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UX writing

Style redactionnel (TTSO) = Charte éditoriale (ou copycat)

WOW : Emotion = impact by wording (utile, smart, inspirant...)
stratégie éditoriale / de contenu
brand book / manifesto




UX,

Deéfinition




UX: User eXperience

toutes interactions
percues par lutilisateur avant,
pendant et apres l'usage



toutes : omnicanal
interactions:  touchpoint, point de contact

percues : Mméme non voulues
utilisateur : client, consommateur
avant, pendant, aprés . parcours complet,

customer journey
usage achat, utilisation,

test, destruction



UX : Parcours Client

ensemble des points de
contacts entre l'utilisateur
et I'entreprise (omnicanal)



Conseils :

plusieurs parcours
pas de vision interne
voir comme un client
+ de 15 étapes

guantifier tous les points de contact
confondre avec Cartographie des

PDrocessus ou parcours achat
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Forrester









SEO + UX = SXO

SEARCH EXPERIENCE OPTIMISATION



A USER INTERFACE IS
LIKE A JOKE. IF YOU
HAVE TO EXPLAINIT,
IT'S NOT THAT GOOD.



Good design is
as little design
as possible.

— Dieter Rams




1 Steve Krug

Don’t make Bﬂfé
ME

me think!
KRUG'S FIRST LAW OF USABILITY THINK

Qv\e\\'od

and Meble
A Common Sense Approach to Web,Usability




Author of The Art of the Start and Reality Check

Guy Kawasaki

“Read this book to create a company
as enchanting as Apple.” —Woz

UX =
enchanter
la relation
client

Encha n\*nent

The Art of Changing Hearts,
Minds, and Actions




Worst

UX
Ever




Ever

second visit ?







Dieter Rams (Braun & Bauhaus de Walter Gropius
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pprimer :

nts, allergenes

S de friction (frictionless)
CEREEEINIERTS)

ts (flawless




© =

2/ Ajouter :
satisfaction, fluidité
art, plaisir, sentiment
personnel, émotion

sourire, humour
= ENCHANTER




GRENOBLE
ECOLE DE
MANAGEMENT

€ coionenoaLs



Batir une bonne UX
1/ supprimer

et seulement apres
2/ ajouter

© =



Parcours 3
Client

UX,




ROPO
ROBO

Research Online Purchase Offline

# showrooming



First Second

Moment of Truth  Moment of Truth
(Shelf) (Experience)

Stimulus




TouchPoints



Today's customer journey includes many touchpoints—each one is an opportunity




Customer Lifecycle
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CUSTOMER JOURNEY ANALYTICS
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UX,

outils et mesures



M Subscriber Research & Data Blog Events Elearning Training

Blog

22 March, 2018
What is customer experience?

How can it be measured? And
who should own it?

‘ Sy Nikki Gl




GAILILEVS
GAILILEVS
MATHVS!

St



hat gets measured
gets improved

or

Gan t improve what
you don't measure

-




Customer Satisfaction

e Indifference

prmne Delight
More Undesirable More Desirable —p Delighters
Characteristics Characteristics - Dissatisfiers
rou Koo =i Expectations

— Reverse

Customer Unhappy

KANO SATISFACTION MODEL



NPS NPS (Net Promoter Score) developpé par
N Fred Reichfeld (Bain & Co) en 2003
SIS |2 ard Business Review

Score

seTRACTORS | seomoTERS Ce qu'il faut retenir / Key takeaway

*'*"" rﬁ‘\;ﬁaiﬁg 1/ Calcul : (9+10)-(0 a 6) (sans 7 et 8)
, R 2/ Question décalée : conseillerez-vous
' ¢80 3 V48 & 9

10 ?

3/ Fréquence : trimestrielle




... One more thing



CEM

customer experience management
nouvelle discipline

Shape

The App Conference

B



CXO

chief
eXperience, customer, digital, data
officer
Designers Interactifs
Shape

The App Conference

B
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