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EXPERIENCE



User Experience (UX)

The experience that users (customers, agents, managers, etc.) have 

interacting with your products and services that are useful and usable, 

meaningful and memorable from the user’s perspective.



User Experience (UX) Design

…from the 

Outside  In

…and from the 

Inside  Out

Brand, 
Marketing

Competitive 
Differentiation

Customer 
Segmentation, 

Personas

User 
Research 

Journey 
Maps

Use Case 
Scenarios

Functionality, 
Capabilities

Content

Information 
Architecture

Interaction 
Design/Flow

UI & 
Visual 
Design

Usability 
Testing

User Centered 

Design

Intentional Design… 



What’s in your UX Design Toolbox?

PRACTICE TOGETHER: 

Design the user experience of a Genesys CX17 attendee

• Persona

• Journey Map

• User Story

• Card Sorting

• Wireframe

• In Your Own Words



Persona

A fictional profile of a type of user 

or customer segment that 

represents their shared attributes, 

interests and needs. 

• Helps design from customer/user perspective.

• Persona should be realistic; not ‘perfect.’

• Gather data and observations based on real

users/customers ‘in action.’

• Consider Persona’s channel preferences.



Persona – Practice Together

• Briefly interview a partner.  (5 minutes)

• Based on your partner’s information, create a 

Persona of a Genesys CX17 attendee.  

• Write key attributes on the Persona template.

• Ask about channel preferences.

• Be prepared to share.



Journey Map

A structured visualization of 

the user’s service experience—

touchpoints of interactions and 

emotions across time while 

pursuing their desired goal.  

• Current vs. Future Journey

• Holistic sequence of interrelated interactions

• TasksChannels (self-service vs. human touch)

• Omnichannel Gaps (wrong channel, no context)

• Customer Effort (useful, usable)

• ‘Moments that Matter’ (meaningful, memorable)



User Story

A method for capturing user-based 

requirements.  Each story focuses 

on a type of user and their experience 

in a specific scenario in which they 

interact with the product/services.  

• Story describes Who, What and Why; not How.

• 1 story per card.  Brainstorm, sort, prioritize.

• Journey = ‘Epic’; a Touchpoint = ‘Sub-story’

• <If/When> condition helps connect interactions.

• Additional requirements noted on back of card.



User Story – Examples 



User Story – Practice Together

• Collaborate with your partner.  (5 minutes)

• Write 2 User Stories (1 Epic, 1 Sub-story) 

representing your Persona’s desired 

experience attending Genesys CX17.

• Be prepared to share.



Item A

Card Sorting

A collaborative design technique 

for brainstorming, classifying, and 

categorizing ideas or items.

• Rapidly brainstorm ideas (1 item per card)

• Create an intuitive classification system 

(name each, combine/eliminate duplicates).

• Group similar items into sets.

• Name each category.

• Useful for: IVR menus, Web/Mobile app 

information architecture, Routing skills, etc.

Item C

Category 1

Item B Item D Item E

Category 2



Align User Stories, Routing Skills, and Job Roles:

• What skills do your staff have or need to know?

• Write 1 skill per card.  

 Eliminate/Combine/Divide skills (as needed).

• Map User Stories to Skills (skillsets needed).

• Identify additional skills needed (skill gaps).

• Align skillsets to Job Roles / teams.

• Decide on minimum skills needed for overflow 

situations.

• Identify job roles/teams to provide backup, 

specifying ‘borrow/lend’ conditions 

(dynamic routing target expansion).

Card Sorting – Example

Skill A Skill B
Skill C

= B
Skill D

Skill A Skill B

User Story 1 User Story 2

Skill B Skill D Skill E

Skillset

Job Role 1 Job Role 2

Skillset



Item A

Card Sorting – Practice Together

• Work in small groups (4-8 people) (10 minutes)

• Use Card Sorting technique to ideate an 

‘FAQ’ App for Genesys CX17 attendees.

• Brainstorm FAQ topics (write 1 per card).  

• Group similar topics into sets.

• Name each category (menu list within app).

• Be prepared to share.

Item C

Category 1

Item B Item D Item E

Category 2



Wireframe

A ‘low-fidelity’ drawing or early 
mockup representing skeletal 

framework of a UI, IVR call flow, 
web or mobile app, agent desktop, 
reporting, stick-figure ‘Storyboard,’ 

or other functionality.

• Useful for uncovering additional requirements 

and considerations early in design lifecycle.

• Focus on what UI does, not what it looks like.



‘In Your Own Words’

A User Research technique 

to create, clarify, and validate 

user-intuitive language used in 

IVR/Web/Mobile apps, 

documentation, agent scripting.

• Have real users participate in User Research.

• Write on card a complex/difficult message that 

may need to be conveyed to user during UX. 

• Have user read it out loud.  Then have user 

paraphrase in their own words what it means. 

• Consider rewording due to confusion, jargon, 

complexity, unnaturalness, etc.

“For this service, your 

insurance program 

covers 80%.  

You’re responsible for 

paying 20%, which 

in this case is $30.”

“The insurance 

member’s 

responsible 

for $30 in 

Coinsurance.”



Key Takeaways

• The right tools enable you to deliver the right User Experience:
Persona

Journey Map

• UX Design is less a strict process, and more a 

user-centered mindset.

• Focus on ‘Moments that Matter’ to users. 

• Design holistically across entire Journey;

avoid ‘Omnichannel Gaps’.

• Call to Action:
Use one of these UX Design tools 

within the next month!

User Story

Card Sorting

Wireframe

 In Your Own Words



Thank you!


