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1. Designing for people is hard
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Here’s the proof. A bunch of smart people 
weren’t able to design a toilet door for a train 
that customers knew how to lock. It causes 
massive embarrassment when someone else 
walks in on them.
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2. You really need to 
understand people
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Make sure you’re observing people as they’re 
going about their business. Making sure you 
understand what they’re trying to do and the 
problems and frustrations they have.
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Call centers and support desks are an amazing 
place to hear what customers are really after; 
the language they use and crucially how their 
needs are met.
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Filtering Google results by discussions is 
another simple way to see people talking to 
their peers. It’s an ace way to carry out light 
and effective research.
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Research Set options Price Book

This is the type of thing you find. It’s 
completely normal for designers to think 
people move through tasks in a fix linear 
format - and design around that.
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The reality is normally very different. People 
want the space and freedom to iterate around 
tasks (essentially play) in order to reach a 
decision that they feel comfortable with.
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3. Good design takes discipline
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The Co-operative Bank wanted to improve the 
journey through their site. After spending time 
understanding the customers we provided a 
clear hierarchy to the information, removed 
duplication and improved the messaging. This 
helped The Co-operative Bank achieve a 
massive increase in conversion.
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4. Empathy techniques

The following exercises are a great way of 
getting teams to think about their customers. 
Helping you get the best solutions from your 
digital projects.

Make sure you inform them with direct 
customer insights.
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Give the session a clear task...
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Draw out this diagram. Imagine different 
things that are going on in a person’s head as 
they approach the task, what are they thinking, 
feeling etc. Be specific and think about one 
individual - if you have multiple customer 
groups create one diagram for each person.
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Use your customer heads to pull out the key 
questions and requirements around 
completing the task - put each on a Post-It. 
Remove any duplicates and rank them in order 
of importance (to the customer).
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Here’s the fun part. Take a clean sheet of paper 
and using the prioritised requirements draw 
out how you’d present them to answer the 
customers needs. Do this as a cereal box so 
that you’re thinking about where each piece of 
information is placed to engage the audience - 
what gets the centre of attention and what 
becomes small print on the side.
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Finally plan out how the cereal box could work 
laid out as a web page (or pages). Because 
you’ve focused on understanding the 
customer, this will likely serve their needs very 
well. But always carry out usability testing 
(little and often) to validate and ensure you are 
putting the customer first.
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• Designing for people is hard

• You really need to understand people

• Good design takes discipline

• Use empathy techniques to think through the solutions...

Remember



21

Thank you.




