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Achieving Shared Vision for  
Mordecai’s User Experience 

Foundational Design Process and Artifacts 

SBD XD Brownbag, 9/19/07  
By Michelle Bacigalupi and Beth Wells 
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A Note on Collaboration… 

• Bring Them With You 

• Cross-Functional Brainstorming 

• Collaboration = Shared Vision 

Let’s look at the collaborative design process we used to build the 
foundational design and achieve shared vision for Mordecai…  



SBD Customer Management 3 

Process Overview 
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How we work 
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Understanding Our Target Users 
Who? 

• …Begins with User Research 
–  Consistency Delivers Patterns 

–  Our 10-minute Small Business Interview 

–  Participatory Design Methodology 

–  Accumulate a Storehouse of Findings 
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Understanding our Users’ MOTs and Pain 
What? 

•  Participatory Design and the Directions Methodology 
 Using Excel to Reveal Patterns in the Research Findings 
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User Postcards and Affinity Exercise 
Who? 

•  One postcard for each user 
 Represent consistent qualities 
 Collaborative affinity exercise 
 Rinse and Repeat (iterate!) 



Small Business Personas

Mordecai SBD XD

User Types
Abigail

Natalie
Time Based In-Office Service : 
Keep the Rooms Booked

There is clearly defined number 
of options available to fulfill the service. 
The quality of the environment is critical.

Thomas
Time Based In Field : 
Great Service = Loyal Customers

There is set number of options available 
to fulfill the service and a need to hear 
from or contact central office or 
colleagues when in the field.

Project Based : 
Planning Is Everything

Casey

The work typically requires many 
discrete and often complex tasks of 
varying length that potentially involve 
other employees. 

Zach

Order Based : 
Know the Customer

Relatively simple sales process with
a set number of critical details to  track 
about the customer and about the order, 
whether product or service.

Membership Based : 
We Sell Relationships

Everything revolves around the interactions with the 
individual/s they serve. Attitude is everything. 

1 2 3

4 5
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Personas 
Who. 

Personas Represent Each of Our User Types 
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…Mordecai XD Process 
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More Ways to Create Synergy… 

• Shared Understanding of Design 
– Communication, Being Transparent 
– Being Inclusive 
– Understanding Purpose and Use of Design Artifacts 
– Understanding the Stages of the Design Process 
– Developing a Shared Language 
– Collaborative Brainstorming and Sketching 
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…Glossary of Foundational XD Artifacts 

•  Competitive Analysis 
–  Analysis of user experience attributes of competing CRM products. 
–  Used to inform the UX design for UX conceptual model, objects, interaction behaviors, etc. 

•  UX Conceptual Model 
–  Illustrates the small business owners' view of the artifacts/actions used to run their business. "Their world as they see it." 
–  Used to inform the organization and UX design of the application / system. 
–  (Is not a representation of the application / system.) 

•  User Object Model 
–  Representation of the objects used in the context of the application/system that have attributes, actions and relationships with other 

objects associated with them. 
–  Used to ensure that all objects (attributes, actions and relationships) used in the small business’ model are represented in the 

application / system. 

•  Personas 
–  Synthesis of the user types within our target audience. These drive the participants used in the scenarios of use. 
–  Used to test the UX design against, to make sure the UX design is solving for the right needs and the right target. 

•  Customer Lifecycle Model 
–  Representation of the lifecycle of an instance of a customer or job for a small business. Illustrates critical MOTs for the small business 

and by doing so, informs us of MOTs for the application / system. Also represents variation in this lifecycle across user types. 
–  Used to illustrate user needs that inform the UX design, access points to critical information, etc. for the application / system. 

•  Scenarios of Use – High level 
–  Incorporates personas, user objects, use cases, and tasks flows into situational "stories".  
–  Used to drive research test scripts and UX prototypes. 

•  Task Flows 
–  Taking the primary use case and decomposing them into tasks and modeling the ideal (= successful) series of steps the user would 

take to complete a task. 
–  Used to inform the user experience design and for usability testing the UX design. 

•  Interaction Models 
–  Based on all of the above. Screen-level design.  
–  Used to drive interaction constructs to represent in the application/system. 
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In Conclusion – What We Learned 

•  Collaborative brainstorming and sketching 
facilitates our thinking and helps solidify our ideas 

•  Be transparent and communicative 
throughout the design process 

•  Involve everyone in the design process 

•  Don’t wait to solicit buy-in periodically, instead 
bring them with you 

•  Collaborating on the foundational design  
creates shared vision 

For more information on our user types, personas and conceptual models, see the Mordecai Foundational Design deck. 


