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Problems in New Product Development:

1. Products are getting more complex
2. Customers are becoming more demanding
3. Strong pressure on ‘time to market’

— More complex products need to be developed better
and faster!
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e Feasibility (fit into development cycle)
e Usefulness (valid and relevant data)

Example Case:

Internet on TV Prototype /
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* During video playback: recommendations
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 Search: results and text recommendation
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Our Approach:

e Observing user actions automatically (feasibility)
e In their habitual environment (validity)
e Observation logic can be changed dynamically (relevant)

Furthermore:

e Semantic link between observation and analysis phase
e Incorporation of subjective feedback
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. Product
Architect
-manager
3 2
o Q Product @ e
Marketing o Usability
Service expert

Who are the stakeholders?
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Flexibility to adapt data collection...

Jata collection

adaptation

/ <

Jata collection

adaptation

/ <

Jata collection

...remotely and on-the-fly
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Product Observation
Module

Conceptualization

Data analysis

Observable Product

Observation
definition

Automatic data
collection
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- 8 people used the prototype at home for 2 weeks
- We gathered 15.325 events

ProM Tool Demo

http://prom.sourceforge.net
http://www.processmining.org
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* Incorporate subjective feedback
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user-initiated feedback
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feedback
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- Simplified user action space:

. Pick

Browse mode
Refine
Search
\
Pick Search
Result
Search mode

Clear/Edit
Search
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» Raising surveys in particular action context

Product Satisfaction Survey

How do you feel about the product?

- ' LY
e ] & ®
Y 52 2 J "
| was looking for a specific video
1 2 3 4 5 6 7
Strongly Clearly Slightly Neutral Slightly Clearly Strongly

disagree agree
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goal_orientedness - 1D positions with 0.707*conf(0.950)
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* ‘Thumbs up’ and ‘Thumbs down’ buttons

Positive feedback (+) Negative feedback (-)
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* Fragment of ‘Thumbs down’ survey:

2- The importance of this issue for me is:

Minor Major | don't know
O O O

3- My feedback about the product can be best phrased as the problem(s) of:

Feature awareness | was not aware of this feature before, so | never used it

Motivation for use Aithough | am aware of this feature, | do not use it

First use Although | try, | cannot (never could) get this feature work properly

Stopped woOrKing | used this feature until now. Now | need advice to get it working

Beauty do not like how this feature looks or feels. | would have liked it better if

Ease of (repeated) iInteraction | do not like the current ease of interaction. It would have been better if .
Missing feature 1 would expect a feature that the product does not appear to have

Broken product/‘featu e Professional repair is needed for proper functioning

Other (please specify in the box below)

4- My feedback could improve:
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feedback

user|actions

4000 ¢

time _
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Start
complete
0.922

MouseOverRecommendation

complete
1.000

i

complete
0.135

EnterContextMenu PickSearchResult

StartVideo
complete
0.035

complete
0.035

EnterSearch

complete
0.170

Typeletter
complete
0.641

DislikedStaticDesign End
complete complete
0.522 0.030

SearchVideo
complete
0.036

Action context for
user-initiated
feedback!

Process Mining
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* User actions can be observed automatically
* In their habitual environment

— [terative, large-scale user tests are feasible

- Analyzing any deployed application is interesting
 How are the systems used (interaction)?
 Which functionality is used at all?

 How does the the usage behavior relate to the opinion of
the users?

* Further information: http://www.softreliability.org



