why did a false alert happen?

Missile 
Alert 

Mistake

No clear authority

User didn’t understand it was a drill

Opened wrong template

No separate test mode

No password required

No confirmationPoor menu design

No procedure for cancelling
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Who is responsible 
for the design?

Design:
The Rendering of Intent
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Who is responsible 
for choosing the 

intention?



Governance:
The Owning of Intent

Who owns the intention 
when the design involves 
multiple organizations?



2 Seeking a 
different 
resolution.















We need different tools for 
each resolution.

Resolution: Park

The Problem of Pollution

Problem: Litter

Resolution: City

Problem: Trash and Landfill Management

Resolution: Planet

Problem: Climate Change

Resolution: Orbit

Problem: Space Junk

Different resolutions have different problems.
Different resolutions demand different solutions.



Design is the rendering of intent.

At each level of resolution, the intentions change.

The way we render those intentions change.

That design is the rendering of intent doesn’t change.

3 The resolutions of 
UX Design.







Smith & Mosier Guidelines

Consistency of data-entry transactions
Minimal input actions by the user
Minimal memory load on users
Compatibility of data entry with data display
Flexibility for user control of data entry



Resolution:

Focus:

Screen-wide

User interface design
Tools: UI components

Form guidelines
Usability testing
Heuristics



I DON’T ALWAYS USE 
HEURISTICS.

BUT WHEN I DO 
I MAKE MY OWN.







Resolution:

Focus:

Application-wide / Site-wide

UX design and information architecture
Tools: Wireframes

Site maps
Card sorts
User research





Resolution:

Focus:

Organization-wide

Service and experience design
Tools: User journeys

Design systems
Ethnographic research
Design thinking

I DON’T ALWAYS USE 
DESIGN THINKING.

BUT WHEN I DO 
I PREFER TO DESIGN WITH 

MY THOUGHTS.
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Alert 
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No clear authority

No procedure for cancelling
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Opened wrong template
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No password required

No confirmationPoor menu design

Resolution: 
Screen

Resolution: 
Application

Resolution: 
Organization

?

Resolution: 
?

Resolution:

Focus:

Ecosystem-wide

Eco-system design
Tools: ?





Resolution: Organization

Resolution: Screen

Resolution: Application

Resolution: Ecosystem

We’re getting a handle  
on the organization-wide 

design issues.

The ecosystem-wide  
design issues are our next  

tough challenges.

When we solve the tough 
challenges at one resolution, 
the next higher resolution’s 
challenges that hold us back.



4 The pioneers of a 
new resolution.

Ariel Kennan
NYC Mayor’s Office of Opportunity



Traci Walker
US Digital Service

Dana Chisnell
Harvard Kennedy School of Public Policy



Resolution: Organization

Resolution: Screen

Resolution: Application

Resolution: Ecosystem

Pioneers



Simon Wardley

Pioneers

Settlers

Planners

Simon Wardley Pioneers

The explorers of the 
new resolution.

They create the map of 
the landscape.



Simon Wardley Settlers

The first builders in the 
new resolution.

They craft the initial 
practices we all use.

Simon Wardley Planners

They bring the new 
resolution to a mass 
scale.

They build the systems, 
processes, tools,  
and practices.



Resolution: Organization

Resolution: Screen

Resolution: Application

Resolution: Ecosystem

Since: 1971

Since: 1982

Since: 1991

Since: 2018

1970s 1980s 1990s 2000s 2010s

Pioneers
Settlers

Planners

Pioneers
Settlers

Planners

Pioneers
Settlers

Planners

Pioneers

Where will the next 
resolution of pioneers, 
settlers, and planners 
come from?



5 Progress brings 
controversy.





Traci Walker
US Digital Service

Dana Chisnell
Harvard Kennedy School of Public Policy



Everyone is a designer.

Not everyone is a good designer.

Everyone can become a 
better designer.

Resolution: Organization

Resolution: Screen

Resolution: Application

Resolution: Ecosystem



UX Design

Inform
ation Architecture

Resolution: Application

UX Design

U
ser Interface Designer

Resolution: Screen



UX Design

Service Designer

Resolution: Organization

UX Design

???

Resolution: Ecosystem
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Team Member 1 Team Member 2

Team Member 3 Team Member 4

When spanning resolutions, 
skills are more important 
than roles.



Resolution: Organization

Resolution: Screen

Resolution: Application

Resolution: Ecosystem

We can now zoom out what 
we thought the UX design 
landscape was.

We must to design a 
better world.



The Evolution of a New UX 
Design Resolution
‣We need to learn how to design across organizational boundaries 
‣ We need to understand who determines the intent 

‣We solve different problems at every resolution 
‣ We need different tools, processes, techniques for each resolution 

‣ Ecosystem-wide design is the next resolution with challenges to tackle. 
‣ We’ll need pioneers, settlers, and planners to tackle those challenges. 

‣ We need to shift our focus to skills, not roles. 

‣ It’s UX design resolutions all the way down.

Use code JS2019 for $200 off your registration.

Build your organization’s  
perfect combination of UX plays 

6-7 February

playbook.uie.com

Adapt UX to organizational priorities

Embed UX into your product roadmaps

Nurture and grow organizational support for UX

10-11 April

UK and Germany

Chattanooga, TN
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Find me at:
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Go ahead! Follow me on the Twitters.

Don’t forget to connect to me on the LinkedIn.


