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Sure, it is difficult to predict the future. Though doing research has gone to a whole new level. to 

reduce the unpredictability of your business and to keep pace with your competitors, it is key to be 

agile in order to change along with market circumstances.  

 

 

Whilst Kodak brought experience in 1895 into their product, they were there time far ahead. To deliver 

great products and services in an uncertain world we need to keep in mind that we aim at servicing 

our customers need by knowing their desires and abilities. 

 

Kodak gave in these early days the promise "you press the button, we do  the rest." The client didn’t 

need to worry on developing the photo's, that was the service of Kodak. 
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"you press the button, we do  the rest." 
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To know the needs of the customer, you should know some elements: 

 

1) affinity;  

people must know the purpose and the advantage of using your 

product. The design needs to provide the logic. E.g. the utility. 

 

2) solution;  

the product or service must give you a reason to use it, what 

problem does it solve. Why does it makes my life more 

convenient. 

 

3) involved;  
get your customer involved in your product. By making a 

prototype or share ideas and rate them on necessity on how it  

              makes your customers life happier. (also called co-creation) 

 

 

 

 

 

 

 

 

 

The experience is the product 
 

A famous quote in "subject to change". As technology becomes less important for the new generation, 

satisfaction on needs become a serious gain. They don't bother the technology behind a service, they 

care if this service satisfies their problem. The advantage of your product is that it needs to run 

smooth, that there are no defects or inefficiencies. As mentioned above: try to get sympathy of your 

audience.  

Ask yourself the following questions: does my product exceed my expectations, does it match my 

perception, does it improves my quality of live, do I perceive it as valuable and do I want to reuse it 

The experience is the product 
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again? Do I want to give my feedback and is the company take my reaction seriously?  

As a company you need to be aware that feedback is valuable because it shows affinity to your 

product or service. 

 

Take Starbucks for instance. They have as a mission to deliver  a 15 minute coffee break to relax. They 

value the time of their customers as much as their customers appreciate their own time. They don't 

want to be the best or the cheapest or the newest. No, Starbucks just want to give their customers 

what they need in a friendly relaxing environment. That's why experience is the new magic word. 

Instead of using the word marketing, you notice that companies are more and more using Experience 

as the new buzz. 

 

The difference between marketing and user experience is that experience is a different way of product 

development. With user experience you involve the customers need more and more. It consist product 

development, gaining user insights, market your product via new distribution channels. The point is 

that regarding the fast changing competitive environment demands a rapid product cycle. 

 

 

 

Releasing in Beta 
 

Because the world is changing so rapidly and the world is a global village, people are more aware of 

products build somewhere around the globe. So your competition is not only next door. 

 

Some requirements these days are: 

  

 

 

 

 

 

 

How to do that? By releasing in Beta. Without researching for  years and release with a big bang, 

please release in different versions. Create sympathy by using focus groups and use prototyping. A 

picture shows you what you mean and an interactive prototype provides you insights on interaction. 

Talk to people, value their responses by adding there opinions into product features.  

The biggest mistake is to increasingly adding features and functionalities onto your product. Merely by 

- the product needs to be appealing 

- it needs to be ease of use 

- it needs to be authentic 

- it needs to matter to your customers 

- it should work intuitive 
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thinking N=1. which means that you add your own or an executives opinion to product development 

instead the customers voice.  

 

 

Example of what User Experience Design actually is. (via Poetpainter) 

 

 

Human Factors 
By aggregating information you gain a less accurate picture of the individual needs. The product 

becomes mainstream and doesn’t become fundamental for an individual.  

There also need to be an understanding of the context in which you use your product. Don't think that 

every customer uses your service with the same level of attention or under the same circumstances. 

sometime their focus is divided with other activities and people are multitasking their way through 

your website, or your sales funnel or by using your product with a low intention. 

 

  

http://www.poetpainter.com/thoughts/article/ia-summit-2009-the-fundamentals-of-experience-design-
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So how should you implement your product development 
 

By defining who your users are, knowing their needs and know how they will use your service. Eg. by 

understanding the tasks, goals and preferences and have an understanding on how this applies to 

their behavior and motivation for use. For example: the ethnographics of my Persona is to seek for 

certainty and to avoid the risk he could take my not using my product. So the insurance I sell need to 

focus on this need. The way he uses my website is looking for examples and triggers where he can be 

reassured that his needs will be taken for granted. His preference is to gain confidence in the way the 

website is build. Without any errors and during the entire process of making a booking, help is nearby 

and just one click away. His behavior is that he want some feedback and reviews of others by checking 

their experiences.  And last but not least, once convinced he did the right thing, make sure that the 

after sales is done in a way he feels still safe.  

 

 

 

How does consumer insights help the user experience 
 

By not delivering books with reports, but focusing on actionable reporting. The research need to 

contain real customer data. Truly effective research is actionable and durable.  

By working with prototypes you know exactly what users want and how they work with it. So basically 

you do the following steps: 

 

1)   do a short market research  
2)   try to understand the etnographics of your users 
3)   develop the value and purpose of the product 
4)   build a prototype (even as it only shows some pics) 
5)   release the first beta version 
6)   monitor the new user insights and work with the customers reactions  
7)   develop a new enhanced prototype  
8)   release version 1.0 
9)   and start over again 
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Lessons  learned 
 

Develop agile. Work with small teams where customer insights and user experience interact fluently 

with each other. Create a highly iterative process. Documenting your process is less relevant, but the 

outcome becomes even more important.    

Simplicity is the new key. Your product needs to be bloody simple. Your product need to enhance the 

quality of life.  
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