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CHARACTERISTICS

PRINCIPLES

char-ac-ter-is-tic: adj. A feature that helps to distinguish a person or thing; distinctive.
These characteristics define what a user experience is trying to be (think of the chemical bases of DNA).
The extent to which an experience reflects each of these characteristics is dependent on user needs, business goals & environmental constraints.

prin-ci-ple: n. A fundamental, primary, or general law or truth.
These principles define how an experience is constructed (think of the double helix of DNA).
An experience must consider and excel at each of these principles to be useful, usable and desirable.

Eudora provides a fixed experience.
Downloading e-mail to the client
machine means e-mail is only available
there through a desktop application.
Most sites on the web are static and
non-adaptive, even those that offer
personalized content like Facebook,
Myspace and YouTube.
CNN.com is a fixed experience.
The contents and layout cannot be
changed by the user (the single
exception is the U.S. vs Int’l edition)
Basecamp provides a mostly stand-alone
experience. Only recently has it started
to connect to other products.

A research experience like Wikipedia is
mostly controlled by the provider. The
controls available to the user are limited
to changing language, contacting, etc.
Basecamp tries to be the “best product
possible with the least number of
features”. Its narrow scope intentionally
does “less than the competition”.
Edmunds.com strives to be unbiased
in its reviews of cars and related
products and services.

Google chooses to be very brief
in their search results. Only a page
title, brief sentence and URL are
shown.
flickr’s organizer tool is optimized for
repeated, expert, use by self-directed
users.

Wikipedia entries are generic. They
are identical to all users and show no
personal data.

The New York Times is a very serious
experience with very limited use of
gaming principles or techniques.

Games like World of Warcraft or online
scavenger hunts intentionally
challenge players with surprising
features, locations & events.
E-mail provides a delayed response, as
do many e-commerce experiences. Some,
however, have started to provide immediate
download of content (PDF books or games).
Google search is one-dimensional,
focusing exclusively on the visual
sense. They do have a ‘labs’ tool for
audio searches (Gaudi).
Performing a search on Google is an
individual experience.
No capabilities are provided to
interact with other users.

ACCESSIBLE

FIXED

STATIC

To what degree is the experience local (close) to the user?

ADAPTIVE
To what degree does the experience adapt itself for time, context or users?

CONFIGURABLE

FIXED

STAND-ALONE

PROVIDER

NARROW

To what degree is the experience customizable by a user?

CONNECTED
To what degree does the experience stand-alone or connect to others?

CONTROLLABLE
Who controls the interactions with the system, the provider or the user?

FOCUSED
Is the experience narrowly focused on a few things, or broadly on many?

IMPARTIAL

UNBIASED

To what degree does the experience seek to influence the user?

INFORMATIONAL

BRIEF

What amount of information does the experience provide?

LEARNABLE

SELF DIRECTED

GENERIC

To what degree does the experience help inexperienced users?

PERSONAL
To what degree does the experience provide data specific to a single user?

PLAYFUL

SERIOUS

SURPRISING

To what degree does the experience encourage play?

PREDICTABLE
To what degree does the experience show or hide objects, events or locations?

RESPONSIVENESS

DELAYED

How long does the experience take to satisfy a user need?

ONE-DIMMENSIONAL

INDIVIDUAL

SENSORY
To what degree does the experience engage all five senses?

SOCIAL
To what degree does the experience support interaction between users?

PORTABLE

DYNAMIC

CHANGEABLE

INTEGRATED

USER

GMail provides portable access to e-mail
from any computer (since its a hosted
solution) and in many forms (web app,
portlets, mobile apps, desktop apps).
There are very few examples of highly
adaptive, dynamic online experiences.
Stephen Anderson, however, talks
about it extensively, http://is.gd/1FwiG

INFLUENTIAL

FUN

Wikipedia entries are sometimes updated
within seconds of an event happening,
providing highly detailed, relevant (and
ad free) information to users.

Amazon gives users many options
and controls over the experience.
Searching vs Browsing, sorting lists,
zooming images, reading reviews, etc.

E-commerce experiences like
fordvehicles.com seek to influence
their users in a certain direction
(buying the product!)

SPECIFIC

Google’s sparse homepage maintains
its focus on search, the thing most
relevant to its users. Their holiday
logos also add a sense of timeliness.
google.com

Google maps is more that “just a map”.
It seamlessly integrates user
generated maps, photos, reviews,
and local information.

BROAD

HELPFUL

A good user experience is relevant to user needs,
business goals, the date/time and the environment.

BBC.com allows the user to change
the contents and layout of the
experience to suit their needs and
preferences.

Microsoft Project’s robust approach
to project management includes
a broad range of almost every
PM feature in existence.

THOROUGH

RELEVANT

Wikipedia chooses to be very
thorough with their entries.
Their mission, after all, is to be
encyclopedic.
TurboTax is optimized for infrequent
use. It is designed to offer extensive
help for users not familiar with the
process or terminology.
GMail’s “content” is personal and
specific to each user - their e-mail,
contact lists, etc.

wikipedia.org

+

COMPREHENSIBLE
A good user experience allows a user to perceive
what is meant and grasp the information conveyed.

The Crisis of Credit video makes
a complicated topic
comprehensible by using simple
language, analogies and humor.
www.crisisofcredit.com

=

USEFUL
USABLE
DESIRABLE

TurboTax’s use of progressive
disclosure, simple language and
embedded help makes the tax
system easier to comprehend.
turbotax.com

Facebook engages users with many
fun games, quizzes and activities.

AESTHETIC
EXPECTED

E-commerce experiences like Amazon
rely on their ability to provide expected
information and actions to users.

IMMEDIATE

Immediate feedback is provided by
instant messaging tools like AOL’s
AIM along with newer tools like
Google WAVE.

IMMERSIVE

The nature of the web makes it difficult
to engage all five senses. Video or
gaming sites are perhaps the closest
to an immersive web experience.

GROUP

A social networking experience like
Facebook is full of capabilities to allow
users to communicate with each other
through groups.

DRIVERS

A good user experience is aesthetically appropriate,
encouraging enjoyable sensations and emotions.

mint.com’s soothing and refreshing
aesthetic implies a new, credible
method of easily managing your
finances without stress.
mint.com

The iPhone’s sleek aesthetic with
Apple’s iconic “rounded corners”
permeating the casing and interface
implies “simple yet sophisticed”.
apple.com/iphone

OUTCOMES

