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01 - ABOUT US

Why listen to us?
We’re A Creative Product Studio That
Puts UX At The Core Of Everything We Do
As of 2022, User Experience (UX) Design has never been a
hotter topic. While we make no promises to update this
whitepaper every year, we can quite easily promise that UX as
a core facet of digital product design will continue to grow in
importance. 


Luckily, the team here at KOMODO have been embracing this
for a while.


This UX-driven focus has helped KOMODO cement our creative
product studio as our client’s go-to design partner, delivering
exciting digital projects in a wide variety of sectors.

33% of bad UX experiences result in a user
never coming back – but what if before that,
they don’t ever start even using your
product? That’s the main issue facing
businesses is an enormously busy ecosystem
of products and apps competes for user
attention and makes new market entries
harder than ever.
The only way to help ensure your product’s success is
to let go of your pre-existing concepts and readdress
your plan in the context of your users. With KOMODO,
we’ll help you define who your users are, what they
need and how your product can meet their changing
requirements.
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Whether you’ve got a struggling project in need of a Reboot,
a new idea that will Revolutionise your industry or want to
make gains by Refining an existing product into something
better, we can help you. We use our 5-step process to make
sure your product is as good as it can be:

Understand
We’ll gather detailed user data and employ
empathetic design thinking to identify your
users and their behaviours.

Define
We’ll scope your project based on real needs as
opposed to speculation.

Ideate
Our team will bring their creativity to bear and suggest
ideas justified by our UX process.

Create
Experience the power of an agile process that
quickly pulls all of the elements of design and
development together to launch your MVP.

Get in touch with our team

Reflect
We don’t rest on our laurels, we’ll reflect on the
product and make improvements based on
genuine user data.

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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02 - What is it?

What is ‘UX’ Design?

User Experience design is the discipline of enhancing user satisfaction,
by designing around user needs, behaviours and emotions.

I invented the term (UX) because I thought
human interface and usability were too narrow. I
wanted to cover all aspects of the person’s
experience with the system including industrial
design graphics, the interface, the physical
interaction and the manual.
Don Norman

The term ‘User Experience’, often abbreviated ‘UX’,
was coined by Don Norman (Director of The Design
Lab at the University of California and author of
many well-known publications, who specialises in
design and usability engineering) in the 1990s, who
was an advocate for user-centred design.

His aim for the term was to push the importance that
optimal UX should be a basic requirement. That users
should receive a personalised and meaningful
experience. 


A user’s experience is determined by their emotions
and connection with the environment you have
designed. It is important to note that these
environments are not exclusively digital either. 


The dilution of the term ‘UX’ in digital sectors makes it
harder for industry outsiders to understand what it
means and how it can improve their business. We’re
always looking to break down barriers and we want to
make this clearer throughout this whitepaper.
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The Process Behind UX
An effective UX process is based on practice and refined
through years of industry experience. Some of the initial
stages include:

User Research
User research is every designer’s starting point and is
absolutely essential. The data collected at this early stage
can be applied to an existing product to provide an
insight which will help improve the product experience or
can become the foundation to act upon for an entirely
new one.

User Personas
Once data has been collated it will be summarised into
‘User Personas’ to help group different user types, but
what exactly is a user persona? ‘A persona is a fictional
character created to represent a user type that might use
a site, brand, or product similarly’ - Wikipedia. These
become the targeted users and help outline the goals
and needs.

User Stories
A persona’s goals and needs will be translated into
product functionality known as a user story. A user story is
a description consisting of one or more sentences in the
language of the end-user of a system, that captures what
they need to do as part of their job function.

User Flows
User flows help visualise the path taken by a user for them
to complete a task. It takes them from the starting point,
through the steps required, all the way through to the final
action. User flows help outline content requirements and
pain points.

Design Iteration
To ensure the prototype fulfils the user’s needs in the best
possible way, it will be placed in the user’s hands so they
can test that it’s fit for its purpose and meets their needs.
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Good UX is Good for Business
Amazon invested 100 times more into UX than
advertising during their first year of founding
their business.

To create a successful service that encourages users to
engage with it, companies and designers alike must
create an environment that users understand how to
interact with and enjoy. 


Those who fail to provide an optimal experience to their
customers will find themselves at a significant
disadvantage over competitors who currently utilise it. Jeff
Bezos, Chief of Amazon, invested 100 times more into user
experience than advertising during Amazon’s first year. It’s
now worth over $1 trillion (£779bn).

Good user experience is good for business, with
companies boasting 37% increased revenue by
implementing effective UX. Another business justification
to invest in UX is that every $2 spent on UX returns $100
(According to Point Source), and Airbnb attributes UX for
taking its worth to $10 billion. In a 1973 lecture at the
University of Pennsylvania, the second president of IBM
Tom Watson Jr. declared that “good design is good for
business”. Replace design with UX, the wisdom still rings
true.

UX is in demand
Despite just 55% of companies performing any UX testing,
the desirability of UX roles continues to surge – making it
more expensive for businesses to hire designers as
competition grows. To add to that companies like Google
list user experience as a ranking factor for how they
display search results and UX has never been so popular. 


This, coupled with a new desire for remote working roles
brought on by the pandemic has led to more flexibility for
designers, making it a challenge for companies to bring
quality UX skills in-house. Glassdoor included UX designer
as one of their 50 best jobs, LinkedIn listed it as a top 5 indemand skill in 2020 and CNN money predicted demand
for UX designers to grow by 18% by 2025.

Difference Between UX & UI
Both UX and UI are crucial to a product, but despite this
correlation, they are very different. UI refers to the user
interface of a product (primarily digital) and how it looks
and feels. In short, UX makes interfaces useful, while UI
makes them aesthetically pleasing. UX designers are the
architects of a product, but it’s equally important that the
product looks appealing or it will dissuade customers
from using it.
Enhanced Business WorkFlows; Some Case Studies

More companies after learning the importance of UX,
have been adopting these practices and hiring studios to
help streamline their workflows. To promote good UX
practices this white paper contains some case studies
where UX has proved integral. These insights will hopefully
inspire you to review your own processes and see how UX
can help improve them.
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03 - case study

Transforming the way
Policing Services are
Delivered
Northumbria Police’s Police Box project is transforming the
way policing services are delivered to communities. Enabled
by technology, officers and support staff can interact with the
information they need in the place that they need it. 


The Police E-Box application has been rolled out across the
Northumbria Police force to several thousand officers whose
feedback is highly positive and has helped influence the
future of the product. Their reactions demonstrate that
officers are finding the application a useful tool in their day to
day operational duties.

For police officers, interaction is all about the
communities they serve. The E-Box
application will not only enable the increase
of efficiency in redesigned end-to-end
processes but also improve the quality of
service provided to communities by the force.
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The force’s IT services were previously accessed via desktop PCs using WAN/LAN
technology within police premises. The rise of mobile technology, however, changed
infrastructure requirements Yet, it has also given staff more flexibility in terms of how they
access information. 


We produced user stories that detailed how users interacted with each function. This
enabled our UX/UI designers and software developers to create a satisfactory solution.
Crucially, it meant we had a clear map for all of the features and functionality required.

The user stories were the backbone of the application essentially spelling out the requirements of users and then
matching functions to them. This meant that once the
requirements of all of the user stories were met, the product was
deemed functionally complete. Early project sprints were
focused on defining UX deliverables and the execution of the
user interface. 


We used interactive prototyping to present design thinking
ideas to a select group of police officers. These were chosen
from various sections of the force, so we could gauge reactions
and requirements from different parts of the userbase. We used
these insights to inform future improvements.

We then used wireframes to map out the beginnings of a style that would suit the
application and its users. To achieve this, we built the wireframes from the findings
listed in our user stories. 


A full library of task flow diagrams and wire-frames was established, providing a
detailed breakdown of the feature set for the development team as well as a strong
structure for the design of the GUI. All of this was exhaustively tested with the project
team at Northumbria Police.

Future Tech
It’s important to keep up to date with upcoming technologies and how these can
be utilised to enhance work-flows. AR (Augmented Reality) has been known for a
while but has begun to gain traction as companies being to realise its potential. 


We understood that AR could become revolutionary if adopted by the police force.
Implemented correctly, it would allow for quick checks and hands-free assistance,
and could even identify criminals via integrated facial recognition.
9
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04 - case study

Re-thinking Legacy Interfaces in
Social Housing
A social housing technology provider required consultation on UX, so
approached us for help. They needed a remote interface solution which was
optimised for iPad devices. This product would change the way that housing
officers operated across the country. It would streamline their workflow and allow
them to work remotely with full access to all required information.

To set out their requirements, we held discovery
sessions with the client and their customers from
numerous housing associations.
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The initial sessions built understanding around the
various types of users that would encounter the
product. We then drew up a list of key features and
functionality that would benefit each user.

This was done by forming detailed user personas for each
key user. By splitting the participants of the workshop into
groups, we were able to rapidly create several key personas
and user stories. After initial stories had been created, we
were able to hold a group discussion to determine a highlevel feature list and rough product roadmap.

The following sessions revolved around expanding these personas and digging deeper
into the goals each needed to achieve within the iPad solution. Staying focussed on the
goal of creating a streamlined workflow application that would be usable both on and
offline was critical. 


This focus enabled stripping the feature list of any unnecessary clutter, making it easier
for a housing officer to complete their job. As soon as an early prototype was
developed, it was tested with a small user group comprising of selected users to gain
insight into how well the product performed. Feedback then drove product iteration to
drive crucial UX improvements.
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05 - case study

Police Career
Development Platform
We worked on a digital career development mapping tool designed to
support police offers looking for a new internal opportunity. The
product’s goal was to make recruitment more intuitive for officers. It
needed to provide a streamlined search function and a way to assess
a role’s suitability.

To achieve this, it would take existing career skills (if applicable) and
then compare them to an officer’s chosen career ambition. It would
provide officers with job-relevant data to allow them to make an
informed decisions.
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To understand the project, a discovery session was held
at the beginning with multiple officers from the sector.
This provided great insight into what users needed and wanted
from this tool. The attendees prioritised their needs so that it was
clear which requirements were most important.

Following on from the initial discovery session, we
produced user flows to enable us to drill down into the
user’s journey through the platform. Reiterating provided a
picture of how best to lead the user through the steps until
they reached their end goal. 


Once we produced a prototype, we arranged an officerdriven user group to gather feedback. The workshop was
attended by around 15 officers, all of whom had bold ideas.
After considering this feedback, we made various minor
alterations to the prototype. This was then designed and
developed in-house.

The platform dramatically improved the career
development workflow for an officer and provided them
with a process for selecting their job skills to help inform
their personal career development plan. This then allowed
each offer to view a clear plan of their career pathway and
how to achieve it.
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06 - case study

Just-in-time Product
Manufacturing
A high profile manufacturing company needed to
streamline their workflow to empower its workforce to
make better decisions in a time-sensitive
environment. They had built up success over the past
10 years, but manufactured products have also grown
more complex and in demand.

Having secured a lucrative account, the manufacturer found that
demand soared. The products they made were simple and generic,
but over time the products became more customisable. This, in
turn, meant they needed a new way to support the growth of more
unique products.
The task was getting the right information to the right
people at the right time, to enable them to make smarter
decisions about when to manufacture, when it needed to
be shipped and stored etc. The manufacturer recognised
that there was readily available data to be utilised, but they
didn’t have the time or resources to take advantage of it. 


We began by mapping out the existing workflow. This
provided a baseline as to how they were currently working,
unveiling all issues that had gone undiscovered. It was
evident that change was required to fix a high-risk, overly
complicated and inefficient workflow.
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In the past, slow communication of information meant that by the time the workers
were able to piece together various data points, the time to utilise it effectively had
passed due to the sheer volume of data and system speed.


Keeping up with demand was the real challenge. Utilising historical data and bringing
together insights from across the business helped them predict demand, and make
better decisions to help reduce over manufacturing. Old processes and systems had
also led to larger stock holding than was necessary.

Collating and stitching this information together still only solved half of the problem. This information needed to be
meaningful and relevant across the complete organisation, from factory operators up to the offices. 


Discovering what the floor workers and office employees needed to see was important so that the information could be
tailored to them. The interface was designed appropriately for all professions within the company. This information was
then taken and informed design decisions as to where the workflow could be most improved.

The outcomes of this engagement ranged from real-time
personalised dashboards for each user, to accessible
information across multiple devices. Employees can now
receive the insight they need to react. A big part was tying
existing systems together to provide a more automated
and streamlined operation.

Future Tech

Manufacturing is a precise industry, from building phones
to jet engines every product is built with pinpoint accuracy.
The tiniest mistake can be devastating, as Intel discovered
when they lost $1 billion due to a fault in a graphicsprocessor chip. 


This risk factor has allowed augmented reality to really
flourish in the industry. Numerous large manufacturers
have begun to trial augmented reality within their daily
workflows, which so far seems to offer nothing but benefits.
With proper user-driven justification, AR can be
transformative.
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Delivering UX-Driven Results
For Your Team

KOMODO has UX and empathy baked into the core of our processes. While we have specific UX
design roles, we’re also confident that our entire team understands the value of UX and instils a userfocused approach throughout every stage of the process – from initial understanding through to the
launch of your product, and even beyond that as we support you with iterations and updates that
further finetune user experience. 


When you’re outsourcing a digital product, you want a team that challenges you and makes the final
product better. We’ll help you and your team better understand your users, their behaviours and their
needs and then translate those into the functions and features of the product. 


Whether you’re a manager in an existing tech team that needs a helping hand or your business
doesn’t have a digital team of its own, KOMODO can act as your digital creative product partner,
guiding you through our proven process and helping launch a product that doesn't just meet your
business goals – but provides real, tangible value to users.

So if you’d like to know more about what we do or you’d like
to get started with a UX-driven approach to your next
product, get in touch via the details below.
Get in touch

https://www.komododigital.co.uk/contact
hello@komododigital.co.uk
0191 228 6555
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