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Who am I? 



Deliver outstanding 

Windows Client and 

partner experiences 

that build upon a deep 

understanding ofépeople

Vision



Goals that motivated research innovation

Integrate people focused methods, processes, and 

insights to engineer the best user experiences and 

ecosystem

Maximize impact of user research through increasing ROI 

of research activities

Improve people focused thinking in the Windows Client 

division and with key partners



Perspective

Narrow Broad

Time Product Cycle
(predicting user 

behavior)

Real Time
(understanding user 

behavior)

User Experiences
E.g., Experience 

Metrics,

Desirability,

Productivity

Features
E.g., Cognitive 

walkthrus, Heuristic 

reviews, Iterative lab 

testing, Focus groups, 

Synthesis of research

Product
E.g., 

Instrumentation, 

Site/Beta visits

Life
E.g., Ethnographies, 

Survey panels, 

Education programs

User Research Framework



Making People Real - Personas

John Pruitt & Jonathan Grudin 

http://microsoft.com/usability/publications



So what do these people want to experience? 



Defining Measurable Experiences

ÅExample Major Area

ïPhotos & Video

ÅExample Task

ïPhoto task

ÅDownload 50 photos and email a photo to a 

friend

ïGoal

Å80% of Abbyôs and Tobyôs can complete the 

task in 10 minutes

ÅNo serious problems reported from customer 

sources



Measuring the experience





What should the experience feel like for them?  

ÅI can understand it

ÅI can do it quickly

ÅI can do what I want

ÅI can do it the way I want

ÅI can trust it

ÅIt wonôt break 

ÅI feel empowered

ÅI feel great

ÅI want one of those

ÅI love it

ÅIôm not wasting time



Desirability toolkit

Itôs not about the words itôs 

about the WHY

Joey Benedek & Trish Miner, 

http://microsoft.com/usability/publications

Attractive

Effortless

Inviting

Sterile Organized
Overbearing

Frustrating

Inconsistent Time consuming

Valuable

Gets in the way

Too technical
ConfusingSlow

Inviting



Send-a-smile



Send-a-smile



Send-a-smile



Instrumentation

AKA óWindows Feedback Panelô



http://wfp.microsoft.com 



Instrumentation

ÅPanelists

ÅWindows Feedback Panel Scheduler

ÅData Collection Tools

ÅAnalysis & Reporting



Instrumentation



Learning from Real Time Use

ÅEthnographies

ÅBeta deployments

ÅEngagement



Learning through ethnographies


