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Abstract

This thesis is assessing the role of user expearien&stonian ICT industry. Purpose is
to research how practitioners in Estonia interpisr experience, its different aspects,
effects and importance. Thesis also addressesudsigns of whether developers and
designers in Estonia are doing UX design and h@wleey doing it.

Due to the fact, that user experience does not bagdixed theory and an explanation
of what it is exactly, the literature review is dsas a framework for the research and it
helps to map where Estonia as a case is situatidsitheoretical system.

Thesis is inspired by the diffusion of innovatitreory and also addresses the opinion
about Estonian ICT industry maturity in a sensas#r experience. Research carried
out in this study can be chategorized as a caslg.stu

The results indicate that UX is considered as apomant part of designers and
developers work but in practice these people atedommg UX design or using UX
evaluation methods consciously. The knowledge anttbrstandings about UX are very
different, people have heard about it, but its reais not yet accepted and rooted in
Estonian ICT industry. This ongoing UX adaption qgass in Estonia is currently in a
stadium of “early majority”.

Length of this thesis is 62 pages, 94 pages witieagices.

The thesis contains 18 figures, 4 tables and 18&ragipes.

Keywords: UX - User experience, ICT — Informatiod & ommunication Technology,

Usability, design and development
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1. Introduction

Today’s benefit-oriented market economy is a cartsattle for user’s attention and
money. To be successful, products have to pleassuomers emotionally as well as
fulfill all practical needs. The term “usability’als been in the spotlight since the
beginning of IT area but the situation has charaedithis new situation requires much
more than a plain functionality or usability, whiclsed to be most important in
traditional ICT design and development. The newl geauser experience (Jetter &
Gerken, 2010). This thesis is inspired by diffus@innnovation theory and it studies
the role of user experience in Estonian ICT Indusit aims to research how
practitioners in the Estonian ICT industry intetpuser experience, its different aspects,

effects and importance. Thesis collects knowledile two methods and analyses data.

While the meaning of a concept of usability and difeerent aspects this term consists
of are mainly unambiguously understood, the terer experience is also widely used
but understood in many different ways (Roto, Lavereeren & Hoonhout, 2011).
Different user experience theorists see user expeei differently, not to mention
practitioners, whose ideas about UX may often ligeravague and unclear. As Aaron
Schmidt (2010) once said “Ask two UX designers wih&, exactly, that they do, and
you'll get three answers”. For an example someitsag a narrow topic and for them
user experience is pretty much the same as ugalilit on the other side there are
visionaries who see UX including everything related product and company, its
marketing and values. There are no right or wrangwers, only different approaches

and understandings (Roto, Law, Vermeeren & Hoonzg1).

Different interpretations of user experience setgtage for different understandings of
its importance and effects. However, over the destade designers and developers are
not so much rooted to usability anymore and seeirtiportance of designing with

experience in mind (Hassenzahl, 2011). In othemdaiothe operating principles in ICT



development and design have moved from usabilityatdroader concept — user

experience.

Second chapter gives an overview about Estonian ii@Ustry, which helps to put
research carried out in this thesis in its propamtext by providing an overview of
Estonian ICT industry, its formation story and depenent trends. Chapter also
describes the interface design development, trandshistory and highlights with the
importance of UX design in Estonia. Third chapteesents different theories and
understanding of user experience, its elementsora@ffecting it and UX role and
importance. This chapter also defines the concéptUX design. Fourth chapter
describes the research carried out in this stutblyaes the survey data and presents the
answers to the research questions. Final parteofhisis is a conclusion chapter, which

concludes the main point of the research with sstyges and recommendations.

1.1 Problem Statement

The topic of this master thesis is inspired by udiibn of innovation theory, which

describes diffusion and adaption of new innovaiteas and technologies (Rogers,
2003). In this framework user experience is a newovative phenomenon in ICT and
the purpose of this study is to research the ntgtafiEstonian ICT industry in a sense,

whether and how people have embraced user expereemcept.

More practical goal is to research how Estoniangiess and developers define user
experience and which aspects UX includes for th&here are many theories and
theoretical frameworks for UX and the purpose af #tudy is to map where, between
these different theories and layers, Estonians’etstdndings will fall. In addition,
thesis will collect knowledge about what is relevBor Estonians in UX, how do they
see effects of UX design and whether and how usgereence design has become a

part of their working process.



Research sample is product/system/service/softwiagigners and developers in
Estonian information and communication technologgnpanieswhose work probably

also requires using and following usability andriesgperience aspects.

In other words, purpose of this survey is to redednow practitioners in the Estonian
ICT industry interpret user experience, its difféaraspects, effects and importance. The
thesis also addresses the questions of whethetogeve and designers in Estonia are

doing UX design and how are they doing it.

1.2 Research Questions

Based on the aims previously described, followeggearch questions were posed:

1. How Estonian ICT designers and developers see exgaerience and which
aspects user experience includes for them?

2. For Estonian ICT developers and designers whahpoitant in user experience
design?

3. How Estonian ICT developers and designers see teffeic user experience
design?

4. Are designers and developers in Estonia doing Us{gihe if yes, how are they

doing it?

1.3 Research Methodology

Since thesis aim is to research the attitudes pmdams of a specific target group using
different data collection methods, research cacdtegorized as a case study. In order
to answer the research questions two methods acetagollect the necessary data:

1. Quantitative method - written formalized questianmas a web based survey in
Limesurvey. This method potentially allows collecti more responses, so

results will be more accurate if they are geneealiQuestionnaire is composed



according to research questions and it also inslsdene background questions,
so it enables to group the respondents and bribhgitiarences and specificities

of groups if necessary.

2. Qualitative — expert interviews. Also based on aesle questions but also on the
questionnaire. Enables to go more in depth withttipec and get explanations

and arguments about respondents’ attitudes.

Focus of the thesis, user experience is a quiteifgptopic and on the one hand affects
all people (users), but on the other hand is presiyrbetter understood by specialists,
who are more familiar with it, whose work should dugded by this concept and most
importantly whose understanding about user expegienakes a difference in Estonian
ICT industry. Therefore a research sample is dravitom Estonian

product/system/service and software designers amcelabers. Which means the

research sample has two parameters: one is gedacpbahd the other professional.

Due to the fact, that user experience doesn’t lnmeefixed theory and an explanation
of what it is exactly, the literature review (esjdly analyzed user experience theories)
gives the necessary framework for the study angshiel map where Estonia as a case is

situated in this theoretical system.

1.4 Significance of the Study

Like already described; to satisfy users, solutiith good usability and functionality
aren’t enough anymore. New goal is to give usesitipe experience through the use of
a product or service, to make it also preferred time. For a company, this makes user

experience directly related to profit.

Although Estonia stands out as an excellent IT trgun different reasons and Estonia'’s
achievements and development is often given asxam@e for other countries, this

success story has not been studied in the contexdev experience. On the one hand,
Estonia may be proud of its popular e-servicesl@ngblutions that users like and use,
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but is this a cause of a conscious user experidasgn? This is something no one
knows because Estonian designers and developeo\wlédge and understandings of
user experience and whether they consider it iaporaspect in their work, haven’t

been studied yet.

1.5 Structure of the Thesis

First chapter of this work is an introduction, whiprovides background information
about user experience, problem statement, reseprestions and description of used

methodology. It also draws attention to the imparaof the subject researched.

Second chapter gives an overview about Estonian if@Ustry, which helps to put
Estonian designers and developers research inragep context by providing an
overview of Estonian ICT industry, its formatiomst and development trends. Chapter
also describes the interface design developmeamtdsrand history and highlights with

the importance of UX design in Estonia.

Third chapter presents different theories and wstdeding of user experience, its
elements, factors affecting it and UX role and imi@ace. This chapter also defines the

concept of UX design.

Fourth chapter describes the research carriedhatiis study, analyzes the survey data

and presents the answers to the research questions.

Final part of the thesis is a conclusion chaptdrictv concludes the main point of the

research with suggestions and recommendations.

The appendixes contains survey and interview questiexamples of Estonia’s first
successful websites, list of the companies in resesample and summarized expert

interviews transcriptions in Estonian.
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2. Estonian ICT Industry

ICT industry in Estonia is shaped by the workforgehysical infrastructure,

administrative infrastructure, information infrastture, capital market and R&D
(research and development) infrastructure (PihQ120All those aspects mentioned
above have undergone great changes in recent dededéing also to major changes in
ICT field. ICT sector has evolved through low valkt@mputer assembling activity to

higher value software production and telecom ses/{®€ihl, 2001).

To understand User Experience research and itdgesuried out in this paper better,
the following chapter helps to put it in its propsntext, providing an overview of

Estonian ICT industry, its formation story and depenent trends.

Attention is given to the most important breakingints and events in Estonian ICT
history in recent decades; economic situation @atnloment; relationship between ICT

and education system in Estonia and comparisonwidber world.

2.1 Background and Formation Story

After the Union of Soviet Socialist Republics startto collapse in 1991 and Estonia
regained its independence on August 20th 1992 ithati®n in Estonian information

technology was rather sad. There were only few rechdomputers in state agencies,
there were no coordination between existing infdroma systems, databases were
lacking or missing at all and the most importanthgre were no vision and necessary

skills to improve the situation (Siil, 2003).

But thanks to scientists, IT-specialist and stdfeeers who decided to work together

and combine their knowledge, within a year, in 1899&e was already existing pretty
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ambitious governmental information technology depetent plan with all the

necessary financial recourses to implement it. Estonian ICT market and private
sphere, the most important key elements in this plare governmental orders and
public procurements which immediately started tdgivate ICT development and

industry in Estonia (Siil, 2003).

In 1996 government started with a new project,ecalliger Leap, in order to carry out
major changes in schools. Goal was to develop filastructure in schools, enable
internet connection and necessary computers ty eedool and provide basic IT skills
for teachers, pupils and university students (Kan@009). But maybe even bigger
ideas behind these actions were to reduce digNale] train new IT intellectuals and
promote science in order to encourage the creatfoBstonia-specific and Estonian

language computer software (Toots, Idnurm, 2001).

The Tiger Leap program eventually trained abou0QQ teachers out of the 17,000 in
Estonia by the year 2000, developed 61 educatieatilvare programs to schools,
including 39 programs original in Estonian and fié®elopment and training programs
were carried out through this project competitioRise project was led by the Ministry
of Education in Estonia, but its co-founders ineldden private companies, Estonian

computer firms association and 26 individuals (Sptadnurm, 2001).

At the same time, in late ‘90s banks started tonese technologies and infrastructures
which enabled to identify persons electronicallfisTwas a whole new world in ICT
and it wasn’'t only a good opportunity for privatphsre but also to public sector
(Estonian Information System’s Authority Homepag@l3). Government started with
the development of a secure data architecture rdedmation communication systems
which mainly contained so called x-road system.2002 Population Register was
inserted in x-road as a first database and theersystecome ready to use (Estonian
Information System’s Authority, 2013). Governmewontinued to create their own e-
services which led to 2002 when Estonian ID cartth wlectronic ship were presented.
In 2011 government also presented Mobile-ID whiglaiservice that allows using a

mobile phone as a form of secure electronic ID @ohkia, 2013).
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In Estonia ID-card is mandatory and is the primentdication document, which means
every Estonian must have it. But in 2011 only 3%card owners were actually using
those technological facilities which this electmowiard gives and the other 65% were
using it as a plain identification paper (MarteB809). Even though Estonia is a great
IT — country, we can’'t force our tiger to leap ovke digital divide that easily. But

watching developments inthese percentages showved niimber of people who

are using ID-card electronically is growing all tt@e, and if things are keeping up the

speed, soon the low percentage of users shouldenatproblem.

In 2003 Estonia started with e-voting project inrgmse to offer all ID-card owners
internet voting possibility in the local election 2005. And in 2005 Estonia became
the first nation who offered voting via the interirelocal elections, 9,317 people voted
online, which is about 1,9% of all participatingters. To date i-voting has been carried
out 5 times in Estonia (Estonian National Elect@ammittee, 2013).

In this decades Estonia developed from zero toahlfecountry whose success story
becomes an example for other developing countridsadno’s experts and professionals
are often invited abroad to give advice and shamvedge.

2.2 The Current Situation

Today more than 78% of population (16-74 years addusing internet and 75%
households have constant internet access. As faldeow, within last 5 years the
number of internet users is Estonia has increasedistently and with all assumptions
this number is continuing to increase. All Estonga covered with internet and
possibilities for public internet points. There anere than 1100 public WIFI networks
officially registered, not to mention private on®¢e have free internet access in every
library and school and our public sector is 100%nsxted to Internet (Estonian
Information System’s Authority Homepage, 2013).

14
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Table 1. Internet Users in Estonia in percentad®qp Retrieved from: Statistics

Estonia research IC20: Households having a compuigrinternet connection at home

by type

With this percentage of internet users, Estoniplésed on the 29 position in the
world, located between Ireland (76,8%) and Hong dsdbhina (74,5%) (International

Telecommunication Union, 2011a).

In 2013 more than 83% of citizens have ID-card #re number cards given out is
almost 1 200 000, the total number of given digdigihatures is more than 1 000 000
(Identification card Homepage, 2013).

In the state information administration system ¢hare more than 600 information
systems in the public and the private sector, whigether provide more than 2,500
services (Estonian Information System’s Author29,13). One of the most popular e-
service is E-Tax Board and in 2012 more than 94%eulple declared their income
electronically (Estonian Information System’s Autityy Homepage, 2013). Almost all
banking in Estonia is today done electronically,§98) (Estonian Information System’s
Authority, 2013) suggesting that Estonians reatlyst ICT solutions and find them

effective and useful.

2012 total number of enterprises in Estonian ICdusiry was over 2,600 (table 2),

which accounts for 4,6% of entrepreneurship in Estdtable 3). However the great

15



majority of ICT companies in Estonia are small @n80 employees) or micro (under
10 employees) businesses. This 2,600 companiesstonian ICT sector provides
employment for over 17,500 persons and over 2/3hem are working with ICT

services (table 4). This total number of ICT empley is about 3,8% of the working
population, whose contribution to Estonian GDPhewt 9%. In addition, the Estonian

ICT sector exports have grown 5 times in last 4yéBesti Pank, 2012).

2434
2500
2000
1500
1000
>00 92 50 26 27
O T S— T T T 1
1-9 10-19 20-49 50-99 100+
employees employees employees employees employees

Table 2. Number of ICT enterprises in Estonia (30Retrieved from: Statistics
Estonia research IC51: Economic Indicators of Imfation and Communication

Technology

6,00% 4.80% 5,10%
5,00%
4,00%
3,00%
2,00%
1,00%
0,00% .
1-9 10-19 20-49 50-99 100+
employees employees employees employees employees

Table 3. Share of ICT sector in entrepreneurshipt:(percentage) (2012). Retrieved
from: Statistics Estonia research IC53: Share dbrination and Communication

Technology (ICT) Sector Enterprises in Entrepresier
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®m Employees in ICT manufacturing

sector ' .
Employees in ICT services

sector

12682; 72%

Table 4. Number of persons employed in Estonian $€dtor (2012). Retrieved from:
Statistics Estonia research [C51: Economic Indisatof Information and

Communication Technology

In 2010 The International Telecommunication Uniolacpd Estonia by its ICT
Development Index in the $%lace, among the other 152 rated countries. #tdis of
the index calculation, used in this report werer l&cess (40%), ICT use (40%) and
ICT skills (20%). Two years before, in year 20&8tonia was ranked 5 places higher

and the position was $§The International Telecommunication Union, 2011b)

Estonian ICT industry is governed by the Estonegidlation as well as the European
Union prescriptions and other conventions and ageegs, which Estonia has joined.
But basic documents regulating Estonian informapoticy are (Estonian Ministry of
Economic Affairs and Communications 2013a):

o Estonian Information Society Strategy 2013 has dime to improve people’s
quality of life and to involve them in social lifey using more information and
communication technology. Among other things, sgggtrecommends only paper-free
business in public sector.

o Principles of the Estonian Information Policy 202866. Contains priorities
and principles, which state information policy eskd on.

o Estonia's broadband strategy for 2005-2007. Thiwiges a fast Internet as a
prerequisite for the construction of the informat&ociety. Quantitative indicator is to
reach among the three leading EU's countries.

o And Principles of the Estonian Information Polid®98)

17



ICT education in Estonia is coordinated by Estomvanistry of Education and research
but a great partner on this journey is a non-parfianization The Estonian Information
Technology Foundation (EITF - founded in the ye@®@by the Estonian Government),
whose main aims are to assist in preparation ohitjeer quality IT specialists and to
promote ICT development in Estonia (The Estoniariorination Technology
Foundation, 2013).

There are many opportunities and different curdms in universities and colleges to
obtain higher education in the field of IT in EsenBut despite the fact that info

technology with other real sciences is a priority Estonian education system, some
specialists still have to train themselves abrdmtause the education level isn’t good

enough and some subjects aren’t covered well enough

2.3 Future Prospects

Current minister of Estonian Economic Affairs andn@nunication has pointed out at
ICT strategy negotiations that information and camroation technology must first of
all contribute to the rapid economic developmengEsfonia. Council of the Estonian
Information Society shares the opinion to contbutore on ICT development and
innovation activities in all areas, so Estonia case ICT to promote business
productivity, employment and contribute to susthiaalevelopment (Estonian Ministry

of Economic Affairs and Communications, 2013b).

Estonia has a strong desire to promote its ICTrass, especially through new target
markets and cooperation with big international ooations. Idea is to enlarge

knowledge, product and service export worldwidesisting advantages can gain more
financial profit (EAITT, 2011). This is also a reaswhy there is still a great public and

governmental interest to put more effort in popalag ICT curriculums and trainings.
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The Estonian Development Fund (2009) prepared enbsis of their extensive
research EST_IT@2018 three main recommendationsharsdthe development trends

for Estonia:

1. ICT higher education has to be upgraded in intesnatly attractive level.

2. Master's level technology and business managemegrgms need to be
launched in order to foster ICT product developnsett exports.

3. ICT development and implementation roadmaps haveetarafted in six
target areas: education, health care, manufactueimegrgy, financial services
and ICT security systems.

Those three ideas aren’t just ideal goals, at tleenemt there are already different
projects in work and in planning stages in all bbde spheres. Estonia takes very
seriously the development of its IT sector andss avilling to contribute financially.

As already mentioned, sustainable development aeet ¢§CT are also governmentally
supported popular development trends in Estonia. pfomote these directions,
government is supporting the development of greehriologies and at the same time
preparing society to be ready for those new saigtio ICT (The role of green ICT in

enabling smart growth in Estonia, 2012):

o Rising awareness about green ICT

o Clarifying the advantage of green ICT

o Advancing cooperation by initiating public-privgiartnership in developing
and implementing exemplary green ICT solutions

o Increasing funding by conditioning public procuretss grants, investments on

greenness and use of green technology
Estonia will also continue increasing the numbed ajuality of e-services and

efficiency of the e-state and e-government, busummarize the situation is Estonia:

Roads are there now we have to teach how to ride.
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2.4 History of UX Development

Due to the lack of literature on this particulapity this chapter describing User
Experience development story in Estonia is basednterviews and memories of
Estonian IT experts. Interviews were carried outhwollowing people and interview

questions are available in appendix A:

e Kristjan Jansen - experienced designer and dewelasability and UX
auditor, interaction design lecturer and one of tisability spokesmen in
Estonia, etc.

e Jaanus Kase - interaction designer and Ul/protogyjggneer and a producer,
former development project manager in Skype, etc.

e Hegle Sarapuu - chief experience officer and covflen of Trinidad
Consulting, lecturer of UX, accessibility and irgtetion designer, member of

The Usability Professionals’ Association, etc.

The results of the interviews are presented belowvoraing to three main phases in the

history of UX development.

The Need for Utility
In the late '80ies but still in the Soviet time pkostarted to use computers to facilitate

their everyday work. Before that, these machinesewmainly used for scientific
purpose in Estonia. Because of comprehensive maclengineering sector,
professionals already knew how to make industregighs and even simpler operating
environments. One of the first target groups whgapeto use computers on a daily
basis were accountants. In addition to the unitiessand state offices (Sarapuu, 2013).
Computers main function was generally to facilitatzounting with already existing

programs and form documents (Kase, 2013).
However, bigger changes took place few years aftgving of the dial-up internet
connection (internet came 1992) when the first wigbs were born in Estonia (see

appendix B). Developing web-business was creatisigjtable platform for user internet
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design evolution. Rather quickly new companiesyigiag web development services,
opened their doors and because of the emerged titioypedesigners and developers
had to start thinking, what to do, to stand oute TWo well-known early birds were
Mindworks and Halo, the latter was founded in 199& was sold to DDB in
1997(Kase, 2013). Still, it was quite a narrow eigileasure and internet was mainly
accessed by hackers, academics and IT departmiérgsmain attention was on the

physical distribution of computers (Jansen, 2013).

Although industrial design was already familiar lwithe word *“usability”, the
prevailing opinion in IT sphere was that if you mat know how to use a computer, then
maybe you do not need it, and the problem was setim the machines but in people.
Out of curiosity and partly due to the emergencaveb pages, people started trying
programming and doing design. But mostly the omd®y knew, how to do graphic
design, did not know about IT and IT-people did kmdbw how to design. Putting those

two worlds together seemed an impossible challé8geapuu, 2013).

The Rise of Usability

While academics and amateurs started discussingsédbility issues few years before
already, this word became a bigger topic at thenmegg of 2000 when there was a big
“web explosion”. Home internet was still a rarityutbmost of companies and
workplaces were connected already. This addedge laumber of new inexperienced

users and raised the importance of usability (Jarz&l3).

This new conditions generated online news, onlam@nlers and hence making money in
the internet, comment sites, the collective braid the term "Estonian web". Estonian
IT industry started to professionalize and numbledasign companies were opened.
People began to pay attention to user interfacgulesd development. One of the first
bloggers in Estonia was Peeter Marvet, also knownpbeudonyms “keskmine
kasutaja” {ranslation: the average useand “tehnokratt”. Marvet was inspired by Joel
Spolsky and Jakob Nielsen and shared their idedskanwledge in his own blog
(Jansen, 2013).
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After it came a phase where everyone was talkirguiabsability and people, in their
own opinion, were designing new and fresh solutwith very good usability. In fact,
however, no methods or techniques for usabilityigtesvere used and things were
mostly done only by the best judgment and knowleafglae designer (Sarapuu, 2013).
The concept of usability was known, but not undergtwell.

Development to User Experience

Around 2007-2008 internet reaches homes and becamatural part on everyday life.
This started the beginning of the third great watehanges. Change subjects were
mainly professional IT firms, and advertising ageacPeople started to realize that the
whole system should be reviewed in its entirety #mete is no point focusing on
marketing or IT solutions separately for an examplieerything had to be related and
consistent with everything else what was assocmttgdthe client. Those who formerly
were web application programmers, had to sudddaly ghinking also about branding

and service design (Jansen, 2013).

This was the highlight of the economy, and willoefsnew and innovative businesses
were successful, fast-growing economy demandedt aoflonew professionals and

specialists in this field (Jansen, 2013).

Popular word “usability” was suddenly no longereald cover everything what was
required. Situation raised the broader definititve, definition of “user experience”. UX
reached everybody who was interested in this, aaplp got to know about this new
phenomenon. This also started discourse of the quitpiof its meaning. It was clear
that there is a need for this kind of thing, butawfit is then exactly and more

importantly, how to design it? (Jansen, 2013).

In the beginning UX was only a specialists and esitists interest, who studied the
field on their own and kept themselves informedhwiite information coming from
abroad. Further developments on UX field, rooteid term deeper to the product
development companies (like Skype) as well as tstorner service offering

development companies (Kase, 2013).
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The first company in Estonia that began offering d&sign service was Trinidad
Consulting, founded in 2007. One of the Trinidadisns was also user experience
communication, to let more people know and undedstabout the term and the
necessity of UX design. Based on the initiativeTahidad, the first World Usability
Day took place in Estonia in 2008. This is whenrle® activation happened, designer
and developers started to think more methodoldgicglrototype and test their
solutions. Ideas that usability was carrying wetatsg to move from theoretical
perceptions to practice. Universities began tohagability principles to their students

and even governmental orders began to require gsaility (Sarapuu, 2013).

Today, usability already has a pretty good foothblowever, the same cannot be said
according to newer concept, user experience (Jan20id3). Knowledge and
understandings about UX are very different and tdewaudience the term is still
unknown. In addition, shortcomings in governmeimé rmation structures are related
to UX issues, such as digital prescription or pedilon of election results (Kase, 2013).
User experience adaption is currently at the sahasegy as usability was 10 years ago.
People know the sound of this word, they want ta Ipart of its popularity, but they are
not sure what it covers exactly. But in order tesige the desired user experience
deliberately, designer should understand the wblessentially.

Estonia has been successful with many of IT sesyibet UX, in turn, haven’'t had
enough attention in this rapid development. Ondhe hand, this manifests itself in
poor functioning of the systems, as previouslymrefit and on the other hand creates a
greater need for UX designers, in order to preeggtravation of the digital divide. And
even more important than a need to entitle peopldJA designer, is that both,
subscribers as well as service providers, showe kize competence and knowledge to
require the consideration with UX aspects (Kas&320
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3. User Experience

In the 1980ies when people began to use more camgut their everyday work,
computer engineers started creating new advandetioss for the purpose to offer
users more than ever. The goal was noble, butteelnologies rapid technological
development introduced, were suitable only for epeed users’ abilities. This
highlighted the concept of usability and emergeatkad to design difficult interactive

software for people with basic knowledge in commi{€ockton, 2012).

Thirty years later, scientists’ ambition is not ¢@n to study how usable something is,
new task is to analyze what will happen during thse In this means, user
experience is a much broader concept than usahititlymoves beyond efficiency, task
quality and vague user satisfaction to a wide a®ration of cognitive, affective, social

and physical aspects of interaction (Cockton, 2012)

The field of user experience deals with studyingsigning for and evaluating the
experience that users have through the encountér thve systemUX can also be
described from different perspectives: it can bensas a phenomenon, as a field of
study, or as a practice (Roto, Law, Vermeeren & mmmut, 2011). In this study the

term UX is observed as a phenomenon.

UX is a relatively new phenomenon, but ideas UXrissenting are in no mean original
(Hassenzahl & Tractinsky, 2006). UX principles arell known to every designer and
developer, maybe just not formulated the way d#iferUX theories are doing it. Roto,
Law, Vermeeren and Hoonho@2011) described UX as a phenomenon disserting
following aspects:

- Describing what UX is

- ldentifying different types of UX

- Explaining the effects of UX
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3.1 Defining User Experience

User experience is a strange phenomenon: on thehathemostly well accepted and
already adopted, but on the other hand confusird)veigue and associated with a
variety of definitions (Hassenzahl & Tractinsky,0B). The best overview of different
UX definitions is available on the webpage “All AldoUX” (2013), which provides

information for user experience professionals amsdshared and maintained by

volunteers.

User experience can be seen as subcategory ofiexgemwhich means in designing
user experience for interactive product, we shdtuldistinguish user experience in
experience in general. However UX itself can bed#g into two typesmoment by
moment experiencavhich pays attentions to experience that uses gétthe very
moment of using. Andnemories of experiencesn this case people will later create a
usage story and experience which relies on themaong. This kind of experience has
more practical relevance; this gives a better bobatlveen usage and experience
(Hassenzahl, 2011). Roto, Law, Vermeeren and Haonh@011) additionally
distinguish anticipated UXand cumulative UX (figure 1). Last one is remarkable,

because it points out that UX is dynamic and majtange over time.

When: Before usage During usage After usage QOver time

What: Anticipated UX Momentary UX Cumulative UX

Episodic UX

Reflecting on
an experience

b

Recollecting multiple
periods of use

How: Imagining Experiencing
experience

Figure 1. Time span of user experience (Roto, Ndevmeeren & Hoonhout, 2011).

User experience can't be designed directly, itngue to every individual (Roto, Law,
Vermeeren & Hoonhout, 2011; Hassenzahl & Tractin@k6; Jetter & Gerken, 2010).
Although, designers can create a context to evekeasted experience by designing
with experience in mind and by creating an envirentrto emerge it, but still there is
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no guarantee that user will receive the addressperience. Therefore, user experience
design is much more than just user interface designabout creating an experience
through a design. This may refer to another stat¢that UX actually depends more on

psychology and emotions than technology and dgsigssenzahl, 2011).

When mapping different UX definition in one modehe way is to describe it with
different layers so moving inside out, the concefptUX gets wider with each layer.
According this model the nuclear of UX can be saem plain encounter with a system
that has a beginning and end. Roto, Law, VermeanenHoonhout (2011) referred that
this kind of encounter is not only active (persona€) but has also a passive side
(observing someone else using for an example). 9341 — 210 adds to this definition
“person’s perceptions and responses that resuth ffee use or anticipated use of a
product or service” (Wikipedia, 2013). This defiait also includes user-related aspects

that affect user experience.

The second layer adds the terms usability, whichlge often used as a synonym for
UX (Roto, Law, Vermeeren & Hoonhout, 2011). In ddof, layer may also be seen as
a complex of usability plus accessibility, but hthe latter is also often seen as a part
of the first concept. Usability mainly describe® thase of use and answers to the
question can users accomplish their goal, but ésdt take into account what users
experienced during the use. And although most sistsnrsee UX as a much broader

concept than just usability, it has a crucial ralereating user experience.

The third layer adds the importance of a systenerethe use takes place and more
broadly it also adds the context where the uséhefslystem takes place. Thus in this
layer three important factors influence evokingrus&perience: user, system and
context of use (Roto, Law, Vermeeren & Hoonhoutl ZOHassenzahl & Tractinsky
2006; Wikipedia, 2013). The desirability of a protwr service is ensured by the
pleasure and happiness of using a product and ghrauhat it looks and feels
(Goodman, Kuniavsky & Moed, 2012).
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But the outer layer of the model sets the mostneldd parameters for UX. Goodman,
Kuniavsky and Moed (2012) describes this as a cemmf information design,
interaction design and identity design, where iditah to the factors described in the
previous layers, so called “spirit of a product”akso important. Users associate a
product with a whole brand and search for assatiatand emotions this link evokes.
As recommended by Jetter and Gerken (2010) org#mzashould create a framework
based on organizational values which in turn argetaon user's values. This
framework should contain marketing, branding andifess communication. This
means that the company identity is prominent anér-pvesent and that UX
encompasses all aspects of the end-user’s intenagith the company, its services and
its products (Goodman, Kuniavsky & Moed, 2012; Blegl, Norman & Tognazzini,
2011).

The following figure 2 describes the same UX modéh different layers that was

described above, but from the positive UX poinviefv.

UX starts by being useful. &

Functionality, people must
be ableto useit.

S
The way it looks and
feels must be pleasing.

~
~

Desirability

4 Utility
It is useful
to me.

It meets my

This helps create
an overall brand
experience. ~

d

Source: User Experience 2008, nnGroup Conference Amsterdam

Figure 2. Model of UX layers — describing a pogtivser experience (Neospot, 2013).
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3.2 Elements of User Experience

Like finding a common definition of user experiensea big challenge, similarly can
user experience element be defined on differenicjpies. One common way is to
describe user experience elements as planes. G@06R) describes 5 planes of UX
(figure 3) as a conceptual framework where on géahe the concept become less

abstract and more concrete. Each plane depend$anaspbelow it which means the
model should be observed from bottom to top, bdbisn’'t mean that every decision
about the lower plane must be made before the uppe(Garrett, 2002). This kind of

user experience approach is helpful to follow @npling and developing stadium.

T Concrete
@ A
SYSTPCEE
27 |

sHe/eror

/ STy crere

\ 4
Abstract

Figure 3. Elements of user experience (Garre@220

From bottom to up the first plane is the stratedgne which is fundamentally

determining the strategy and also the main purpdsthe site, product, service or

whatsoever. The next, scope plane, defines feaamddunctions, in other words sets
the scope. The structure plane contains navigatmmharchitectural system. The upper
level skeleton plane is more concrete and is dasgridifferent components like the

placement of buttons, tabs, photos, and text. Thdemis finalized with surface layer,

which is a visual interface for users (Garrett, 200
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3.3 Factors Affecting User Experience

User experience is affected by variety of factorg, in the end, all components in UX
are strongly intertwined and when user is disdatisiith his experience, it might tie
back to efficiency of the system or as well as slowonings in design (Albert, Tullis &

Tedesco, 2010).

While UX itself cannot be described only by desecrpthose factors affecting it,
factors affecting UX and their main categories banused to describe the situation in
which a particular user experience emerged. UXofacalso help identify the reasons
behind a certain experience (Roto, Law, Vermeerdfofnhout, 2011). The following
user experience model (figure 4) shows factorsctiffg user experience according to

different UX approaches.

Factors associated with user

One of the main categories UX is affected by israspersonal characteristics:

emotions, beliefs, preferences, perceptions andviefs as well as mood, motivation
and needs (Hassenzahl & Tractinsky, 2006). UX clo &e seen as a cognitive
psychological phenomenon and in this case userdfinsthe system where UX will

take place. 1ISO 9241 — 210 adds user’s physical gayghological responses as a
subjective side and the objective side, considensgys accomplishments (Wikipedia,
2013). Based on various theories UX might dependiser’'s accomplishment before,

during and after use.

Factors associated with system

UX is also influenced by the user’s perception loé used system properties (Roto,
Law, Vermeeren & Hoonhout, 2011). Some approaclhres see system as the most
important component in UX design. System itself bardivided into constituents: such
as design of the system, content in the systerornrdtion presented interaction and

navigation.
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All of these components are affected by criteriahilgy and accessibility brings in.
Usability is qualities attribute that shows howiasystems are used and is defined by
5 quality components: learnability, efficiency, mmability, errors and satisfaction
(Nielsen, 2012). And accessibility stands for stighgs as the failure rate, accessibility
barriers, accessibility quality, suitability forsdibled users and so one (Freire, Fortes,
Turine, Paiva, 2008).

Product is functional when people, who are usingansider it useful and since people
value their time, the ease of operation is veryargmt. Users may expect all kind of

things and a useful product must provide all thibsegs. But at the same time a system
should not be too difficult to access, because thenight as well not be able to do

those things at all (Goodman, Kuniavsky & Moed, 20IThus, usability differs from

user experience because usability also considefalosss.

Factors associated with the context

UX may change for the same user even when themydbesn’t change but the context
does. Hassenzahl and Tratinsky (2006) see congeatraix of social context, physical
context, task context and technical and informationtext. This also refers to other
users’ and their opinions affection.

Factors associated with company

Last category of UX affecters is associated witmpany. By Jetter and Gerken (2010)
as well as Norman, Miller and Henderson (1995) camigs, whose service or system is
being used, marketing, values and developmenenpatimight play a remarkable role
in UX formation. Goodman, Kuniavsky and Moed (20l&hphasize the role of
company’s identity design, because it communicateapanies values, visual style,
tone, vibe, editorial voice, evoked association kadis to the formation of the product
or service “spirit”. This makes the user experieaceholesome result of many different
factors and encompass all aspects of the end-usgeiaction with the company, its
services and its products (Goodman, Kuniavsky & #)d2012; Nielsen, Norman &
Tognazzini, 2011).
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Figure 4. Factors affecting UX - according to different UX approaches
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3.4 Importance of User Experience

While in the heat of enthusiasm, the main purpoggaoduct or service design is to gain
profit. To be successful, products have to pleasgsumers emotionally as well as
fulfill all practical needs (Goodman, Kuniavsky & ddd, 2012). Thus, the logical
conclusion says that good user experience creadtter lconditions for company to

make higher profits.

However, opinion about something might sometimes\®n more important than what
actually took place in reality, so in a good usqrezience, there is a chance that people
are more willing to pay for an experience itselthidh means designers and developers

can’'t underestimate experiences they are provokiagsenzahl, 2011).

Designing with experience in mind helps to underdtahat the overall purpose is, who
those people are and what are their stories anttigga. This helps to identify what
they want and so meet the users’ needs and goalsgth a design (Hassenzahl, 2011).
Time expenditure is an important factor, when stinet is efficient and well used, it

will raise user’s productivity (Byrom, 2012).

User experience have and impact to a customertioytilisers have a good experience,
when using is easy, pleasant and natural for ugers,they will more likely come back
using a product or service. Just a good interfazsigd, fancy features or functions
don’t bring back a customer — but great user erpegs will (Byrom, 2012). This
means that observing and designing user experieacean effect on user’'s emotional
responses, in other words to a product or senesgableness (Goodman, Kuniavsky &
Moed, 2012).

A good user experience doesn’t guarantee succass, bad one nearly always leads
quickly to failure (Goodman, Kuniavsky & Moed, 2012
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3.5 UX Design

User experience cannot be designed. In this casigrag would have to transmit his
own experience to the user directly, while thismat possible, there can be no such
position as a UX designer, whose job is to desigh But designer can desidgar UX
and in order to avoid a long explanation of theniaplogy it has been agreed that
“designing for UX” can be shortened to “UX desigmrid “people who designs for UX”

can be called “UX designer”.

In designing for good user experience it's all altbe experience the outcome will give
to the final user. It is not only about the goodida or fancy and modern navigation
system, not even about the functionality or efficig it's about the physical state the
encounter with the system will evoke in user. Usgperience design is not limited to
user interface design; it goes beyond that (Ro#wy,LVermeeren & Hoonhout, 2011).
One of the most important things in user experiedesign is to keep desired
experience in mind during the entire design pro@ess to make all decisions on the

basis that they will support the experiential gdtdssenzahl, 2011).

But at the same time it is not possible to trangmitemotions and experiences to other
people without giving room for transformations. @eer is encoding the desired
experience by using different components (compaehtiser experience) and this way
designer is creating environment and conditions tfer emergence of the desired
outcome when the user is decoding experience segnth® designer. Thus user
experience cannot be designed directly to every wsgs (Roto, Law, Vermeeren &
Hoonhout, 2011, Hassenzahl & Tractinsky, 2006).

Hassenzahl (2011) describes three steps in UX nesgWhy, WhatandHow (figure
5). The first stepWhy should set the goal of the designing process. Optin
efficiency and effectiveness is not a goal in ftsgoal should clarify the whole
meaning and the experience behind rationally unoedsgoals. To make decisions,

which are desired experience it is important tagtiwture users, who are those people

33



and what are their stories and practices. To eaolteep amusement out of something it
should be in harmony with user’s needs and purpose.

For an example people don’t own telephones to n@kks, they have phones to
promote their business, check for kids or sharg #raotions with someone. Basically
telephone helps users to be close to somebodyréhelysically not.

Next phaséVhat,stands for what to do, to reach the goal. This &ejften tied to the
technology or a certain product genre, but actualddresses what can users do with
it, what is the functionality. Without finishing éhprevious step and setting the goal for

desired experience, this step solely is not abfgdeide the experience.

self

Why
Experience

What

How

world

Figure 5. Three levels in UX design (Hassenzahl 120

And the final step, the questidtiow, is where the evoking experience is settled in a
product. Now the experience is tied into designadl its context of use. In this stage it
is important to monitor and test the outcome ofdkperience as well as usability and

functionality tests are usually done.
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4. Research

4.1 Research Strategy and Methods

Intention of the case study carried out in thissthas to find answers to research
questions, which were presented in introductiort. pdro collect necessary data two

methods are used.

First three research questions will be mainly amed/doy analyzing quantitative data.
Data was collected with written formalized questiaime as a web based survey in
Limesurvey (see appendix D). The questionnaire actise for 3 weeks, March 14 to

April 4 2013". Questionnaire was composed according to reseprestions but it also

included some background questions about the regmbsr Respondents were allowed
to remain anonymous, but it was recommended n@dbected data was interpreted by
using statistical analyze. All questions, as weltl& questionnaire itself, were provided

with instructions and explanations of scales.

To answer the fourth research question, expertview@s were conducted. In expert
interviews, interviewees are in interest as exgartscertain field. They are included in
the study as representatives of a particular giMguser & Nagel, 2002). Re-situated
expert interviews enabled to go more in depth whih topic and get explanations and
arguments about respondents’ attitudes. At theedame, method allows to study the
respondents lived experience, which in this senas thie product/system or service

designing or development process and enables tceadtionalization risk.
Because UX is a rather subjective and borderlgss,tmterviews were semi structured

(see appendix E) which enabled to cover requesieelcés but at the same time allowed

each respondent to manage the interview procegsdimidual way. Interviews also
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included some questions from questionnaire whicomaieed unclear for respondents or
were answered unexpectedly among other responsdlect€d data was analyzed by

using conventional qualitative content analysis.

4.2 Research Sampling

Focus of the thesis, user experience, is a quéeifsptopic and on the one hand affects
all people (users), but on the other hand, is pnedlly better understood by specialists,
who are more familiar with it, who’s work probaldyso requires using and following
usability and user experience aspects and mostrtangty, whose understanding about
user experience makes a difference in Estoniansi@iere. Therefore a research sample
is drawn from product/system/service and softwaesighers and developers in
Estonian information and communication technologgustry. Which means the

research sample has two parameters: one is gedacgbahd the other professional.

As mentioned in Estonian ICT industry chapter, ¢hare about 2600 ICT companies in
Estonia providing employment for about 17,500 peofdince the distribution of this
number in different positions is not known, it istrpossible to say how many people
there are in Estonia who are directly appropriatettis survey. Therefore the research
sample was composed in a principle that it wouldresent different groups in ICT

industry (see appendix C).

Sample includes all the major and most importarit 88mpanies in Estonia, but also
represents selection of large, medium and smadlrpnses. The sample includes both,
private and public companies and startups. Siraréugis appear and disappear, and it is
quite difficult to draw the line between a startapd a “real” company, Garage48
mailing list was used to circulate the survey gestaire in startups community. One
basis for sampling was the Estonian Informationhhetogy and Telecommunications

membership list.

Study includes six interviews, which were carriegt an Estonian. The choice of
interviewees was based on the similar principla tie research sample was posed and
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results from the questionnaire respondents. Int@ddliinterviewees were chosen in
view of the fact that they would most likely be @dated with the research subject —

UX design. Interviewees with position and commemespresented below.

Name Current Position Comments
Roland Kender LHV - IT System Architect Estonianrms bank
Taavi Tanavsuu Nortal - IT System Architect One e leading

—

software developmer
companies in Estonia

Tiina Rekand RIA — Analyst of Usability and DesignPublic sector
Geroli Peedu SEB - Development Manager | Horeign-owned bank
eBanking (UX and service design)
Andrus Kinnarpd | Elion — UX designer Recognized by
successful IT solutions
Rode Luhaaar Deveton Mobile - CEO Startup

4.3 The Design of the Study

Study began with defining research idea, then fngmihe problem and finally

formulating four research questions. Accordinghe nhature of the research questions,
appropriate research evaluation methods were choBest three questions are
answered by using quantitative method - questisanand for the fourth research
guestion, which was a bit more complicated, exjp@drviews were selected as an

appropriate method.

Due to the fact that accurate data on the actmaldithe research sample is not known,
it was not possible to calculate the necessary rumbrespondents required to present
the whole sample reliably. Therefore, cannot bel $hat the study results can be
generalized to the entire sample and the resuitslélbe considered only as opinions of

a survey respondents.

After the formation of a theory-based questionnaare pilot studies were conducted in

order to get first feedback and improve the eraord misunderstandings.
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After the first pilot study: The feedback was tlia¢ questionnaire was too long and
complicated, too distant and theoretical. Peopleevadraid to give wrong answers. The
first pilot study tested practitioners and it sedmiat this kind of theoretical

formulation was unfamiliar to them. Based on fea#fbathe questionnaire was

shortened as much as it was reasonable and alsmtideng was simplified.

After the second pilot study: As the wording of tipgestionnaire was pre-simplified,
and the second pilot's participants were profesdésoand theorists, it turned out that
some question were too much generalized and dudetosimplification not quite
accurate. This resulted in improving the wordingsome unclear statements again and

by distributing the questionnaire into smaller pa it would be easier to follow.

To express the concepts of extreme attitudes, ignesire scale did not include
"strongly agree," and "strongly disagree"; becahseauthor's opinion was that, "agree"
and "disagree" are strong attitudes enough andtlicequire so much more specifying.
Since the goal was to keep the scales as shorbssibfe, to facilitate responding,

response options on the scale were used to deshabetermediate attitudes.

Questionnaire webpage link with cover letter wastsky an e-mail, mostly to
company's information address or to secretary,ngsta forward it to employees who
fit the study sample. If the addresses were pulilie,letters were also sent directly to
the right department or to appropriate peopleoihs of the companies did not answer

or there were no respondents, a reminder was sent.

Additionally six expert interviews were carried pduration of each was approximately
0.5 to 1 hour. Interviews were taped, transcribed summarized. Respondents were
also given the chance to express their thoughtsaper if they wanted.

When necessary data was collected, study contimigdquantitative and qualitative

content analysis. Study was finished with discussamd author's assessments and

conclusions.
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4.4 Results

4.4.1 Defining UX Among Designers and Developers

More than a half, 62%, of the respondents (18 éu%who answered the question)
rated their knowledge about UX as “rather high'g(fie 6), which gave an average
result 3,34 on the scale where 1 represents lowdahigh UX knowledge. Although

only 3 people rated themselves having a high UXwkadge, there were no results

representing “low”.

20
18
16
14
12
10

3

Low Rather low Rather high High

ON B O

0

Figure 6. Respondent’s ratings about their UX krealgke.

UX was mostly defined as a sub-category of genexpkerience (“disagree” + “rather
disagree” = 27% answers and “rather agree”+ “agre@3%) and it was seen as a
dynamic phenomenon, which may change and transé@entime.

As clearly as previous results, respondent opiniaogut the question, when is UX
formed, did not coincide. Equally was seen thatis¥merging (or rather is emerging)
at the moment when the user is in the action afgusomething and that UX is a set of
experiences and it is formed after the use, bygugie memories of experience. There
were also five respondents who "agreed" or "rathgneed” with both of previous

statements and three people, who did not approteen®f those ideas. But at the same
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time almost all respondents, who owned an opin@r?4 of respondents) see UX
occurring through active and passive interactioth e used system. In other words,
UX can be occurred by a personal use as well ashsgrving someone else using
something.

Figure 7 describes how respondents see user’sierpes and accomplishments before,
during and after use, influencing UX. Average o tresults shows that the user’s
accomplishments during the use, are believed tthéemost influential factor among
these three (numerical average 3,36, on the scale flL to 4). And the user’s
experiences after use have the smallest impacto(mumerical average 2,9). But most
of the respondents rather agree that experiencedi of those three phases have an
impact to formulating UX.

= Agree

m Rather agree

= Neither disagree nor agree
m Rather disagree

m Disagree

Before use During use After use

Figure 7. Distribution of answers, on which kindaatomplishments UX depends.

An important role in UX was also contributed to . 95% saw it as an influencing
factor in UX formation and only 5% (two respond@miisagreed with it. Similar but not
that preponderant consensus dominated with defimavg affective can other users and
their opinions be in UX. 89% saw it as an import@actor and 11% (4 respondents) as
rather not so important.
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Usefulness was strongly seen as a part of UX. 8li@btotal respondents noted that
usefulness has a substantial part in forming ugeereence. Only one respondent
disagreed with this statement and four did not knemat to answer. Similarly the
answers showed that UX is also seen very much di@pgin usability. All opinionated

respondents answered “rather agree” or “agrediitostatement.

As figure 8 shows, the most difficult question whigained the most “neither disagree
nor agree” answers was the statement that UX depemaote on psychology and
emotions than technology and design. However, mtthese responses aside, the
participants in this study rather disagreed with At the same time majority of
opinionated respondents agreed with that in U6 ihot only about good design, it's
more about creating an experience through a dgsifjthe opinionated respondents

answered “rather agree” or “agree”).

m Disagree
m Rather disagree
Neither disagree nor agree

m Rather agree

= Agree

Figure 8 Answers to the statement that UX depenoi® man psychology and emotions

than technology and design.

Respondents believe that UX has an objective ssdeedl as the subjective one. The
objective side includes user’s emotions and belipfeferences and behaviors. The
subjective side considers how well user accomplishis purposes and needs with

using something. 46% of the respondents ratheredgmeith the existence of the
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subjective side and 32% agreed. In the case obblective side the percentages were
46% and 41%.

Also the company's marketing did not remain withatiéntion, 65% of the respondents
saw it as a part of the factors which are affectreyUX formulation process. But 22%
saw it in opposite way, not affective or rather madfective. Thus remained 13% (5

respondents in total), who could not take a pasitio this issue.

However, when viewed UX as embracing all aspecthefuser's interaction with the
company, its services, and its products then mb#teorespondents “rather agree” or
“agree” with it (figure 9). Only 2 respondents doagree with this fact and 4 of total
choose to answer “neither disagree nor agree”.

® Disagree

® Rather disagree

= Neither disagree nor
agree

® Rather agree

m Agree

Figure 9. Assessment with the statement that UXraoa@s all aspects of the user’s

interaction with the company, its services, angbiteducts.

No major differences occurred between public andape sector opinions (appendix
F.1, figure 10) about UX, inversely, summarizedulisswere very similar. But, the
biggest difference was in agreeing with the statertteat company’s, whose service or
system is being used, values and development sesuliX. The public sector average
was 3,4 and for private sector this number was.2Z¥B8the scale where 1 represents
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“disagree” and 4 is “agree”. However, by roundihgde results to the nearest number

with a verbal value, the answer would be on thé lsases “rather agree”.

Somewhat bigger discrepancy was seen in the respamsen they are grouped by the
size of the company according to the number of eygds (appendix F.2, figure 11).
As in previous paragraph, the question that spartexl biggest difference was
associated to the company, whose service or sysdming used, but this time the
statement was that UX depends on company’s idedgsign. The average result in
small business group (1-9 employees) was 3,75 wéiighds between “rather agree”
and “agree”. Medium companies (10-49 employees)ameeresulted in 2, which means
they rather disagree with this statement and largerprises (50+ employees) average
was 3,07 which shows that respondent from thisgrather agree with it (figure 12).

4,00

3,60

3,00 307

1 1-9 employees
u10-49 employees
50+ employees

User experience User experience User experience User experience User experience
is affected by depends more onis a sub-category  isasetof  alsodependson
user'smood, psychology and of experience experiencesand  company’s

motivation and ~ emotions than it is formed after identity design
needs technology and the use, by using
design the memories of
experience

Figure 12. Greatest differences in responses baséke size of the company.

1 - Disagree; 2 - Rather disagree; 3 - Rather agreéd\gree
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4.4.2 Defining the Importance of Different Aspectsn UX Design

Respondents rated the most important factors indg3ign associated with the system
(figure 13). The most crucial aspect, though noyveuch above some another, was the
navigation in the system/service/product or sofewdihe average result in defining the
importance of navigation was 3,67 on the scale eierepresent “not important” and 4
is “important”. For the question asking how impaitaavigation is in UX, 12 of the
respondents answered “rather important” and 14hef answers were representing

“important”, only one people didn’t know, what tosaver.

Also other system-associated aspects were higlédrauch as: efficiency (average
result 3,65), learnability (3,64), interaction (@)5satisfaction (3,58), errors (3,54) and

SO on.

) Emotions
232:2;21}; 4 Beliefs&preferences
Company’s vglues Behaviors

Company’s Ppsychical

iy ‘g
“V//fl\\\@y
>

Experiences after
use

Mood and

Information o
motivation

Interaction 8759 \ '
Ao TTA
..‘A“;’ Needs

Design %‘D Learnability
Satisfaction i Efficiency

Errors Memorability

Figure 13. Importance of different aspects in UXige.
1 - Not Important; 2 - Rather not Important; 3atRker Important; 4 — Important
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The only user-related aspects of the ranking betvegstem-related factor were on the
same level as “errors” and “design” sharing therage result 3,54, those were user’'s
accomplishments during the use and user’s needm,Tikke already mentioned, the
ranking continued with design (3,50) and conteriso(a3,50), information (3,43),

memorability (3,34) and context of use (also 3,34).

Next group, by the rate of importance, can be categd as user-related factors. In
addition to the most important user-related aspeastioned above, the list continues
with user’s behaviors (average numeral value 322@) psychological responses (3,24)
and end with user’s emotions (2,97) and mood&matwa(2,91).

Respondent’s opinions diverged the most by definihg importance of aspect
associated with the company, whose service or syste being used (figure 14).
Ultimately company-related issues were also comsdlas the least important factors in
UX design.

100% -
90% -
80% -
70% -
60% -
50% -
40% -
30% -
20% -
10% -

0% - . T
Company’s Company’s Company's
marketing development values

= Important

m Rather important
Undecided
m Rather not important

= Not important

-

- B =

Figure 14. Importance of aspects associated witfipemy in UX design.
However, none of the aspects researched in thetigueaire got the average result

under “2”, which means none of the mentioned factan be considered as being not

important according to UX design.
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4.4.3 Defining Effect of UX Design

Almost all respondents were on the opinion that d#sign contributes to the
improvement of a product or a service. 95% outhef tbtal respondents agreed (62%
out of total) or rather agreed (33% out of tothBttwork with user experience helps to
improve usability of a product or service and 97fcamswers showed that work with
user experience also helps product or service dasiget user's needs and purpose.
According both statements, there were no one dieany or rather disagreeing, only
some respondents answered “neither disagree nee’a@ in the first question and one
on the second case.

Quite different situation emerged by defining carcannot UX be designed directly to
every user (figure 15). All of five response opsogained supporters. However, the
summarized average 2,34 shows that respondener rditagree with this statement,
but at the same time and it was also an outstanduegtion in the questionnaire,

because the respondents’' answers were most varied.

12

Disagree  Rather disagree Neither Rather agree Agree
disagree nor
agree

Figure 15. Distribution of responses to the statdrtteat UX can be designed directly to

every user.
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4.4.4 The Role of UX in Design and Development Prgts

At first should be mentioned that all the interve®8 emphasized that all projects are

different and therefore strategies and phases ragyin different projects.

However, beginnings of the designing or developprgjects are very similar by

descriptions. Projects are largely initiated byheitthe department of business of the
company or in the case of software development eomeg, by the customer. In the
beginning of a new project, market studies and réutcustomer needs studies are
usually not done, but the feedback received froevipus customers is considered.
Peedu (SEB) describes that when usually companysibss needs requires starting
new projects, then improving existing ones is ugualtiated by the users’ feedback. In
addition, developers examine what competitors aregdand which way the trends are
moving. Rekand (RIA) also agreed that developmeatgss usually begins with an

analysis of the feedback.

Luhaaar (Deveton Mobile) admitted that often thepkl possibilities to improve
systems or software’s by themselves and then tifileir service, because companies
frequently even don’t know which direction they wémevolve, not to mention owning

the vision of developments in information technglog

Often clients’ do not know what they want and reeadi then we have to figure out what
is necessary for them. Sometimes a client comgeuowith a specific wish that he
thinks will promote his business, but in realityeria could be much more effective
solutions.

Luhaaéar, Deveton Mobile

Beginning of a new project and mapping needs wansidered as one of the most
difficult part of the whole designing and develapiprocess, because the vision of the
outcome is vague and it is difficult to assess Weethe project is the most appropriate

choice or are there more important problems toesolv

a7



Next phase is a discussion between all relevaniega{depending on the project:
business department, designers, programmers,agiat.jlefining the basic functionality
and screen design. In practice, this phase doespagptattention to defining and
designing the future UX of a product or service.this case, software development

company Nortal is an exception, because their wlepgends on client’s order.

We also have visual team, whose job is to figutewhat could be the UX. There is
even a position as UX engineer. Thought, he’s seiséing all our projects, because in
some cases it's not necessary. For an exampleercéise of internal systems. Clients
are not willing to pay extra for UX design.

Tanavsuu, Nortal

Also Kender (LHV) admitted that company's interagsé applications don’t even have

proper Ul design and the only thing required isctionality.

Elion UX designer Kinnarpa estimates, that theyeapecially in a peculiar situation.
A couple of years ago, they received a commanaiy out large-scale identity change
in order to align the image of the subsidiariedifferent countries, the time limit was

six months.

Basically, we had to develop a completely new bramdof zero. And quickly made
things on a large scale like this, are not good. tesign was not even an option; we
used all our resources to ensure the basic funatipnand design that would be more
or less similar. All of us still have problems with.. In a large corporation is a
common phenomenon so called parasite design. F@&xample, when Estonia designs
something hastily, then other countries will takis tover, without analyzing whether it
is still the best solution and weather it fits tbem.

Klnnarpa, Elion
The projects’ aim was mostly marked as profit Iodge building was also mentioned

as an aim. More narrow goals were providing a navetionality or improvements of

the existing ones. Tanavsuu (Nortal) noted thaafipens very rarely that mapping the
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aims of a project includes formulating a vision floe user experience. However, Peedu
(SEB) described that one of his job task is tasbxcalled “future state”, in other words
define how it should look and feel in the futurat the future user experience is directly

not defined.

The next phase contains wireframing and/or proiatyp/NVhen RIA conducts their first
testing with end-users on the stage of wireframgaper-prototype and next one with
“clickable” version (in a case of big projects) aaldo SEB has a will to go in this
direction, then Nortal, LHV, Elion and Deveton Migbprefers to test their new
solutions with interactive prototypes. Two firsenmtioned use professional testers and

two last ones test with friends and colleague®(8EB is currently in this group).

For testing, we have an e-mail list with over 1,3@@ple, where we can send them
things for testing, things which we can alreadywlom the web. Or when we are
looking for certain people who fits our researcingde and who would also likely be
future users of the service, then we invite thera,land we carry out testing with them.
Rekand, RIA

Peedu (SEB) described that they use concept testsepility testing, think aloud
method, safety tests, browser tests, etc. They hbeetried to test UX but so far they
have not found the right method for that. Peedd #aat people do not know how to
express their subjective opinion and mostly theysater themselves as satisfied with
everything and no necessary input is given to imgneent phase. Kinnarpa (Elion)
also agreed with this argument, he described thext &hen they are not testing UX
separately with some method, they have questiorsutatyX in their testing
questionnaires, but answers to these questionsotd@rovide important information,
because usually everyone think everything is olkégwever, Peedu (SEB) said that
they are trying new methods until they found théakle one for testing UX. Also
Rekand (RIA) admitted that they are trying to depeUX measurement methods, so
they would be able to test UX.
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Although the end-users are not usually tested,dstroases, the product or service will
be improved and tested again as long as the desatation is reached and in all cases
also finished product was tested. However, Kendeiv/) admitted that even though
they sometimes use testing, the frequently usetiadéas that they put new things on
live and then start gathered feedback in ordeh&mge things later according to users
will. These final corrections are usually done lbggrammers, who have an opportunity

to ask for help if there’s a need.

We don’t do such thing as UX testing, rather wedsenings to production and later
we'll see what kind of comments are coming backstand on what we should continue
working on. People know what they want from bankd there’s no need for an
ultimate UX testing, | think.

Kender, LHV

During the project, the emerged problems and isatesesolved mostly by talking and
consulting to each other and on the basis of pgstreence. Only Rekand (RIA)
mentioned, that they have also used ends-userake the best decision even on a case
of small differences between variants. By analyzhee comments received, they
decide on the basis of what users preferred. SEBhas a purchased integration design
so when there’s a need, they consult with the sempiovider. Similarly, Elion is using

Trinidad Consulting services and asks advice frioemt, if it's necessary.

People can even get through logical mistakes, hewewhen you are describing
something obscurely, and make a spelling mistakarfexample, then they find it and
this mistake confuses users.

Kinnarpa, Elion

While UX was very much seen as a part of developexd designers work, no one
admitted doing UX design consciously. Some inteveies also noted that due to the
reason that UX is not quite completely understaiog, difficult to say whether they are

doing it or not and none of them new what exactly tlesign is. On the other hand

client’'s satisfaction with a product or service v&®n important, but most important
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factors in evolving it, was seen to be functioralihavigation and visual design.
Interviewees also added that they, by themselvesr) bave a desire and ideas to make
much better and user-friendlier solutions, but canys business logic, influencing

legislation, outdated systems and technology amghfrcustomers set their restrictions.

This, again, depends on what this user experiemsggd is exactly. We look it more
broadly, we try to provide a good experience whité whole brand and purpose of each
individual element or interface is that it providspecified functionality as painlessly
and easy as possible. Things must be so calleyktréorward.

Kinnarpa, Elion

Directly, we do not design user experience and evétdocus on making the product or

service delightful or so called surprise users. HRatwe want the interaction to be

smooth and comfortable and modern, and that it didwa a nice working solution.
Peedu, SEB

The word “user experience” was mostly heard forfitst time either is in year 2008 or

2009. UX knowledge is mainly gained from universtydies, professional literature or
from work-related issues. Tanavsuu (Nortal) anddéer{LHV) commented that similar

things as UX was also mentioned and discussed, readler, even decades ago, but
then no one formed this information this way andkbiden it seemed unbelievable that
one day people are going to form and design useerences deliberately. TAnavsuu
(Nortal) added that using the real end-users dergeand letting them participate in a

real design or development process seemed alsalunre

Interviewees agreed that their perceptions havengdtdh in time. For an example
Luhaaar (Deveton Mobile) stated that he used torateevisual design and now he's got
to understand, how much more he should consideisusél. Kender (LHV) admitted

that he used to be more sloppier but now he amde=cimore usability criteria and is
much more punctual. Tanavsuu (Nortal) also poimtedthat he had realized that the
basis of everything is a good and smooth commubitdtetween all parties, and only

by communicating enough you can guarantee a gsudtre
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4.5 Discussion

As the research results revealed, none of the nelgmb assessed their knowledge about
UX as low. This shows that designers and develokeosv about the existence of the
term ,user experience”; they have heard of it aad predict what it might refer to. In
addition, UX was seen as an important factor inghsg and developing processes,
however, explaining the theoretical meaning of gfhenomenon turned out to be quite
difficult.

With placing the study results in the theoreticalhiework of UX (figure 2), turns out
that UX factors, which can be found in the middfettee model, are more likely and
strongly seen affecting UX. For an example, utiigyseen as very important part of the
UX and also is usability criteria highly apprecdit€ontent in each subsequent outer
layer is considered less important and not so naminected to UX than factors in
previous layer. Moving inside out, the concept of gets wider and people's opinions

and knowledge about it less fixed and unclear.

Trying to map the study results in this model shawat all four UX layers are
important in describing Estonians’ understandirigs, two inner ones are considered
more crucial that the third one and even thoughfaheh layer average shows that it is

considered to be “rather important” it is much lesportant than three previous ones.

While the user experience was considered impodadtrespondents agreed that UX
design contributes to the improvement of a produatsl services, none of the
interviewees was doing UX design or used UX testimgthods in their work. The

concept of UX designed was seen new and unknowrsiamthrly there was not enough

necessary knowledge how to test the user experience

Similarly to the experts' opinions in 2.4, the feswf this survey shows that while
usability already has a pretty good foothold indBs& and designer and developers
know the importance of different usability factarsd take it into account in their work,
the same cannot be said according to user experiémwledge and understandings
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about UX are very different, people have heard abpubut its nature is not yet
accepted and rooted in Estonian ICT industry. leptvords, the situation according

the user experience is the same as it was withlitgaibout 10 years ago.

Based on this can be concluded the maturity of ri@to ICT industry in a sense
whether and how people have embraced user experi@ntcept. This ongoing UX
adaption process in Estonia is currently in a stadof “early majority” (figure 17),
probably in the early phase of this stadium, whem®vators and early adaptors have
already adopted the UX term and nature. The ddasmmipf a currently active stadium
of adaption shows it significantly longer than tweevious ones, stakeholders have
usually above average social status and contatiisearly adopters, new phenomenon
is already known but embracing it broadly takes@lstep-by-step.

2.5%
Innovators

Early
Adopters Early Majority Late Majority Laggards
13.5% 34% 34% 16%

Figure 17. Diffusion of innovation adopters’ catagation (Rogers, 2003).
While practicing the conscious experience desigmiswidespread and routine among

Estonian ICT designer and developers, it is higijikely that the success story of

Estonian IT has a connection to good UX design.
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5. Conclusion

Topic of this master thesis is inspired by diffusiaf innovation theory to research the
maturity of Estonian ICT industry in a sense whetheand how
system/service/producst/software designers and lajexs have embraced user
experience concept. More practical goal is to nefedow Estonian designers and
developers define user experience and which aspe¢tmcludes for them, how they
see UX effects and are they doing UX design. Theeemany theories and the purpose
of this study is to map where between these diftetkeories and layers Estonians’

understandings are placing.

While in the heat of enthusiasm, the main purpoggaoduct or service design is to gain
profit. To be successful, products have to pleasgsumers emotionally as well as
fulfill all practical needs. A good user experierdmes not guarantee success, but a bad
one nearly always leads quickly to failure (Goodmidaoniavsky & Moed, 2012). In
this sense, good user experience is necessarydosiiccess and UX as well as UX
design should not be overlooked. Especially in ¢ase of Estonia, where the future
prospect of ICT Industry requires information amdnenunication technology first of all

to contribute to the rapid economic developmengkEstonia. In this reason there is a

great desire to design and develop successful aodlgr ICT solutions.

In a reason, that user experience does not havéatktheory and an explanation of
what it is exactly, the literature review about WdArries an important role (especially
analyzed user experience theories) by giving tleessary framework for the study and
it helps to map where Estonia as a case is situatinds theoretical system.

Overview about Estonian ICT industry helps to patogian designers and developers
research in its proper context and provides necgsstormation about Estonian ICT
history development and trends. Due to the lackitefature, the user experience
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development story in Estonia is written based deruiews and memories of Estonian

IT experts: Kristjan Jansen, Jaanus Kase and HFeagigpuu.

Research found the answers to all of the reseanebtigns and results of study were
associated with the aims of the thesis presentéldeiteginning and also composed to
theoretical framework. Thesis can be concludednayg that UX was seen as important
part of designer and developers work but no oneagasally doing UX design or used

UX evaluation methods consciously. Respondents aitgout the existence of the term
“user experience”, but explaining the theoreticaamng of this phenomenon turned
out to be quite difficult. More fundamental usepexence factors were more likely and
strongly seen affecting UX. Similarly to the exgedpinions in 2.4, the results of this
survey shows that knowledge and understandingstdihuare very different, people

have heard about it, but its nature is not yet ptecke and rooted in Estonian ICT
industry. Thus can be concluded that in order tsigie consciously for good UX,

designers and developers should pay more attetttioiX design, testing and methods.

This ongoing UX adaption process in Estonia is enity in a stadium of “early
majority”, innovators and early adaptors have ayeadopted the UX term and nature,
this new phenomenon is already known but embraitibgoadly takes place step-by-

step.

While carrying out the research, used researchadstfulfilled its purposes, and based
on the re-situated expert interviews it was possitd conclude whether and how
designers and developers are doing UX design. k®rfurther investigation of this

subject additional research methods should be addedin example — observation.
More attention can be paid to the practical proegsa development and design, in
order to get a better idea of how these processasally take place and thus it is again

possible to associate it to UX design and effédesads out.
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Summary

Kéesoeva magistritdo teema on inspireeritud inrsdwahi leviku teooriast ning
eesmargiks on uurida kas ja kuidas on Eesti IKBtiiges tootavad sisteemi / teenuse /
toote / tarkvara disainerid ja arendajad omakswdtiasutajakogemus mdiste.
Konkreetsem eesmark on uurida, kuidas Eesti digdijeearendajad defineerivad enda
jaoks kasutajakogemust, millised aspekte see neao#s sisaldab, millisena nad

naevad kasutajakogemuse disaini moju ja kas nadddeasutajakogemuse disaini.
Kuna kasutajakogemusel ei ole uhtset kindlat tedgai selgitust, mis see tapselt on, on
t60 koostamiseks vajalik teoreetiline raamtistiklko pandud teemakohase kirjanduse
pdhjal (erinevad kasutajakogemuse teooriad), k&giti® eesmargiks on kaardistada,

kus asetsevad eestlaste arusaamad selles raamistiku

Iga toote vOi teenuse arendus- ja disainiprojelgaton |6ppeesmark, milleks on tihti
eesmark toota kasumit. Et olla edukas, peavaddaateuldama kasutajaid nii
emotsionaalselt kui ka taitma koik praktilised vhjaed. Hea kasutajakogemus ei taga
kill koheselt edu, kuid halb kasutajakogemus vebaegu, et alati kiirele
labikukkumisele (Goodman, Kuniavsky & Moed, 2012).

Ulevaade Eesti IKT toostusest aitab panna labidiBesti disainerite ja arendajate
uuringu sobivasse konteksti. Sobiva kirjanduse sébe tottu on kasutajakogemuse
arengulugu Eestis kirjutatud pohinedes jargnevastiET eksperdite intervjuudele ja

malestustele: Kristjan Jansen, Jaanus Kase ja Fegépuu.

Uurimuse 16puks leidsid vastused koik esitatudimiskisimused ning need seoti t66
alguses seatud eesmarkide ja teoreetilise raanmgstikKokkuvotteks vdib jareldada, et
kasutajakogemust peetakse oluliseks osaks dis@f@mrendajate t60s, kuid sellele
vaatamata teadlikult kasutajakogemuse disainintateing selle hindamiseks vajalikku
metoodikat ei kasutata. Kuigi kbik uuringus osalepdi teadlikud sellise mdiste nagu
“kasutajakogemus” olemasolust, osutus sellele steareetiline tAhenduse andmine
Usna raskeks llesandeks. Fundamentaalsemaid Kesgygosuse tegureid seostati

rohkem ja tugevamalt mdjuga kasutajakogemusele sangaselt peattkis 2.4 vélja
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toodud ekspertide arvamusele, selgus ka uuringmiustest, et teadmised ja arusaamad
kasutajakogemuse vallas on vaga erinevad, inimeseellest kill kuulnud, kuid oma
olemuselt Eesti IKT toostuses seda veel omakseer@tud ja selle fenomeni

juurdumine alles kaib.

Lahtudes innovatsiooni arengu teooriast voib lEda Eestis toimuva kasutajakogemuse
adaptsiooni "varajase kipsuse" staadiumisse. batovid ja varajased omaks votjad
on selle mdiste koos sisuga juba vastu votnud kenigiemale Gldsusele on see

fenomen teada, kuid selle omaks votmine toimub saammult.

Kuigi uuringu labiviimiseks kasutatud uurimismeetatisaab kokkuvotteks lugeda
eesmarkide taitmisel sobivateks, siis oleks kagekina edasi uurimise korral
kasutusse votta ka tdiendavaid uurimismeetodeigkgibBobilikuks vdiks olla naiteks

vaatlus.
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Appendices

Appendix A. UX Development Interview Questions

1. Millal hakati Eestis arvuteid igapéevatoo hdlbustanseks kasutama?

2. Millal 1aks arvutikasutamine massidesse?

3. Millal hakati Eestis tegema Ul disaini? Mis selle gjaduse tingida vois?
Kuidas see areng valja nagi? Oskate te moned nimetlja tuua, kes selle
arengus rolli méangisid?

4. Millal hakati Eestis radkima usability-st? Milliste sindmustega seda siduda
vOiks? Miks tekkis vajadus selle jargi?

5. Millal hakati Eestis raakima UX-ist? Mis ringkonnas? Kuidas? Milline oli
suhtumine sellesse? Oskate te suua vordluseks mdnese riigi? Kui hasti on
UX arusaamad Eestis juurdunud?

6. Millal oli see hetk, et ei piisanud enam lihtsaltdinktsioneerivatest
lahendustest, vaid ndudma hakati midagi enamat eh&iis millal tekkis
vajadus UX disaini jarele?

7. Kas/miks on Eestil vaja UX disainereid?

8. Milline on teie arvates hetkel Eestis seis UX disaiga? Mis voiks selle

pdhjus olla? Mida annaks &ra teha?
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Appendix B. Examples of Estonia's First SuccessfiWebsites

B.1 Delfi.ee in a year 1999.

For many people information this portal was seea sgnonym of Estonian internet,
Received fromhttp://web.archive.org/web/20000208072316/http:/weleilfi.ee/.

a online

" DLLFI

Teisipaev, 8. veebruar uubisep |~ Teemap | wesa-z | minuDELFr |

Uudi

PSevauudised

Search v

Meelelahutus
Arvutiuudised
Spo ed

4~ DELFI ekstra Uudised

Naisteleht Kaitseminister tunnistas salajase luureiiksuse
Suurim naiste ajakiri Eesti tegutsemist 31
internetis

Kaitseminister Juri Luik tunnistas
esmaspaeval parlamendi kdnetoolis
salajase luureuksuse tegutsemist Eestis
aastatel 1998-1999, kuid kinnitas, et
praeguseks on see Uksus laiali
saadetud.

Java Manqud

6 mangu - tule ja proovi! “
Humans

L3busaid minge ja videosid.
DELFI e-kaart

Pea oma sdpru meeles -
szada neile e-kaart.

; Eesti: -2 ... -4 °C,
\p_ Tuul: L33s, Edel, 7 -
17 m/s

Mitu tundi paevas veedate

Eesti
« Haloneni visiitide kavas on Eesti esimeste seas
- Briti sojakopterid ei riskinud Eestisse tulla (1)

AP uudised
« Keila Terko juhtidelt noutakse 10 miljonit (<)
» Maarija rikkaim Eesti staar (¢4}

Véalismaa

« Tshetsheenidele iileantud ajakirjanik on elus,
kinnitab FSB

teleri ees?
ot Haridus
- 2 « Oppejoud tahavad 6ppetooks kasutada tundmatute
46 surnukehi (4}
Ei vaata dldse
Inimesed
[(Hasleta | « Senna surnukeha véidakse isaduse toestamiseks

Soovita paeva kisimust.

valja kaevata (2

Teadus
« Miljonarid polegi geeniused, vdidab professor (1

'\ Abi
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Kuhu Reval Cup kacdus???
Kuhu WEB A-Z kacdus???

LEIA ENDALE
PAREM )
TOOKOHT!

|ll| DELFI poed

Raamat.DELFI.ee
Uusim raamatupood

CD.DELFI.ee
CD internetipood

Videofilmide internetipood

OK Arvutid
Online arvutipood

Online.DELFI.ee
Interneti teenused

- Alusta oma
e-ari!

_~Hansa

Sooritage oma

finantstehingud
Hansapanga
internetipanga kaudu.

DELFI.lv > DELFIL.It >



B.2 Postimees.ee in a year 1996.

One of the first popular webpages in Estonia
Received fromhttp://web.archive.org/web/19961221000139/http fipu=es.ee/.

(27433075

Laupdev, 21. detsember 1996

Kuum 'Krimi VGim 'Karikatuur Koomiks Tana

Uudis Johtkiri Asvamus Valis Majandus Kultwur Sport Kuulutused lim

20. datsember 1996 m 23. datsember 1996
Postimees

Postimehe juhtkiri

@ DPRAANIKUST JA PIITSAST

Repliik
© MITT AL ON POLITIK SIIRAS?
AIVARJARNE
PRAANIKUST JA POTSAST
Eastlaste viimasele rahvuslikule drkamisale 22lnes vindt Slal ine vane keale 3p 2asti koolides 80ndate aastate algul. Moskva sesmirk, vene keele mdju hippsline sivendamine, jii Baltimaadas saavu
Vane keels alasti pealeprassimisele v dus dige pea hoopisk baltl oskuslik protest venskaalses liitriigis slamise vastu ja nit see ritk lagunema hakkaski. Iseseisev Eesti riik teeb keslepoliitikas targasti, kut arvestab oma N Liidu kogemusest kahte asja.
Esiteks, surve riigikesle mdjuala latendamiseks peab olema pidev ja tkaalsale chish 12 joukot Ainult pidevalt laienev riigikesl ) 132 sfidr kombi ituna vastuvdtlikke ndudlust margatavalt Sletava sesti keels Spatamisega motiveerib kezlt Sppima ning vimaldab the keale

mdjuala teise arvel laiendamist.
Teiseks on aga viibolla vealgi tihtsam mutreid mitts Sl pingutada. Tasapist astudes vOib Eastis Jirgmisal aastatvhandel Sles kasvada venskealse piritoluga pdlvkond, kes koolis murrab mdnuga 1abi Tammsaarest ja parast tunde maiustab maakealse moodsa luule kallal.
Ainult seaduse najal kealervumi laiendamine kasvatab aga paratamatult noori, kes vdivad peast vuristada kill paatikke «Kalevipojasty, kuid Easti ritki ikka omaks 21 vota.

e ey

Mis pustub aga pisvakorral olevasse keealse ritklike ki aastaks 2000, sits on se= eastlastale seskitt taktikaline ning siinsstels venslastale stratesgiline kisimus.

1

Easti poolel pole mdtat loobuda niiteks vili

ele slamislubade viljaandmisel rakendatud mallist, kus sbareaalseid tihtasgy nihutati aasta kavpa adast viimasal hetkel, aza mitte kohe sits, kui 2esmirgi sbarsaalsus paistma hakkas.

Nii pole motat ka sestikealss gimnaasivmi ndude suhtes jirale anda juba kolm aastat snne kalla kukkumist. Seda muidugi sits, kui eestikeslsed poliitilised j5ud on tkka jitkuvalt veendunud, ot sesti keele roum ©

peab veelgt

Jiraleandmise vabanduseks 21 tohi olla ka vihemusvalitsuse murs iga koalitsioonivilise hiile pirast Riigikogus. Kut kuus vene saadikut suudavad sestikealse hariduse poliitika rajalt maha vStta, on see t3sise ohu mirck.
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Appendix C. List of Companies in Research Sample

Centre of Registers and Information Systems

Edicy

Eesti Energia

Estonian Defence Force

Estonian Information System's Authority

Estonian Ministry of Finance Information Technolo@gnter

Estonian Ministry of the Interior Information Tealogy Center

Estonian Post

© XN~ WNE

. Elion

10. Elisa

11.EMT

12. Fraktal

13.Garage48

14.InterUX

15.LHV

16. Microsoft

17.Net Group

18. Nortal

19.0pus

20.Playtech

21.Regio

22.SEB

23.Skype

24.Starman

25. Swedbank

26.Zone

27.Tele 2

28.Trinidad Consulting
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Appendix D. Survey Questionnaire

User experience and its effects
Purpose of this survey is to research how Estolfiaector interprets user experience
and its different aspects and effects.

Welcome to my survey and thank you for agreeingn®wer. Your contribution will
help me to write my master thesis and map how dessgand developers understand
user experience (UX).
Different user experience theorists and practitissee user experience differently. For
an example some see it as a narrow topic and éon tiser experience is pretty much
the same as usability, but on the other side thexeisionaries who see UX including
everything related to product and company, its i@k and values.
So there are no right or wrong answers, only difiecapproaches and understandings,
don’t be afraid to say what you really think. Yduwnest answer is very valuable to me.

1. Question: Considering your current work, pleaseajive your opinion about the
following statements.
Pay attention to the scale:
1 - Disagree; 2 - Rather Disagree; 3 — Neither Digeee nor Agree; 4 - Rather

Agree;
5 — Agree

1. User experience is dynamic and changing over time.

1.2  User experience can be designed directly to eveey. u

1.3 In user experience design it is important to pagrdion to system where the
interaction will take place: its design, contenfprmation, interaction and
navigation.

1.4  User experience is a result of values and develapofea company, whose
service or system is being used.

1.5 Inuser experience it is not only about good desitmabout creating an
experience through design.

1.6  User experience is affected by user's mood, motednd needs.

1.7  Work with user experience helps product or serdegign meet user’s needs
and purpose.

1.8  User experience depends more on psychology and@raedhan technology and
design.

1.9 User experience has a subjective side, consisiagsiemotions and beliefs,
preferences and behaviors.

1.10 User experience has an objective side, considéomgwell the user
accomplished purposes and needs with using songethin

1.11 User experience depends of usability, as a congdléearnability, efficiency,
memorability, errors and satisfaction.

1.12 Usefulness is a substantial part of user experience

1.13 User experience occurs through active (personalargkpassive (observing
someone else using) interaction with the used Byste
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1.14 User experience is influenced by context of use.

1.15 User experience is a sub-category of experience.

1.16 User experience is formed at the moment when tbeisisn the action of using.

1.17 User experience is a set of experiences and itddrafter the use, by using the
memories of experience.

1.18 User experience may also be affected by other aselsheir opinions.

1.19 User experience depends on user’s experiencessheser

1.20 User experience depends on user’'s accomplishmedtsxerience during use.

1.21 User experience depends on user’s experiencescanthplishments after use.

1.22 Work with user experience helps to improve usabdita product or service.

1.23 User experience also depends on company’s idefggign.

1.24 User experience is affected by company’s marketimpse service or system is
being used.

1.25 User experience embraces all aspects of the uagtaction with the company,
its services, and its products.

2. Question: Please rate how important following amponents are in creating user
experience.
Pay attention to the scale:
1 - Not Important; 2 - Rather not Important; 3 - Undecided; 4 - Rather Important;
5 - Important

First, give me your opinion: which aspects, assodid to user, are important in
designing user experience.

2.1 User's emotions

2.2 User’s beliefs and preferences

2.3 User’s behaviors

2.4  User’s psychical responses

2.5 User’s psychological responses

2.6  User’s experiences before use

2.7 User's accomplishments during use
2.8 User’s experiences after use

2.9 User's mood and motivation

2.10 User’s needs

Secondly, share your ideas: how important productisstem/service/software
components are in user experience.

2.11 Learnability of the product/system/service/software
2.12 Efficiency of the product/system/service/software
2.13 Memorability of the product/system/service/software
2.14 Errors in the product/system/service/software

2.15 Satisfaction with the product/system/service/sofeva
2.16 Design of the product/system/service/software

2.17 Content in product/system/service/software

2.18 Information in product/system/service/software

2.19 Interaction of the product/system/service/software
2.20 Navigation of the product/system/service/software
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And finally, give your assessment to factors relateto background and company.
Again, the same scale.

2.21 The context of use

2.22 Other users

2.23 Company’'s marketing
2.24 Company’s values

2.25 Company’s development

Some background questions about you
Your personal information will only be used statially for the purposes stated above

and will not be shared with third parties. Your mgroontacts and company will not be
published.

After this survey | would like to carry out someoshinterviews with few of the
respondents (on your free will and suitable tinse)] would like to kindly ask you NOT

to stay anonymous if possible.

1. Your full name.
2. Your email address.
3. How old are you?
4. What is your education level?
- Primary school (1-9 class)
- Secondary school (10-12 class)
- Vocational / technical school
- Undergraduate
- Bachelor's Degree
- Master Degree
- PhD
5. Have you studied abroad?
- No
- Yes(where?)
6. How many years have you worked as a producitsgsystem/software designer or
developer?
- Under 1 year
- 1-5 years
- 6 to 10 years
- More than 10 years
7. What is the name of a company you work for?

8. What is your current position?
9. What is your main job activity?
Product development
System development
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Service development
Software development
Product design
System design
service design
Software design
Other...
10. Do you work in public or private sector?
11. How many employees work for your employer?
-1-9
- 10-49
- 50-...
12. When was your company established?
- Less than 1 year ago
- 1-5 years ago
- 6 to 10 years ago
- More than 10 years ago
13. How high do you rate your knowledge of userezignce?
-Very high
- Rather high
- Rather low
- Low

Your comments...

Thank you very much for your answers.
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Appendix E. Expert Interview Questions

1. Palun meenutage téiesti algusest alates oma t66psessi. Alustame
tookasu saamisest, kirjeldage, kuidas see tuleb.

- Siin raagib intervjueeritav lahti terve disainigessi, kuni paris [6puni vélja.
Kui intervjueeritav takerdub, siis aidatakse lissikiustega. Naiteks. ,Ning
mis jargnes sellele?*

2. Milline on teie jaoks arendatava toote vOi teenuseesmark?

3. Kuidas te kaardistate tulevaste kasutajate voi sitgrupi vajadusi?

4. Kuidas te langetate protsessi kaigus esile kerkivaivalikuid ja otsuseid?
Millest lahtuvalt?

5. Millises projekti faasis toimuvad testimised? Midate tdpsemalt testite?
Kas te testite ka kasutajakogemust?

6. Kirjeldage tdpsemalt, kuidas te kogute andmeid (kasestimisel voi
sihtgrupi uuringus)? Kasutate te monda meetodit? — milliseid andmeid
kogute?

7. Millised on teie jaoks on Uhe disaini- voi arendusptsessi jooksul
esilekerkivad kohad? Teistest keerulisemaid vdi olisemaid?

8. Kui palju teie arvates puutub teie to6sse mdiste lsutajakogemus? Kas
te teete kasutajakogemuse disaini? Seleta ja kir@a?

9. Proovige oma sdnadega defineerida mdiste kasutajagiemus.
Joonistage.

10.Kas kasutajakogemuse kujunemises on teie jaoks migaarusaamatut?

11.Kuidas ja millal kuulsite te esimest korda kasutajkogemusest? (Millal
te sellega oma t66s arvestama hakkasite? — juhul kseda tehakse)

12.Kas teie arusaamad sellest, kuidas oleks kdige digalisaini-ja

arendusprotsessi labi viia, on ka ajas kuidagi muutnud? Seletage.

+ Specifying questionnaire answers, which attractethe attention
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Appendix F. Survey Results Diagrams

Appendix F.1 Average results of the survey in theyblic and private sector

2
S
2
=
a
]

4,00

0,00 -

QNI DO X0 08 9O N dad o> ®
I e SN S L, AP A, 7

0¥ 9 ¥ 4 4° g} 4P 42

N oV o> o » N
KA R

o
NG

NS TSI CIN N S
AR RS RTRY RS RS AN RN

N7 '\'b‘ '\o') '\g> ’\/~\ '\c'b '\9"

>

N
N- '\(}

Figure 10. Average results of the survey in thelipiand private sector. 1 - Disagree; 2 - Rathsagiee; 3 - Rather agree; 4 — Agree
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Appendix F.2 Average results of the survey dependgon the number of employees in the company
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Figure 11. Average results of the survey dependmthe number of employees in the company.

1 — Disagree ;2 - Rather disagree; 3 - Rather agreéAgree
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Appendix F.3 Average results of the survey
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Appendix G. Expert Interviews Summarized Transcriptions

G.1 Interview with Roland Kender

15.aprill 2013, Tallinn
1. Palun meenutage taiesti algusest alates oma toopsessi. Alustame tookasu
saamisest, kirjeldage, kuidas see tuleb.

See sdltub, mida konkreetselt tahetakse saavuiiiéae kui projekt on juba kaima joostud,
sest kaimajooksmisel ei ole selliseid konkreets&ittaske, siis alles aripool métleb ja arutab,
mida teha. Aga kui projekt on juba kdima lainuds ahaltttik motleb asja labi, raagib uuesti
aripoolega ja aripool raagib kasutajaliidese teéggja ja siis tehakse mingi wireframe, mis kdll
ei ole veel 16plik, kus veel kdike ei ole, mis dieendhtud. Siis on selge selline visuaalne pool,
mida tegema peab. Seal on ara kirjutatud, millimekraan, milline on funktsionaalsus ja siis
hakatakse seda tegema.
Uued ideed tekivad enamjaolt aripoolel, vahepdabtl4a asju vélja testimise kaigus, et kuskilt
on midagi puudu voi et kuskil vdiks mingi info lisaolla.
Tookaigus on tihti nii, et esimene versioon laheddngusse ja siis kasutajad avastavad kui
kuskil on mingi jama v3i midagi ei to6ta ja protses kulge sujuvalt ja siis tehakse Umber asi
aga seal enam véaga disainer mangus ei ole, sakbpgfonentide voog on olemas ja siis
tdstavad juba progejad oma peaga tmber mingeid asju
Kasutajaliides on muidugi ainult Uks osa todst,avaglju on ka sellist andmete liigutamist
ettevotete ja pankade vahel naiteks.
Meil ei ole see tddprotsess nii selgete vastutdsaia nagu naiteks Nortalis, kus on Uhes
protsessis disainer, analititik jne., see omaketsds kui projekt on piisavalt suur. Vaikeste
projektide puhul on see overhead ehk tlekulu kigar, et seda lleval pidada. Minu kogemuses
tootavad vaiksed projektid nii, et progejad isevéekka vaga palju sellist kujunduslikku t66d.
See ei ole muidugi alati nii ja keegi ei to6ta pdrksi, kasutajaliidese poole teeb vist ikkagi
disainer enamasti. Kui on mingi pimerakendus, nk@isutavad ainult pangatellerid naiteks, siis
ei ole seda kasutajaliidest eraldi disainitud, aadunktsionaalsed ja toimivad aga nad ei ole
vaga ilusad lihtsalt. On iimselt selliseid inim&ai kes suudavadki hasti nii disainida kui ka
progeda. Aga uldiselt on jah nii, et disainer tdidaini, (kskdik, kas photoshopis vdi juba lahti
Idigatud HTML-iks ja siis progeja teeb sinna omadtiotaha.
Disain on siuke asi, mida ei saa teha kas Gigéstralesti, seal tuleb kindlasti kliendiga labi
raakida mingid asjad, et saada accept, et sedaamaigupeaga taielikult teha ei saa. V6i noh,
disainer motleb valja, mida vdiks teha ikkagi akegis
Naiteks meil tuli &ripoolelt idee, et kodulehekiilgEaks tegema kuidagi kaasaegsemaks ja
lahedamaks ja siis tehti uus kujundus, moni aasfast laks Ules. Sealt saime igasugust
tagasisidet, seejarel suuremad prohmakad parasésdiai ja nild 2 aasta parast laheb jalle
uuendus sinna peale. Aga see initsiatiiv tulepailelt, kelle jaks see asi konkreetselt tulu
vOiks tuua.

2. Milline on teie jaoks arendatava toote v6i teenuseesmark?

Enamasti on ikkagi pdeva I6puks kasum eesmark m¢g@ anainekujundusprojekte, mille
kasumit on raskem mdd&ta. Ja tahetakse ikkagi kasdifaurde saada, voi siis konkurent on
midagi toredat teinud ja siis mdeldakse, et ma kee
Meil on ka eeskujud enamjaolt olemas, Uhtlasi on&aa, mis on nende puudused ja siis sa
tead, mida sa pakkuma pead. Ja no eks me Uritanke iglja mdelda originaalseid asju.

3. Kuidas te kaardistate tulevaste kasutajate vi silgrupi vajadusi?
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Kui on taiesti uus asi, siis tldiselt klient enaéhem teab, mida ta tahab, see klient vdib olla
kas maja seest vdi siis kui tddtada mdnes teisegdttes siis ka valjastpoolt keegi. Siis
raagitakse labi detailid, kuidas vdiks olla. Idekeb ikkagi sellelt inimeselt, kelle ari jaoks
tehakse seda kujundust vai asja.
Lihtsam on siis kui stisteem on juba valmis tehtusll on vaja seal midagi taiendada.
M@dnikord lihtsalt seadus muutub naiteks. Startufeévad muidugi kdik kdike, mdtlevad ise
teenuse vélja, teevad selle esimese prototitbiisgntasevad avalikku testimisse.
Ma ei tea kui palju Eesti seda praktiseeritaks&mikasutajat uuritakse enne aga no
turuuringut ikka tehakse aeg-ajalt. Ja siht on &ililhapoole, et hasti kiiresti turule tulla uute
asjadega, kasvdi beetaga ja siis reageeritaks¢gfasagasisidele, et mida oleks vaja muuta.
Aga samas suuremad arid ei ole nii paindlikud,cseohkem nagu startup-ide teema. Suurtel
firmadel on ka see takistus, et asju on raskem anauimber teha.
Sihtgrupi monitoorimine on kallis 18bu ja see onmabtet teatud ettevotetel ma arvan. Panga
puhul huvitavad inimesi intressid, kui suured centgstasud jne.

4. Kuidas te langetate protsessi kaigus esile kerkivaivalikuid ja otsuseid? Millest

|&htuvalt?

P&himétteliselt vaidleme omavahel selgeks asjadi paneks ikka aegajalt asjadega puusse
aga kui projektimeeskond on thes ruumis ja kuigskis selgeks ei vaidle, siis minnakse
jargmiste juurde ndu kisima.
5. Millises projekti faasis toimuvad testimised? Midate tdpsemalt testite? Kas te
testite ka kasutajakogemust?

Vaga paju sellist usability testimist me ei tee agda teevad pigem aripoole inimesed, kes selle
susteemi tellisid. LOppkasutajatega testimine diajona arvan jargmise suurusjargu ettevotete
teema: Microsoft ja Skype naiteks. Et meie jahetas asja valja ja kui liiga palju kirumist
tuleb, siis tuleb uus teha.
Kindlasti on suurematel projektidel ka professidsed testijad meeskonnas, kes proovivad
vigu leida aga kuna sellised inimesed on selldsvg@amaailmas liiga palju sees, siis nad ei
pruugi koiki vaikseid puudujadke avastada, nendkeg@n see lihtne.
Alles hiljuti lasime me modni paev enne tootmisesseekut tervel meeskonnal ile kaia
programm ja seal tikka Uht-teist tuli, mida voiler@ndada.
Vahepeal testitakse erinevaid juppe lahenduselsti efdik need testimise faasid on muidu
vaga olulised. See esimene prototuibi testimingeen et kas sa teed uldse diget asja, teine on
see, et sul detailid paigas oleksid, kolmas faasean et see ais 16puks tegelikult ka téétaks.
Me konkreetselt sellist UX testimist ei tee piggaigem laheb asi toodangusse ja siis me
vaatame, mis tagasiside sealt tuleb ja mis tulekstutddsse votta. Inimesed teavad, mida nad
pangalt tahavad ja pole vaga motet hullu UX betartest teha ma arvan.

6. Kirjeldage tapsemalt, kuidas te kogute andmeid (kasestimisel véi sihtgrupi

uuringus)? Kasutate te ménda meetodit? — milliseid andmeid kage?

Lihtsalt rakendus on testkeskkonnas jooksmas jatdiavad pdhitéévoogu labida ja selle
kdigus pannakse tahelepanekud ja parandusettemhkigleu Mingis mottes testitakse ka
prototuibifaasis, kus on vorm ja nupud olemas,skisteem tegelikult veel ei toimi aga kasutaja
juba naeb dra midagi. See on kdige odavam viisnisstks ja sellega enamasti vélistatakse
suuremad usability-prohmakas.
7. Millised on teie jaoks on Uhe disaini- v0i arendustsessi jooksul esilekerkivad
kohad? Teistest keerulisemaid vdi olulisemaid?

Usability osas me isegi vaga ei vaidle aga pigerkimimus selles, kas mingit asja on uldse
motet teha. Et mdnikord hoiab uus rakendus nékeklsgi aega 10 minutit paevas kokku aga
kui sinna juurde kuu aega arendust teha, siis kan@et. Kdik tahavad oma elu mugavaks teha
ja uldiselt on aripoolel palju ideid ja nendestIp&élja séeluma, mis Uldse tédsse laheb. Paljud
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asjad on ka sellised mugavuslahendused, et kasasbkasitsi mingit valja taitma, voi sul on
mingi nupp, kuhu peale vajutades ta votab autorab&isskilt infoslisteemist andmed. See kiill
Usna konkreetselt hoiaks té6aega kokku aga papiselt seda nuppu kasutataks, selle peab
enne valja uurima. Ma usun, et avalikes teenustdamii, et on mingisuguseid asju, mida
kasutab vaga vaike hulk inimesi ja enamus turustesgellest huvitatud.
8. Kui palju teie arvates puutub teie todsse moiste lautajakogemus? Kas te teete
kasutajakogemuse disaini? Seleta ja kirjelda?

No eks me ikka mbtleme kasutajakogemuse pealelkfgd juba teavad ka, et see, mis tundub
vaga lihtne vdib olla tegelikult vAga keerulineaggandudev ja kokkuvdttes ei ole rentaabel
uldse. Aga uldiselt ikka lahtutakse avalikes sistdes, mis on véliskasutajatele mdeldud
kasutajakogemusest. Mis on sisekasutajateel méedaiation ikkagi esmane see arivajadus,
mis tingib vajaduse ja kasutajakogemuse pool eligmapaju tdhelepanu. Eks see on ikka nii,
et mida lintsam asi on, seda rohkem suudab inirt@Enetotada sellel lehel. UX peab olema
lihtne, kasutajad ei taha mdelda.
Ma julgeks 6elda, et meil p6ératakse ka kasutajakagse disainile tahelepanu, kik mis vélja
l[&heb, see on puhtalt disainiosakonna t66 ja $edé @rogejatel mingit sdbnadigust. Aga back-
systeemides teevad kdik sellist omaloomingut rohkem

9. Proovige oma sdnadega defineerida mdiste kasutajaggemus. Joonistage.

See, et ma saan vdimalikult vAhese mottevaevajadistega soovitud tulemusi ja ilus voiks ka
olla, kui on enam-vahem professionaalne, siis ba fygood enough ja kui on ikka vaga kole, siis
ma ei lahe sealt edasi, sest see ei tundu siidusséiarne asi.

10. Kas kasutajakogemuse kujunemises on teie jaoks migrarusaamatut?

Ma kull ei métle koguaeg, mida see sGna tdhendéaiis aga minu jaoks on see arusaadav nii,
et see koosnebki kahest komponendist: kuidas nanjédimaiku vahese vaevaga soovitud
tulemuseni ja et ma peaks vdimalikult vahe motlgasilmale voiks ka olla okay vaadata.
11. Kuidas ja millal kuulsite te esimest korda kasutaj&ogemusest? (Millal te sellega
oma tods arvestama hakkasite? — juhul kui seda tekae)

UX, seda ma kuulsin vast 4 aastat tagasi 2009 ujabea arvan, et labi tddringkonna aga
kasutajakogemus uldiselt, sellest ma kuulsin vas jilikooliaastatel umbes 10 aastat tagasi
aga siis raagiti sellest ronkem kujundusega seaitduv
12. Kas teie arusaamad sellest, kuidas oleks kdige digalisaini-ja arendusprotsessi
l&bi viia, on ka ajas kuidagi muutunud? Seletage.

Seoses usabilityga on kill see, et esimestel ttdtehsli savi, kas mingi nupp on nihke voi
kuidas see asi on, et oluline oli, et vBimalikilitda vaevaga asi to6le saada. Aga nuid olen
ikka palju pedantsem, juba néaeb &ra, kui midagolia voi tahaks midagi teisiti. Ja kui ise
lahendada ei oska, siis kisid kellegi teise kdegjelikult kasutajaliidese tehniline pool on aga
muutunud keerulisemaks, spetsialiseerumine on Buula nii tohutult palju tuleb peale
koguaeg uusi asju ja ei jbuagi enam nii hasti ¢ilgi

ANKEET

Kasutajakogemust saab disainida kasutajatele ots®IGEM NOUSTUN

Jah, ma ndustun endiselt

Kasutajakogemus soltub ettevotte vaartustest ja arggusuundadest. El OSKA
SEISUKOHTA VOTTA

Need mgjutavad inimese hoiakut aga mitte kasutgj@kmwist

Kasutajakogemus ei ole ainult hea disain, see ongemuse loomine l&bi hea disaini. El
OSKA SEISUKOHTA VOTTA

Praegu ma ndustun sellega.

Kasutajakogemus soltub rohkem psihholoogilistest tpuritest ja emotsioonidest kui
tehnoloogiast ja disainist. EIl OSKA SEISUKOHTA VOTTA
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See sOltub mélemast ja vastastikku. Kui sul onlitisae lahendus, siis sellega saavad kdik
Uhtemoodi hakkama, raskema liidese puhul aga jai&gab see kasutajalt ronkem on aga akki
samas huvitavam ja pakub ka rohkem.

Kasutajakogemus tekib sellel hetkel, kui kasutaja nalagi kasutab. El OSKA
SEISUKOHTA VOTTA

Praegu ma ndustun

Kasutajakogemus soltub kasutaja kogemustest, mille on saanud enne kasutamist. El
OSKA SEISUKOHTA VOTTA

Jah eks ta ikka soltub.

Kasutajakogemus soltub kasutaja kogemustest paragasutusprotsessi. PIGEM El
NOUSTU

Ma jah endiselt pigem ei ndustu, see tekib pigesutamise hetkel.

Kui palju mdjutavad kasutajakogemust teised kasutaad. El OSKA SEISUKOHTA
VOTTA

Pigem ei mdjuta, kui sa just ise ennast kergesjitada ei lase.

Kui palju mgjutab kasutajakogemust ettevotte turundus. EI OSKA SEISUKOHTA
VOTTA

Kui on hea turundus aga kehv liides, siis see paitameelt vimendada hoopis, et mida te
mulle reklaamisite.

Kui palju mdjutab kasutajakogemust ettevotte arenga arengusuunad. EI OSKA
SEISUKOHTA VOTTA

Ma ei teagi, pigem vist ei mdjuta.

G.2 Interview with Taavi Tanavsuu

16.aprill 2013
1. Palun meenutage taiesti algusest alates oma téopsessi. Alustame tookasu
saamisest, kirjeldage, kuidas see tuleb.

See on olnud igas projektid erinev. On projektes, Kient teab péaris tapselt, mida ta tahab
ja tal on omal projektijuht ja ménel isegi arhitgktvb ise arendaja ning meid vbetakse
rohkem kui lisaressursina ja meile deldakse sigakliapselt, mida teha. Ning siis on teine
hulk projekte, mis on isegi pigem tavalisemad, Kient tldiselt teab, mida ta tahab aga tal
omal pole digete kogemustega arendusinimesi jetdildi ta ka vaga tapselt, mida ta tahab.
Meil on omal muidu olemas visuaaltiim, kelle tUlesarmn mdelda vélja, milline voiks olla
kasutajakogemus. On isegi selline ametikoht nagwebigineer. Igasse projekti tema kull ei
sekku, sest osadel juhtudel ei peeta seda olulib&kteks sisemiste susteemide puhul.
Selle eest ei olda ndus maksma, et disainitaked#ta sraldi. Sageli me oleme uritanud teha
mingeid prototlilipe kasutajaliidestest, mida sammndlle ndidata ja mis pakuks
diskussiooni ja paneb &kki imber mdtlema. Aga paluprojektides ei peeta seda uldse
oluliseks.

Kui tehakse uut siisteemi, vdi arendatakse olemaaplgiis minu tlesanne on valja
mdelda, kuidas seda teha ja suhelda kliendi esitetz, projektijuhtidega, pdhimotteliselt
susteemiarhitekti t66 on 80% suhtlemine. Sagehigtame ules, seda mida me valja
m&tlesime, piisavalt tapselt, no hagu maja puhudrtritekt, kes joonistab maja projekti,
mille jargi hakatakse ehitama. Tarkvara puhul sekhine ei ole, et iks mees teeb oma osa
valmis ja annab jargmisele teha. Tarkvara puhubbikem siuke suhtlusprotsess, mis
pidevalt areneb, kui maja puhul on 5% protsessiamdtlemine ja 95% realiseerimine,
siis tarkvara puhul on pigem vastupidi. Koguaegyaja valja mdelda, mida teha ja kuidas
teha ja siis kui tegemiseks laheb, siis see onljhbge. Ja mina olen siis see, kes aitab vélja
mdelda ja suhelda.

2. Milline on teie jaoks arendatava toote v&i teenuseesmark?
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Eelkdige kujutatakse ette mingeid funktsionaalséiddeid, et me tahame mingit
kliendirakendust, millega saaks teha seda, sesledja. Seda, et kuidas see kasutajakogemus
selle juures peaks olema, seda tuleb harva ettegatiee on alguses olemas.

3. Kuidas te kaardistate tulevaste kasutajate voi sifgrupi vajadusi?

Raégitakse kliendi esindajatega, erinevate iningestees teavad erinevaid asju ja Uritatakse

pilt kokku panna. Kasutajaliidese poolt siis pritdiitakse. Ma ei ole kuulnud, et paris

Idppkasutajatega ka katsetataks. Osad koolkoneaddeseda aga meie vist mitte.

4. Kuidas te langetate protsessi kaigus esile kerkivaivalikuid ja otsuseid? Millest
[&htuvalt?

Eelkdige siiski suheldes teistega, see on kbigisaih Tarkvara ei olegi muud kui kellegi
ideed. Kui ei tea, mida teha, siis tuleb suheldde®ia kolleegide ja kliendiga, vastavalt
vajadusele, kes vdiks parasjagu teada sellest kéideem. Ja kui ollakse tdesti kahevahel,
mida tuleb tegelikult ette vaga harva, sest endiijjutakse suhteliselt kergesti
veendumusele, mis on kdige parem, siis kaardistatalituke p&hjalikumalt probleemi.
Kaasatakse néaiteks veel rohkem inimesi, kes teaddst&ipsemaid nlansse. Proovitakse
samm-sammult selgemaks saada seda asja ning otetha&de 16puks konsensuslikult.
Loomulikult ei ole ka valikud alati diged, on kdjeim vdlja tulnud, et teine valik naiteks
oleks ikkagi parem olnud, sest me ei arvestanutnaewgi asjaga, sellist asja tuleb ka ette.
5. Millises projekti faasis toimuvad testimised? Midate tdpsemalt testite? Kas te
testite ka kasutajakogemust?

Enamjaolt viime me testimisi l&bi arvutis prototilfdmsis. Kasutajapoolne kiht on alles ks

vaike kiht, seal all on vee palju kihte. See vitiimlteebki selle Glemise kihi valmis, ilma

selle alumiseta, et oleks midagi néha ja et satilt ja selle tunde ja kogemuse ja tunde

katte, et kuidas seda kasutada oleks.

Sisemist poolt testitakse tisna palju automaatdglifatakse tekstiskriptid, mis vastavad

funktsionaalsuse nduetele ja mis kontrollivad leestsiidab kdiki ndudeid.

Kasutajaliidese poolt testivad meil aga testijadsdgeli kasitsi. Sest seal on vaja natuke

visuaalset tunnetust ka . Kui mul mingi funktsioisaa ei meeldi lihtsat, midagi on valesti

ja millegagi ei olda rahul. Ehk siis testijad otswsd kasutajamugavuslikkuse Ule.

Alati ei ole vBimalik k&iki puuduseid likvideeridapdned asjad on madalama prioriteediga,

naiteks varv, kui asi ikkagi to6tab ja on kasutagg see on ok. Ja alati jaab sisse mingi

hulk teadaolevaid vigu, samamoodi nagu ka mitteaebevaid vigu. Utleme nii, et kui on

hea testija, siis selliseid vigu sisse ei jaa,arlilient parast ise avastab. Samas vdib puudus

olla ka see, et midagi ei ole otseselt katki, \&idle lihtsalt mugav kasutajale.

Esimene versioon, mis vélja laheb ei ole kunadighéme. Ja alati kogutakse tagasisidet

I6ppkasutajatelt ja siis tehakse jargmine ja parersioon mdne aja parast.

6. Kirjeldage tdpsemalt, kuidas te kogute andmeid (kasestimisel vai sihtgrupi
uuringus)? Kasutate te monda meetodit? — milliseid andmeid kage?

Ma ei ole sellist projekti meil veel nainud, kus oileks péaris I6ppkasutajatega testinud voi
andmeid kogunud. Uldiselt vaatab neid asju mingnisjon, kes otsustavad, kas see on hea
I6ppkasutajatele vai ei ole. Aga ma ei vélistanetmdnes projektis siiski oleme ka
I6ppkasutajaid kaasanud.

Testijate kdest andmete kogumine soltub projeRfighemtestijate all on veel omakorda
tiim. Ja igal testijal on tegelikult ka natuke omatoodika v6i oma kéekiri. Aga kdige
uldisem metoodika on ikka selline, et testijad pigithseda asja katki teha, avastada
olukordi, kus see ei t66ta voi ei ole kasutajalegaw Nt ei to6ta mdne brauseriga. Testija
eesmark on leida vBimalikult palju selliseid viggassamas ka kontrollida tle need, mis on
juba varem leitud, kas vanad vead on ara parangatgh ei ole selle asemele mdnda uut
tekkinud.
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Osades projektides on see testimise kaik araauseeatud rohkem, vaiksemates tehakse

rohkem kasitsi ja siis vaadatakse tema kommentdan@puks testija otsustab, kas see

silisteem praeguses seisus on kdlbulik klindile stfaiseks ja tarbimiseks.

7. Millised on teie jaoks on Uhe disaini- v8i arendustsessi jooksul esilekerkivad
kohad? Teistest keerulisemaid vdi olulisemaid?

Esimene koht on muugiprotsessi kaigus, alustamkypaike tegemisest. Seal on vdimalik

igati eksida. Naiteks juba pakutakse juba liigadhsidsteemi, klient aga otsustab votta palju

vaiksemamahulise siisteemi ja seega ka juba padjuaotha. Ehk siis kas see, mida

kiusitakse, on ka see, mille eest ollakse valmissmak Seda ei 6elda valja tavaliselt. Parast

hakatakse raha lugema.

Jargmine koht on see, et kui on mingi keerukamesinst mis koosneb mitmest

komponendist, see ei ole nlilid seotud otseseltdakogemusega, see on rohkem seotud

serveritepoolega, et kui on mingi keerukam sisterisikoosneb mitmest serverist ja

andmebaasist vdi on mdni omamoodi slisteem, v@aguus asi méne olemasolevaga

siduda siis on raske neid siduda.

Oluline on teha digeid arhitektuurilisi otsuseidssneid on parast praktiliselt voimatu

muuta tervet siisteemi imber tegemata.

Samas on kasutajaliidest just k8ige lihtsam mwséat see on selle terviku kdige tlemine

kiht.

See view kiht on suhteliselt eraldiseisev. Kui rga tahan view-s midagi muuta, siis ma ei

pea jalle altpoolt midagi muutma. Ehk siis see vi@ht ei ole kriitiline.

8. Kui palju teie arvates puutub teie todsse moiste lautajakogemus? Kas te teete
kasutajakogemuse disaini? Seleta ja kirjelda?

Tegelikult mitte eriti palju, see on rohkem Visugéma. Mina métlen vdlja sisteemid, mis
seal all on. Visual on ka see, mida kliendile sadiblata.

Ja UX disaini tegemine oleneb juba kliendi sooWst,vaja, siis teeme.

9. Proovige oma sdnadega defineerida mdiste kasutajaggemus. Joonistage.

Minu jaoks on see palju asju. Esiteks see, etlildgiat ja intuitiivselt sa saad teha selle
slisteemiga, mida sa tahad teha. Kasutajalidespsafa arusaadav, et mis siis juhtub kui
midagi teha. Sa peaksid kasutama vdimalikult vahéesgid, et teha seda, mida sa tahad
teha. Ideaalne kasutajaliides on selline, kus sl@ fildse vaja mingeid abivahendeid ega
teadmisi, et see kaiks lihtsalt ja loomulikult garedtled selle esimese korraga kohe vélja. Ja
kui ka laheb natuke valesti, siis sa saad ka amjslaks valesti ja mis juhtus. Ja kui

midagi juhtus, et sa saaksid aru, kas juhtus sel sa tahtsid, et juhtuks. Ja kolmas aspekt
oleks see, et sa saavutaksid seda kdike voimalikuikese ajaga.

Mingites registrites ja riigiasutusesisteemided tianaoliselt oluline, et sa saaksid selle
kiiresti ja efektiivselt tehtud. Sama kui mingitesstes susteemides on oluline, et sa saaks
seda kasutada erinevates kohtades, erinevate aleggarna et see oleks mugav ja meeldiv.
Naiteks Uks meie projekt visitEstonia.com. asi peleima lihtne aga samas ka meeldiv.

10. Kas kasutajakogemuse kujunemises on teie jaoks migaarusaamatut?

Minu jaoks midagi arusaamatut vist ei ole, kuigi reaalselt ise kunagi UX disaini teinud

ei ole. Samas see tundub ikkagi selline asi, middéees/6imalik vaga hasti defineerida. Ja

see ei tundu asi, mida on kerge mingite kindlateoouikatega saavutada.

11. Kuidas ja millal kuulsite te esimest korda kasutaj&ogemusest? (Millal te sellega
oma t60s arvestama hakkasite? — juhul kui seda tehae)

Usna ammu. Ma lugesin erialast kirjandust jubasp@0-nendate 18pus, tilikooliaegadel.

Vaimaik ka, et sellest raagiti koolis. Ma olen pegajuba 20 aastat praktiseerinud.

12. Kas teie arusaamad sellest, kuidas oleks kdige digalisaini-ja arendusprotsessi
[&bi viia, on ka ajas kuidagi muutunud? Seletage.
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Enamjaolt on mu arusaamad samad, kuigi kunagi siotiueline, et keegi voiks reaalselt
ka kasutajakogemust disainima hakata. Ja naiteksha& kolm eri varianti ja kaasata
reaalseid tulevasi kasutajaid ja lasta neil hinjeatgppida protottitpi ja teha parast
kusitlus, voi jalgida, mida nad teevad. Et ulmedusteha sotsioloogiline uuring ja hiljem
tulemusi statistiliselt analtilisida, et saada teaniline on sulle dige kasutajaliides. Kunagi
reaalselt keegi nii ei teinud. Mdeldi ikka ise niikgsutajaliides valja, mis tundus, et v8iks
sobida. Samas see tundub ka loogiline, et inimed&vad siiski paremini omaks midagi
sellist, millel on parem kasutajakogemus ja sdlweehtuleb tb6tada.
Suur osa muutustest on seotud ka tehniliste lahistega. Viimase 10 aasta jooksul on aga
mulle selgeks saanud, et oluline on suhtlus, sa@midagi Uksi valja mdelda ja teha, vaja
suhelda inimestega, et parimad lahendused valjtagh. Parim voimalus hea tarkvara
saamiseks on inimestega suheldes ja inimesi kaasate

ANKEET

Kasutajakogemus on dunaamiline ja vdib ajas muutuda El OSANUD SEISUKOHTA

VOTTA.

Sellega on nii ja naa, olenevalt siisteemist. Edteslisteemide puhul pdhineb

kasutajakogemus erinevatel alustel. Ehk siis niiga.

Kasutajakogemust saab disainida kasutajatele otseel OSANUD SEISUKOHTA

VOTTA.

Vot seda ma 100% ei usu, see on see sama testgaa. Testijad proovivat otsustada, kas see

asi on kasutajatele hea, aga nad ei pruugi kadatgsti otsustada.

Kasutajakogemusel on objektiivne kilg, mille moodutab see, kui hasti 6nnestus kasutajal

kasutamisprotsessiga oma eesmark saavutada ja omajadused rahuldada. EIl OSANUD

SEISUKOHTA VOTTA.

Objektiivne kiilg tal ilmselt on ja paljudel juhtud®ab seda ka ilmselt mddta, mitte aga

kdikidel juhtude. Ja kuna kdikide siisteemide puhualle kdige olulisem efektiivsus, olulisem

on néaiteks asja kunstiline pool vdi mingi naudinggelelahutuslik olemus v6i kogemus hoopis.

Kasutajakogemus on uletldise kogemuslikkuse alamkegooria. EI OSANUD

SEISUKOHTA VOTTA.

Vaiks ikka nagu olla.

Kasutajakogemus soltub ettevotte identiteedidisaist. — EIl OSANUD SEISUKOHTA

VOTTA.

Sellega on ka jalle nii, et osade ettevdtete pablilib aga minu arvates mitte vaga pajude.

Kasutajakogemust mojutab ettevétte turundus, kelldoodet vdi teenust kasutatakse. El

OSANUD SEISUKOHTA VOTTA.

Jallegi jah, osade puhu s6ltub. Naiteks Apple-ibualll s6ltuda paris palju.

Kasutajakogemus tekib sellel hetkel, kui kasutaja nadlagi kasutab JA Kasutajakogemus on

kogemuste kogum ja see tekib parast kasutamist maiste péhjal. PIGEM NOUSTUB.

No ilmselt on mdlemad mingil maaral tosi.

G.3 Interview with Tiina Rekand

15.aprill 2013
1. Palun meenutage taiesti algusest alates oma toopsessi. Alustame tookasu
saamisest, kirjeldage, kuidas see tuleb.

Uute projektide toosse valimine ja took&su saarsdieib hasti paju projektist, kdik projektid

on erinevad. Uhel projektil on naiteks tapselt tgat hakkame parendama seda valdkonda v6i
on konkreetne asi, mida kasutajatele vaja on vaandistatud konkreetne probleem, naiteks
kas kasutajad ei nde mingit linki vdi ei saa arllesiki. Ehk siis on eelnenud analiits, mille
kaigus selgitatakse vélja, mida teha on vaja.
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Kui ideaali jargi votta, kuidas meil enamjaolt kadbeks kdigepealt analiils, korjata kokku
praegune tagasiside kasutajatelt ehk siis saada,teada tuleb muuta. Teha siis naiteks
turuuuring ja saada teada, mida inimesed tahaviag. Whstavalt sellele juba teha edasi joonis,
alguses paberil ning sealt edasi hakkan juba arjatnistama. Seejarel tuleb paberi peal
testimine, paberprototiilbiga, seejarel tehakséraber HTML'i peale ning sealt edasi juba
laheb asi arendusse. Aga arendusse laheb asisiisist seda kui ka prototlip on kasutajate
peal testitud.

2. Milline on teie jaoks arendatava toote vOi teenuseesmark?

See eesmark sOltub tavaliselt projektist ja seilsdla projekti ajast ja kdigest sellest, millega
ta seotud on. Ma arvan. Et riigiasutuse puhul teléstada, mis on ideaal ja mis on tegelik
olukord. Selle parast, et paljude projektide puhirna tahaks, et eesmark oleks vaga hea ja tore
asi, mis kasutajatele meeldib ja on kasutajategiiiud aga aeg-ajalt laheb ikka teisiti.
Uhtemoodi kindlat eesmérki iga kord ei seata, mémikpeab lihtsalt mingi asi tehtud saama.

3. Kuidas te kaardistate tulevaste kasutajate véi silgrupi vajadusi?

Meil tuleb hasti paju juba olemasolevatelt kasuédjaagasisidet. Meie portaalil on hasti palju
erinevaid rakendusi ja vGimalusi ning tihti tuledskitajatelt ettepanekuid, et voiks veel midagi
olla. Ning kord kuus on meil arenduskoosolek, kugaakse, mida vBiks teha ja kas seda saaks
mdne projekti kdigus ellu viia.
4. Kuidas te langetate protsessi kaigus esile kerkivaivalikuid ja otsuseid? Millest
lahtuvalt?

See soltub. Viimane olukord, mis mul meelde tuldlsisime me siiski kasutajate kaest, et mis
nad asjast arvavad. Kuna kahe variandi vahel bi¢weiga vaike, tuli analtitisida saadud
kommentaare ja selle pbhjal langetada otsus. Mellaoolemas inimesed, kes sellistel puhkudel
maha istuvad ja asja arutavad, et ei ole paristkblole jargi ning kdik tuleb l1abi arutada
isekeskis, siis kui me testimist ei tee.
Kuna meie asutuse puhul on ka osa asju dokumeséidéga pandud, siis tuleb lahtuda nendest
dokumentidest, sest on olukordi, kus nii peab olg@mdik. Kdik peab olema vastavuses
kasutajatega, seadustega ja ka teiste asutustedaault meie, kes otsustame.

5. Millises projekti faasis toimuvad testimised? Midate tapsemalt testite? Kas te

testite ka kasutajakogemust?

Uritame testida vdimalikult vara, nii pea kui orbpa peal mingi kuva olemas. See oleks siis
esmane testiminepaberprototidbil ja jargmine &ijaka siis, kui on valmis ka klikitav
versioon.
6. Kirjeldage tdpsemalt, kuidas te kogute andmeid (kasestimisel voi sihtgrupi
uuringus)? Kasutate te ménda meetodit? — milliseid andmeid kage?

Testimiseks on meil naiteks tle 1300 inimesegailsgikuhu me saadame testimiseks asju,
mida me saame juba naidata veebis. Vi siis onetene otsime ise inimesi, kes sobivad
sihtgruppi, kes oleks tdendaoliselt teenuse kasdifajaiis kutsume nad siia ja viime testimise
|abi. Vastavalt kas anname paberid ette, mis kugtaseda navigatsiooni, kuidas see kaima
hakkab voi siis viime arvutis labi. Uritame tekisakaalset olukorda, mis oleks siis, kui ta seda
kasutaks. Sinna juurde kiisime, mis ta kommentaawjanis ta kiisimused on, mida ta visuaalist
arvab ja kuidas ta naiteks kaitub, kui ta midades, kas ta laheb narvi voi kuidas Uletildse
inimene sellest aru saab. Et uurime ikka natuketgiomne ka.

Kui me néaiteks navigatsiooni testime, siis me armarimesele ette konkreetse Ulesande ja
vajaliku info ja vaatame, kuidas ta selle 1abi tdebi me aga veebis saadame e-mailiga teste,
siis on need ankeedipdhised. Viimasel ajal olenmaitklihtsaid teste, kus on kaks varianti, et
uurida, mis rahvale meeldib ja miks see meeldilst 8ga me vaga ei taha ka inimesi koormata
tohutu info ja pikkade kisimustikega.
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7. Millised on teie jaoks on Uhe disaini- vOi arendustsessi jooksul esilekerkivad
kohad? Teistest keerulisemaid voi olulisemaid?

Sellele on raske vastata. Siin tuleb méngu ka rr@ost, sest monda asja ma alles 6pin ja ei tea
veel. Tegelikult on kdige raskem hakata seda kégjmest asja tegema, nullist, see on kdige
raskem. Kui on mingi asja Umber tegemine, siisssemarksa lihntsam. Uut asja arendada on ka
hoopis teine asi, sest ettekujutus, mis sealt wilgh on marksa hagusem.
Kdige olulisem koht on aga enne kui asi laheb anesel. Sest siis on vaja koik lukku panna.
Peale seda juba muuta on vaga raske. Ja kui Hiljledm vélja kasvoi vaike pisiasi, mis kujuneb
kasutajate jaoks oluliseks ja kust hakkab negatiitesgasisidet tulema, siis on juba hilja.

8. Kui palju teie arvates puutub teie toosse mdoiste lautajakogemus? Kas te teete

kasutajakogemuse disaini? Seleta ja kirjelda?

Puutub. Kui me ka nditeks testimisi teeme, siidiniame arvestada sellega, et inimesed oleks
sellega rahul ja mida parema emotsiooni see telseda suurem on ka vBimalus, et ta soovitab
seda kellelegi teisele. Meile on ka promo olulidga sellele eraldi keskendutud ei ole.
Arenguprotsessi alguses me eraldi kasutajakogetisami peale ei métle. Kuid
kasutajakogemuse testimine on meil hetkel valjatiigse, et hakata seda rohkem jalgima. Me
tahaks mddta inimeste emotsioone, et selgitada, s ta mingi teenuse kasutamisel hatta
jaéb vai siis, mis talle meeldib. Aga veel ei ode yalmis.
Kuigi oma subjektiivsest arvamusest lahtudes, peakasutajakogemuse disaini oluliseks.

9. Proovige oma sdnadega defineerida mdiste kasutajaggemus. Joonistage.

Kui ma koolis ei oleks 6ppinud, seda mis asi orukgakogemus, siis ei oleks see mulle
arusaadav. Kuna ma aga kain IMKE-s siis see onjitkdnud kohale.
Minu arvates v0ib aga kasutajakogemus olla kagipo& vOi negatiivne. See on kogemus, mis
saadakse mingi rakenduse voi seadme kasutamisegarven, et see soltub inimese enda
taustast, tema varasemast kogemusest, kuidasl¢gagi suhestub, hetkeolukorrast, kus ta
midagi kasutab, mida ta parajasti teeb ja sellgistds asi, mida ta kasutab on Ules ehitatud. Kui
asi on ehitatud ules, mitte selle inimese keskke#i,seda kasutab, naiteks Eesti.ee puhul
ametniku keskselt, siis tavainimesel on vaga raskega suhestuda ja tema jaoks on see
kasutuskogemus selline, et tihe korra kasutab jerolei taha seda teha.

10. Kas kasutajakogemuse kujunemises on teie jaoks migaarusaamatut?

Ma arvan, et selle kohta ei saagi kuidagi Uhesdla) sest igailks tdlgendab seda omamoodi ja
kdik saavad sellest omamoodi aru ning ei ole Bigeeihlesid vastuseid.
11. Kuidas ja millal kuulsite te esimest korda kasutaj&ogemusest? (Millal te sellega
oma tods arvestama hakkasite? — juhul kui seda tekae)

Esimest korda kuulsin ma seda sdna aastal 201 m&uldiksin IMKE-sse.
12. Kas teie arusaamad sellest, kuidas oleks kdige digalisaini-ja arendusprotsessi
l&bi viia, on ka ajas kuidagi muutunud? Seletage.

Nii ja naa. Ma olen ise viimase ajal teemakohag¢huwd ja juurde dppinud ja arendanud ennast.
See teema on niivord subjektiive ja sdltub inimesesast, kes seda kasutab. Nii vBibki
juhtuda, et Ghele vaga meeldib, teisele aga eidnieisalt selle parast, et ta on kehv paev.
ANKEET

Kasutajakogemus soltub rohkem psihholoogilistest tpuritest ja emotsioonidest kui
tehnoloogiast ja disainist. PIGEM EI NOUSTU!

Ma arvan, et kui tehnoloogia ja disain on head, rstied tekitavad selle hea emotsiooni. Nagu
naiteks iPhone ja Apple on lles ehitatud selldlsee on uudne ja omapéarane ja sellest tekib
see emotsioon.

Kasutajakogemus on Uletldise kogemuslikkuse alamkagooria. PIGEM El NOUSTU!

Ma arvan, et siin olen ma valesti markinud. Ma pigedustuksin selle vaitega.
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Kasutajakogemus s6ltub kasutajate saavutustest, misiavad aset parast kasutamist. El
OMANUD SEISUKOHTA!

Ma arvan, et see s0@ltub olukorrast ja kontekdisi.naiteks e-teenuste puhul on see, et hiljem
tuleb ka mingi tagasiside, et siis on ta sellingikdik kogemus. Aga ma arvan, et mingite
protsessidega tekib see kogemus kasutamise hedielks muusikat kuulates. Seega s6ltub see
olukorrast.

G.4 Interview with Geroli Peedu

16.aprill 2013
1. Palun meenutage taiesti algusest alates oma toopsessi. Alustame tookasu
saamisest, kirjeldage, kuidas see tuleb.

Eks see vist oleneb. Ma olen SEB-s té6tanud alletaaaeg ja vdib-olla ma veel ei tea paris
tapselt kuidas mingid protsessid kaivad. Ja tegklikndub, et on justkui ametlikud
protsessid ehk kuidas asjad peaksid kdima aga projekti puhul kéib see teisiti.
Ametlikult on nii, et kuskil pannakse tegevusplakesise idee vdi vajadus tulla turule uue
asjaga v0i juba olemasolevat kuidagi muuta jarsisd ideed lahevad
ariarenduskomiteesse, kus otsustatakse, millisjektide eelttofaas kaivitada.

+ JOONIS

Esimeses eeltdofaasis kaardistatakse seda readlsgadust, kui suur vaiks olla sihtriihm,
mida meil Uldse vaja on ja kuidas koguda andmestie $aasi 16pus j6utakse mingile
ettepanekule. Mis on mgjud, riskid jne. Ja siis kemotsustab kas kaivitada projekt voi
mitte kaivitada ja sealt algab reaalne tootearendus

Palju on ka selliseid protsesse, mis ei labi dadlisetlikku teekonda, sest nad on kas palju
vaiksemad voi on tekkinu hoopis mingit muud moddis tunduvad head ideed, mida on
vaja ilmtingimata ara teha.

Kihiliselt on see jaotatud mitmeks. Esimene kihtngiteks arilahendus, kes defineerivad
arilisi vajadusi, et me peame tootma kasumist, aagi kindlat, mida me klientidele
peame pakkuma. Siis on erinevad kliendi: era i |

Siis on meie tasand ehk siis kanaliarendus. Enkelifiernetipank ja mobiilirakendus. Siis
on veel tellerikanal naiteks ja ATM-id. Ja siis kals tasand on IT, kus reaalselt need ajad
valmis tehakse.

Arilahendus defineerib, mida pakkuda, meie defimeer kuidas seda teha, voi kuidas me
selle 16puks kliendini viime ja viimane on see leaarendusetase, kuidas see tdole panna.
Uldjuhul tekivad ideed selles esimeses kihis aigar&aigitakse labi nii meie kui IT-ga et kas
see on tehtav, palju see maksab, kui kiiresti etaletav ja mida meie selles idees naeme.
Meie oleme tihedamas kontaktis kliendiga ja meienmé kliendivajadusi paremini, millega
naiteks klient hakkama ei saa. Meie raagime sisied ja arilahendusega, kas midagi on
maistlik teha. Vaga harva aga ei saa ka valisteiea IT-st vOib tulla mingi ettepanek.
Naiteks tehnoloogia vaheldub ja tekivad uued vairsedl aga nemad Utlevad tavaliselt
projekti raames, et meie tdnane tehnoloogiavalikalline aga me saaks seda teha ka juba
niimoodi.

Loomulikult on ka aktiivne klientide tagasiside li@st tuleneb tooteparendus, kui néiteks
mingid asjad ei toimi vdi on palju kaebusi ja pedrne, siis sealt tekib ka sisend
ariarendusele. Ja ka turg mojutab ehk siis mid&damndid teevad ja mida meie juba
pakume.

Siis hakatakse ndudeid ja tulevikuvisioone kaaadist, et milline see leht v6i toode vdiks
olla, siis tehakse esialgne wireframe vai olengasaydib-olla ka HTML prototltp. Ja siis
uritad ette kujutada, milline see voiks valja n&bellest jargmine asi, mida me oleme alles
juurutamas, mida me vaga tihti veel ei tee, omkigelt tagasiside. Me nimetame seda
concept testinguks. Ehk siis sa naitad kliendile qrototttpi vdi wireframe ja kisid talt
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mingeid kiisimusi, et kas ta saab Uldse aru, midaeda saab, millised ettepanekud tal on,
kus ta jadb hatta, mis on tema arvates puudu, fraithaks muuta. Oluline on siiski saada
esmast tagasisidet ka [6ppkliendilt.

Ja siis tédiendad wireframe, kogume tagasisideklieindilt kui tooteomanikult. See kaib
ringiratast méne aja.

Siis ootame éariotsust, et jah, arendame selle talsnlGpuni vélja.

Parast seda on uuesti klienditagasiside ja testindelles faasis me teeme ka usability
testimist ja think-aloud meetodit. Me anname mingidllat taskid ja vaatame, kuidas ta
hakkama saab. Ja siis on igasugused muud testid{estid, secadmetestid, brauseritestid
jne.

Ja siis tuleb ikkagi veel klientidelt tagasisidesjgesti minna tooteparendamiseni tagasi. See
oleneb sellest kui palju on ressurssi ja kui Hitiié see on ja kui kiiresti on vaja parandusi
teha. Et kuna tegemist on suure organisatsoorigausiremate muudatuste tegemine
vOtab aega.

Uks asi on ka see, et pangandus on rangelt regtesréind valdkond ja paljud asjad
tulenevad seadustest. Me peame naiteks mingitd@sjadama, sest seadusest tulenevad
uued nduded. Siis meil ei ole voimalik kauaks s jdadda, vaid me peame selle
vOimalikult kiiresti &ra tegema, et tagatud olelsktsionaalsus.

V@i siis tuleb meil taiesti uus toode, nagu oliteks digikaasa, kus ma paris paju panin ise
paika, milline see to0kask olema saab ja mis vaised sellel uuel asjal peaks olema. Aga
seal taga on ikkagi suur tiim, kellega me arutame.

Samas ei ole meil ka liiga vabad kéed, sest meekRaotsi SEB (ks osa ja kbik, mis
puudutab visuaalset identiteeti, et millised onangirvid ja logod ja digitaalne disain,
millised on need komponendid. Hetkel on meil nesdlised imarad, see on meil Rootsist
ettekirjutus. Meil on olemas digital design manjaahteraction design manual. Nendelt
tuleb kogu see identiteedi osa. Et meie vb taledg pigem sellist flat disaini, sest meie
arvates on praegune juba oma aja ara elanud. AgsiReeb pdhjalikult oma asju ja sellest
lahtuvalt ei uuenda ka véga tihti. Me peame nepdedes laveerima ja Uritama natuke
teha oma versioone. Naiteks ei ole meie arvatesnatipangas olevad ikoonid voi sellised
lapsikud pildid see stiil, mida me tahaks hoidat see ei paku meie arvates kliendile head
kasutajakogemust. Ja just selle vananenud digdtnikardame me ka, et see
kasutajakogemus ei ole nii rikkalik kui vbiks. Bke pllame anda Rootsile ka omapoolset
sisendit ja edastame ka meie klientide tagasididéd, see muutus votab aega. Sest meie
Eestis oleme ka vahesed, kes on tdismahus neraigiefitekirjutused rakendanud. Ja kuna
uusi lahendusi tuleb nii palju peale ei saa igagesskaasa joosta vaid see kdik votab aega ja
peab olema hasti pdhjendatud ja labi mbeldud,seesjaab siis ikka mdneks ajaks. Aga Uha
enam nad kaasavad ka meid ja peavad meist lugu.

2. Milline on teie jaoks arendatava toote vOi teenuseesmark?

See vist ka oleneb. Naiteks rahapaeviku puhul, middaahame ule viia balti
internetipanka, oli minu tookask see, et me viikstEja Leedu puhul funktsionaalsuse
vOimalikult Ghilduvaks. Ehk siis kaardistan iselisel future state, ehk siis milline see
tulevikus olema peaks, selle vélja selgitamisekssktieerisin ma jélle &ripoolega, et mida
kliendid vGiksid vajada. Panen kokku erinevate osétp huvid ja tekitan oma ettepaneku,
mis see eesmark voiks olla. Aga see tekib ikkagikd 1abiraakimiste kaigus.

3. Kuidas te kaardistate tulevaste kasutajate véi silgrupi vajadusi?

Meie arendusjuht Ghest kiljest kuulab selle &ridwse poole pealt, mida nemad teavad,
sest nemad on nagu mones mbottes tooteomanikuce drisee, et vdib-olla mitte liiga
slistemaatiliselt aga siiski me saame Klientidgiasssidet, siis meieni jbuavad need teemad
ja me kogume need kokku, nii mured kui ettepanédigatidelt. NPS — ehk see naitab kui
rahul on kliendid. Ja seal on vaba tekstivali, kad saavad sisestada ettepanekuid. Ja ka
kasutajatoelt tuleb infot.
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Ja siis vaatame, mis maailmas toimub, otsime iatetn vaatame, mida teised pangad

teevad. Et see on esmane kaardistus.

4. Kuidas te langetate protsessi kaigus esile kerkivaivalikuid ja otsuseid? Millest
[ahtuvalt?

Meil selline integratsioonidisain on tegelikultst@stetud Uheks ariettevottest, kes on selles

paris tugev tegelikult. Ja siis on pigem nii taseli, et tema teeb &ra ja siis pakun mina, et

akki teeks hoopis nii ning pakun oma alternatiBiin on meil péris tihti uute asjade puhul

see, et meil on kas 5 v@i 6 arendusjuhti interaetiya peal, siis ma kutsun nad kokku,

naitan neile oma versioone ja saan neilt tagasjstiemis oleks maistlik ja mis mitte. Ja

siis on veel ka @rilahendusering, kus ma voin ka i@marlaudu.

Aga |6pliku otsuse teeb minu Ulemus, e-pangandurde kuigi tihtipeale sa tead ise, mida

sa teha tahad ja kisid lihtsalt ta arvamust.

Lisaks on meil ka Leedus samasugune tiim nagu £éstilega me koostdod teeme, aga

tihtipeale oleme meie arengus ees ja nemad on figgevad panganduse detailides ja

meie interaktsioonis ja disainis.

5. projekti faasis toimuvad testimised? Mida te tapsmalt testite? Kas te testite ka
kasutajakogemust?

Kuna klientidega me testime hetkel ikkagi vahegdtrei saa me nii palju tagasisidet kui

me tahaks ja palju testimist toimub maja sees. Agadumus on sinna, et rohkem

klientidelt tagasisidet saada.

Vt, kisimus 1.

6. Kirjeldage tdpsemalt, kuidas te kogute andmeid (kasestimisel voi sihtgrupi
uuringus)? Kasutate te ménda meetodit? — milliseid andmeid kage?

Klientideni jdudmine on olnud erinev. Ma olen votihnéiteks need kliendid, kes on mingi
kindla aja jooksul teinud sama asja kohta kas attekuid voi kirjutanud kommentaare, siis
vaatan tagasiside p&hjalt. Olen ka juhuslikultvadi suvalisi inimesi, ka naiteks oma
sOpru-tuttavaid. Siis olen veel ka naiteks all @ekmantoris inimesi parast tehinguid palunud
vaadata meie lahendust ja anda tagasisidet.
Me oleme proovinud ka kasutajakogemust testidankiisiike kaudu, et saada teada, kas
inimestele meeldib lahendus ja kui lihtne on seslukada, see on mingi Nielseni
kiisimustik. Aga kahjuks sealt ei saa vaga headisigat. Me ei ole siiamaani suutnud
head metoodikat kuidagi valja td6tada, mis tagakegyntulemi ja arusaama, sest inimesed
annavad reeglina tagasisidet, et kdik on vagadead on vaga rahul. Me oleme teinud
paari erinevat ttupi kisimustikke, et tritanudesglasjast aru saada aga siiamaani ei ole
see olnud efektiivne. Aga me proovime leiutada mestodeid ka kogemuse testimiseks
aga tundub, et inimesed ei oska oma kogemusi ldrmiabbjektiivselt, et seda mingile
skaalale panna ja tagasisidestada. Ma olen moeduitts moodus voiks olla see, et ma
panen kirja omadussdnadepilve, kust testijad peaatiwha sobivad iseloomustamaks
lahendust.
Vt, kusimus 1.
7. Millised on teie jaoks on Uhe disaini- v0i arendustsessi jooksul esilekerkivad
kohad? Teistest keerulisemaid vdi olulisemaid?

No kindlasti, mis on hasti oluline, on see, et istilprobleemi me lahendama hakkame ja
kuidas me seda uldse teeme. Oluline on saada ata,sateha tahad ja seda katsetada
klientide peal ja nii parim lahendus vélja to6tada.

Samas on oluline ka see, et votta vastu otsuskasseda voi mitte, et ei venitaks seda
protsessi ja jouaks kiiresti lahendusteni. Ja kidiagi ei t60ta, siis on oluline hakata kiiresti
muutma. Et see planeerimisfaas ei veniks liigaksikda liiga pikalt ei tohi ka jaada ideid
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koguma ja ka kasutajaid uurima, sest turg on koguagutuses ja vajadused koguaeg

muutuvad ja kdrval ka konkurendid té6tavad.

8. Kui palju teie arvates puutub teie todsse moiste lautajakogemus? Kas te teete
kasutajakogemuse disaini? Seleta ja kirjelda?

No mu enda arvates ikka puutub.

Otseselt me kull kasutajakogemuse disaini ei teelja peale otseselt ei keskenduta, et
toode oleks delight vdi nii elda suprises me, pigaatame, et interaktsioon oleks sujuv ja
mugav ja kaasaegne ja et see oleks selline méndétdly lahendus. Ja teine on siis see, et
kuidas see reaalselt visuaalselt valja naeb. Disaivide poolest, ikoonid, pildikeel, tekst.
Kolmas vaga oluline on see, kuidas see asi on liggdtdiles ehitatud, mis keelt
kasutatakse, kas ametlikku voi naiteks sébralikku.

Me teeme mdne projekti puhul kill teenusedisaing ke valiste partnerite abiga métleme,
milline vdiks olla see terve loogika asja puhulse¢ oleks thtne.

9. Proovige oma sdnadega defineerida mdiste kasutajaggemus. Joonistage.

Olulised komponendid on interaktsioon, look&feekedis milline see asi valja naeb ja
kolmandaks toote enda vajalikus, kas see asi kd ki@inetab.
10. Kas kasutajakogemuse kujunemises on teie jaoks migaarusaamatut?

No ongi, see kuidas seda UX-i piiritleda, kas se&aenne ja parast kasutamist ja millest

see siis tdpsemalt sbltub. Ja ma ei tea seda kaidas seda kasutajakogemust disainitakse

ja kuidas seda hinnatakse. Ja ma ei tea kui ldaltleb kasutajakogemus klienditeekonda.

11. Kuidas ja millal kuulsite te esimest korda kasutaj&ogemusest? (Millal te sellega
oma t60s arvestama hakkasite? — juhul kui seda tehae)

Ma arvan, et see oli IMKE-s dppides naiteks ag€8B. Kas siis loengus vai otsisin ma ise
mingeid materjale. Ma vast ise nimetasin sedeassitajasGbralikkuseks.
12. Kas teie arusaamad sellest, kuidas oleks kdige digalisaini-ja arendusprotsessi

[&bi viia, on ka ajas kuidagi muutunud? Seletage.

Ma olen labinud vaga paju koolitusi ja enne ma likgk pm ei teadnudki, mis asi see
disainiprotsess Uldse on. Ja kindlasti on veelsdju, millest ma liiga tapselt veel ei tea.
ANKEET

To0 kasutajakogemusega aitab tootel v8i teenustebemini taita kasutaja vajadusi ja
eesmarke. El OMANUD SEISUKOHTA!

See on jalle see kisimus minu jaoks, et mis seestis{on. Kui sinna alla kuuluvad ka
vajadused ja eesmargid, et siis kiill.

Kasutajakogemus soltub rohkem psihholoogilistest tpuritest ja emotsioonidest kui
tehnoloogiast ja disainist. El OMANUD SEISUKOHTA!

See on nii ja naa. Oluline on nii see tehnoloogijiwol kui ka vajaduste pool. Sest kui
disain ei puuduta sind kohe kuidagi, siis ei saaksevaga head kogemust pakkuda. Samas
kui toode ei lahenda mul Ghtegi probleemi, siisengea ka see disain saaks seda muuta ja
siiski positiivset kogemust pakkuda. Ma ei tea likg#, kui disain on vaga age, v6ib mulle
siiski mingi asi vaga meeldida, kuigi mul ei olelaevaja ja selle funktsionaalsus ei paku
mulle midagi

Kui palju mdjutavad kasutajakogemust teised kasutagd?

See on vaga subjektiivne. Naiteks facebookis védja,sest ilma teisteta ei oleks mul seal
midagi teha, samas on lahendusi, millega mul onkikgdga I6bus. See sdltub vast toote
funktsioonist. Samas teiste arvamus ehk ikkagi adjmatuke. Ehk siis s6ltub ikkagi

Kui palju mdjutavad kasutajakogemust firma arenguswnad?

Selles suhtes mdjutab palju, et kui Uhe firma adetwn olla kasutajasébralik ja rahuldada
klientide vajadusi, siis m@jutab. Ja kui firma eéskon ainult kasum ja nad inimestega ei
arvesta, siis taas mojutab.
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G.5 Interview with Andrus Kiinnarpa

17.aprill 2013
1. Palun meenutage taiesti algusest alates oma toopsessi. Alustame tookasu
saamisest, kirjeldage, kuidas see tuleb.

Elion on selles mbttes keeruline ettevotte, et nsmmpooli, kellega sa suhtlema ja arvestama
pead on vaga palju. Aga asi algab digitaalsestdinatdusest, kuna asju tehakse vaga paju ja
palju kasutatakse ka valist abi ja partnereid,miizaja pilku peal hoida, et seda stiili Ghtsena
hoida.
Kdigepealt proovivad ariinimesed seletada, miseint ja idee, mis tuleks maha muia ja
peale seda pannakse paika, kes selles protseaksiashakkab. Seejarel kogumise sisendi ja
kirjeldatakse vaga pdhjalikult funktsionaalsusoBli on vaga palju back-siisteeme, mis on kill
juba ajast ja arust aga mille imber tegemine oléga-vdga mahukas, seega peab neid niansse
arvesse votma ja kuigi ise tahaks kuidagi teistmolihtsamalt midagi teha, siis peab ikkagi
Uhe sammu asemele kolm disainima. Siis paneme patenagemise jargi kokku oma esialgse
plaani, idee, milline see vBiks olla. Siis laheb sesti ja siis juba Umbertegemisele.
Ega seda funktsionaalsust ei olegi vdib-olla rékeavélja mbelda aga asi taandub |16puks vaga
lihtsate asjade peale, inimesed suudavad enngstasgikavigadest labi narida aga kui sa
midagi segaselt kirjeldad, teed kasvdi tahevea sgie leitakse Ules ja see tekitab segadust.
Raske on kirjutada teksti ja panna pealkirju, néksid taielikult Gheselt mbistetavad koigile.
Ja kui midagi inimese jaoks keeruline tundub, tsiifakkab selle peale mdtlema, takerdub sinna
ja kokkuvdttes voib-olla ei viitsigi sealt |1abi nma ja laheb kellegi teise juurde. Kui inimesed ei
saa asjast aru, siis ta ei kasuta seda.

2. Milline on teie jaoks arendatava toote vOi teenuseesmark?

Pigem on meil hetkel kasil nii 6elda vanade asjadber tegemine. Et selleks paris aega ei ole,
et hakkame midagi toredat valja métlema, vaid éilttseadused muutuvad, teenused muutuvad,
turg muutub ja on vaja ennast imber kohandada.
Konkreetselt tegeleme me hasti palju tellimustel&mistega.

3. Kas ja kuidas te kaardistate tulevaste kasutajatedi sihtgrupi vajadusi?

Tegelikult me neid niimoodi eraldi ei uurigi. Iniste fantaasia on piiritu ja kui lasta neil
mdtlema hakata, siis tuleks sealt igasuguseid dbsar. Oppinud inimesed suudavad ise ka
enam vahem okei lahenduse vélja mdelda ja kunkibeb enne ka testi, siis seda saab alati
Umber vormistada.
4. Kuidas te langetate protsessi kaigus esile kerkivaivalikuid ja otsuseid? Millest
[&htuvalt?

Kui vaja, siis kutsutakse kokku inimesed, kui vajis testime, kiisime valjastpoolt ndu.
5. Millises projekti faasis toimuvad testimised? Midate tdpsemalt testite? Kas te
testite ka kasutajakogemust?

Esimene testimine toimub prototldbi faasis, tei@@agt muudatuste tegemist suuremate
projektide puhul ja kui vaja siis teeme ka I6ppteste koos disaini ja taielikult tdotava
lahendusega.
Pdhiméttelised on kasutajakogemust puudutavad kisgthmeil testides sees ja juba ka
inimese k&itumisest saab ht-teist valja lugedakagpalju nad niud juurde annavad, seda ei
tea. Ega sealt nagu vaga mingeid kommentaareegilik Utlevad, et on okei asi ja eraldi
kasutajakogemuse kohta me jareldusi tihti tehalkea.o

6. Kirjeldage tdpsemalt, kuidas te kogute andmeid (kasestimisel vai sihtgrupi

uuringus)? Kasutate te monda meetodit? — milliseid andmeid kage?
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Meie t60vahenditeks on prototlip, kaks arvutit,[fkja green room. Green room on see koht,
kuhu koguneb mingi seltskond pealt vaatama tedtigigareldusi teha. Seda, mida teises
arvutis tehakse naidatakse kinoekraanil ja tegiijaka mikrofon kuljes. Ja siis testijad
proovivad kasutajalugude abil mingeid Ulesanddtd.tda parast on siis selline intervjuup8hine
kisitlus. Reeglina me testime umbes 3-5 inimesé Keaselgub, et on vaja teha muudatusi,
siis vaiksemad tehakse lihtsalt ara, suurematel@gaukorraldatakse parast muudatuste
tegemisi uuesti samasugune testipdev. Ja voinalikhakse ka I6pptestimine suuremate
projektide puhul.
Meil ei ole vaga ametlikku osakonda, kes neid tEdieviiks. Ka testijaid voetakse peamise
oma maja seest, meil on ule saja tootaja siin jeerkdik ei ole kursis meie toodete ja
teenustega ja neid vdib votta tditsa nagu taviiesnte.

7. Millised on teie jaoks on Uhe disaini- v8i arendusyotsessi jooksul esilekerkivad

kohad? Teistest keerulisemaid vdi olulisemaid?

Pigem selliseid kohti eraldi vélja tuua ei saa @@ja-olla siis see, et tihti tulevad su ideede
teostamisele vahele kas tehniline pool véi siigdiline poolt. Et ongi, sul tuleb mingi 4-5 poolt
kokku, millega sa pead arvestama, kelle ndudmigiestusaamadest see pilt [6puks kokku
tuleb.
8. Kui palju teie arvates puutub teie todsse moiste lautajakogemus? Kas te teete
kasutajakogemuse disaini? Seleta ja kirjelda?

See oleneb jalle, et mis asi see kasutajakogenisgi@ dn. Me vaatame pigem seda laiemalt,
me proovime terve oma brandiga pakkuda head kogemmngsiga tksiku elemendi voi liidese
eesmark on see, et see vBimaldaks talle maaratktsfanaalsust véimalikult valutult taita. Asi
peab olema selline straight-forward.
Kuna me oleme vaga suur ettevote, siis midagi sabekse vaga harva ringi, reeglina sa téétad
mingisuguste detailidega ja sa pead justkui poaligesse astuma. Aga eks me ikka proovi ka
mingi ttki loomisega kasutajat loodetavasti poggis suunad mojutada.
Paar aastat tagasi olid meil suured brandingumusddt mille n&ol oli tegelikult tegemist nii
Oelda Ule voopamisega. See, mis toimus oli vagardbe, keegi oli mingi brandinguidee vélja
kainud ja anti pool aastat, et see ellu viia. Kuaypdli paigas ja pidi tledo kdikides riikides
juhtuma. P&himdtteliselt tuli uus brand taiestilistvalja to6tada ja sellises mastaabis kiirelt
tehtud asjad ei ole head. Mingist kasutajakogerdissgnimisest ei saanud juttugi olla, ressurss
laks selle peale, et kdik funktsionaalsused tebaaks ja, et asjad enam-vahem uhtemoodi vélja
ka ndeksid. Siiamaani on kdigil probleeme sellégagcks niud on juba aega uuele ringile
minna muudatustega. Selliste korporatsioonide pahuikvinud ka selline parasiitdisain, et kui
nt Eesti midagi kiiruga vélja motleb, siis votavaded riigid selle kiiresti Ule, analtiisimata,
kas see on ikka parim lahendus.
Lisaks teeme me koosto6d Trinidad Consultingugbelkene saame nii konsultatsioone kui ka
abi prototttpimisel.

9. Proovige oma sdnadega defineerida mdiste kasutajaggemus. Joonistage.

See on suur tervik, see algab sellest, mida sastdbasbt ettevottest, milline on su suhtumine
ettevottesse ja milline see sinu arvates valja nadhlne see konkreetne tiikk sinu arvates valja
naeb ja kuidas see tddtab. Samas isegi kui suadkon ilus ja hea aga kui mingit vaikest asja
naiteks netis ei ole voimalik &ra teha, siis séastiab ikka valja kill ja sellisel juhul ei saa
jallegi heast kasutajakogemusest raakida.

10. Kas kasutajakogemuse kujunemises on teie jaoks migrarusaamatut?

Ma ei utleks, et selle juures on minu jaoks midagisaamatut. Ainult, et uued lahendused ja
iseteenindused nduavad kliendilt palju rohkem fkdivad nagu vastutuse ja too ettevottelt
kliendile, kes peab ilma kaehoidmiseta seal isenajdéppima.
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11. Kuidas ja millal kuulsite te esimest korda kasutaj&ogemusest? (Millal te sellega
oma t60s arvestama hakkasite? — juhul kui seda tehae)

Akki oli see aasta 2008, kui ma sellest esmakordselsin ja sealt alates vaikselt on lainud,
ma nuid ei oska 6elda, millal ma sellega oma tddesstama hakkasin, jark-jargult rohkem olen
Hansud ma arvan lihtsalt.
12. Kas teie arusaamad sellest, kuidas oleks kdige digalisaini-ja arendusprotsessi
[&bi viia, on ka ajas kuidagi muutunud? Seletage.

VBib-olla see, et puhtal tekstil on ikka vaga stalkja me vdime ka raketti lasta ja vilet puhuda
aga tegelikult on see, et see samamoodi tdmbalepimel kdrvale hoopis. Et mingis mdttes on
isegi oluline hoida asi lihtsana.

ANKEET

Kasutajakogemus soltub firma, mille toodet voi teeust kasutatakse, vaartushinnangutest

ja arengust. EI OMANUD SEISUKOHTA.

LApuks taandub koik selle peale, et kuidas ja gellettevite ise panustab, kui sa naed vaeva ja
panustad oma arengusse ja Oigete vaartushinnakguteemisse, siis markavad seda ka
kliendis. Ja isegi kui vaartusi teadlikult ei eksperita, siis eks need tegelikult ikka
peegelduvad valjapoole ka. Nii, et pigem siis véaistun ikka.

Kasutajakogemus soltub rohkem psiihholoogilistest tpiritest ja emotsioonidest kui
tehnoloogiast ja disainist. El OMANUD SEISUKOHTA.

Loomulikult on need mblemad pooled olemas. Olutinenii emotsionaalne pool, eelnevad
kogemused, side, suhtumine ja siis on olemas tabmibol, esteetiline pool, mis on jalle hasti
keeruline. See oleneb kasutajast ka, moni tahahtildisaini, moni tahad jalle hasti tehnilist, et
sellist kuldset keskteed nagu olemas ei ole manarva

Kasutajakogemus tekib sellel hetkel, kui kasutaja rdagi kasutab JA Kasutajakogemus on
kogemuste kogum ja see tekib parast kasutamist maiste péhjal. PIGEM EI NOUSTU

See on selline muna ja kana teema. Mina naen kakoggemus sellise pikema protsessina, mis
vOib vastavalt kokkupuudetele muutuda. Jah, me saaékida ka konkreetsest tikist eraldi aga
samal ajal sa seostad seda ju selle suurema tgavikust see parit on.

G.6 Interview with Rode Luhaaar

12.aprill 2013
1. Palun meenutage taiesti algusest alates oma toopsessi. Alustame tookasu
saamisest, kirjeldage, kuidas see tuleb.

Tegelikult tulevad t66 kasud kahte moodi. Uks o, & me ise otsime vdimalusi kellegi
digitaalse poole arendamiseks ja me votame Uhejalpgiiame leida kahe organisatsiooni
vahel koostdopunkte. Ja teine versioon on seeewt kutsutakse kas konkreetselt appi, kui on
mingi lahendus vajab parendamist vdi 6eldakse lemtkelt, et me vajaksime sellist lahendust
vOi teenust. Eesti naitel on selline tegevus kadddigelt suhtlusringkonna pdhine.

Asi algab tavaliselt sellest, et kdigepealt koHtsggja kohtumise eesmark on aru saada selle
ettevotte voi organisatsiooni ariloogikast uldsesknoodustub nende tulu, kes on nende
klindid, kus on nende kliendid, kui tihti nad osaaly mida miUakse jne. Kuna meil on selline
laialdane kompetents ja me ise oleme avatud silg@gd#eme sageli ise ndu andnud ka selles
osas milliseid asju ja miks tldse mida ja kliersliaan otsustada, kas ta nt laiendab oma toote
sortimenti vBi pakub juurde teenuseid.

Siis sealt edasi konsultatsioonivormis kui me olemesaanud, kuidas toimub &ri ning néu ja
motteid andnud, siis on vajaduste kaardistamirgg seskatt organisatsiooni |&htekohast.
Nemad nt tlevad, et meil on vaja mobiiliappi v@lmiliveebi. Sageli ongi tulnud valja, et
ettevbtjad tahavad appi, kuid tegelikult vajaks hadpis mobiiliveebi. Seal toimub nagu
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konsultatsioonina, me ei suru oma teenuseid peadepliame aru saada, mis oleks kdige
kasulikum lahendus.
Sealt edasi toimub see, et me pllame aru saadadiksskliendi poolt vajalik olla.
Organisatsiooni eesmargid on sageli Uheselt méiset nad tahavad rohkem kaivet voi
rohkem kasutajaid, kuid sageli on see, et on podtpall meetodid (esimesel teed sa palju
turundust ja teine see, et sa teed oma asja aktawselt, et inimesed ise tahavad seda). Siis me
pludame ka kasutaja poolt aru saada, mida nad tdhse@ toimub isiklike kogemiste pdhjal,
toogrupipdhjal, séprade pdhjal. Ma isegi Utlemagdiub kuidagi ebaprofessionaalne kui nt mu
elukaaslane vaatab midagi. Aga samas joonistuvaelkate inimeste testijatena kasutamisel
valja modned vajakajddmised, mida ma ise ei nainud.

2. Milline on teie jaoks arendatava toote vOi teenuseesmark?

Meie oleme sama moodi kasumit taotlev organisatsjaaneie eesmark on tihele kliendile
muta voimalikult palju, mis tahendab seda, et atewg kas panna hinnaks miljon eurot véi sa
siis teed selle asja niimoodi, et ta tellib su k&eksi. Peale selle, et see projekt peab olema
kasumlik, peab ta oleme selline, et ta tagama mpéikema koostdo, mis hoiab kokku meie
mutgitiimi t66d ja kliendile orienteerituse t60deesSon asja laiem loogika seal taga.
Toote vdi teenuse eesmark on aga tegelikult pakkadatajale teatavat hiive. Ehk siis, see
peab tditma oma eesmargid. Me ei saa Oelda, &ka millegi jaoks ette nahtud aga Uhesdnaga
lahenduse eemargiks on kasutajale pakkuda hiveagtata tema vajadustele.

3. Kuidas te kaardistate tulevaste kasutajate voi sifgrupi vajadusi?

Testime enda peal ja tuttavate peal. Ning tegelikulka nii 6elda parterite v8i kaitumismudeli
kaardistamist ehk me vaatame, mis valisriikidestdn, kuidas nemad lahendavad seal
probleeme. Ja muidugi me ei saa kdike Uks-Uhelgdita. Turundusuuringuid me otseselt ei
tee, kui on vaja siis me palkame selleks kell&fphimotteliselt me saame alguses aru, mis on
ettevotte eesmargid, mis on kliendi eesmargid.t®elalsi hakkame looma sellist loogikat.
Uks on siis wireframe-ide visuaalne toimimine jis &a puiiame seda kasutajakogemust juhtida
selliselt, et kuidas mdjutab see inimesi erinevatekordades, milline on ekraani suurus, mis
juhtub siis kui tal internet &ra laheb. See onjsis usability-st natuke kaugemal ning me ise
putdame sageli viia ennast sellesse olukorda vigydib kdik juhtuda. Ja sealt edasi hakatakse
toole, 160 kaigus viiakse ka vajadusel taiendissiesi Tootmine toimub siis sellise loogika
alusel. Tehakse ka selline tehniline brainstormikugglas seda asja kdige tulemuslikumalt
lahendada: kuidas asjad vimalikult kiiresti ladk&iuidas need toimiksid, kuhu annab ta edasi
andmed, kas andmed salvestuvad jne. ja siis |Gpusstimine, kus siis reaalselt viime ennast
sellesse olukorda, laseme teistel lle vaadatamaakliendil Ule vaadata ja siis mingi kriitilise
aja jooksul hoiame néppu ise pulsil, kas meil tidedlt mingeid erroreid voi mitte.
Veebide puhul kasutame visuaaltestimist, meil dimseprogramm, mis naitab erinevate
operatsioonististeemide ja brauserite vead. Jaesiis edasi on meil turundus.

4. Kuidas te langetate protsessi kaigus esile kerkivaivalikuid ja otsuseid? Millest

[&htuvalt?

Me kas kusime kellegi kaest, konsulteerime klieadig6tleme ise vdi on meil varasem
kogemus. Varasem kogemus tahendab seda, et meiaalselt kasutajate numbrid, ndha kuidas
kasutajad kaituvad, analtitsid, millised inimesellisaid seadmeid kasutavad jne. Kui klient

on valmis sisulist t66d tegema, siis me teeme &#ithselliselt, et kogemuse pluss selline
eeluuringu baasil teeme otsuseid.

Mdonikord on ka tehnilisi barjaare, et me tahamesebleks ilus ja vahva aga, et me teame, et
me peame lahendama selle lihntsamalt ja tagasikoidklt, et see tdidaks oma eesmargi kdikide
kasutajate jaoks. Kasutaja tahab seda lahendugiokizs mitte naha seda v@ib-olla ilusat
lahendust seal sees, mis ei to6ta nii hasti. Kugadiised valikud, siis me tee jah selliseid
otsuseid.
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5. Millises projekti faasis toimuvad testimised? Midate tdpsemalt testite? Kas te
testite ka kasutajakogemust?

Sellised testimised toimuvadki testifaasis, siisdtujuba toode vdi teenus peaaegu, et valmis,
et Uldse selline testimine oleks vdimalik. Ja esied l[Abimdtlemised toimuvad user interface
disaini osas ka, milline peaks olema nupp, dropddiinjne. ning viimases faasis toimub
I6plik testimine, kuidas inimene seda kasutaksrifte ei laseks suurt hulka peale kui on
vOimalik, et seal on suured probleemid.
6. Kirjeldage tapsemalt, kuidas te kogute andmeid (kasestimisel véi sihtgrupi
uuringus)? Kasutate te monda meetodit? — milliseid andmeid kage?

Me teeme sellist testimist, et nt minu elukaaskamh mingi todkasu, kus ta Ulesandeks naiteks
lisada mingi bookmark mobiililehele. Ja siis maamtalle juhised, mis on objektiivsed.
Seejarel ma vaatan, kuidas ta sellega hakkamalsaata ei hooma seda, kuidas seda teha, siis
ma naen, et seal on probleem. Seega viskad inivetsevooras olukorras ja vaatad kuidas ta
hakkama saab. Selliselt jalgime olukorda.
Samamoodi kliendiga naiteks. Kui klient ise omeaeladiuse kasutamisega hasti hakkama ei saa,
siis on selge, et tdenaoliselt ei saa sellega maéikea suur osa inimesi.
Konkreetselt Gihtegi meetodit kasutanud ei ole ag&ogume enamjaolt intervjuudega
kvalitatiivset infot. Veel kasutame me google atiabyit, browser bite-i testimiseks.
Programmeerijad kasutavad emulaatoreid. Samamaoaiedl olemas erineva ekraaniga
seadmed, et selles suhtes on see pigem sellinigekinahe testimine. Me oleme kohanud ka
laialdast kusitluste puhul seda, et tegelikult ieg®d ei tea, mida nad tahavad ja seda tuleb
ikkagi kvalitatiivselt aru saada, et kus see pretvie/dib tekkida.

7. Millised on teie jaoks on Uhe disaini- v8i arendusytsessi jooksul esilekerkivad

kohad? Teistest keerulisemaid vdi olulisemaid?

Voib-olla asi algab juba algusest. Sageli klierteai, mida ta tahad ja vélja tuleb selgitada, mida
tal vaja on. Kui klient tuleb sinu juurde konkreesooviga, et ta arvab, et see tema probleemi
lahendamine edendab tema ari, kuid tegelikult wii# palju efektiivsemaid variante. Meil
oleks tegelikult kasulikum teha ettevottele seetatus sellisena nagu ta tahab ja teenida kasu,
kuid meil ei ole seda klienti parast kui ta naglkankurent on lahendanud sama asja nii, et see
on palju efektiivsem. See on see esimene raske koht
Disaini puhul voib olla probleemiks projektijuhting. See peab olema paigas. Lisaks tuleb
vdlja selgitada, mis on kliendi roll ja mis on lakleise teostaja roll. Kui klient hakkab naiteks
disaini ise suunama ka nt kontseptsiooni loomiist see tdhendab , et 16puks on disainer
juhitav robot, mida klient liigutab. Ja tegelikske tulemus ei ole lldse hea. Kliendile tuleb ka
ara selgitada, et see, mida me teeme on vastagatkogemustele ja tegelikult kliendi huvides.
Loomulikult on m&nikord probleemiks ka ajaraamisipiine. Ning ajapuudusest tekib ka
olukord, kus ei testita piisavalt. Hakataks isalagla. Testimise aeg on aga vajalik selle parast,
et kui sa lased mitte-tdotava lahenduse laivi vibisal kasutajatele vdlja, siis neid kohti, kus
inimesed ara pdoérduvad, neid vBib olla tunduvaikesm. Selle vastu aitab ka natuke see, et kui
miski on juba Uhe korra &ra testitud, siis sedawideta enam. Kuid kui tekib vajadus
muudatusteks kliendi poolt, siis teostatakse des alis, kui esimene etapp on lukus ja valmis.
Et ei hakkaks korraga muutma ja arendama.
Vaga olulised kohad on aga seotud tehnilise lalsmfhudisainiga. Kui tehniline lahendus ei
t6ota, siis disaini sa ei ndegi. Kui disain ei kommikeeru soovitud viisil, siis v8ib see mdjutada
ettevotte positsiooni kasutaja silmis. Kui kasutgjaaa aru, kuhu ta klikkima peab, siis jaab see
operatsioon tegemata.

8. Kui palju teie arvates puutub teie todsse moiste lautajakogemus? Kas te teete

kasutajakogemuse disaini? Seleta ja kirjelda?
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Ta puutub suhteliselt palju, sest tegelikult menpegu kliendi tegevuse tsikli 1&bi tddtama.
Alates sellest, kes see inimene on, mis seaddiastatab, sealt edasi turunduslikud aspektid.
Tegelikult see laheb sellest tehnilisest plaarddiav Aru tuleb saada ka mis toimub enne ja
parast disainiprotsessi.

9. Proovige oma sdnadega defineerida mdiste kasutajaggemus. Joonistage.

Kasutajakogemus on psuhholoogiline asi, mis toikagutajas endas ja kirjeldab kuidas
kasutaja seda kliendi- vdi kasutuskogemust saab.
+ JOONIS

10. Kas kasutajakogemuse kujunemises on teie jaoks migrarusaamatut?

Kliendid ei anna meile sageli oma majandustegekaobéa numbreid, kuid meil oleks neid vaja,
et aru saada millest me rédgime. Ning seega meH@ma esimese hooga, kes on meie
tulevased kasutajad. Hiljem kui lahendus on Ulesigd, me saame need andmed.
Tegelikult on keeruline juba olemasolevale kliemidgumingit teatud kasutajakogemust luua.
11. Kuidas ja millal kuulsite te esimest korda kasutaj&ogemusest? (Millal te sellega
oma tods arvestama hakkasite? — juhul kui seda tekae)

Esimest korda kuulsin ma UX-ist vist aastal 2008eeseda oli oluline vaid see, et asi oleks
ilus ehk siis pidasin oluliseks disaini.
See toimus suhteliselt orgaaniliselt, ma olen \erebidusettevottes té6tanud ning minu
kolleegideks olid Ul disainer ja UX disainer. Algaigsma neil vahet nii vaga ei teinud aga see on
aja jooksul ise selgemaks saanud. UX disainer §an mEhkem kasutajakogemusele
orienteeritum ja peab kasitlema ka neid asju ,jadéisad Ul-st valja nt kuhu kasutaja kasutama
l&heb, mis sellest edasi saab, see on erinev.
Nuid ma oskan teoreetilisemalt seda asja kéasitidead asjad on ka varem t66s olema olnud
aga nuud mdistan paremini selle olemust. Me pe&kagi teoorias ka teadma, mida me teeme.

12. Kas teie arusaamad sellest, kuidas oleks kdige digalisaini-ja arendusprotsessi

[&bi viia, on ka ajas kuidagi muutunud? Seletage.

Pigem on need pisut muutunud. Me ettevdttena pukdsideda projekti komplektsetena,
varem me olime rohkem orienteeritud ainult laherdwmis tegemisele, kuid niid on meie
projektid rohkem |abi m&eldud.

Kui klient tellib vAga moodsa asja, siis me peasike ka héasti valmis tegema. Klient ju ootab
uue toote vBi teenusega mingit kasutajakogemustggpeab olema paigas.

ANKEET

Kasutajakogemust mgjutab firma turundus, mille toodet vai teenust kasutatakse? El
OMANUD SEISUKOHTA!

Ma vastasin sellele kiisimusele enda todst ja fittadasuvalt, samas kui on Uks firma, kes teeb
turundust ja teine kes ei tee, samas me ei teaydexs signaalid on positiivsed voi negatiivsed.
Samas lldiselt vbib votta, et turundus majutab \iEadp. Naiteks kui ma [&hen esimest korda
K-kohukese kodulehele, siis ma ei tunne seal eriedt. Aga see on selline hall ala siiski minu
jaoks. Ma vastaks siis, et v@ib-olla mjutab.

Kasutajakogemust saab disainida otse igale kasutd@ NOUS!

Ma ndustun sellega, sest ma arvan, et kasutajakegjendjutab ka see, mis on sulle selle toote
vOi teenuse juures vajalik. Kui sa helistad nt 14,%iis kasutajakogemus on ka see, kas sulle
saadetakse politsei vOi tuletdrje vélja, olenensatiest, et sul on tks konkreetne probleem.
Sageli pakutakse kasutajatele valikuid ja otserdgiiaksegi see kasutajakogemus &ra, mida
nad hiliem saama hakkavad.

Kasutajakogemus soltub rohkem psudhilistest tegurést ja emotsioonidest kui
tehnoloogiast ja disainist. EI NOUSTU ULDSE!

Kui tehnilisi tegureid ei oleks ei oleks vdimalikua ka kasutajakogemust v8i kui siis ainult
negatiivselt, juhul kui miski ei avane vdi on rikkiNeed asjad soltuvad Uksteisest
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