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0 1  -  A B O U T  U S

Why listen to us?

We Build Exceptional Digital 

Experiences That Guide People To Your 

Commercial Goals

KOMODO is a creative product studio that specialises in 
designing digital products that drive commercial revenue. 
Since 2003, we’ve been building our knowledge and redefining 
our methods. In 2022, we offer cutting-edge product solutions 
for clients across the globe. 

To design products that actually win customers and 
drive revenue, we often challenge our clients on their 
ideas – especially with regards to who your users are 
and what they want. 



Part of this is due to our UX design specialism, which 
sees us perform detailed research around your users to 
ascertain their needs, goals and behaviours. We’ll use 
this as the basis for any product journey, so we won’t 
just design your original idea – we’ll improve it based 
on the real requirements of your users. 
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Most businesses rarely examine their user’s behaviour in 
detail – and even fewer ever consider how challenging a 
user might find interacting with your company. From simple 
questions like “how hard is it to find our contact information” 
to more complex ones like “How hard is it for a user to track 
their order status?”, businesses must reassess their digital 
presence with an eye on difficulty.  

Empathy is a key aspect of design thinking. Getting inside 
the minds of your users and understanding their behaviours 
is critical to successful digital product design. This practice 
helps you gauge difficulty and challenge – but it also helps 
understand users who are in extraordinary situations that 
increase that difficulty tenfold. Users who are ill, disabled, 
undergoing mental trauma or any other form of added 
hardship must be accounted for in ALL digital experiences, 
but this becomes even more important when your business 
focuses on these types of users (for example, a healthcare 
company.)



UX design takes a user’s feelings into account - seeking to 
design in a way that minimises their challenges and 
empowers them to achieve what they want from your 
product. In particularly daunting environments, this 
becomes a necessary focus that can help shape your 
product or app into a tool that helps rather than hinders. 



When you work with KOMODO, you’ll gain access to all of this 
UX design expertise as well as our wider team, which 
consists of talented designers, developers, project 
managers and more. This whitepaper will explore designing 
for difficult experiences, but if you’d rather get in touch 
straight away, contact us now and we’ll get the ball rolling.  Get in touch with our team

Everything starts with a conversation. So, If 

you’re looking to launch a new product or 

take an existing one to the next level, let’s 

chat! 

Contact us
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Designing for Difficult and 
Daunting Experiences
How good design can help guide users through challenging situations

When designing a user interface for people who are facing a 
daunting experience, it should be made as frictionless and as easy 
as possible to use by aiding them to understand the concept or 
message you’re trying to convey not only at every touchpoint but 
also at any point in which the user lays eyes on the interface. 
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Removing barriers

You can look to a variety of areas throughout the user experience where you can induce positive emotion. The first step, 
however, is to learn to recognise parts of the user interface (UI) that could lead to negative emotions to eliminate or fix 
those problem areas. 



Confusing navigation is a common problem, which is often caused by both bad placement of content in your UI as well as 
a poorly-planned content hierarchy. These elements even when taken alone can be confusing – but when combined with a 
digital experience that feels inhuman as a result of a robotic tone of voice, users may feel negative about the entire 
experience. 



The interaction design foundation recently wrote an article on ‘How to Prevent Negative Emotions in the User Experience of 
Your Product’ in which they detail three ways to prevent negative emotions in the user experience of a digital product. 
These are summarised below: 

Reduce Friction 
To achieve this, always seek to minimize disruption to your 
users by taking out any unpleasant experiences. Fight for 
the benefit of the user and explain to the team how each 
disruption you remove enhances the user experience. 
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Demonstrate Intention

By anticipating user needs and wants. Think through each touch point 
with clarity and put yourself in their shoes. Consider every interaction 
from your user’s conscious experience and perspective. 



There are a variety of ways you can demonstrate that you’re thinking 
about how the user perceives and processes all of the visuals and 
interactions you present to them. If you anticipate that the user may 
need extra help or guidance, provide walk-throughs or a help area. 
Ensure that the visual experience provides a good amount of contrast for 
readability and understand that while a beautiful UI is key to catching 
people’s attention, good UX is about keeping their attention by having a 
purpose behind every interaction and feature of your site. 

Build the Best Information Architecture Possible 

It is extremely important regardless of whether your product is 
a website, an entire system, a mobile app, or an interface in an 
automobile. Information architecture is the structural 
foundation of any interface design. 



Without it, your users will not be able to find what they’re 
looking for and they will become frustrated and inevitably 
avoid using the product. 

Useful Resource Links

Links below include the source of research in 
this document as well as any other further 
reading that may be of interest:

interaction-design.org: How to Prevent Negative 
Emotions in the User Experience of Your Product 



Facebook: Designing with Compassion



uxdesign.cc: The Unintended Effects of Designing 
with Care 



prototypr.io: Designing with Compassion 



SmashingMag: Reducing Cognitive Overload

https://www.interaction-design.org/literature/article/how-to-prevent-negative-emotions-in-the-user-experience-of-your-product
https://www.interaction-design.org/literature/article/how-to-prevent-negative-emotions-in-the-user-experience-of-your-product
https://medium.com/designatmeta/designing-with-compassion-59a5ca077031
https://uxdesign.cc/the-unintended-effects-of-designing-with-care-8d15c4218782
https://uxdesign.cc/the-unintended-effects-of-designing-with-care-8d15c4218782
https://blog.prototypr.io/designing-with-compassion-fac8eed2bbc9
https://www.smashingmagazine.com/2016/09/reducing-cognitive-overload-for-a-better-user-experience/
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Designing with Trust and 
Compassion in Mind 

When designing with trust and compassion in mind, 
you must adopt a heightened awareness of user 
needs, wants, motivations and goals. To achieve 
understanding, we as designers must explore and 
share the feelings of others to determine how they 
would handle a task or situation. 

In order to develop trust with the user, you first need to 
empathise and understand the user’s needs and emotions. 
Empathy is, in its most basic form, the ability to understand 
and share the feelings of another. 

7

Designing for Difficult Experiences



8

It calls upon the designer to put themselves in the user’s shoes, to better understand 
the reasoning behind their requirements and see things from their perspective. 



When applied to design, empathy requires a heightened awareness of user needs, 
wants, motivations and goals. When we become more empathetic, we can digest 
information more efficiently and we can begin to see information and problems from 
the user’s view that were previously difficult to see and understand. 

There are many ways in which a designer may have to consider the kind of 
content they are going to be designing an experience around when it comes to 
designing with compassion, whether it be for terminally ill patients, those 
suffering from depression, or suicide prevention, for people at risk and their 
concerned family and friends to preserve the wishes of people who’ve passed 
away through memorialisation, or for vulnerable and harassment victims. 



Great design is never about the designer. It’s about working with others to find 
solutions to their problems. It’s only by getting on someone else’s level and 
experiencing their journey and needs that one can create an experience that 
doesn’t make assumptions. IDM brand shared their insights on the future of 
design in which they talk about designing for compassion and having 
empathy for the user.

The first step, as always, is to know the audience. Compassion allows 
us to know what a person both loves and fears and then create an 
experience that is helpful and consoling rather than exploitative. When 
it comes down to the nuts and bolts of designing a compassionate 
user experience, there are a few factors to keep in mind: 
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Stress Reduction

Prioritise physical, psychological and social well-being 
over negative emotions or possible stress triggers.

Perceived safety

Improve the user’s sense of emotional well-being and 
safety by designing an experience that enhances and 
prioritises positive emotions. 

Reduce danger

What world does the user live in and how can your design help him/her safely navigate it? For example, an application 
designed to donate money to a homeless person is useful, but taking it a step further to supply information that will help 
people get the services they need in their immediate vicinity; 7 such as food, clothes, shelter, medical care, volunteer 
services that can help save lives. 

Empowerment

This one is easy. Make people feel good about themselves. 
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Connecting Offline and Online Experiences 

How do you get print and digital to work together? 

Print and digital must work in unison - with modern consumers consuming both 
print and digital media daily. Print offers a great opportunity by providing 
something tangible to the patients that they can review at later dates, while digital 
provides a readily available hub of information. 



Thinking of the other half helps both integrate with each other. They need to be 
thought of as a pair. Every piece of collateral that is produced should match that of 
the digital experience. Think of how each side can help support the other, and the 
message that is being delivered to the patient. 



Many times, print collateral will be without some form of next steps prompting the 
user. There needs to be a clearly defined user journey to help guide the patient 
through a given process, even more so if the journey involves both print and digital.

9



An Insight into Design Thinking
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Designing Assessment Tools 
that Avoid Pressure

An insight into techniques and processes to use 
when assessing a user’s understanding of 
information without causing unneeded stress.

Understanding the user’s emotional state during this 
period is paramount. Each interaction will contribute to 
another emotional feeling. Ensuring the experience is 
smooth will help alleviate at least some of the pressure 
they may be feeling at that time. 

Creating a Seamless Assessment 

Don’t overload the user: In 1964 Bertram Gross coined the term “information overload” in his book ‘The 
Managing of Organizations’. 



This was defined as: “Decision-makers have fairly limited cognitive processing capacity. Consequently, 
when information overload occurs, a reduction in decision quality will likely occur.” This also coincides 
with cognitive overload which can be experienced when trying to digest copious amounts of information. 



The information needs to be designed in a way that matches the user’s needs. This requires analysing 
the information and deciding what is most relevant. Chunking can be used to help display the 
information in a manageable way. It is the practice of grouping data into smaller chunks, making it 
easier for a reader to digest and understand. 
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Setting the right tone

Using clinical terms that may be unknown to the 
patient could well alienate them. Keeping the 
language more simplistic and in layman’s terms, it 
will help resonate better with the audience and allow 
them to better understand what they are reading. 

Provide help

Patients in this scenario will more than likely be stressed 
or have an emotional feeling toward this assessment. To 
alleviate any further stress or unwanted challenges, 
providing help is advised. By providing a level of support 
be it live support, chatbots or FAQs, the user can access 
the relevant help to complete an assessment without 
blockers. This also helps you become closer to the users 
by further understanding their needs. 

The Scientific Roots of Cognitive Overload

Every step the user takes or any element they question when part of the flow within a digital product can 
interrupt the thought process of the user for the worse, increasing their cognitive load. 



Cognitive load refers to the total amount of information your working memory can handle. Cognitive 
overload happens when your working memory receives more information than it can handle 
comfortably, leading to frustration and compromised decision-making. 



Overstimulation can also be an issue, where numerous external components are demanding the user’s 
attention. Getting rid of everything that’s not essential is necessary for reducing cognitive overload and 
streamlining the experience. Some accessibility issues may also occur, with those on the Autistic 
spectrum or with ADHD struggling to navigate a product that is too busy or overstimulating. 

The book ‘Don’t Make Me Think’ by Steve Krug is centred around the application of 
cognitive load theory to web design, and contains some brilliant insight into how 
people react to different experiences when it comes to using a digital product:

 Users tend to “satisfice” — that is, take the first or easiest solution to their problem, 
instead of the best. Moreover, as creatures of habit, users will continue to use that 
same solution over and over, without ever considering a better option.

 Usability is adequate when a person of average ability can use the system to 
accomplish their goals.

 Much of web usage is motivated by a desire to save time. Users will frequently adopt a 
shark’s “keep moving or die” mentality.
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An Expert Approach That 
Drives Revenue & Growth For 
Your Business
We guide, you move. That’s the first statement you’ll see on our website and a good 
indicator of who we are and how we work. We’re not afraid to challenge your ideas and 
push them to the next level – after all, you don’t work with a product studio if you’re 
already happy with your product journey. 



Like in this whitepaper, we’ll bring ideas to you to help enrich your product and make it 
more accessible to everyone. We bring empathy and understanding to the design 
process, which may sound like a wishy-washy statement until you realise that good UX 
design offers an ROI of up to 9,900%



So whether you’re wanting to build an idea from scratch, rescue a struggling product 
or make an already launched product better, you’ll fall into one of our revolution, 
reboot or refinement tracks. Each of these is a specialism that means we know exactly 
how to deal with your project and to get it where it needs to go.
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To do that, we’ll use a 5 step process of understanding your customers and 
business, defining the scope of the project, ideating to come up with great 
features and functionality, creating the product with innovative digital 
techniques and finally, reflecting on success and continually improving. 



There’s no real argument here: a better process delivers better results. Just 
as we’ve argued in this whitepaper, digital products must understand users 
and guide them through challenging times. Here at KOMODO, we’ll do the 
same thing for you and your business – guiding you and your team 
through a product design process, whilst also building a better picture of 
who your users are and designing for their needs. 
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Let's see if there’s a good fit for us to help support 
you with your next project.

https://www.komododigital.co.uk/contact 

hello@komododigital.co.uk 

0191 228 6555

Get in touch
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