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WHAT IS PRODUCT EXCELLENCE?
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Technology Lifecycle

PRODUCT PERFORMANCE TRANSITION
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WE ARE INCREASINGLY
COMPETING IN EXPERIENCE
WARS
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Consumers have adopted DVD players and hi-def sets at record speeds.
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LAUNCHED IN FEB 2005

(i1 Tube)

100+ DIRECT COMPETITORS

LIGHTREADING.COM
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Technology Lifecycle

PRODUCT PERFORMANCE

TRANSITION

We are moving up this curve

faster than ever before e DUALITY

LEVEL OF PERFORMANCE
REGQUIRED BY AVG. USERS

MOST CONSUMERS
NOT INTERESTED

TECHNOLOGY IS "GOOD ENOUGH"
AND THEREFORE IRRELEVANT.
USER EXPERIENCE DOMINATES

TIME

HIGH TECHNOLOGY
CONSUMERS WANT MORE TECHNOLOGY,
BETTER PERFORMANCE

CONSUMER COMMODITY
CONSUMERS WANT CONVENIENCE
I RELIABILITY, LOW COST
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TV: Plotlines E@

(DRAGNET (ANY EPISODE]

STARSKY AND HUTCH (ANY EPISODE)
T T
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EVERYTHING BAD IS GOOD FOR YOU, STEVEN JOHNSON
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TV: Social Networks e
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“Complexity causes 50% of product
returns.” -TUE Study, March 2006

DESIGN MANAGES
COMPLEXITY
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WHAT MAKES IT EXCELLENT?
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THINK OUTSIDE IN

PRODUCT KNOW YOUR CORE
EXCELLENCE LT TS
GREATNESS
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INSIGHTS

CUSTOMER
THINK OUTSIDE IN INNOVATION

ONE VOICE

LUHELL 2
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e Tripled growth in each
of first three years

e Each year, surveys
indicated people were
using Quicken in office

¢ Intuit was convinced
Quicken was a home
product

LUHELL 2
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Intuit: Quickbooks
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Ran “follow-me home”
studies & saw how people
were using Quicken

Launched QuickBooks at
twice the price & half the
features

Surpassed market leader
3-fold in first year

Now 95% of Intuit
revenue form QuickBooks

EEEEEEEEEEEEEEEE

Insights

B

* Saw first hand how

people did accounting

Product met needs in
ways people could
understand

Competing software used
accounting terms &

practices know to experts
not small business owners
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¢ In 1999, eBay added

o Billpoint to allow online
New Nintendo Wii Zapper + Link’s Crossbow Training Game payment for Iistings

Bddar o aaster of Bun e ? s 1 e o Mt . In Feb 20001 200k

: us s3301 listings used PayPal, 4k
a it USS = used Billpoint (beta)

) Rt el et e

¢ In April 2000, 1M
auctions used Paypal

¢ In Oct 2002, 50% of
auctions used PayPal

el : Pay"f’é'l"‘ « eBay bought PayPal for
visa o= $1.5B

Lintng 0 paymant Setals §oow
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- 18148
eBay UK GMV

(UsD) PayPal

=

Q4 2006: $11B Total Payment Volume
Up 36% Year over year
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Number of
Users (MM)
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e Q3 2007: $1.43B Write-off for Skype

e $936M Net Loss
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— Contact us

Name
Surname

Gender O male
O female

Date ofbitn (e e e

Phone number
Email

Street

Street num.
City

zIP

Country

Subject -~ pick a subject -~ B

Message

) | allow marketing messages to be sent to any of
my contact addresses
[ |agree with the privacy policy, the terms of use and know

" thatthe data | leave here can be stored for seven year and
can be used inside the company or any other companies in

the group for any purpose.

LUHELL
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e User Experience
e Sales

¢ Engineering

¢ Marketing

e Legal
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‘Sanle | 200 | Lost Logn?

videoegg

Video sharing over easy. (% § & ()

The easiest way to get

S —=
our video online
Y .
Share with e workd (06 Just whomew you winl) your vkation, wedding, Dirthdays. Make your
OWN V00 mashups. Broadcaet vour band playing onginal music. Demo your Cotking prowess
Ui video 10 show off your eflay auctions. Try it oot
Try it out!

COT A STE? WERE ALSO THE EASIEST  The Videolgg plaform powers stes with A Quick How-To
WAY TO OFFER VIDED TO YOUR. USERS. tundreds to milions o users. Simply <rop 8

few Ines of code Nto YOur ste and yOour users

ATNE TAGGED hi e abie 1o upload and shave video with the Read our blog.

oases VAo 1001 On the net. Laarn mere about

Partnenng weh us here
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UNPACKING
EXPERIENCE
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Google Creato 2 Google Account - Google Vides.

Accounts!

Create an Account

oo kes ¥ o <y con e
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et o e 5y b 1 s s oy Ao
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e e Stes B
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[
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«

Create your family tree
and stay in touch

Your Father Your Mother

Start Here
Lake a

Winbhewsk

@ mae

2007 G, irc.
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* Insights
¢ See through your customer’s eyes

e |f you don’t understand something, that’s the
market speaking to you -dig deeper

e Customer Innovation
e Trust behaviors, not words
e Don’t fight the tide
* One Voice
e To our customers, we are one entity
¢ When everyone is talking no one gets heard

LUHELL £
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THINK OUTSIDE IN
PRODUCT KNOW YOUR CORE
EXCELLENCE T T

GREATNESS
LUHELU N
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KNOW YOUR CORE

DEFINE YOURSELF

FOCUS ON THE CORE

BUILD OUTWARD

LUHELL
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39

-Pierre Omidyar

“eBay’s original vision was to create the
world’s first global economic democracy”

LUHELL
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eBay

30th largest economy

in the world (38
markets)

700k Full time sellers in
uUs

$1,800 worth of goods
sold every second

520K Stores hosted
worldwide
Rl A

.
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Feedback Profile

global_eshopl ( 2878 & ) ¢ 2o

Member since Jan-10-07 in Hong Kong

Feedback Score 2878 Recont Feeddack Ratngs
Positive Feedback 99.8%
Members who loft 3 positve T4 -
MermZors w0 loft 2 negative g O A
-
Al posive Foecack O47 '\.) Ne
Fird ot what thess a "
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Level playing field

Ust View | Pawre Galery

Ttem Thie

s ) Beand New NINTE

was *NEW® Netordo WA 4

Sort by:| Time: ending soonest 4 ‘"”“’D i
L 3 \lhﬂ.o
=
(3123 ¥ Time: ending soonest ¥
{ Time nealy Isted
Price + Smipping: lowest first

! Price + Snipping: highess first 03:
Price nighest first

Distance: nearest hrst

Best Maich

Category
P ; o3
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When we made the move to the one-click Digg, activity
went through the roof. It was just insane! Just the ease of
the one-click and you're done made all the difference in
the world.”-Kevin Rose

e 282 Fixing the Mighty Mouse
- sean | The Apple Mighty Mouse brings a slew of great feat
00 L =
with most new Mac systems it is becoming a comm
one for close 1o a year now, | have found that the us
Scroll Ball far outweigh its quirks
80 comments bicg this emai this CJYC-QQ!V appe
LUHELL 4
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The Internet

i Comment Blog:
=1 Note y, 5‘
/ Anyone
*r;mm‘..k thid s i ccus
A Flickr User takes™. Photo: ofa / Subject.
- uploads > 5
ﬂ'i; = Public
us‘ei lcapture » “'{\ '
Camera
Sontac(s ,( \ \ "
e S A R
B Nave theyr = L REIRE R

res i e\
Other 3 \
Flickr Users \Set ’

aghee W Groupis) \ i =5 Tagis)

e
"i'-» gl
Postis) mn s POOLs) ])
oyt ._.é” YT~ “k.‘

2 TR

Topicis) s

Feed
x|

HTTP://FLICKR.COM/PHOTOS/BRYCE/582995]

e Define yourself
* Be concise

e Make sure people “get it”
* Focus on the Core
e Build what defines you first
e Hold it sacred
* Build outward
e Grow from your core
¢ Not over it, around it, next to it, etc.

LUHELL s
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THINK OUTSIDE IN
PRODUCT KNOW YOUR CORE
EXCELLENCE SIS

GREATNESS
LUHELL 47
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BE BOLD
COMMIT TO MAKE THE TIME
GREATNESS

DRIVE & PUTT

LUHELL s
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“Change everything except your wife and family” -
Samsung chairman, Kun-Hee Lee

e Bonfire at Gumi burned
$15M worth of phones
(1995)

¢ Nine years later, Samsung
was the world’s most
profitable tech company

e $10.3B in earnings, $55.3B
in sales (2004)

* Designers are required to
take year-long course in
mechanical engineering to
defend ideas

* Engineers & mangers take
design training

LUHE
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Mac OS X

During OS8 offsite, design team
showed OS concepts

Everyone laughed -had enough
to do without Ul changes

Met with Jobs (he had no title
nor badge!)

Worked day & night on demo,
spent whole afternoon with
Steve

For next 1.5 years met weekly
with Steve for hours

LUHELL

INTERFACE DESIENS

2M copies of Leopard sold in first
weekend

In Japan, OS X sales overtook
s of W

sale
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Driving: Vision

iTunes Music Store J iPod iTunes Jukebox
Fill iPod with media Buy music, Simple, beautiful Absorbs complexity found in other
experience for playing, MP3 players (rate, alter, add,
browsing, rating audio delete, playlists, play, browse,
radio, etc.)

LUHELU Peter Merholz, Stop Designing Products, 2006 53
INTERFACE DESIGNS

iTunes —

( Su-Chou Prison \ -

° Elapsed Time: 1.03

L €3 3
Time TARIE et Albumm Genre

) ¥ Su-Chou Prison 5.00 Harry Gregson-Will .. Spy Game SoundTrack
¥ Muir Races 10 Work 3:32 Harry Gregson-Will..  Spy Game SoundTrack
¥ "._He's been arrested for espi.. 1:23 Harry Gregson-Will...  Spy Game SoundTrack
¥ Red Shirt $:07 Marry Gregson-Will.. Spy Game SoundTrack
¥ Training Montage 234 Marry Cregson-Will.. Spy Game SoundTrack

o London Pride Damon Albarn w/ Twentseth Century
¥ ve Been To A Marvellous Party The Drane Comedy  Twentieth Century
o Reasons For Lving Duncan Sheik
& Twentiech Century Bues $:32  Oton john Twentiech Century Roxck
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NINTENDO WII

o®

o®

LOWER GAME LOW PRICE LOWER GAME

DEVELOPMENT COSTS POINT PLAY BAR

Simple Geaphics, Yool ity $2%0 Fun, Accessitle
LUHELL 57
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¢ Wii sales hit 9 million
worldwide in under 9
months

¢ Fastest-selling home
console of all time

e Wii stands a good
chance of hitting 15
million sold by the
end of the year

* |In Japan, Wii outsells
PS36to1

NINTENDO WII

LUHELL

INTERFACE DESIGNS
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 Be Bold
e Partial commitments = partial greatness

* Need a culture of excellence
* Make the Time

« What you put in...
* Drive & Putt

* Hole-in-ones are rare

¢ Need follow through to get the ball in
the hole

LUHELL 53
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IN SUMMARY...

LUHELL 0

INTERFACE DESIGNS
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* Product Excellence differs on lifecycle
* Increasingly facing experience wars

¢ Need distinction beyond functionality

e Product design manages complexity
* Product Excellence Principles

e Think Outside In

e Know Your Core

e Commit to Greatness

LUHELL 61

INTERFACE DESIGNS

e Functioning Form
o www.lukew.com/ff/
e Drop me a note
e |uke@lukew.com

LUHELL 62
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