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“With a complex piece of UI, if you don’t 
simplify it enough, people can’t figure out how 

to use it. But if you swing too far in the other 
direction and over-simplify it, you risk 

dismantling the very value that people are 
looking to access through the tool.”  

– Margaret Gould Stewart 
VP of Product Design, Facebook

Source: https://medium.com/elegant-tools/facebook-s-four-business-design-principles-for-crafting-elegant-tools-581a7055dee8#.e0c4uarcm
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Scaled B2B business apps  
don’t shouldn’t  
get completely redesigned 
very often.

I E B D!



BUT THIS  
WASN’T CUTTING IT  

FOR CUSTOMERS.



USABILITY 
ISSUES

VISUALLY 
UNSCALABLE

ROI-MULTIPLYING 
USE CASE
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“Just make it  
like Visio.”
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“Can we have  
two weeks  

to see what’s possible?”



A S K I N G  B E T T E R  
Q U E S T I O N S
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INTERVIEWS
O n - s i t e  &  R e m o t e

What’s the process for taking a 
marketing campaign from 
conception to reality?

REFRAMING & DISCOVERY

Visual languages were being 
created to explore and 
communicate campaigns.

KEY INSIGHT
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I N  O T H E R  W O R D S :  

W E  C O U L D   
S E E  T H E I R   

M E N T A L  M O D E L
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“The secret to designing an intuitive user 
experience is making sure that the conceptual 

model of your product matches, as much as 
possible, the mental models of your users.”  

– Susan Weinschenk

Source: https://uxmag.com/articles/the-secret-to-designing-an-intuitive-user-experience

https://uxmag.com/articles/the-secret-to-designing-an-intuitive-user-experience
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C A N  A  T RU S T E D  
V I S U A L  L A N G U A G E  

F A C I L I T A T E  
E X P E R I M E N T A T I O N ?



• It’s a key skill for marketing 

(read: customer) success 
• Customized marketing 

programs are correlated with 

higher product ROI 
• It indicates comfortability with 

the toolset 

WHY EXPERIMENTATION?
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CUSTOMER 
SUCCESS  

+  
CLEAR ROI  

+  
EMPOWERED 

USERS  
= 

WINNING 
PRODUCT



D E S I G N  P R I N C I P L E S  
+  P R O D U C T  F O C U S
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H Y P O T H E S I S :  

E X P E R I M E N T A T I O N  
I N D I C A T E S  

F L O W  S T A T E



@ C L I F F S E A LI E B D!

“Enjoyment appears at the boundary between 
boredom and anxiety, when the challenges are 

just balanced with the person's capacity to 
act.”  

– Mihaly Csikszentmihalyi

Source: Flow: !e Psychology of Optimal Experience
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ELEMENTS OF FLOW
There are clear goals every step of the way. 

There is immediate feedback to your actions. 

There is a balance between challenges and skills.  

Action and awareness are merged.  

Distractions are excluded from consciousness.  

There is no worry of failure.  

Self-consciousness disappears.  

The sense of time becomes distorted.  

The activity becomes ‘autotelic’ – meaning it is an 

end in itself. 
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DESIGN PRINCIPLES + ELEMENTS OF FLOW
There are clear goals every step of the way. 

There is immediate feedback to your actions. 

There is a balance between challenges and skills.  

Action and awareness are merged.  

Distractions are excluded from consciousness.  

There is no worry of failure.  

Self-consciousness disappears.  

The sense of time becomes distorted.  

The activity becomes ‘autotelic’ – meaning it is an 

end in itself. 
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CLARITY 

EFFICIENCY 

SECURITY 

BEAUTY
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C L A R I T Y  

C R E A T E  F L O W  
T H R O U G H   

V I S U A L  L A N G U A G E  



DESIGN SPRINTS





@ C L I F F S E A LI E B D!



@ C L I F F S E A LI E B D!



@ C L I F F S E A LI E B D!



@ C L I F F S E A LI E B D!



@ C L I F F S E A LI E B D!

E F F I C I E N C Y  

K E E P  V I S U A L  F O C U S
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S E C U R I T Y  

M I N I M I Z E  
U N C E R T A I N T Y



PRETTY 
SCARY
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TERRIFYING
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P R O D U C T  C O M P R O M I S E  

G E T  N E R D Y   
A B O U T  S C A L E



THINKING AHEAD
• Platform: API-powered, 

JSON-backed data meant 

future scalability 
• Onboarding: early “template” 

concepts reinforced the need 

for the platform 
• Prioritization: built 

partnerships with Product + 

Engineering teams 
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P R O D U C T  C O M P R O M I S E  

O P T I M I Z E  E A R L Y  F O R   
K E Y  U S E  C A S E S
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C L E A R  C O N C E P T  
V A L I D A T I O N
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VALIDATION
O n - s i t e  &  R e m o t e
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CLEAR OBJECTIVES

• Clarity: Is the interface 

actionable and clear? 
• Efficiency: Can users complete 

common tasks with minimal 

frustration?  
• Security: Do users feel sure of 

what they’re doing? Did they 

do what they meant to do?
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“Customers created their own 
terminology and phrases for the 
progress indicator on the testing 

screen: ‘orange goo,’ ‘yellow brick 
road’ and ‘choose my own adventure.’”



@ C L I F F S E A LI E B D!



@ C L I F F S E A LI E B D!



@ C L I F F S E A LI E B D!

B E A U T Y  

A T T E N D  T O  T H E  
D E T A I L S
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