HSUMMlT

2008

Experiencing Information

9™ ANNUAL ASIS&T INFORMATION ARCHITECTURE SUMMIT
APRIL 10-14 2008 IN MIAMI, FLORIDA

[ ]
GM American Society for Information Science and Technology







SATURDAY, APRIL 12

8:30

page 7

10:00

10:30

page 8

11:15

11:30

page 10

12:15

1:45

page 12

2:30

2:45

page 14

3:30

4:00

page 16

4:45

5:00

page 17

6:00

to 8:00

FLAGLER / MONROE

BRICKELL

Keynote: Journey to the Center of Design

Jared Spool

Morning Tea

Integrating web analytics
into information architecture
and user-centered design

Hallie Wilfert

Break

Web use recorders: The
future of web analytics?

Dustin Chambers, Dick
Horst

Lunch (Jasmine / Hibiscus)

Designing your reputation
system in 15 easy steps

Bryce Glass

Break

IA Slam 2008: The
workshop with a winner
Lynn Boyden, Chris
Chandler, Matthew Fetchko,
Eric Reiss

IAs, language and lego - an
introduction to semantic
analysis

Matthew Hodgson

Core and paths: Putting a
creative findability
framework to use

Are Halland, Olly Wright

Effective IA for enterprise
portals: The building blocks
design framework

Joe Lamantia

Content page design best
practices

Luke Wroblewski

Afternoon Tea

The business of experience:

The experience impact
framework

Jess McMullin

Break

Inspiration from the edge:
New patterns for interface
design

Stephen Anderson

Posters & Reception (Jasmine / Hibiscus)

TUTTLE FLEX: ORCHID C/D

... check out the Wall of Deliverables

Tagging: Five emerging Exploratory search and

trends folksonomy: Exploration
Gene Smith paths in social tagging
systems
Tingting Jiang

... check out the careers room

Do real people really use
tag clouds?: Research to
help distinguish between
web 2.0's hits and hype

Garrick Schmitt

... check out the topical lunch tables

A management fable: The
little UX that went a long
way

Dan Willis

... check out the mentor booth

How to be a user
experience team of one

Leah Buley

Peer coaching - support for
UX managers

Margaret Hanley

Blind ambition: How the
accessibility movement
overlooks sensory
experience

Claude Steinberg

.. complete your trading card set

The long wow
Brandon Schauer



SUNDAY, APRIL 13

FLAGLER / MONROE

Extending the gaming
experience to conventional

9:00 Ul's
page 18 John Ferrara
9:45 Morning Tea
Testing for advertising
effectiveness
1;29']3-2 Margaret Hanley
11:00 Break
The information architect
. and the fighter pilot
1;@']3'252 Matthew Milan
12:00 Lunch (Jasmine / Hibiscus)
Panel: Presence, identity,
and attention in social web
architecture
1:30 Christian Crumlish, Christina
= Wodtke, Andrew Hinton,
page 24 Gene Smith
3:00 Afternoon Tea
What do innovative intranets
look like?
p"jéeBZ(g James Robertson
4:15 Break
The impact of social ethics
. on IA and interactive design
4:30 - experiences from the
page 28 Norwegian woods

K. Saeth, I. Tofte

BRICKELL

Taxonomy is user
experience

Dave Cooksey

Building trust through
restricted information: A
case study of the
Hotwire.com air redesign

Melissa (Goldstein) Matross

Search patterns
Peter Morville

Panel: Practical prototyping

Todd Zaki Warfel, Chris
Conley, Anders Ramsay,
Jed Wood

Code blue: How service
design can revolutionize
patient care in hospitals

Aaron Martlage

E-service: What we can
learn from the customer-
service gurus

Eric Reiss

TUTTLE FLEX: ORCHID C/D

Placemaking and

information architecture
Dennis Schleicher

... check out the mentor booth

Hotel Yeoville
Jason Hobbs

REPEAT: Content page
design best practices

Luke Wroblewski

... check out the topical lunch tables

Reducing global attitudes
into a single online solution

Michelle Watson

... check out the careers room

Panel: Developing junior
programmes in UX teams

Margaret Hanley, Anne
Stevens, Karen Loasby,
Henning Fischer

... check out the Wall of Deliverables

Making the leap from
practitioner to manager:
Confidence building
strategies & common pitfalls

Samantha Bailey

Creating career paths for
UX professionals

Kristen Johansen

Web site maturity cycles
Vera Rhoads
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FLAGLER / MONROE

Why markets love the
internet - or, the 1 hour MBA
for user experience
designers & other layabouts

Alex Kirtland

Break

Designing for the social:
Avoiding anti-social
networks

Miles Rochford

Morning Tea

Becoming an IA/UX coach:
Proving success one
champion at a time

Yvonne Shek

Break

Designing with patterns in
the real world: Lessons from
Yahoo! And Comcast

Christian Crumlish, Austin
Govella

Lunch (River Front Hall)

What are your users REALLY
thinking? An objective way to
uncover the subjective

David Robins, Jason
Holmes, Janna Korzenko

Break

Closing Plenary: Linkosophy
Andrew Hinton

5-minute madness (open mic)

BRICKELL

Storytelling - a compelling
design tool

Dorelle Rabinowitz

Putting multiple user
centered design techniques
in combination to create one
global information system

S. Kapoor, C. Hiremath

Data driven design research
personas

Todd Zaki Warfel

IA for tiny stuff: Exploring
widgets and gadgets

Martin Belam

Re-experiencing
information: Dealing with
user-submitted data

Lucas Pettinati

TUTTLE

Embodying IA: Incorporating
library 2.0 and experience
integration concepts in a
small public library renovation

Michael Magoolaghan

Audiences & artifacts
Nathan Curtis

Good news on your cell
phone: Optimizing the user
experience

Jorgen Dalen,Tone Terum

Information horizons:
Proposing an alternate
approach to assessing
website architecture

A. Paul, S. Erdelez, K. Park

FLEX: ORCHID C/D

REPEAT: Search patterns
Peter Morville

... check out the careers room

How to set up and run
participatory design
sessions, analyze data and
present results effectively

Greg Nudelman, Michael
Morgan, Larry Hannigan

... check out the mentor booth

... check out the topical lunch tables

Checking the feel of your Ul
with an interaction audit

Peter Stahl, Josh Damon
Williams

... check out the trading card market to complete your set



Welcome to Miami

So here we are in Miami, 2,577 miles and 1 day 14 hours drive from last year in Vegas (thanks Google Maps).
| don’t have too much preamble except that we, the core committee, have tried to stay true to the roots of the
Summit — the community itself. Hopefully we succeeded in creating a program that is fun, challenging, thought-
provoking and inspiring and one that supports that most cherished of activities — talking to each other!

- Richard Dalton, 2008 Program Chair.

First Time Attendee Session

Each year the repeat vs. first time attendee split is about 50 / 50 and many of the “extra” features and events
(see below) are designed to encourage conversation and help people attending for the first time to get the
most out of the conference. This year we're going one step further - we're having a half-hour “First Time
Attendee” session prior to the Welcome Reception on Friday night (6:00 — 6:30pm, Jasmine). This session will
be facilitated by experienced summit-goers and aims to provide a few tips, tricks and explanations to make
sure everyone gets the most out of this amazing event.

Extras

The heart of the conference may be the presentations, but the soul is the attendee interaction at the extra
features and events developed and supported by the IA community.

nForm UX Methods Trading Card Game

Get your trading card starter pack with your registration materials. In it
you'll find 16 identical cards, and one index card that lists the entire 2008
set of 16 user experience methods, tools, and approaches.

Trade cards to get the complete deck of 16, and then go register at the
trading card prize desk (near registration) for a chance to win fabulous
loot!

Trading Card Checkilist

17. Taxonomy 25. Search Analytics

18. Ethnography 26. Conversational Sketching
19. Wireflow 27. Free Listing

20. Backcasting 28. Design Pattern

21. User Scenarios 29. Service Design

22. Experience Map 30. Usability Capture Software
23. Paper Prototype 31. Sketchboard

24. Ecosystem Visualization 32. Controlled Vocabulary

The trading cards are brought to you by the team at nForm User Experience as
part of our IA Summit sponsorship. nForm is a boutique firm that works with
clients across North America to drive business value through customer insight,
social media strategy, and simple, solid information architecture. Find out more
about the cards, and our team at the trading card website:

www.uxmethods.com



Welcome Reception (Friday, 6:30pm — 8:30pm, Jasmine )

This informal gathering is a great opportunity to meet your peers or catch
up with old friends before the main conference officially kicks-off on
Saturday morning.

Poster Reception (Saturday, 6pm — 8pm, Jasmine)

Chat with your colleagues as you explore a wide variety of Information

Architecture concepts and materials displayed in poster format. The

poster authors work long and hard to communicate 1A principles in a compelling and sometimes playful way.

Mentor Booth

The mentor booth is your opportunity to get a new, different perspective on that
thorny problem you’ve been wrestling with. Alternatively — slide behind the
booth and sit in the hot seat yourself for a while and see who stops by for a
consult!

Wall of Deliverables (Prefunction Area)

See how others are communicating design to their coworkers. This year there

will be a special display of deliverables set up so you can peruse them at your leisure. Take back some tips
and tricks that your peers are using or participate to get feedback on your deliverables. What's more, there are
prizes for the best deliverables shared! See how to participate.

Careers Room (Orchid A)

Whether you'‘re looking for a job in the IA field, or looking for an employee, the
job fair room offers you a great opportunity to network and see what and who is
out there. Where better to find a concentration of IA talent and those in need of
Information Architects?

Flex-track (Orchid C / D)

Jam packed as it is, the conference still can’t cover all the things we have going on in our heads. The flex-track
not only re-runs popular sessions, it also offers you the ability to schedule ad-hoc time to talk about anything
you want ... “birds-of-a-feather” discussions, product demos, anything goes!

Discussion Lounge (Orchid B)

Did you run out of time talking to the speaker at the end of a session last year? Just move the discussion into
the lounge and you can finish at your leisure without being rushed or getting in the way of the next
presentation.

Topical Lunch Tables
For those of you who just can’t stop talking about IA, we’ve extended the discussion opportunities to lunch.
Join one of several lunch tables where a host will get the conversational ball rolling on popular topics.



Sponsors

Exhibitors

Yahoo!

Yahoo! is the largest global online network of integrated services
and is among the most trafficked Internet destinations worldwide.
Yahoo! changes the way people communicate with each other,
conduct transactions, access, share, and create information. At
Yahoo!, usability and design are integral to the product
development process.

The Information Architecture Institute

The Information Architecture Institute is a 501(6)c professional
organization, operated by a dedicated, multi-national group of
people. Volunteering our own resources, we aspire to build bridges
to related disciplines and organizations. We invite you to join us in
advancing the state of information architecture through research,
education, advocacy and community service.

EightShapes

EightShapes is a user experience consultancy based in
Washington DC. Our clients include Sprint, Sun, Comcast, National
Geographic, and Marriott. We like good documentation.

Boxes and Arrows

Boxes and Arrows is devoted to the practice, innovation, and
discussion of design; including graphic design, interaction design,
information architecture and the design of business. Since 2001, it's
been a peer-written journal promoting contributors who want to
provoke thinking, push limits, and teach a few things along the way.

nForm

nForm is a boutique firm that works with clients across North
America to drive business value through customer insight, social
media strategy, and simple, solid information architecture.

FatDUX

FatDUX, headquartered in Copenhagen, Denmark, creates
innovative interactive products that improve the quality of people's
lives and improve our clients' bottom line. These products include
websites, intranets, software applications, and industrial interfaces.

CrowdVine

CrowdVine is a social network software company. Crowdvine for
Groups allows anyone to create a network in three steps. Their
newest product, CrowdVine for Conferences, helps attendees
network before and after the event, lets speakers know their
audience, and enables organizers to better their event.

Comcast Interactive Media

C’mon and get CIM. Comcast Interactive Media is an agile
ensemble of IA gurus and digital visionaries who cultivate and
deliver technology to the world. Our high-end, high-profile portfolio
includes sites like Comcast.net and Fancast.com. Our culture is
equally interactive. If you're a cut above, come learn more at
CIMlife.com.

Access Innovations

Access Innovations provides innovative content management
solutions - workflow design to full implementation and the
supporting software - since 1978. We have a full service editorial
department for everything from the DTD/Schema - taxonomy -
record creation - XML markup. Programming services include data
evaluation and conversion - custom integration — all digitization
options. Data Harmony software — taxonomy and thesaurus
creation — automatic metadata extraction and tagging — automatic
abstracting - content creation XML - UNICODE - Java

Axure

Axure RP Pro is a wireframing, prototyping, and specification tool
used by user experience professionals, business analysts, and
product managers to create winning designs without exceeding
project constraints. For more information, please visit
WWw.axure.com

Kent State University

The Information Architecture and Knowledge Management program
at Kent State University offers courses, certificate programs and a
master’s degree in Knowledge Management (KM), Information
Architecture (IA), and Information Use (Usability Studies), with
online offerings in the KM certificate and master's degree with a
concentration in Knowledge Management. It offers extensive and
dedicated coursework in each area of concentration, supported
by outstanding faculty and a leading-edge technological
infrastructure. For more information, go to: http://iakm.kent.edu or
contact iakm@kent.edu.

TechSmith

TechSmith's Morae is a usability lab in a box. The software makes
it easy to pinpoint usability problems and help others see them, too.
Camtasia Studio and Snaglt let you capture anything on your
screen and share it as video or screenshots.

Sapient Interactive

Sapient Interactive is the world's largest independent interactive
agency. Technology chops? Got 'em. Creative muscle? We're
ripped. Now, if you can't remember that, better remember this:
We're a new breed redefining what an agency looks like, how it
works, and what it's capable of achieving for its clients.
www.sapient.com

DLlI.tools Inc

Organizing, Controlling and Sharing unstructured information
assets (emails, documents, forms, files) needs to be flexible for
various work styles, yet structured to maintain control. Docova’s
flexible framework connects unstructured content pieces together,
providing an intuitive user experience that streamlines user
interaction and enhances the user experience. Experience Docova
at www.docova.com/docovademo.



SATURDAY, 8:30AM — 10:00AM

FLAGLER / MONROE / BRICKELL

Keynote: Journey to the Center of Design
Jared Spool

User-centered design was born in the 1980s, amidst a world filled with frustration
with blinking VCR clocks and computer command lines. Up until this time,
developers focused on making the devices work, giving little heed to how they'd
be used. Terms like "user friendly" and "easy to use," buzzwords for the UCD
movement, soon became as common as "new and improved" on laundry soap.

Fast forward 25 years and it now seems the foundations of user- centered design
are now disintegrating. Notable community members are suggesting UCD practice
is burdensome and returns little value. There's a growing sentiment that spending
limited resources on user research takes away from essential design activities.
Previously fundamental techniques, such as usability testing and persona
development, are now regularly under attack. And let's not forget that today's
shining stars, such as Google, Facebook, Twitter, and the iPod, came to their
success without UCD practices.

Is it time for user-centered design to evolve into something else? Or is there
something else happening in our world of experience design that makes UCD
obsolete? Should something else occupy the center of design?

These are just the questions that this year's keynote presenter, Jared Spool, likes
to answer. Especially after a few drinks. And while a Saturday morning keynote
may seem early for the kind of heavy drinking these particular questions demand,
Jared will have just arrived from Italy, a nation with a long tradition of philosophical
intoxication. This will set the perfect stage for an entertaining and insightful
presentation to open our conference.

We guarantee a journey that shouldn't be missed.

A software developer

and programmer, Jared

founded User Interface
Engineering in 1988. He

has more than 15 years

of experience

conducting usability

evaluations on a variety

of products, and is an expert in low-
fidelity prototyping techniques.

Jared is on the faculty of the Tufts
University Gordon Institute and teaches
seminars on product usability. He is a
member of SIGCHI, the Usability
Professionals Association, the
Association for Computing Machinery,
and the |IEEE. Jared is a recognized
authority on user interface design and
human factors in computing. He is a
regular tutorial speaker at the annual
CHI conference and Society for
Technical Communications conferences
around the country.



SATURDAY, 10:30AM — 11:15AM

TRACK ONE: FLAGLER / MONROE

Integrating web analytics into information architecture & user-centered design

Hallie Wilfert

Web statistics data provides quantitative information about what people do on a
web site—24 hours a day, 7 days a week—but many organizations have still not
instituted a process for analyzing this data. A web analytics program is essential
to a strong user centered design practice, as analytics can inform and direct more
qualitative user research methods and can provide quick feedback on site
changes.

Following up on the 2007 IA Summit presentations on analytics, | will use real
world examples of how | implemented analytics for our clients. | will provide
attendees with an overview of how to get the most from the data they capture and
how to use web analytics as a first step to improving a site’s user experience.

My presentation should be useful for anyone who doesn'’t already use web
analytics regularly. It will address:

- how to analyze statistics quickly and easily;

- what to look for in an analytics report and what to ignore;

- how to deal with not using cookies due to privacy concerns;

- how to present the data in a way that is understandable; and
- how to set the stage for additional, more qualitative, research.

TRACK TWO: BRICKELL

Hallie Wilfert works as an

Information Architect at

SRA International, a

technology and strategic

consulting firm in

Arlington, VA. Previously,

Hallie worked as the

Director of New Media at

the Institute of Medicine.

Hallie received her B.A. in American
Studies, studying at University of
California, Berkeley and University of
Maryland, College Park. She likes data
and likes to use data to make web sites
easier to use. Hallie presented at the
2007 |IA Summit on “My Grandmother
the Information Architect.”

IAs, language and lego - an introduction to semantic analysis

Matthew Hodgson

Typically, the approach taken by IAs to understand and categorize content is
through conduct content audits and content analysis — a process that would be a
lot simpler if content was created like building a Lego™ model — in a structured,
logical and consistent way.

Unfortunately, English is messy, with exceptions to rules, different styles of writing,
and a multitude of different ways to write about exactly the same thing. This
apparent lack of structure means that analysis is always hard, very time
consuming, and made all the more difficult if you lack subject-area expertise.

This presentation will introduce Semantic Analysis — a way in which content can
be analyzed and classified through its linguistic basis, rather than through its overt
meaning. It will achieve this by using Lego as a metaphor for language and
demonstrating that by examining the building blocks of language a deeper
understanding of content can be gained.

A case study involving the analysis of medical restrictions text will be used to
demonstrate the effectiveness of this approach, and how it informed the creation
of a tool that would help codify the content, make it machine readable for
repurposing, and introduce a higher level of standardization

The presentation will also highlight the potential of this approach in other areas,
including search engine optimization and content/language translation.

Matthew Hodgson is a

senior consultant with

SMS Management &

Technology in Canberra,

Australia, and is their

Regional-lead for Web and

Information Management.

Matthew has over 10 years experience
in e-business, information architecture,
information and knowledge
management, and has recently added
social-computing strategy to his portfolio.
This expertise is underpinned by a
comprehensive applied-knowledge of
web and information standards, degrees
in organizational psychology and
knowledge management, and a passion
for technology and social change.



SATURDAY, 10:30AM — 11:15AM

TRACK THREE: TUTTLE

Tagging: Five emerging trends
Gene Smith

Tagging has been the subject of much discussion over the last several years. But
recent trends show that tagging is evolving quickly, and that today's conventional
wisdom might not be accurate for long. This session will explore five
counterintuitive tagging trends that provide a glimpse into the next generation of
user-generated classification.

- The market wants structure. The next wave of tagging systems impose more
structure and accept less ambiguity in tags.

- A pace for all layers. Pace layering suggests that tags are a fast-moving form
of metadata, while facets and taxonomies are more stable, slower layers. But
recent research and practice suggest that tagging patterns are often quite
stable, and that tagging systems can operate across multiple pace layers.

- Automanual folksonomies. While most folksonomies are generated by
analyzing statistical patterns in tags, new approaches mix manual and
automatic approaches to yield better results.

- Communities matter. Some people have suggested that tagging works best
when it's done for personal reasons. But it appears that the community
around a tagging system is a major contributor to its health and success.

- User-generated innovation. Where tags are implemented alongside data
feeds a remarkable pattern of user-generated innovation occurs. Tags and
feeds create a simple read-write system for any web application, allowing
users to freely hack new features and extend the application.

FLEX TRACK: ORCHID C/D

Gene Smith is an

information architect and

social media aficionado.

He’s the author of

Tagging: People-Powered

Metadata for the Social

Web (2008, New Riders),

which covers the design and
development of tagging systems. At
nForm User Experience he advises a
variety of clients on their IA, design and
social media strategies.

Exploratory search & folksonomy: Exploration paths in social tagging systems

Tingting Jiang

Exploratory search is triggered by the complexity of real world: we lack the
knowledge or contextual awareness to formulate queries or navigate complex
information spaces, the search task requires exploration, or system indexing of
information is insufficient. The integration of searching and browsing is believed a
necessity in this process. Today’s exploratory search systems employ different
information organization schemes to facilitate searching and browsing, which are
hierarchical classes, faceted categories, and clusters. In social tagging systems,
where information seeking is exploratory in nature, we see a fourth one -
folksonomy that aggregates user-generated tags assigning to resources also
provided by them. In this paper, we study the four structures comparatively and
create a grid summarizing their pros and cons in supporting exploratory search.
Incompactness of folksonomy, usually considered as a defect, however enables
more exploration possibilities - being aware, monitoring, searching and browsing
around the three basic elements of tagging systems, which is shaped into our
exploration framework for social environments.

Tingting Jiang is a third-

year Ph.D. student at the

School of Information

Sciences, University of

Pittsburgh. She began to

study information

architecture as an

undergraduate student

and continued to pursue her academic
interests during her master’'s degree
which resulted in a thesis entitled
Evaluating the Information Architecture
of University Websites. She has a
teaching background with experience in
the graduate-level course Information
Architecture, taught by Dr. Sherry
Koshman, her dissertation advisor.



SATURDAY, 11:30AM - 12:15PM

TRACK ONE: FLAGLER / MONROE

Web use recorders: The future of web analytics?

Dustin Chambers and Dick Horst

This presentation will examine web use recorders, a new technology for
unobtrusively monitoring web usage that has the potential for dramatically
improving web analytics. Web use recorders characterize the actions of web users
on a particular site in fine-grained detail, not just page visits and time spent on a
given page, but where clicks occurred, scrolling, and cursor hovering without
clicking. The recording is server-side, automated, and transparent to the user. To
date, the commercial products based on this capability offer the ability to
“playback” individual web browsing sessions, provide rudimentary compilations of
summary metrics, and display “heatmap” visualizations of the density of clicks and
hovers.

Our presentation will explore the potential for this capability to provide a new
generation of web analytic tools for providing insights into naturalistic user
behaviors and design quality. We will show examples of the data provided by web
use recorders, contrast them with conventional web analytic tools, speculate
about their potential for providing insights regarding user experiences and
usability, and suggest the kinds of research that are needed to fully realize this
potential. We will review some of the research that has already been reported
using web recorder technology and show examples from our own initial attempts
to explore the utility of this capability.

TRACK TWO: BRICKELL

Dustin Chambers is a user
experience designer at
UserWorks Inc. His
responsibilities include
user research, user-
centered design and
information architecture.

Dick Horst is an

experimental psychologist

and user experience

specialist with over 30

years' experience in

applied behavioral

research, systems

development, and usability
engineering. He is the founder and
President of UserWorks, Inc.

Core and paths: Putting a creative findability framework to use

Are Halland and Olly Wright

The Core and Paths framework provides a simple, yet effective approach that
enhances findability, simplicity and persuasion for websites and applications. By
starting with the findable object itself (the core), and then designing inward and
outward paths to and from the core, a number of benefits can be reaped.

This presentation will briefly recap the framework (which was introduced at last
years |IA summit in Las Vegas) then look at how the approach has been applied to
a number of real world projects. The various uses and benefits includes using the
framework as:

- a powerful thought-tool to rethink 1A, navigation and findability in new and
creative ways

- afun and inspiring way to kick-off design and redesign projects

- a design and prioritization tool inspired by and building on 37signals
Epicenter design

- a client communication tool to fight frontpage focus and other classic project
problems

- a metrics visualization tool to identify and communicate key metrics and KPIs

Target audience

The presentation will be suitable for any information architect looking for new
approaches to the evolving problems of designing application-like sites and the
difficulties of conceiving, documenting and measuring them.

Are Halland is a senior

Information Architect with

NetLife Research in Oslo,

Norway. Over the last 11

years he has designed

search and navigation

interfaces and consulted

to a number of high profiled clients. Are
is a local ambassador for UXnet in
Norway.

Olly Wright is Experience

Architecture Director at

Media Catalyst

Amsterdam, where he is

responsible for a wide

range of web and mobile

projects. Previously he obtained a
degree in philosophy in London, where
he was told that Darwin has nothing to
do with ethics. He disagrees. He blogs at

ollywright.org



SATURDAY, 11:30AM — 12:15PM

TRACK THREE: TUTTLE

Do real people really use tag clouds?: Research to help distinguish between

web 2.0's hits and hype

Garrick Schmitt

Much has been said about how the Web 2.0 era has fundamentally altered the
way consumers interact online. But to what degree is today’s digital consumer
really changing her online behavior? Are the hallmarks of Web 2.0 site design (tag
clouds, wikis, social media, etc.) on the way to becoming mainstream hits or just
techno-hype? And what are the implications for us, as experience designers, as
we strive to create more useful and usable digital products?

These are some of the fundamental questions our design research team set out to
answer when we surveyed 475 U.S. consumers about their digital behavior in
2007. In our study we found that today's mainstream consumers are
enthusiastically adopting some Web 2.0 behaviors: they are increasingly
personalizing their digital experiences with simple tools; snacking on highly
specialized content through blogs and interactive video; and using search engines
for almost every conceivable task. On the flip side, a surprising number of today's
consumers are skipping some of the most innovative and buzz-worthy totems of
Web 2.0.

"Do People Really Use Tag Clouds" will help experience designers navigate this
evolving Web 2.0 landscape with quantitative data, explore trends shaping the
industry and pinpoint concepts for further exploration in the months ahead.

Garrick Schmitt is Vice

President of User

Experience at Avenue A |

Razorfish. Over the past

eight years, he has helped

clients and industry

leaders envision and

deliver breakthrough customer
experiences across multiple platforms.
He also leads an in-house innovation
team that is focused on next-generation
consumer applications and technologies;
and writes and edits Avenue A |
Razorfish's Digital Design Blog at
www.digitaldesignblog.com

The Flex Track

Use this time to have your say.

Sign up for 20-minute slots each morning outside Orchid C & D.



SATURDAY, 1:45PM — 2:30PM

TRACK ONE: FLAGLER / MONROE

Designing your reputation system in 15 easy steps

Bryce Glass

Leaderboards, Levels, Points, "Top 10 Reviewer", Elite Status, Gold Member,
Badges and Trophies—the options for representing a person's reputation within a
community are almost as varied as the reasons you might want to do so.

Reputation can incent users to higher-and-higher levels of contribution, motivate
them to stick around longer and form a deeper relationship with your product, but
tread lightly: research and common usage have shown that specific reputation
patterns lend themselves to some fairly specific contexts and—when used
inappropriately—can harm your community dynamic. Ugly side-effects like
increased competitiveness, lowered quality of contributions and petty squabbles
may result. This talk presents 15 questions to take into account when designing
your reputation system, including:

- What type of community spirit are you trying to promote?

- How exclusive should earned reputations be in your community?

- How transparent should you be with the inner workings of the system?
- Should reputations decay from non-use?

- Are there cultural aspects that you should consider?

Finally, specific patterns are recommended to achieve specific goals. Each pattern
has been tested by Yahoo! and all patterns are discussed within a framework of
actual user acceptance: either in a live product environment or responses from
comparative lab studies.

TRACK TWO: BRICKELL
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Effective IA for enterprise portals: The building blocks design framework

Joe Lamantia

Portal design efforts often quickly come to a point where their initial information
architecture is unable to effectively accommodate change and growth in types of
users, content, or functionality, thereby lowering the quality of the overall user
experience. This case study style presentation will demonstrate how a framework
of standardized information architecture building blocks solved these recurring
problems of growth and change for a series of business intelligence and
enterprise application portals.

In a narrative and visual review of the evolution of a suite of enterprise portals
constructed for a major global corporation, participants will see how the building
blocks provided a consistent and stable framework for the design, expansion, and
integration of the user experiences of nearly a dozen distinct portal design efforts.

After introducing the framework, the presentation will follow successive waves of
change in the audiences, structures, and contents of the portals, highlighting the
benefits of a framework based design: repeatable mental models and navigation
flows, reuse of design and development work, reduced costs and timelines,
incorporation of social media capabilities into existing architectures, and a shared
reference point for the user experience, technical, and business perspectives.

Joe Lamantia is a
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international user
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architecture group of a global IT firm. He
blogs regularly at www.joelamantia.com
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TRACK THREE: TUTTLE

A management fable: The little UX that went a long way

Dan Willis

UX management often feels like a mystic art. It can entail moving people and
processes within an organization without the enchantment of an official mandate.
In fact, UX managers usually need to work their magic from inside other
managers’ kingdoms. Business owners control a project’s strategic development;
engineers own construction; and Marketing teams frequently manage
implementation.

This presentation will deconstruct an illustrated fable about an intrepid little
creature who introduces user goals to a development process that would have
otherwise been dominated by royal business owners and technological black
magic. The deconstruction will surface issues around user types, user-based
requirements gathering, scope creep and implementation anxiety.

The presentation will provide current and potential supervisors with specific tactics
for successfully managing UX resources within an organization and provide the
forum for seasoned veterans to talk about their own exploits rescuing user
experiences from the clutches of evil forces.
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SATURDAY, 2:45PM — 5:45PM

TRACK ONE: FLAGLER / MONROE
IA Slam 2008: The workshop with a winner

Lynn Boyden, Chris Chandler, Matthew Fetchko, Eric Reiss

In this session, we're not looking for a definition of what we do, or arcane
methodologies, or gilt-edged case studies: we're looking for results, and we
promise a clear-cut winner. Good design demands cross-disciplinary collaboration
to reconcile the particular with the grand in a politicized world. This session brings
the rhetorical spices of ethos and pathos to locus, coupled to a deadline from hell,
to challenge ideas of practice and teamwork and to seek a roadmap to re-
engineer the project delivery process. We emphasize creation, integration,
presentation, and results. Not your garden-variety lecture and PowerPoint
presentation; this is hands-on interactive adventure that is fun and educational.

During the session, participants are divided into groups. The groups are presented
with a project, provided with client-side deliverables, and allowed to interview the
client team. Groups create and present a solution within a deliberately stressful
timeframe. The session concludes with presentations from the groups to the
assembly. Presentations will be evaluated on technical and artistic criteria. Bonus
points will be awarded for creative headgear. Judging criteria are loosely based on
the 2002 International Skating Union publication "Judging Olympic Figure
Skating". The medal in Information Architecture will be awarded at the following
day’s luncheon.

SATURDAY, 2:45PM — 3:30PM
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TRACK TWO: BRICKELL

Content page design best practices
Luke Wroblewski

In today’s social, distributed, search-driven Web, customers are finding their way
to Web content through an increasing number of distinct experiences. Yet when
people arrive at most Web pages, the experience they get isn’t optimized for this
context. Instead, the vast majority of content pages online remain more concerned
with their own context than the context of their users: where did a user arrive from
and where are they likely to go next? These pages remain designed as if they
were primarily accessed from a Web site’s home page or a carefully thought-out
selection from the site’s information architecture.

To address these issues and more, this talk outlines a set of best practices for
Web content page design that focuses on appropriate presentations of content,
context, and calls to action. Specifically: how can content be optimized to meet
user expectations as they arrive from a diverse number of access points; what is
the minimum amount of context required to frame content appropriately; how can
the most relevant calls to action be presented to maximize user engagement?
Applying these considerations enables information architects to deliver content
experiences that take full advantage of emerging opportunities online and the
existing assets within their Web sites.
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TRACK THREE: TUTTLE

How to be a user experience team of one
Leah Buley

Team structures have naturally creative properties. There's an exchange and
evolution of ideas that happens when you have many people thinking about a
problem. Solo IAs and interaction designers must produce creative solutions
without the support of a team, and it can make their work challenging.
Furthermore, the fledgling commitment to user experience in many organizations
can make UX professionals feel that they need to focus on defending their work,
rather than scrutinizing it to see if superior ideas for user experience emerge.

Still, it's possible for solo practitioners to achieve the creative results that teams do
by adopting the methods of larger user experience groups. Here, Leah will share a
number of design techniques that Adaptive Path uses, and show how they can be
adapted for use in a solo practice.

In this session, you'll learn specific techniques that you can use to generate and
refine design ideas. You'll see how these activities can help you speak with
greater authority about the tradeoffs in various design directions. Attendees will
learn flexible, simple activities that can be used quickly, wherever they're needed.

This session is recommended for all solo practitioners, as well as anyone who
regularly works on projects as the only user experience professional.

SATURDAY, 2:45PM — 4:45PM
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FLEX TRACK: ORCHID C /D
Peer coaching - support for UX managers

Margaret Hanley

Over the last year, | have taught UX Management course to 50 UX Managers and
have found that during those times the course is less important than the contacts
and conversations they had during and after the tutorial.

As part of the 1Al, we have been offering a free service of online peer mentoring,
but it has fallen flat for two reasons — firstly the times are not always suitable for
everyone and secondly there needs to be a great degree of trust amongst the
participants. The most successful listen and learn sessions were when | coached
people that | knew closely — the degree of trust was very strong and we were able
to find solutions for their problems.

This session will consist of a two-hour peer coaching working session where | will
demonstrate the coaching method with a group of managers. They would then
organize themselves into small groups (about 4 or 5) and take the rest of the
session to start coaching each other. Once the working session is finished the
groups may find value in continuing the conversations online or in person once a
month.
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Head of Consultancy at

Web Technology Group in

the UK. She has worked
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TRACK TWO: BRICKELL

The business of experience: The experience impact framework

Jess McMullin

Increasing our influence in the organizations we work with is a challenge we all
face. That influence comes when we find the right opportunities and actions for
our own situations. Threading the maze of business can be daunting — but we
don’t need an MBA to be an agent of change.

The experience impact framework offers a simple tool that helps 1As understand
the kinds of impact user experience practice can have on business.

The experience impact framework shows the intersections between business and
user experience practice, and highlights areas where I1As and others can build on
their current work to extend their influence. By diagnosing the situation,
recognizing the underlying patterns, and integrating more influential activities into
their practice, I1As will improve their position and contributions to their clients and
organizations. The experience impact framework includes three dimensions:

- The elements of business
- The fundamentals of user experience practice
- The kinds of impact we can have

At the conclusion of the session the presenter will call on the audience to discuss

one or more of their own situations using the framework, illustrating its use as a
pragmatic diagnostic tool that can suggest real opportunities and activities.

TRACK THREE: TUTTLE
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Blind ambition: How the accessibility movement overlooks sensory experiences

Claude Steinberg

How accessible is a sighted person’s experience of using a web site? Would you
rather design user experiences than pages and sitemaps? You'll have a better
grasp of user experience when you can translate it into something even a blind
person would recognize.

We'll begin by discussing cases where web sites focused on user experience may
be more useful to the public than sites serving as information indices. We'll
examine why visual-tactile experience should sometimes be unpredictable. We'll
then pause to consider what sensory experience has to do with site structure, the
traditional concern of 1A.

We'll then discuss shortcomings of traditional notions of accessibility, the user
experience of controlling screen reader software and listening to automated
speech, and potential rewards of providing more disability-friendly alternatives.
We'll consider alternative technologies and look at controversies surrounding what
constitutes an equivalent sensory experience in different sensory modalities.

Finally, we'll consider the challenge of designing auditory equivalents for
unpredictable experience-oriented web sites. Whether determining what's
clickable or what a button means, gleaning site structure or navigation options,
we'll devise auditory equivalents for interactive eye-hand behavior and
concomitant inferencing likely to elicit the same emotional response to the site’s
message as that which sighted users experience.
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TRACK TWO: BRICKELL

Inspiration from the edge: New patterns for interface design

Stephen Anderson

Want a fresh perspective on Ul design? Look around. Not at other web sites or
desktop applications but at other interactive media. Tivo, the iPhone, the Wii
software interface, the ‘Sugar’ OS for the XO Laptop... there’s a world of new Ul
inspiration that is already being proven out in other devices— yet much of what
we see in application design is more of the same. Tabbed menus. Drop downs.
Form fields. Sure, patterns and conventions are important. But is ‘familiar’ always
better? What might be more natural? While years of usability studies assert that
consistent Ul elements are a critical requirement, we also know that people
quickly adapt to new patterns of use, new game interfaces, and new hardware-
specific interactions.

To increase our field of vision, we’ll take a macro view of interface design,
focusing on alternative Uls— and emphasizing patterns that can be leveraged in a
business context. What might World of Warcraft tell us about improving our
business intelligence tool? How might Club Penguin, a virtual destination for
young children, influence the information architecture of our new CRM tool? How
might designing for the iPhone affect our desktop Ul designs? These are the types
of questions we’ll explore, along with how skills in abstraction and synthesis can
open our eyes to see new opportunities all around us.

TRACK THREE: TUTTLE
The long wow

Brandon Schauer

Customer loyalty — the idea that a customer will return to you repeatedly — is a
hot topic these days. It's been in the spotlight ever since business author
Frederick Riechfield introduced the "Net Promoter Score," a simple calculation
used to measure the loyalty of your customers.

Although it's become easier to measure customer loyalty, it's just not that simple
to create it. Rewards cards, frequent-whatever-programs, and other artificial
attempts at customer loyalty just get in the way. Instead, engaging customers in
more meaningful relationships over time is what builds true loyalty. And that is
where well-planned, notably great experiences can play a big role in business.

This presentation lays out an experience-centric approach to fostering and
creating loyalty by systematically impressing your customers again and again. The
Long Wow challenges creators of customer experiences to plan across channels,
time, and disciplines to identify a progression of seducible moments.

Together, we'll take a fun look at long wow experiences from inside and outside of
the field of Information Architecture, extracting from these examples what is "wow"
and how it can be planned for and sustained.

For practitioners and mangers asked to deliver competitive customer experiences,
this presentation will supply a framework for tackling customer loyalty challenges
with user experience solutions.
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TRACK ONE: FLAGLER / MONROE

Extending the gaming experience to conventional Ul's

John Ferrara

The video game industry produces an enormous volume of highly innovative user
interface experiences, but this rich source of creative thinking is largely unseen by
communities dedicated to conventional software or Web design. As gaming
becomes a ubiquitous activity among a vast worldwide customer base, its
direction and conventions will become not merely relevant to HCI design, but
indeed impossible to ignore. The vast market penetration of gaming systems also
offers a large-scale laboratory for researching new directions in interactivity.

This presentation will explain the gaming experience and discuss its significance
to the design of conventional user interfaces. It will further:

- Provide an overview of game-based interaction spaces, and the shared
characteristics of all games. The presentation will posit applications to non-
gaming Ul's, and review real world examples of gaming resolutions to
interface problems.

- Discuss emerging interface standards in gaming, with an eye toward crafting
analogous experiences in dissimilar applications.

- Review collaborative and competitive interfaces used for synchronous play.

- Survey innovations in nonstandard video game user inputs, and speculate
about possible applications to conventional software interfaces.

This presentation will be of greatest interest to designers who have the
opportunity to rethink broad paradigms for interactivity in software or Web
development, or for those interested in integrating gamelike components into a Ul.

TRACK TWO: BRICKELL
Taxonomy is user experience

Dave Cooksey

In the past couple of years, much attention has been paid to user-organized, user-
generated content. There has even been a certain amount of talk about the end of
taxonomies. But in spite of the rise of tagging and wikis, taxonomy has not
decreased in importance. Indeed, it appears that taxonomies are becoming more
important to the work we do as metadata and ontologies extend their reach further
into the user experience.

This presentation has three goals:
- to demonstrate the virtues of thinking of taxonomy in terms of the user
experience and not simply as data or classification
- to introduce ways of talking about taxonomy that clearly communicate its
value to the business and help promote taxonomy as a practice
- to illustrate how to craft a user-centric taxonomy by examining several e-
commerce redesign case studies

Attendees will also be presented with both a conceptual framework and examples
for understanding taxonomy as user experience that can be leveraged when
discussing taxonomy with the business to create buy-in.

The presentation is best suited for beginner and intermediate practitioners;
however, all 1A practitioners will benefit from discussion on selling taxonomy.
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web-based video games.
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TRACK THREE: TUTTLE
Placemaking and information architecture

Dennis Schleicher

Placemaking is the process of creating squares, plazas, parks, streets, and
waterfronts that will attract people because they are pleasurable or interesting.
This past year | took an intensive workshop in how to do placemaking, how to
study how people experience public spaces, and specifically how to improve a
market for making it attractive to people so that they will enter the area, spend
time there, enjoy themselves, and spend money. The methods and tools of
placemaking are very powerful ways to explore the dimensions of information that
users experience while doing things in public spaces.

First, we will explore how we as IAs can learn from placemaking in the physical
world and apply these techniques and lessons toward building better virtual
environments and collaboration spaces that are more pleasurable and interesting.
Second, we will investigate markets and public places around the use of mobile
technologies and how they add another layer of communication and sense-
making on top of physical public places.

| hope that with a better understanding of the context of public places we as I1As
can build better information media and mobile applications for use in those public
places.
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TRACK ONE: FLAGLER / MONROE
Testing for advertising effectiveness

Margaret Hanley

Many times we do user testing to ensure that a site we have designed meets the
needs of the users to find information or interact with an application — we want it to
be usable and useful. The advertising placed on the site is an afterthought and
usually placed in the design as unobtrusively as possible.

What if the role of user research was to identify how far the organization could go
when it came to placing advertising on the site? If the goal of the user research
was to ensure that it did not negatively impact the users or reduce the brand
values of the site? How does that affect the way user research is performed and
the recommendations made back to the client?

Taking lessons learnt from working with government organizations in the UK, | will
discuss how advertising user testing differs from normal user testing; from how to
meet the testing goals to the choice of advertising models and the way we
develop scripts. | will also discuss how the reactions of the users in the testing
(focusing on the advertising and the brand) can be generalized and applied to web
sites considering applying advertising.
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Building trust through restricted information: A case study of the Hotwire.com

air redesign
Melissa (Goldstein) Matross

Hotwire is routinely faced with a unique user experience challenge: the business
model requires that customers compromise some upfront knowledge of the
product in exchange for significantly lower prices. Considering the “buyer beware”
attitude that a typical consumer brings to a site, how is it possible to gain user
trust even when some upfront information is compromised?

Inspired by “The Paradox of Choice,” we addressed the issue of user distrust with
a new approach during the recent redesign of the Air Search path: we mimicked
an interaction with a travel agent. A travel agent would never offer an
overwhelming number of options, so, unlike many travel sites, we extended this
model by exploring interruptions and information restriction -- creating an
unconventional approach for providing flight search results to the user.

Regardless of industry, users spend an increasing amount of time searching an
overwhelming number of options to find the best product. In this session, we will
discuss how to successfully guide your users through these large amounts of
data. The following will be addressed: our issues of trust, information guiding the
Hotwire approach, Hotwire’s flight search redesign strategy and solution, the
outcome with regards to user feedback, conversion improvement and changes in
trust, and tips for how to apply this model to your site.

Melissa currently manages the

user experience discipline for

Hotwire, an Expedia-owned
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TRACK THREE: TUTTLE
Hotel Yeoville

Jason Hobbs

Ethnographic research methods and an empathetic approach to users can form
the basis for information architecture solutions that attempt to directly address and
improve the lives of people in developing countries.

Yeoville is a neglected suburb in Johannesburg. Over 65% of its inhabitants are
foreign African nationals. It is a space of dislocation, insecurity, uncertainty,
transience, neglect, crime, contest, exploitation and the transgression of
boundaries. It is also one of two Internet Café hubs in the city.

This project uses a community based website as the default home page in
Internet cafés. By working with Internet cafés and survival strategies already
present and employed by people in these communities we are exploring how
information environments and tools can improve lives.

The project aims to investigate, record and make visible the experience of the
people who are living there, and to consider the implication of these reflections for
the decisions of policymakers, city planners and designers.

We will share insight into the community, our ethnographic research methods, the

findings, the intervention and UX strategy, the information architecture solution
and the impact that the solution is making.

FLEX TRACK: ORCHID C/D

Repeat Session: Content page design best practices

Luke Wroblewski

In today’s social, distributed, search-driven Web, customers are finding their way
to Web content through an increasing number of distinct experiences. Yet when
people arrive at most Web pages, the experience they get isn’t optimized for this
context. Instead, the vast majority of content pages online remain more concerned
with their own context than the context of their users: where did a user arrive from
and where are they likely to go next? These pages remain designed as if they
were primarily accessed from a Web site’s home page or a carefully thought-out
selection from the site’s information architecture.

To address these issues and more, this talk outlines a set of best practices for
Web content page design that focuses on appropriate presentations of content,
context, and calls to action. Specifically: how can content be optimized to meet
user expectations as they arrive from a diverse number of access points; what is
the minimum amount of context required to frame content appropriately; how can
the most relevant calls to action be presented to maximize user engagement?
Applying these considerations enables information architects to deliver content
experiences that take full advantage of emerging opportunities online and the
existing assets within their Web sites.
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TRACK ONE: FLAGLER / MONROE

The information architect and the fighter pilot
Matthew Milan

A fighter pilot and military strategist, the late John Boyd is considered by some to
be the most important strategic thinker since Sun Tzu. His influence has been felt
in the military community as well as the business world, with an increasing number
of successful business leaders claiming his influence in their approaches to
strategic thinking.

With much of his thinking based on the notion of conflict, Boyd’s ideas seem to be
contrary to the way in which information architects engage in the design of
experiences. This couldn’t be further from the truth; Boyd'’s thinking can teach us a
great deal about how to understand, interpret and design for human decision-
making. In particular, his ideas on trust, communication and group interaction are
extremely relevant to the contemporary information architect.

While Boyd's ideas will have multiple applications for information architects, one of
the most intriguing areas of interest is the design of social networks and emergent
software. A common theme in Boyd's work is the design of behavior for group
situations and his ideas have considerable value in the context of informing
strategy and design for technology-mediated social environments.

This presentation is targeted at all levels of practitioners, but will be of most
interest to intermediate and advanced information architects who are looking to
bring deeper perspectives to their design practices

TRACK TWO: BRICKELL
Search patterns

Peter Morville

Search is among our most important and complex challenges. As the choice of
first resort for many users and tasks, search is a defining element of the user
experience. And, as a uniqgue amalgam of content, metadata, technology and
design, the search results interface demands intense cross-disciplinary
collaboration. In this fast-paced session, we'll describe a pattern language for
search that explains user psychology and information seeking behavior, highlights
emerging technologies and interaction models, illustrates repeatable solutions to
common problems, and positions us all to design better search interfaces and
applications. Topics covered will include:

- A flexible model for describing search patterns that embraces multiple
contexts including enterprise, e-commerce, web, desktop, and mobile
applications.

- An overview of classic and cutting-edge research focused on user
psychology, behavior, and experience with respect to search, navigation,
retrieval, findability, and keeping found things found.

- Designing next-generation search interfaces that combine best practices in
tagging and taxonomies with search analytics, guided navigation, thesauri,
clustering algorithms, linguistic toolsets, and rich result interfaces.

- Evaluating the multi-channel challenges and real-world opportunities for
search and discovery presented by the emerging Internet of objects.

As Director of Insight and

Planning with Critical

Mass in Toronto, Canada,
Matthew leads a team of
information architects,

design researchers, web

analytics specialists and
experience planners who collectively
mold business strategy and design
thinking into all types of interactive
experiences.

Matthew has a Masters degree in
Information Architecture and when he's
not trying to reframe information
architects as strategy wonks, he
moonlights as a course director at York
University in Toronto.

Matthew is a member of the Information
Architecture Institute and co-founder of
the infamous UX Irregulars, a Toronto
area user experience group.

Peter Morville is widely
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organizations as AT&T, Harvard, IBM,
Microsoft, the National Cancer Institute,
and Yahoo!. Peter is president of
Semantic Studios, author of Ambient
Findability, and a founder and past
president of the Information Architecture
Institute. He has served as a faculty
member at the University of Michigan,
and his work has been featured in many
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Business Week, The Economist,
Fortune, MSNBC, NPR, The Wall Street
Journal, and The Washington Post. He
blogs at findability.org.



SUNDAY, 11:15AM — 12:00AM

TRACK THREE: TUTTLE

Reducing global attitudes into a single online solution

Michelle Watson

For the last year | have been working on a global redesign for a blue chip oil
company. One of our key objectives in this project has been to attend to the
fractured brand personality. A symptom of a large number of country websites
performing as single entities each with a unique taxonomy and brand personality.
The client requested a fixed online configuration that could be rolled out to 84
countries to be populated with local content. Our local website had to deliver a
consistent brand experience across business units and geographies. Local
websites had to mirror the global content structure and look and feel to create a
single more powerful brand personality.

After many months of concepting and requirements | met with 35 representative
users in 7 countries on 4 continents and sat them before the same prototype.
What | found was that some assumed problem areas were not at all the obstacles
| imagined they would be. And some seemingly unimportant cultural differences in
the way people interacted with the prototype would have wide reaching effects on
our content structure and user interface. Users in China, for example, had to be
incentivized to use the website.

Many of these subtle differences might seem to be obvious but the impact they
had on our content structure and Interface design was far reaching. This case
study will outline some of the observations | made about the way people view and
navigate a website based on where they live and how those observations began
to reshape the way we composed our local online strategy.

Michelle Watson is a Lead

Information Architect at

Digitas based in the UK.

She has worked as an

Information Architect in

London over the last 6

years. At Wheel she

specialised in e-commerce

and online retail, working for clients
ranging from Marks and Spencer to H
Samuel and Laura Ashley. At Victoria
Real she was able to look at usability
beyond web build and was able to apply
her analytical skills to a number of other
digital mediums such as mobile pilots,
online games and video streaming. At
DNA Michelle became a team leader
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in the technical side of information
architecture. At Digitas Michelle has
spent the last year flexing all of her 1A
muscles as she works on the substantial
global redesign of a blue chip company.

The Flex Track

Use this time to have your say.

Sign up for 20-minute slots each morning outside Orchid C & D.



SUNDAY, 1:30PM — 3:00PM

TRACK ONE: FLAGLER / MONROE

Panel: Presence, identity, and attention in social web architecture

Christian Crumlish, Christina Wodtke, Andrew Hinton , Gene Smith

With the explosion of tools such as Twitter, the concept of online “presence” has
suddenly become much more visible. The design of social experiences needs a
model of identity and attention, including presence as a central factor.

This panel will examine presence by looking at the evolving interaction and
architectural design elements involved in social design. We'll explore useful
examples of existing social tools and look at which of them attend to the concerns
of presence well, and why.

In addition, we will touch on more general questions of social design: How do we
promote desired behaviors? How does a social tool strike a balance between
control and openness, simplicity and richness? When are familiar conventions
useful, and when are they not enough? We will invite audience participation as we
puzzle through these challenging new issues as a community.

Core |A-related issues:

- Structure of social sites

- Tagging and folksonomies

- Data models for people and their relationships
- Navigation in a community site

TRACK TWO: BRICKELL

Panel: Practical prototyping
Todd Zaki Warfel, Chris Conley, Anders Ramsay, Jed  Wood

Prototypes are a great way to involve customers early in the design and
development process. With the decreasing barrier to entry and an increasing
availability of tools today, like Flash, Fireworks, iRise, Expression, and an endless
supply of JS/IAJAX libraries prototyping should be in every interaction designers’
toolbox. So, why isn't prototyping as common place in software development as it
is in industrial design and architecture? The failure to include prototyping is rarely
due to lack of skills with the tools, but instead naiveté about the kinds of
prototypes to make and how to use them productively with colleagues and users.

This panel brings together a seasoned group of practitioners to discuss various
methods for prototyping with a focus on why we don't prototype in software as
much as we should and why we should be doing it more. We'll also discuss what's
available today that makes it more accessible and easier than it was a few years
ago (e.g. JS/AJAX libraries, tools like Expression, Flash, Fireworks, iRise) and
how to make better decisions about picking the right kind of prototype for the job.

What You Will Learn

When you leave this session, you'll be equipped with a broader understanding of
some of the more commonly used toolkits, reasons why you should be
prototyping, how to prototype better, and a greater understanding of some of the
pitfalls of prototyping.

Christian Crumlish is the
curator of the Yahoo! pattern
library and is director of
technology for the IA Institute.

Christina Wodtke is founder
and publisher of Boxes and
Arrows. A relentless
instigator, she also cofounded
Cucina Media.

Andrew Hinton has designed
digital experiences since
1990. Now a Lead Information
Architect at Vanguard he is a
co-founder of the IA Institute.

Gene Smith is an information
architect and social media
aficionado. He's the author of
Tagging: People-Powered
Metadata for the Social Web
(2008, New Riders).

Todd Zaki Warfel is President
and founder of Messagefirst,
where he blends research and
design to evolve products in
innovate and beautiful ways.

Chris Conley is a founding
partner of Gravity Tank and
is a professor of design at
the Institute of Design (ID) in
Chicago.

Anders Ramsay has over ten
years experience designing
large-scale web sites working
with clients including AOL,
CBS, CNN & Deutsche Bank.

Jed is an interaction designer
and entrepreneur. He bridges
the gap between design and
programming through a deep
respect and talent for both.



SUNDAY, 1:30PM — 3:00PM

TRACK THREE: TUTTLE
Panel: Developing junior programmes in UX teams

Margaret Hanley, Anne Stevens, Karen Loasby, Hennin g Fischer

In this strong market for web professionals, many UX managers have come to the
realisation that finding suitable outside practitioners for every role is hard to do.
They seek other ways to develop talent in their groups. In this panel, we will talk
about developing programmes for entry-level positions in an organisation.

Each person will bring a different aspect to the panel.

- Anne Stevens from Channel 4 will introduce the concept of junior
programmes, discussing how to set up junior recruitment and training
programmes.

- Karen Loasby from BBC will discuss junior programme at the BBC and their
effectiveness as a way of developing a practice within the organization.

- Mags Hanley from the Web Technology Group will discuss starting a
traineeship at a London agency for a Consultancy team and how it has
helped the organisation codify the practice.

- Henning Fischer from Adaptive Path will talk from his experience as an Intern
and now the coordinator of the Adaptive Path programme, in particular
making an internship better for the new members of staff and how this has
changed the Adaptive Path course.

Margaret Hanley has
managed teams as large as
50 and as small as three. Her
credo is to learn from as many
situations as possible
especially from your mistakes.

Anne Stevens has worked as
an |IA for over 7 years and
was responsible for setting
up her company’s first
graduate recruitment and
training programme.

Karen Loasby is the |IA Team
Leader at the BBC in London.

She has been at the BBC for

six years and previously

worked for the Guardian newspaper.

Henning Fischer is a design
strategist for Adaptive Path.
His principal focus is on
design research and strategy
development.




SUNDAY, 3:30PM — 4:15PM

TRACK ONE: FLAGLER / MONROE
What do innovative intranets look like?

James Robertson
Intranets are almost always hidden from view. While good work is being done on
these sites, there is little opportunity for new approaches to be shared. With web

2.0 driving innovation on the web, there is increasing pressure to answer the
guestion: what do innovative intranets look like?

In late 2007 the winners of the inaugural Intranet Innovation Awards were
announced. With submissions from across the globe, the winning entries

represented the US, UK, Italy, Denmark, Switzerland, Australia and New Zealand.

The goal of the awards was to uncover innovative approaches to the design and
delivery of intranets. Uniquely, the awards focused on individual improvements,
not intranets as a whole. The field of information architecture has become
increasingly engaged with intranets, and their ability to deliver clear business
benefits. Beyond ‘best practice’ usability principles, there is much yet to explore
about intranets.

This talk provides insights into the winning entries, and provides ‘lessons learnt’
for organizations looking to drive innovation via their intranet.

TRACK TWO: BRICKELL

James Robertson heads

Step Two Designs, a
vendor-neutral

consultancy based in

Sydney, Australia. James
became known as the
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the Netherlands, Canada, the UK and
the US.

Code blue: How service design can revolutionize patient care in hospitals

Aaron Martlage

Historically, technology design challenges have been centralized around the two-
dimensional presentation of information and tasks. But a new discipline has
emerged: Service Design, or the creation of a complete experience that satisfies
the user at every touch-point throughout the service cycle. The rise of this new
discipline presents complex problems that user experience practitioners must
solve by appropriately leveraging products, people and technology.

In hospitals, new patient services are helping to improve the quality of care. The
creation of Rapid Response Teams, an elite nursing-led intensive care unit, has
helped avoid possible ‘code blue’ situations by searching for early warning signs
of patient decline. These new services combine patients, nurses, physicians,

technology, and physical space to create a unique experience design challenge.

In this presentation, we will explore techniques for leveraging the varied skill sets
of those in the UX design field to provide service design in a complex
environment. Experts must balance the social dynamics between different
personas; capture and sift vast amounts of data in attempt to distill pertinent
information; and visualize their findings with precision to ensure that the
experience is improved.

Attendees will walk away with valuable specifics on how to conduct a service
design project in any environment — from inception to implementation — utilizing

the collaborative skills of researchers, information architects and UX practitioners.

Aaron Martlage is the

managing designer of

Electronic Ink’s Design

team. The team is

responsible for creating

user interface concepts for

web and desktop

applications including

information architecture,
wireframes, aesthetics and icons. The
team also designs portals and
dashboards for client intranets and
extranets.

Aaron’s recent successes at Electronic
Ink include the design of information
architecture for a hospital information
system, the design of a dashboard and
framework for a major software vendor
and the re-architecture of multiple
Content Management Systems.



SUNDAY, 3:30PM — 4:15PM

TRACK THREE: TUTTLE

Making the leap from practitioner to manager: Confidence building strategies

and common pitfalls
Samantha Bailey

Are you yearning to make the leap from Practitioner to Manger but aren’t quite
sure how to achieve that promotion? Have you recently started a management
position where you're suddenly faced with personnel challenges you never
thought would be part of your job? As a seasoned manager with a decade of
experience managing teams as both an “innie” in large companies and an “outie”
as a consultant, | will offer techniques for moving into management and maturing
as a manager that I've honed in the trenches.

This talk will cover which skills (both expected and unexpected) will be most
valuable, gory details about the mistakes I've made and how to avoid them
(names will be changed to protect the innocent), and suggestions for keeping your
sanity as you leave behind the comfortable identity of practitioner and forge a new
identity as a manager of user experience professionals.

SUNDAY, 3:30PM - 5:15PM

Samantha Bailey is a

highly skilled leader with

over ten years of

management experience

in a variety of user-

centered design

environments. She is

currently consulting and

teaching as an adjunct

professor at Kent State University in the
Information Architecture & Knowledge
Management program. Previously she
was the Director of Usability at Thomson
West for the westlaw.com interface and
Information Architecture VP for
Wachovia.com.

FLEX TRACK: ORCHID C/D
Creating career paths for UX professionals

Kristen Johansen

What makes a Senior IA? Is going down the management path the only way to get
ahead? Do you need a team of generalists or specialists? How do you know when
to promote someone? Are you hiring the person or the job description? These are
questions all managers face, but some answers are better than others.

Defining career paths within a UX group is an easy thing to do, yet many
managers never get around to doing it. This session presents a framework around
which you can clearly define roles, set goals, and provide clear opportunities for
career advancement for your team.

I've found that using this career pathing framework has increased job satisfaction
for my direct reports, created a way to facilitate conversations about career
advancement and performance, improved our recruiting process and helped me to
be a better manager. This session will cover:

- Defining structure: exploring agency vs. in-house group models.

- Defining tracks: people management vs. technical leadership paths.

- Creating job descriptions, titles, job families and salary grades.

- Recruiting and selecting great team members — the difference between job
descriptions and job ads, using career pathing as a recruiting tool.

- Using career pathing documents: creating development plans, setting goals,
and using them to deal with difficult conversations about performance,
expectations and compensation.

Kristen Johansen has

been a user experience

and design practitioner for

over ten years, holding

positions as a user

experience designer,

usability specialist, and

UX manager. She is

currently the Senior Manager of User
Experience at Citrix Online, and
currently leads the user experience team
responsible for the award-winning
GoToMyPC, GoToAssist and
GoToMeeting products. Previously,
Kristen was the Manager of Interaction
Design & Usability at Move, Inc., where
she built a UX team from scratch.



SUNDAY, 4:30PM — 5:15PM

TRACK ONE: FLAGLER / MONROE

The impact of social ethics on IA and interactive design - experiences from the

Norwegian woods
Karl Yohan Saeth, Ingrid Tofte

This presentation discusses ethics in A from a practical point of view. Through
different case studies we illustrate the impact of social ethics on IA and interactive
design, and sum up our experiences on dealing with ethics in real projects.

E-Commerce for the Norwegian Alcohol Retail Monopol vy

In this project we had to interpret the Norwegian alcohol legislation (which is very
restrictive) as well as Norwegian ethics of drinking. The solution balances the
tightrope between legislation, ethics and technical and conceptual possibilities.

E-commerce with Products Targeted Towards Children

In this project we have interpreted the Norwegian ethic codes regarding marketing
towards children. Marketing towards children is prohibited in some marketing
channels, but there are no specific regulations within interactive media.

Solution for Buying CO2 Quotas from The Norwegian P ollution Control Authority
In this project we have considered the social ethics of environmental issues and of
buying and selling CO2-quotas on the Internet.

In our opinion these cases show that interactive design in one way or another

always is based on interpretation of ethical rules, expressed or latent. IA and
design is bound by cultural imperatives, and this is a fact we cannot ignore.

TRACK TWO: BRICKELL

Karl Johan Saeth is a
senior Information
Architect with Logica’s UX
unit in Oslo, Norway. Even
though he loves fishing
Karl Johan has spent most
of the last 12 years
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Ingrid Tofte is a senior
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Norway. Apart from
freezing a lot, Ingrid has
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her life designing
interactive solutions for
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E-service: What we can learn from the customer-service gurus

Eric Reiss

As |As, we often preach the value of our work by citing the self-service
opportunities we can create. Yet how many of us have actually examined the
foundations of customer service? And can we still learn from the service gurus of
the 80s?

The concept of “customer service” has been kicking around for over a century.
More recently, we've seen it morph into “Customer Relationship Management.”
Basically, we're talking about the design and execution of a system of activities --
people, processes, and technology -- that ultimately build brand, revenues, and

As a former director at the
Danish Royal Theatre in
Copenhagen, Eric Reiss
knows something about
presentation. As a former
copywriter at a leading
European ad agency, he
understands persuasion.

Having helped create the programs that
led to two consecutive “Airline of the
Year” awards, he is passionate about
customer service.

customer satisfaction.

Some are online, some are offline; often they are converged systems that address

both areas. In this presentation, | will review the basics of customer service and
show: Eric is author of Practical Information

Architecture and Web Dogma ‘06,
President of the Information Architecture
Institute, Associate Professor of Usability
and Design at the Instituto de Empresa
Business School in Madrid, and Chair of
the EurolA Summit.

- Why 90% customer satisfaction isn’t nearly good enough.

- Why most service metrics don't address the real customer pain points.

- Why service redundancy is usually way better than corporate synergy.

- Why sometimes we shouldn't listen to our customers.

- How we, as |As can start to create robust service experiences that build real
trust and increase conversion rates.



SUNDAY, 4:30PM — 5:15PM

TRACK THREE: TUTTLE

Web site maturity cycles
Vera Rhoads

How does your web site stack against the best of breed and your competition?
How can you convince upper management of that? A proper maturity rating could
be the answer. If you build a hugely successful web site could you keep repeating
your success?

The Web Site Maturity Model presents a comprehensive evaluation framework
using a repeatable model for measuring the quality of a web site through a
hierarchical, evolutionary model with distinctly defined stages of the web site
existence. Traditionally, a maturity model is a method for judging the maturity of
the processes of any organization and for identifying the key practices required to
increase the maturity of such processes. Extending upon well known models such
CMM the Web Site Maturity model applies directly to the web.

The model was developed based on extensive practical experience and academic
research. The methodology for applying the model, a step-by-step roadmap and
toolkit for the Web Site Maturity Model will be discussed as well.

During this presentation you will learn how to benchmark your web site against the
model and how to derive direct business value from it.

While a maturity model presentation can be a rather dry affair, the practical advice
and the shared experience from the trenches of each level bring out the specifics
of the model vividly to life.

Vera Rhoads has been
working on optimizing web
solutions for large-scale
Fortune 500 companies
and non-profits (Fannie
Mae, AARP, IMF) for 15
years.

Vera's specialties include web strategy
and operations, next-generation web site
evolution, usability, branding, multi-
lingual globalization, web content
management and search
implementations. She is PMP certified
and works on enhancing process
methodologies into the web
development lifecycle.

Vera is an also adjunct faculty member
at the Graduate School of the University
of Maryland.



MONDAY, 8:30AM — 9:15AM

TRACK ONE: FLAGLER / MONROE

Why markets love the internet (or, the 1 hour MBA for user experience

designers and other layabouts)
Alex Kirtland

Since virtually anything can be purchased or traded for on the internet, it's worth
reviewing some basic economic concepts about markets, and how companies try
to position themselves within the marketplace online. We'll talk about concepts
such as information costs, experience goods, lock-in, switching costs, signaling,
perfect markets, liquidity, and others, and discuss how they influence user
experience design. Knowing a bit about economics not only makes you sound
smarter (we hope), but can help you bring increased value to any project.

TRACK TWO: BRICKELL
Storytelling - a compelling design tool

Dorelle Rabinowitz

Everyone agrees that stories are powerful and add impact - your audience
remembers stories and passes them on. How you tell your story makes a big
difference too, and the more personal and poignant - the more the audience can
identify, making the message more effective. Storytelling is a powerful way to
bring a concept to life, and | recommend we do it more often as a design tool.

Many of you are already using storytelling techniques -- through personas and
scenarios. But there are other phases of the design process where storytelling can
augment methods. During user research sharing stories connect us with our
subjects. Storytelling helps teams collaborate. When we articulate concepts we
can establish credibility by telling a story. It's especially compelling as an adjunct
to diagrams and numbers -- a good story can facilitate buy-in and approval of
solutions. From problem definition to research, team building to communication,
stories are a winning tool to gain consensus, improve collaborative relationships
and create user experiences that resonate.

This presentation will demonstrate how to combine storytelling techniques with the
user-centered methodologies we are already practicing. Building on work by Tom
Erickson, Dana Atchley and others, we'll listen to stories, practice telling our own,
and learn when, where, why and how to add storytelling to our toolkit.

Alex Kirtland is a user

experience design and

usability professional who

works with his clients to

help them evaluate,
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web sites and

applications. He has over 11 years
experience designing usable interfaces
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the Rhode Island School of Design.



MONDAY, 8:30AM — 9:15AM

TRACK THREE: TUTTLE

Embodying IA: Incorporating library 2.0 and experience integration concepts in

a small public library renovation
Michael Magoolaghan

This case study describes one IA’s volunteer efforts to revitalize a small public
library’s website and bring a user-centered focus to its building renovation efforts.
Through blueprints, photos and architectural renderings, the presentation details
how the 1A worked with a local architect, building consultant, and a group of
graduate students in information architecture to help the library’s administrators
conceptualize new ways to integrate virtual and physical aspects of the library
experience and to take the first steps toward embracing “Library 2.0,” a new
service model that enables patrons to provide direct and continuous feedback on
library programs and services.

Unlike other, well-documented projects involving experience integration efforts—
such as the MAYA Design Group’s work on the Carnegie Library of Pittsburgh and
Seattle Public Library’s large-scale efforts—this project was handicapped by all of
the challenges facing small public libraries today, including drastic under-funding,
minimal I.T. resources, and a general lack of awareness of information
architecture and its value in developing websites and wayfinding systems. Despite
its public library focus this presentation should be of interest to IAs of any
persuasion for its demonstration of how information architecture and UCD
principles can be used to address seemingly intractable service delivery problems,
even in the face of severe budgetary and technological constraints.

FLEX TRACK: ORCHID C /D
Repeat Session: Search patterns

Peter Morville

Search is among our most important and complex challenges. As the choice of
first resort for many users and tasks, search is a defining element of the user
experience. And, as a uniqgue amalgam of content, metadata, technology and
design, the search results interface demands intense cross-disciplinary
collaboration. In this fast-paced session, we'll describe a pattern language for
search that explains user psychology and information seeking behavior, highlights
emerging technologies and interaction models, illustrates repeatable solutions to
common problems, and positions us all to design better search interfaces and
applications. Topics covered will include:

- A flexible model for describing search patterns that embraces multiple
contexts including enterprise, e-commerce, web, desktop, and mobile
applications.

- An overview of classic and cutting-edge research focused on user
psychology, behavior, and experience with respect to search, navigation,
retrieval, findability, and keeping found things found.

- Designing next-generation search interfaces that combine best practices in
tagging and taxonomies with search analytics, guided navigation, thesauri,
clustering algorithms, linguistic toolsets, and rich result interfaces.

- Evaluating the multi-channel challenges and real-world opportunities for
search and discovery presented by the emerging Internet of objects.

Michael Magoolaghan is
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MONDAY, 9:30AM — 10:15AM

TRACK ONE: FLAGLER / MONROE

Designing for the social: Avoiding anti-social networks

Miles Rochford

This presentation considers the role of traditional social networks and the role of

IAs in addressing the challenges that arise when designing and using online social

networks. The presentation discusses philosophical approaches to sharing the
self, how this relates to offline social networks and human interactions in different
contexts, and provides guidance on how online social networking tools can be
designed to support these relationships. It also covers ethical issues, including
privacy, and how these can conflict with business needs. A range of examples
illustrate the impact of these drivers and how design decisions can lead to the
creation of anti-social networks.

Finally, it considers the design role which IAs play, and how recognizing the
impact of business needs, philosophy and ethics can help deliver better social
networks. It also considers how the IA community generally could influence and
improve social network design.

The presentation is aimed at |As who are designing, building or using social
networks, who also recognize that their design choices, philosophy and ethical
background have a fundamental impact on user experience.

Participants will learn how online social networks relate to traditional ways of

viewing human interactions. They will also gain some practical advice on the
different issues to be considered when designing and using social networks.

TRACK TWO: BRICKELL

Miles Rochford is a Design
Specialist at Nokia Design,
based in London, England.

He has been an
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Putting multiple user centered design techniques in combination to create one

global information system
Shibani Kapoor and Chaitr Hiremath

This paper talks about the challenge of presenting and getting user feedback on
large amounts of disparate information to create an intranet based one-stop-shop
to get help for Intel employees worldwide. A combination of three usability
techniques including card sorting, focus groups, and wireframe design activities,
were conducted to allow users to experience and manipulate the information
based on their expectation. The combination of studies is an easy, effective, and
practical way to create a user centered design that can be applied to any new or
existing product where global user input is required on the interface design,
information process flow, and desired user interaction.

Shibani Kapoor is a

Human Factors Engineer

at Intel Corporation in the

Information Technology

department. She partners

with cross-functional

teams across Intel and

uses various data

gathering methods to evaluate and
improve the user experience of business
processes and software applications
used by internal Intel employees as well
as Intel's customers and suppliers.



MONDAY, 9:30AM — 10:15AM

TRACK THREE: TUTTLE

Audiences & artifacts
Nathan Curtis

As designers, why don’t we concentrate more on designing our documentation?
Too often artifacts of our design process are initiated haphazardly, difficult to
maintain, unusable by recipients, and organically grown into something we never
anticipated. Are our artifacts optimally user-centered? Not as much as they could
be.

We'll explore both the artifacts we produce and the audiences we produce them
for, and by mapping those artifacts to audiences, we'll reveal what works... and
what doesn’t. The discussion will focus on the phases through which a deliverable
evolves - the deliverable’s life cycle - and we'll discuss why that life cycle is
problematic. We'll then shift into specific ideas about what we can do to fix it such
as deliverable recipes, page patterns, and even modular deliverables tailored to
specific audiences.

With an interesting blend of helpful software tips and real-world examples, this talk

aims to provoke you to be more prepared, predictable, collaborative, focused,
investigative, and focused with your design communications.

MONDAY, 9:30AM — 11:30AM

Nathan Curtis is a founder

and principal at

EightShapes, LLC, a UX

consulting firm based in

Washington, DC. His

interests include

information architecture,

interaction design, and documentation
systems for design and deliverables. He
has recently created systems and
conducted workshops for clients
including Comcast, Sun, Discovery,
Sprint, Cisco, and Marriott. Nathan also
enjoys discovering the potential of many
IA software, including Visio, InDesign
and lllustrator and blogs on design and
documentation at www.nathancurtis.com

FLEX TRACK: ORCHID C/D

How to set up and run participatory design sessions,

results effectively
Greg Nudelman, Michael Morgan, Larry Hannigan

This workshop will provide user experience professionals with practical guidance
on how to successfully set up and run participatory design sessions, analyze data
and present results effectively to project stake-holders. Lab set-up with a range of
budgets, appropriate methodologies like PICTIVE, group and individual design
sessions will be discussed.

After attending the course, attendees should be able to:

- Set up and run a successful participatory design session.

- Determine the right methods and tools to fit specific projects.

- Analyze and interpret participatory design session data.

- Create an effective presentation and deliver clear recommendations to
project stakeholders.

- Understand how participatory design can fit into your company’s user-
centered research and design strategy.

analyze data and present

Greg Nudelman is a Senior
User Experience Engineer at
eBay. Greg holds MS CIS and
has been researching,
designing and developing
software since 1997.

Michael Morgan has worked
in the industry since May
2000 and manages a User
Experience Research group
for eBay that focuses on
Search and eBay Motors.

Larry Hannigan is a User
Experience Research
Usability Lab Manager at
eBay. Larry is responsible
for coordinating user
research lab studies,
recruiting and video capture.



MONDAY, 10:45AM — 11:30AM

TRACK ONE: FLAGLER / MONROE

Becoming an IA/UX coach: Proving success one champion at a time

Yvonne Shek

Information Architects often feel that their practice needs to go further, in order to
deliver greater value and impact. However, we are stumped and frustrated when
we see that things are slow to change or do not change at all -- within our
organizations or that of our clients’. We are surprised when asked to cost-justify
our approach, with business partners whom we have worked with for many years.
We feel discouraged when colleagues with high business fluency fail as change
agents within their organizations.

To address this need, we will explore coaching as a mindset and practice, drawing
from the field of professional coaching. This session will help the advanced IA/UX
professional to think like a coach, be a coach, and to select IA/UX tools to use as
a coach. | will talk about the personal characteristics of the UX Champion that the
Coach will need to look for. We will also explore the right time and place to
introduce this practice.

To illustrate the idea of blending coaching with IA, | have developed a model that
combines the five levels of UX Coaching with Jesse James Garrett's Elements of
User Experience. | will also talk about the heart of coaching and some of the
softer skills required for this approach. Lastly, | will present a short case study

TRACK TWO: BRICKELL

Data driven design research personas
Todd Zaki Warfel

Whether you call them personas, characters, or actors, creating an accurate
representative profile of your customers is one of the most useful tools in our user
experience war chest. Personas are one of the most common buzz words in our
industry, and yet the formula for crafting them seems to be locked away in some
safe alongside the recipe for Coca-Cola. Well, that’s about to change. During this
presentation we'll focus on methods for collecting and using data to create
personas. And more importantly, I'l share some new visualization techniques
we've been using that have made our personas even more effective and valuable
to the design process.

Additionally, we'll address how and when to actually use personas once you've

created them, ways to keep them alive throughout the design and development
process (as well as after launch), and ways to measure the effectiveness on the
product once it has launched.

Yvonne has been a UX

consultant for 10 years.

Some of the User

Experience Champions

that Yvonne has raised

come from the Fortune

500 clients and

government agencies that she has
worked with. Before that, Yvonne was a
human factors researcher at Defence
Research and Development Canada,
where she specialized in human
performance within extreme
environments. Yvonne earned her
undergraduate degree at the University
of Toronto, and her Masters in
Ergonomics from University College
London.

Todd Zaki Warfel is

President and founder of

Messagefirst, a

Philadelphia-based design

research consulting firm,

where he blends research

and design to evolve

products in innovate and beautiful ways.
Todd is a dynamic speaker and
storyteller by nature. He’s rarely short on
details. He is an active member in a
number of industry communities and
organizations, including the Information
Architecture Institute, IXDA, and UPA.

Todd currently lives in Philadelphia,
blogs at toddwarfel.com, and is currently
working on a book on prototyping with
Rosenfeld Media "A Practitioner's Guide
to Prototyping" available in 2008.



MONDAY, 10:45AM — 11:30AM

TRACK THREE: TUTTLE

Good news on your cell phone: Optimizing the user experience

Jorgen Dalen and Tone Terum

Newspapers still struggle with the transition from paper to WEB. They face an
even harder challenge (because of) the extended use of WAP for reading news on
cell phones. How can complex and rich content be adapted to a media with such
specific constraints and without diminishing the user experience? We will
demonstrate Practice WAP design through an evaluation of the five largest
newspapers in Norway.

We will demonstrate how the differences in the European, American and Asian
markets affect the services themselves.

What you will learn:

- The challenges involved when transferring content from one media to
another.

- Mobile interface design: How to create good user experiences in different
media.

- The diverse user behavior of cellular phones in Europe, the United States
and Asia.

Jargen Dalen works for

the Norwegian company,
Halogen, as an

Information Architect. He
specializes in the
optimization of user
experience in digital

media. Dalen is a Product
Designer and holds an MA in
psychology.

Tone Terum works for the

Norwegian company,

Halogen, as an

Information Architect. She
specializes in the

optimization of user

experience in digital

media. Terum is one of three authors
who published the very first WAP
guidelines (2000) and holds an MA in

psychology.

The Flex Track

Use this time to have your say.

Sign up for 20-minute slots each morning outside Orchid C & D.



MONDAY, 11:45AM — 12:30PM

TRACK ONE: FLAGLER / MONROE

Designing with patterns in the real world: Lessons from Yahoo! And Comcast

Christian Crumlish, Austin Govella

- Can you streamline web design and development with design patterns?
Really? How?

- Do patterns help or hinder agile user-centered design?

- Do design patterns stifle innovation?

We'll share stories (er, | mean case studies) to illustrate ways pattern libraries can
both aid and stifle innovation, how they help solve real-world web design
problems, and how they support rapid production of common IA deliverables.

We'll bask in the glow of the “magic triangle” of patterns + code modules +
wireframe templates that enable rapid prototyping and agile development, and
then cower in the miserly shadow of the “iron triangle” of fast, cheap, or good.

How to structure and maintain a pattern library? Check. We've got you covered.
How do you trick... er... get people to adopt patterns and help improve them?
What tools help you do this? Are wikis the answer? How far can you get with an
open-source CMS, a boatload of other people’s mistakes, spit, baling wire, and
wing and a prayer?

To find out, come to the presentation where we’ll share what we've learned, what
works, and what we will never ever do again at Comcast and Yahoo!

TRACK TWO: BRICKELL
IA for tiny stuff: Exploring widgets and gadgets

Martin Belam

Much of the challenge of information architecture since the inception of the web
has revolved around making coherent and useful web 'sites' and web ‘pages'.
However, it is becoming just as common to see information presented in small
discrete chunks known as 'widgets'.

The explosion of social networking sites has created a demand for widgets to add
to profiles. Whether it is the last track you played, predictions for your star-sign, or
the scores of the team you support, there seems to be a widget for everything.
Meanwhile, Google and Yahoo! both have cross-platform desktop-based widget
formats, and the growing market-share of Vista is exposing an increasing number
of business users to the potential of Vista Gadgets. The rise of widgets poses new
IA challenges. How can a client's requirements be crammed into such a tiny
space? How do you attract and retain audience attention without cluttering the
user's desktop or Facebook profile?

This talk examines what makes a successful widget from an information delivery
point of view. It also looks at how information professionals can help develop more
'‘playful’ ways of representing and structuring the information presented. These
examples will illustrate how to develop a more engaging user experience, one that
stands out from the all-too-common formula of 'information feed + logo + home
link = marketing widget'.

Christian Crumlish has
been designing and writing
about shared information
spaces since 1994. He is
the curator of the Yahoo!
pattern library and is
director of technology for
the IA Institute.

As a Senior Information
Architect with Comcast
Interactive Media, Austin
Govella works towards
creating better products,
better teams, and better
experiences.

Martin Belam is an

independent internet

consultant and author,
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and the BBC. Martin

specialized in search analytics at the
BBC, and has since worked in areas
such as online news, personalized email
broadcast solutions, and the user
experience definition for online and
mobile retail. Originally from London in
the UK, he is now based on the Greek
island of Crete. Martin blogs at
www.currybet.net



MONDAY, 11:45AM — 12:30PM

TRACK THREE: TUTTLE

Information horizons: Proposing an alternate approach to assessing website

architecture
Anindita Paul, Sanda Erdelez, Kyungsun Park

Having a difficult time translating users’ need into the website architecture? Are
you looking for ways to counter the influences of the lab environment or the issues
with wording in surveys? Do you want to go a step further than surveys, interviews
and focus groups? Here is another tool that can counter issues with user's
feedback and attempts to provide highly contextual feedback from the user's
perspective.

We propose the application of Sonnenwald's 'Information Horizons' (IH)
framework that helps to get the user's feedback through a graphical
representation of the user's behavior that involves the information sources they
access, the tools they use to access that information and a verbal feedback of the
user as a discussion of their behavior. The framework allows an open-ended
unstructured protocol for the user to provide rich feedback in the relevant context
through a free flow of information right from their past experience and usual
information habits.

We will report the use of the IH framework for assessing a website architecture
based on Morville and Rosenfeld’s components of website architecture -
organization, labeling, navigation and searching information.

Anindita Paul is a doctoral
student of Information
Science and a senior
coordinator at the Information
Experience Laboratory at
University of Missouri.

Sanda Erdelez is an associate
professor and director of the
Information Experience

Laboratory at University of Missouri.

Kyungsun Park is a doctoral

student majoring in

Educational Technology,

Department of Education,

Seoul National University,

Seoul, Korea. Her current research is
about e-learning usability.




MONDAY, 2:00PM — 2:45PM

TRACK ONE: FLAGLER / MONROE

What are your users REALLY thinking? An objective way to uncover the subjective

David Robins, Jason Holmes, Janna Korzenko

Information architects need to quickly characterize audiences. Through Howard
Gardner's theory of multiple intelligences, we can better understand the way
different people experience information. Because people are intelligent in a
number of ways (e.g. “word smart,” “music smart,” or “picture smart”), they exhibit
different behaviors when interacting with information.

This session will demonstrate how Q Methodology can be used to identify the
extent to which multiple intelligences exist in an audience. Using that
characterization, we can then have solid data on which to build personas,
services, or content. The power of Q Methodology lies in the fact that users are
forced to make subtle distinctions among the range of the concourse, thus
revealing latent subjective judgments.

Prior to the presentation, we will conduct a Q sort on volunteers attending the
conference using stimuli that will reveal tendency toward particular intelligences.
The results of the Q sort will be presented. The discussion will include how the
results could be applied to the development of personas. In addition, we will
explain how Q Methodology captures subjectivity, the steps involved in the
process, and how the analysis is performed.

TRACK TWO: BRICKELL

David B. Robins is an

Assistant Professor in the
Interdisciplinary Program in

Information Architecture and
Knowledge Management at

Kent State University. He is conducting
research on aesthetics and credibility in
websites.

Jason Holmes is an Assistant
Professor in SLIS at Kent
State University. His research
interests include website
usability testing.

Janna Korzenko is a doctoral
student in Public Policy, and
Program Coordinator for
IAKM.

Re-experiencing information: Dealing with user-submitted data

Lucas Pettinati

The wide-spread adoption of web-based services has helped people organize
information, connect with loved ones, and share data through an electronic
medium. This convenience, however, has spawned a massive proliferation of
single-purpose user profiles, closed data repositories, and endless login
credentials. Not surprisingly, people are quickly becoming less tolerant of
experiences that require large quantities of personal information upfront. Deciding
what information to ask a customer when creating an account is a literal balance
between user needs and business needs. Users want to protect their privacy and
provide as little information as possible. The business, on the other hand, wants to
learn who their customer is, and ask as many revealing questions as possible.

In this session, | will draw from my experience in redesigning the Yahoo!
registration and account recovery systems. | will also show examples from other
web sites, and suggest techniques to apply toward common IA and Interaction
Design challenges faced in designing membership frameworks.

This session will discuss the following topics:

- Making registration painless for your customers

- Encouraging accurate and truthful data entry

- Maintaining account information up-to-date

- Keeping the bad guys out but allowing for password recovery

Lucas Pettinati is a Senior

Interaction Designer at

Yahoo! and leads design

efforts for the Yahoo! User

Interface Library. Since

joining Yahoo! in 2004 he

has designed several YUI

widgets, was responsible for Yahoo's all
new user registration process and the
redesigned Yahoo! Personals site.
Before learning to yodel, Lucas designed
products for American Express, Sabre
Holdings, and BMC Software. He holds
a BA in Architecture from the University
of California at Berkeley and sits on the
industry advisory board for the Georgia
Institute of Technology’s HCI Master’s
program.



MONDAY, 2:00PM — 2:45PM

TRACK THREE: TUTTLE

Checking the feel of your Ul with an interaction audit

Peter Stahl, Josh Damon Williams

What is your site’s “feel?” Is it smooth and consistent, or jagged and
unpredictable? Do links always navigate, or do they sometimes pop up overlays,
change state, or pull down a menu? How many ways can users make an
exclusive choice or disclose hidden content? The modern Web supports a
dizzying variety of possibilities, but that doesn’t mean you should offer all of them.

In this presentation we’ll show how to evaluate the consistency of your site’s
“feel.” Using a recent audit of the interaction design of a major Web site as an
example—an audit of the site’s “feel’—we’ll discuss how to collect and catalog the
variety of interactions users encounter. The methodology includes taking inventory
of visual cue meanings/behaviors, task flows, and data representations. These
findings are used to evaluate the “feel” of portions of the user experience, pointing
up jagged discontinuities and unpredictable behaviors as well as smooth
transitions and consistent affordances, paths and representations.

This audit can determine if a site’s interactions are consistent, and if the site’s
“feel” aligns with organizational values. We'll round up our case study’s key
findings, and discuss future extensions of the audit, including development of
design patterns and values, and objective and subjective metrics for measuring
the “feel” of a user experience.

Peter Stahl is Lead User
Experience Designer at

eBay, where he focuses

on design patterns,

interaction design, and

holistic site experience.

Earlier employers include
Business Signatures,

AOL, Netscape, and PlaceWare.

Josh Damon Williams is a
user experience designer
at Hot Studio, Inc., where
he has worked on a
diverse range of projects
with clients such as eBay
and Architecture for
Humanity.



MONDAY, 3:00PM — 4:00PM

FLAGLER / MONROE / BRICKELL

Closing Plenary: Linkosophy

Andrew Hinton

At times, especially in comparison to the industrial and academic disciplines of
previous generations, the User Experience family of practices can feel terribly
disorganized: so little clarity on roles and responsibilities, so much dithering over
semantics and orthodoxy. And in the midst of all this, IA has struggled to explain
itself as a practice and a domain of expertise.

Andrew Hinton has

designed digital

experiences since 1990.

Now a Lead Information

Architect at Vanguard, he

previously worked as a

consultant for clients

including American

Express, Wachovia and Kimberly-Clark.
Andrew is a co-founder of the
Information Architecture Institute and
keeps a home on the web at
inkblurt.com

But guess what? It turns out all of this is perfectly natural.

To explain why, we'll use IA as an example to learn about how communities of
practice work and why they come to be. Then we'll dig deeper into describing the
"domain” of Information Architecture, and explore the exciting implications for the
future of this practice and its role within the bigger picture of User Experience
Design.

Posters at the Saturday night reception

See a wide variety of IA concepts displayed in poster format at the reception at 6:00pm on Saturday night.

"How Hi is too Hi-Fi?" - Keith DuFresne

Activity centered design considerations for first wave millennials - Jacob Alonzo

An Evaluation Scheme for Hierarchical Information Browsing Structures - Megan Richardson
Analyzing the architecture of Google through eyetracking: discovering where users look on a Google
results page? - Jason Holmes, David Robins, Aaron Rosenberg

By the book - Peter (and Dan Brown's) perfect case study - Peter Boersma

Concept Models: Techniques for Next Generation Information Architecture - Dan Brown

Deliverable Page Patterns - Nathan Curtis

Detecting Cognitive Overload Points to Improve Information Architecture Designs - Michael Albers
Documenting Content: Balancing Content and Design in IA Documentation - Dan Brown

FAA Employee Web — A Story about Crafting a Usable Government Resource - Thom Haller
Information architecture and the dissemination of emergency information: Visualizing the integration of
policy and technology - Anthony Turko

Personas of the information architect - David Karemaker

Production process modeling in mediawiki - Christopher McConnell

Putting Your Design in the Crosshair: Turning to Visual Grammar to Evaluate Your Web Designs — Brian

Verhoeven

Site-it: 1A Prototyping toolkit - Atsushi Hasegawa

Tagging people for relationship management - Maryam Najafian Razavi, Lee lverson
Tagging: Motivations, behavior, and implications - Vanesa Mirzaee, Lee Iverson
Visualizing tag aging and decay - Alla Zollers, Jackson Fox

“A Blueprint for Managing A Strategic UX Design Group” - Stephen Anderson
“Unfold Your Sites” - Keith DuFresne
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