ThoughtWorke Z
MM BEIXEIRIT aa R
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"‘More than anything else, technology wil
pave the way for innovative change at

Starbucks. The bul

< Of Starbucks'

innovation over the next several years will
be technology-focused.”

Howard Shultz former CEO of Starbucks
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People hate doing financials Organising financial data is haro
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NO need to edit data

. . : Make editing of data easy
Automatically organised Solution
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WWesabe

‘| was focused on trying to make the usability of editing
data as easy and functional as it could be.

Mint was focused on making it so you never had to do
that at all.

Tneir approach completely kicked our approacn’s ass.”



credit to Jeff Gothelf




Designers don’t search for a solution until they have
determined the real problem, and even then, instead
Of solving that problem, they stop to consider a wide
range of potential solutions. Only then will they
converge upon their proposal.

—Donald Norman
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Explore the Build the Build the
problem right things thing right
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CASE STUDY
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Re-create their mobile experience
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lastminute.com
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Brought product management and
software development in-house
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ThoughtWorks as partner to plan &
implement organisational, process and

technology changes.
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PROCESS

Business Priorities - Business Model Canvas
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PROCESS

deas + Design Concepts 2B5EHSTTHLS
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Rating - Design Concepts T¥4K -

CUSTOMER VALUE: How it helps persona achieve their goals.

Not relevant to Greatly facilitate
persona’s goals persona to
at all. achieve their
goals.

BUSINESS VALUE: How valuable to different business sides.

Business Business
partners show partners are
no interests. eager to

participate in.

1T

EMOTIONAL DESIGN: Fulfils personas emotional desires.

1 2 3 4 5

Persona won't
be emotionally
affect by the
feature at all.

Persona feel
more excited,
positive about
the brand or

product.



PROTOTYPING
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Rating - Wireframes - 14 - ZRAE

USER JOURNEY: Personas current user journey.

1 2 3 4 5
Significant The new design
amounts of can be

current page seamlessly fit
flow need to be into current
changed. page flow.

BUSINESS FEASIBILITY: How business resources and
operations can support the new design implementation.

No available Operational
resources to resources are
support this ready.

idea.

TECHNICAL FEASIBILITY: How incorporated in application

delivery.
1 2 3 4 5
No available Existing code
technical can be easily
solution. modified to
implement new
design.



VALIDATION

Decision Matrix 56 [4E

CONCEPT WIREFRAME

BUSINESS
REQUIREMENT / TOTAL SCORE
INNOVATION IDEA

Customer Value Emotional Design Business Value User Journey Technical Feasibility Business Feasibility

Business
Requirement A

Business
Requirement D




TESTING

Fast Prototypes R [E HY
10 top London hotel deals for tonight Back lastminute.com

25 Jul - 26 Jul 1 room for 1-2 adulls Sort ~ Hotel Search
Quality Maitrise Hotel London >
Best hotel deals for tonight
Find our best hotel deals for tonight >
5.26 km from city centre
Birmmgham * Required fields.
| > : : :
Best hotel deals for tonight Location (City or Airport)
ca0000 £100.00 8 R TR o
The Shaftesbury Brighton
Metropolis London... Best hotel deals for tonight ?> | Check-in Thu Jul 12, 2012 >
64 km f ; x
2.64 km from city centre o . Nights
L inburg
£138.00 £ 6900 Best hotel deals for tonight ’
Adults
The Montcalm - West
End
Manchester 3 Children
- Best hotel deals for tonight
2.01 km from city centre
i Search Hotels
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Hypothesis-Driven Development ThoughtWorks'
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We Will Know We Have Succeeded When

<we see a measurable signal>
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ect Wall TnE 12

PrO)

&2

Py

A+

N
/

A8
10N




OUR APPROACH TO DELIVERY E 1893t A R

DISCOVERY DEFINE & DESIGN DELIVERY

DISCOVERY AND USER-DRIVEN VISIONING PROTOTYPE INCEPTION DELIVERY CONTINUOUS
RESEARCH CUSTOMERIDEAS WORKSHOP BEST IDEAS WORKSHOP ITERATIONS DELIVERY
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LAUNCH

Product Launched =&

Sofitel London St James -;

F/-, 6 Waterioc Place, LOY:

J‘ 0.48 km away
v

*hee 10 call as pan of your providerns indusive |

national rates apoly

£> Description
() Amenitics
) Photes (17)

> Dining

wili3 3G 12:34PM

lastminute.com

DON’'T GO
OGRE EATING!

Shrek show + meal from £25

- Hotel search

tntal dands

m Same day theatre tickets

Go fo full site

ligh's, h ny

Callus: 0871 222 6969

1234 PM
lastminute.com

for

Rating
ﬁZ-Smday Apr 0%, 2012

rinthia Hotel London - 5*

’(km away from £347

ind property just steps away. ..

kkm away mm" £1 74

gniticent discounts at luxuri...

tkm away .
,, wn £430

t Royal Horseguards -5*-L...

New Platform in 3 Months
High Confidence
Validated Learning

Informed Decisions



RESULTS

| e Orders increased 98%

lastminute.com lastminute.com
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Callto Book ‘ N rinthia Hotel London - 5*
*hee 1o call as pan of your providers indusive |

'km away i
5 347

ind property just steps away...

km away
@ Amenitics m Same day theatre tickets - I o £174

@ Mo 0 [ Gofotaiste s y TOta I O rd er Va I U € increased 1 48%

from £
¢ Dining 130
Callus: 0871 222 6969
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) Description

 Total Transaction Value increased 145%




Key Takeaways FHEE o

» Be customer centric, focus on the questions not the answers
UNEFARL, BETEEMAEESR

» Team focused decision making - not just managers
HURERNN R, T)ETEIAMMUXZZE

* Test early, Test often
BHRNNL, 2% MNhi

« Change culture by changing behaviour
B 1T A E XA



ThoughtWorks: Karlen Chang

KarlenC@thoughtworks.com



