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The aim of this study was to examine Google Venture Design Sprint (sprint) as a rapid
design process and how it had helped to kick-start a design project in order to test, design
and prototype for a mobile app in a large organisation. Based on the study, the objective
of the practical project was to improve Vattenfall My Pages mobile app prototype based
on the user test conducted during the sprint.

The sprint was conducted at Vattenfall Digital Channels to redesign My Pages mobile
app. Observations were made during the sprint and analyses were recorded. Participants
from the sprint were also interviewed. Apart from the sprint being experimented as a rapid
design process, the rapid sketching and prototyping methods that are used during the
sprint process were also studied. The theoretical section of the thesis examined the user
experience design techniques used in the sprint. The practical part focused on the visual
design improvements of a high-fidelity mobile app prototype based on the data collected
from the sprint’s user test.

Throughout the sprint, it was found that the techniques used in the sprint provided effec-
tive and reliable ways to help design team to work on the mobile app design project that
involved a large number of stakeholders. The rapid sketch method used in the sprint was
effective in generating many sketch solutions which helped produce a reliable prototype.
The user test had given valuable insights that helped improve the design from the users’
perspective. The sprint also provided a better process for a visual designer in designing a
better prototype that is user-focused. It was also examined as an excellent team building
exercise for designers working in a large organization.

It would be interesting to continue using the sprint as a user experience design process
and method to approach various design challenges including design for mobile app. The
study suggests the sprint is a versatile method that could benefit designer working in a
team to tackle design challenges that involve a large number of stakeholders. It also en-
courages the visual designer to take an active role in user experience design using the
sprint to build design and prototype that is user focused, to better fulfil business require-
ments in a short amount of time. Furthermore, building a mobile app that fulfils the users’
needs and enhances their experience is something every designer and company that aims
at creating successful digital products and services must aim for.
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ABBREVIATIONS AND TERMS

Agile

Design Thinking

Prototype

Sketch

SME
Sprint Master
Startup

Sprint

Ul
UX

Originally a software development methodology, which val-
ues people and interactions over processes and tools, working
software instead of comprehensive documentation, collabora-
tion between team members and the ability to respond to rapid
change.

Design thinking is a human-centered approach to innovation
that draws from the designer's toolkit to integrate the needs of
people, the possibilities of technology, and the requirements
for business success.

An approximation of an experience that allows you to simu-
late what it is like to use the product or service in question. It
needs to be clickable (or tappable).

Design software that allows user to create visual design spe-
cifically for online user interface

Subject-matter expert

The facilitator that facilitates and runs the Sprint

A few-year-old tech company that could still easily fail
Referring to the (product) design sprint created by Google,
and later on adapted by Google Venture, also known as
Google Ventures Design Sprint

User interface

User experience



1 INTRODUCTION

This thesis examines Google Venture Design Sprint (later on referred to as sprint), a rapid
design method to help build a user-focused prototype. In this case, the prototype is a high
fidelity prototype for a mobile app. The author of this thesis works as visual designer in
the Digital Channels department of Vattenfall. The team was set to redesign Vattenfall
My Pages mobile app.

What is the sprint, why use it, and how to use it to build a better mobile app design are
the questions which will be answered in the theoretical part of this thesis. This method
came from Google Ventures, created by Jake Knapp with John Zeratsky and Braden Ko-
witz. It has helped many companies to tackle various challenges including testing new
business ideas for a large enterprise, helping companies building new product features in
a mobile app, and defining marketing strategies for a start-up (Knapp, 2016). The various

user experience (UX) techniques used in the sprint will be studied in this thesis.

During the 5-day sprint, observations were recorded and analyses were made. The five
stages of the sprint will be looked closely into. The five stages are: identifying the prob-
lem, sketching the design, deciding which ideas to go for, making a prototype and testing
it with the users. Insights gained from the sprint conducted at Vattenfall will also be ana-

lysed in this thesis.

In the practical part of this thesis, a research project was conducted to improve the sprint
prototype with high fidelity visual design after the sprint had been conducted. Rapid
sketching, prototyping and user testing will be closely analysed in chapter 4 and 5 on how
the UX techniques gained from the sprint help the visual designer to make a user-focused
prototype, in this case for a mobile app. Feedback was gathered for the research project

via an interview.

This thesis aims at providing guidelines to visual designers on using the sprint to assist in
making a better prototype design. Vattenfall as a large organisation has its own ways of
working. Therefore, this thesis tackling the issue of applying such rapid sprint method to
a relatively new design challenge for a century-old large organisation is worthwhile. Is-

sues that were raised during the sprint such as impediments are discussed briefly as well,



to better serve as a case study to other visual designers working in a large organisation

that involves a great number of stakeholders.



2 VATTENFALL AS A LARGE ORGANISATION

Vattenfall is a large organisation with more than 30,000 employees working across more
than 7 countries. Employees work in various departments, located in different offices
mainly in Sweden and Europe. As a company, Vattenfall’s main services are providing
electricity and heating to customers in their three biggest markets: the Nordics countries,
Germany and the Netherlands. In electricity and heat, their business includes all parts of
the energy value chain: from the extraction of natural resources and production of elec-
tricity and heat, through electricity trading and distribution, to sales both to resellers and

to end customers (Vattenfall, 2016).

According to Vattenfall, the company is serving 6.2 million private electricity customers
in four countries, 3.2 million network customers in two countries and 1.9 million gas
customers in two countries. As such, Vattenfall has the strategy and vision of being a

customer-centric company (Vattenfall, 2016).

Within the large Vattenfall organisation, I work as a visual designer in the Digital Chan-
nels department. There are three teams within the department: Digital Customer Service,
Delivery and Operations, and Channel Experience. I work in the Channel Experience
team with three other UX designers and a business release manager. Our job scope in-
cludes redesigning and developing the current Vattenfall website, a few mobile apps and
other required materials such as email templates. We work together with other teams
within the department as well as across different divisions in the organisation. Our team
delivers user-centred design by conducting user research and user tests, and create

wireframes and prototypes based on business requirements and customers’ feedback.

Within our department, the working methods are agile. We use Kanban and Scrum to-
gether as an agile working method for our daily work. We work in small teams of four to
five people and have a daily stand-up meeting in the morning checking our workloads on
Kanban board. In the team, we ask and give peer reviews on each other’s works regularly.
User tests are regularly conducted with customers and we always adapt to changing re-
quirements. Designers and developers are sitting close to each other so that communica-
tion is easy and straightforward when there is discussion needed regarding design require-

ments. In a nutshell, the Scrum method means that we work as a small team spending a
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short time building a small thing, but integrating regularly to see the whole (Kniberg &
Skarin 2010, 4). Other roles in the department include a department director, a product

owner, a project manager, developers, content specialists, and testers.
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3 DESIGN CHALLENGE: REDESIGN MY PAGES MOBILE APP

At Vattenfall Digital Channels, there are several design projects scheduled in a year. One
of the design tasks is to redesign Vattenfall My Pages mobile app. Vattenfall as a large
organisation provides many products and services to both private and business customers.

In the My Pages mobile app redesigning task, private customers are the target users.

3.1 Current My Pages mobile app

The current Vattenfall My Pages app was developed four years ago (figure 1). It is a
mobile app that allows a customer to log into their Vattenfall account to check their elec-
tricity consumption, invoices, contract, and compare electricity consumption with other
households. (Vattenfall AB: iTunes 2016.) It is available for iOS and Android mobile
platforms on Apple’s iTunes App Store and Google Play Store. The design of the app is
outdated and has not received much positive feedback from the users according to the
statistics in both Apple App Store and Google Play Store (Vattenfall Digital Channels,
2016).

Main screen Invoices "What does it cost?” Campaigns

Dag 557 kr 4,93 kWh

Erbjudanden

Tubaka  Fakturahistorik

Mina Sidor
Manad 173k 153 kWh

Ar 2032k 1798 kWh 20% pa Panduro Hobby >

[ Mina elavtal

Mat och disk 20% pa kvalitetsfiltar >

Spis 43 minuter/cag Max 120)

Erbjudande Kldppen >

>

& Mina elnéitsavtal >
[ Fakturahistorik >
> Dag 081kr  072kWh

Manad 2510kr 2222 WWh

Ar 296k 262 KWh

Jamfor forbrukning

Forldng avtal
Ditt elavtal lper snart ut, anvand linken
nedan for att teckna om det

Férlang avtal

Microvagsugn 18 minuter/cag Max 1200

Dag 024k 021w
Minad 735k 651kWh
Ar 8681k 7685 KWh

Diskmaskin 2 timmar/dag (Max 5)

Digital Channels VATTENFALL =

-

FIGURE 1. Current My Pages app interface design (Vattenfall Digital Channels, 2016)
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3.2 Goals of the design task

The team had many questions regarding the goals of the design task which was redesign-
ing My Pages mobile app. There were no clear objectives and precise business require-
ments presented in the documents. While tackling the challenge, one of the UX designers
proposed the sprint as a design method to help kick-start the design task. By using the
sprint, the team set out to define the problems and illustrate the goals of the design chal-
lenge. In the following chapters, the sprint will be examined. How the team used the sprint

in tackling the designing task will be discussed as well.
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4 GOOGLE VENTURE DESIGN SPRINT

According to Direkova and The Google Sprint Masters (2015), a design sprint is simply
a structured brainstorming based on design thinking and agile development. Design think-
ing combines empathy, creativity and rationality to solve human-centred problems. It is
the foundation on which a design sprint is built. Based on the design thinking process
(figure 3) developed by IDEO and further expanded through the Design School at Stan-
ford, Google Ventures Design Sprint is modified into five stages: understand, diverge,

decide, prototype, and validate (Knapp, 2013).

DESIGN
THINKING
PROCESS

@
Y~

FIGURE 3. Design Thinking process (Hasso Plattner Institute of Design at Stanford Uni-

4 4

versity, 2011, according to Rice, 2011, 2)

The sprint originally started as an experiment by Jake Knapp while he was working at
Google. He found out that group brainstorming where participants shout out ideas was
not effective as there were not enough actions delivered after each group brainstorming.
Through revising the process method, Knapp found out that having time to develop ideas
independently, putting a time constraint, having the right people during the process and
having time to prototype has made group brainstorming much more effective. He referred
to this version of the method as a sprint. The sprint has been used for more than a hundred
times at Google and Knapp brought this method over to Google Venture when he was
invited to work as a design partner. (Knapp et al, 2016.)
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At Google Venture where selected start-ups were being invested, the sprint method was
modified so that it is much more rapid and intense for solving big problems quickly. With
the help of Braden Kowitz, John Zeratsky, Michael Margolis and Daniel Burka, the sprint
became more story-centered, more business orientated, thus being able to produce results
within only five days. This version of the sprint is called Google Venture Design Sprint

(sprint). (Knapp et al, 2016.)

This fast-paced 5-day sprint can be used to build and test nearly any idea rapidly, because
instead of waiting to launch a minimal product to understand if an idea is any good, teams
get great data from a prototype. In an agile process, a team usually initiates a project with
an idea for a digital product, build it with a code, and launch it to the market or to some
users for testing so that the team can learn from it and improve the product with iterations
(figure 4). The greatest benefit of using the sprint is to give teams a shortcut to learning
without the high cost of building and the long duration of launching the digital product in
just 40 hours. (Knapp et al, 2016.)

BUILD

IDEA LAUNCH

LEARN

FIGURE 4. The Sprint gives teams a shortcut to learning without building and launching
(Google Ventures, 2016)

Although the sprint has been modified to better suit for a start-up at Google Venture, the
basic methodology in this sprint is the same and has been tested with various big and
small companies including Nest, a company which produces products for smarter home
with 1,100 employees around the world (Google Venture, 2016). In the following sec-

tions, the sprint is explained from the preparatory stages to what activities are conducted
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during each day, and to how to make use of the results from the sprint. The 5-day sprint

conducted at Vattenfall Digital Channels will also be discussed and analysed.

4.1 Before the sprint

The sprint usually starts with a design problem. This is usually the stage when a team
encounters the design challenge, business ideas and so on. Depending on the cases, the
preparation before the sprint varies. The digital team at Three company conducted kick-
off workshops to find out what works well, not so well, and what could be better about
one of their biggest design challenges, redesigning a service called Network Coverage
Checker. They felt that the workshop is important to acknowledge all of the feelings,
ideas and assumptions within the team (Maxwell, 2016). On the other hand, our team at
Vattenfall Digital Channels did not have any preparation before the sprint and only con-
ducted a kick-off process during the first day of the sprint. In order for the sprint process

to be implemented efficiently, there are several factors to be taken into account.

4.1.1 Sprint master

A sprint master is the lead of the sprint team. The master does not necessarily have to be
the leader of a department. Typically, a sprint master is someone with a deep understand-
ing of UX knowledge and methods. For example, a UX lead, UX designer or design re-
searcher could work well as sprint master. A sprint master identifies the design challenge
for the sprint, brings the team together and takes them through all sprint stages. It is im-
portant that a sprint master has confidence in leading a meeting; orchestrating discussions

and telling people when to stop talking. (Knapp 2013.)

The sprint master carries a great responsibility in the sprint. The responsibilities are: gath-
ering the team, scheduling a week from everyone’s calendars, setting a deadline, sched-
uling user testing, preparing the sprint deck (Klimov 2016, Appendix 1), preparing the
room and essential supplies (Knapp 2013). In our case, one of the UX designers who

proposed the sprint naturally became the sprint master.
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4.1.2 Gather the team

The ideal sprint team has between four and eight people, consisting of designers, the Chief
Executive Officer (CEO), a product manager or product owner, a user expert and anybody
else that is interested in participating. In a small company, the CEO is the key decision-
maker and needs to participate in order to obtain a solution that can be implemented. In a
bigger company, it is difficult to include the CEO, but if he/she cannot be there the whole
time, it is best to involve him/her in the key decision-making moments. Usually the team
lead is a good person to be included in the sprint to make a decision effectively. (Knapp

et al, 2016.)

4.1.3 Clear the calendars

Clearing the calendars can be difficult to do when everyone in the team is busy with daily
work. The sprint master should make sure that everyone participating in the sprint agrees
on a week that they can commit to the sprint without having any distraction and meetings

on the same day of the sprint. (Knapp 2013.)

4.1.4 Set deadline and schedule user test

The sprint master recruits users and schedules a user test at the end of the sprint. Sched-
uling a user test before knowing what is to be tested can be rather intimidating. But this
is the way to set a deadline and it can be good motivation to help the team to make tough

decisions during the sprint. (Knapp 2013.)

4.1.5 Preparation: the sprint deck, sprint room and essential supplies

The last part of preparation for the sprint is to make sure that the team has instructions

during the sprint, a space for the sprint and tools and stationery to use. The sprint deck is

simply a PowerPoint, a Keynote slide that contains schedules and a set of methods to be
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used during the sprint. This is good to have so that participants know what to expect

during the sprint week. (Knapp 2013.)

It is best to conduct the sprint in the same room throughout the week. This is because the
room serves as a shared brain space for the team when they put up notes and diagrams on
the wall, using the same whiteboard for brainstorming. This allows participants to con-
stantly look at the notes and sketches displayed in the room, which helps to identify pat-

terns and encourages creative synthesis during the sprint process (Knapp et al. 2016, 43).

The last thing to prepare for the sprint is to make sure that all stationeries needed during
the sprint are prepared. These are usually quite easy to find in an office: plenty of post-it
notes, whiteboard markers, pens and papers, large size papers, red and green stickers (also

known as voting dots), a timer with alarm sound, and tapes.

4.2 Day one: unpack the problem

Mon Tue Wed Thu 6

D £ ) ) M) =

M ETCH Build & TEST
ake ﬁ csof ol DOE'.C_‘!\?E realishic with femet

c,l.eose -. S.lti,..., pest PROTo‘NfE cvsb-n"‘
TAROGET

FIGURE 5. The sprint process from Monday to Friday (Knapp et al 2016, 17)

The sprint usually starts on Monday on a work week. The sprint master facilitates the
sprint first by getting everyone on board. The goal of the first day is to develop a common
understanding of the sprint’s goals among the participants and devote the entire first day
to planning. The importance of first day is not to rush straight into finding solutions but

to dedicate it to organising and sorting priorities. (Knapp et al 2016, 54-55.)
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The sprint master plays an active role in the facilitation: synthesising the discussion and
driving the progress by avoiding unproductive debates. Recording key ideas on the white-

board is the most important responsibility of the sprint master.

4.2.1 Set a long-term goal and list sprint questions

According to Knapp, setting a long-term goal is a good way to start the sprint. The dis-
cussion about the goal could be started with questions such as why the team is doing this
project, and how the team foresees the project in six months, one year or three years from
now. The goal should reflect the company’s principles and aspirations. (Knapp et al 2016,
53-58.)

However, our team did not set a long-term goal during our team’s sprint. What was more
practical to do was to list out sprint questions for example, what questions do we want to
answer in this sprint, and what problems are we solving? These questions helped the dis-

cussions and defining the goal of the sprint.

4.2.2 Make a map and ask the expert

Creating a map helps the team to narrow down the broad challenge into specific targets
for the sprint. It also provides a structure for sketching the solution and prototype. It is a
map that is similar to a stakeholder map combined with a customer journey map. The map
contains lists of important character(s) in the story, a clear story explained with arrows
and words, has an ending to the story, and it is customer-centric as well as simple with no
more than fifteen steps. The key is to avoid an over complicated map that would create
difficulties in the sprint, losing focus due to the map being too big to be tackled in five

days. (Knapp et al 2016, 59—67.)

Blue Bottle Coffee is a company that aims to increase online sales for their coffee prod-
ucts. Figure 6 displays an example of their map depicting the story of how a new customer

reaches their website and the story ends with buying coffee.
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Blue Bottle Coffee’s online sales map.

FIGURE 6. Example of a map depicting a coffee company’s online sales process (Knapp
et al 2016, 65)

The map depicts a simple step by step journey which is the focus of the sprint. The chal-
lenges and opportunities lie within the map. In order to go further with this map, experts
are invited to give insights and share expertise. The experts are often the ones participat-
ing in the sprint. A team lead could provide insights about the strategy, a customer expert
from customer support or customer research could represent the voice of the customer,
and marketers, engineers or designers could easily share their knowledge on how things
work with the products and services. It is also good to look at previous efforts which have
been made before such as a failed solution or unfinished ideas. (Knapp et al 2016, 68—
71.)

In our sprint, the customer expert from Vattenfall customer support provided a list of top
ten reasons why customers had requested for support in the past years. The top five rea-
sons were related to energy consumption, invoices, and electricity contracts. The statistics
from web analytics also suggested that the majority of the customers logged into My
Pages from the Vattenfall website to check their energy consumption as well. This set a

very good focus for our team to define the user story for our sprint.

4.2.3 How Might We question, set the target

Through listening to the experts sharing their insights about customer, the product and

services as well as the strategy, the sprint participants wrote down the How Might We
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(HMW) question. The How Might We question is a method that turns the insight and
problem into an opportunity for innovative design (IDEO.org, 2016). By the end of the
session, there should be many How Might We notes. The notes are stuck to the wall for
sorting into groups and they are given a theme. The team can then use dot stickers to vote
for the most promising HMW questions. The most voted questions are prioritised. (Knapp

etal 2016, 73-82.)

At the end of the day on Monday, it was time to choose a target for the sprint. One target
customer and one target moment on the map should be chosen to be focused for the rest
of the sprint. For example, Blue Bottle Coffee decided to target customers who had never
heard of their cafés and who were shopping for coffee beans they had never tasted.

(Knapp et al 2016, 85.)

Our team had achieved common understanding of the problems by sorting out our notes
into themes (picture 1). By creating a user story, it acted as our target of the sprint. The
story was: As a user I want to get help understanding my usage and costs, so I can become
more energy smart in a fun and engaging way. Our team decided to divide this user story
into three main parts, and focus on these themes when designing the mobile app proto-
type: consumption and comparing with others, costs connected to consumption, and being

energy smart in a fun way.
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PICTURE 1. Grouping problems and tasks into themes (Photo: Nian Hwei Wong 2016)
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4.3 Day two: sketch

Day two is an important day to come up with as many solutions as possible to the defined
target and user story that the team sets to solve on Monday. Before the team goes into
sketching solutions, it is suggested to have Lightning Demos. Lightning Demos is a ses-
sion where each participant takes a turn to present his/her favourite solutions from other
products and other domains in three minutes. It is helpful to find good examples of solu-
tions that are diverse, and not copied from competitors. The sprint master writes down
the key ideas for each solution that each participant presents. By end of the session, there
are several key ideas that serve as inspirations and raw materials for the team to proceed

to the next exercise: the Four-step sketch (figure 7). (Knapp et al 2016, 95-102.)

@ @ cgy 8s soum;@NSKETcu
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FIGURE 7. The Four-step sketch explained in diagrams (Knapp et al 2016, 109)

4.3.1 Four-step sketch: take notes

It is important that this sketching process is done individually, each participant sketching
alone but together in the same room. And everyone can sketch, no special skills are re-
quired for this session. The team walks around the room that is filled with post-it notes
on the walls from Monday. Within 20 minutes, each participant takes notes on the goals,

opportunities and inspirations. (Knapp et al 2016, 109-110.)
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4.3.2 Four-step sketch: jot down ideas

In the next twenty minutes, each participant jots down or doodles rough ideas (figure 8).
Mind mapping is a great technique to use in this session for generating ideas and find
keywords. It does not matter if the ideas are messy or incomplete. (Knapp et al 2016,

102.)
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FIGURE 8. Ideas generated with doodling, words and anything that gives form to one’s
thoughts (Vattenfall Digital Channels, 2016)

4.3.3 Four-step sketch: Crazy 8s

The third step of the rapid sketching process is called Crazy 8s. For each participant, fold
a sheet of plain A4 paper to create 8 frames. In each frame, a variation of one of the best
ideas is sketched. Each sketch takes 1 minute; in total 8 sketches are generated in 8
minutes (picture 2). This is when the team became very stress and excited at the same
time. The exercise works best when several variations of the same idea are sketched.
Sometimes there might be less productive ways of looking at the ideas, but sometimes
new ways are also discovered. The sprint master must facilitate well so that everybody

takes part in the sketch session and set the timer. If there are more user stories, the team
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could continue using the same sketching method to come up with more sketches. (Knapp

etal 2016, 111-113.)

WP -

11\
PICTURE 2. During the sprint, 3 rounds of Crazy8s were conducted for 3 different
themes (Photo: Nian Hwei Wong 2016)

4.3.4 Four-step sketch: solution sketch

The solution sketch technique is each person’s best idea put down on paper in details.
Each participant creates a 3-panel storyboard by sketching on three sticky notes and stick
on a sheet of plain paper. Sometimes one panel is sufficient depending on the stories. The
storyboard should explain how the customer interacts with your best ideas of product or
service solution. It should be self-explanatory, have a catchy title, have strong writing and
avoid using ‘lorem ipsum’. The previous three steps of the sketch are done privately, and
the participant does not have to show his/her notes and Crazy8s to anyone. The team only
looks at each other’s sketches which should be anonymous. After this session, the day is
over and the team will only look at the sketches the next day. (Knapp et al 2016, 114—
115.)
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4.4 Day three: decide

After a day of rapid sketching on Tuesday, the team goes into the process of making a
decision on the third day. There is a pile of sketches waiting to be reviewed and the pro-
cess of making a sprint decision is optimised with using a few techniques to go through

the ideas.

4.4.1 Art Museum, Heat Map, Speed Critique, Straw Poll, Super Vote

Day three starts with putting up all solution sketches onto the wall in a line just like how
an art museum would look like (figure 9). Hence the technique is called Art Museum.
Each participant walks around and takes a good look at the solution sketches silently. The
vital part of this session is to enable the ideas to stand on their own without having to

make an explanation on each idea. (Knapp et al. 2016, 131-132.)
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FIGURE 9. Art Museum, where all solution sketches are stuck on the wall for review

(Knapp et al 2016, 132)

Next, each participant is handed with twenty to thirty dot stickers. Each participant gets
to vote by putting dot stickers on the parts of the solution that they like (if any). They are
asked to put two to three dots on the most exciting ideas. If there is concern or question,
they should write it on a post-it note and place it below the sketch. Then they should go
through all the sketch solutions without talking to other participants and they can use an
unlimited number of dot stickers. The grouping of the dot stickers resembles a Heat Map,
and consequently the best idea has the most stickers on it (picture 3). (Knapp et al. 2016,
132-135).
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PICTURE 3. Voted ideas with both dot stickers and Super Vote stickers during the sprint
(Photo: Nian Hwei Wong 2016)

These two exercises are also called Silent Voting — the voting process is kept silent to
allow everyone to form their own opinions before others bias them. After the voting, the
sprint master narrates each sketch solution and calls out the most voted ideas. Concerns
and questions are reviewed and then the creator of the sketch solution has the chance to
explain if there are any missed ideas that the team failed to see and to answer any ques-
tions. This 3-minute Speech Critique is repeated until all sketches are reviewed. This ses-
sion can be challenging when the team starts to debate what should be included in the
prototype but the purpose is to record promising ideas in a very short amount of time.

(Knapp et al. 2016, 135-137.)

The next phase is the Straw Poll exercise. Each participant gets a bigger dot sticker, or a
dot sticker with a different colour to vote for the ultimate idea. Everyone is reminded
again of the long-term goal and sprint questions, erring on the side of risky ideas with big
potential. In ten minutes, each participant votes for their ultimate choice. It could be the
whole sketch solution or just one idea in a sketch. And then each participant is given one

minute to briefly explain his/her vote. (Knapp et al. 2016, 138.)
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The last exercise, Super Vote, is the ultimate decision. The decider of the sprint (usually
the CEO or project leader) will get three special dot stickers with their initials on them
and whatever idea or solution they vote for is what the team will prototype and test on
day four and day five. For the rest of the ideas, it is important to compile them together
and label them as ‘maybe-later’ ideas. They may not be the ideas that fit into the sprint
prototype but they might be useful to add on later.

It is important to note that this decision-making process is not perfect. Sometimes good
ideas do not get selected. However, it is a speedy process to help achieve the sprint’s
larger goal: getting real world data for Friday’s test. It is after the test that the data will
lead to the best decisions. It is also a relief to identify the building blocks of the prototype.
Sometimes there might be a situation that there are two winning ideas. If so, the team
needs to decide whether to build two different prototypes and test both of them or to
combine them into one big detailed prototype. (Knapp et al. 2016, 143-147.)

4.4.2 Storyboard

By Wednesday afternoon, the team builds a storyboard together. The storyboard consists
of ten to fifteen frames drawn on a big whiteboard (picture 4). A volunteered participant
sketches on the board while the team engages and discusses what happens in each frame
and gives help as much as possible. The storyboard conveys the scenarios of the prototype
for user testing on day five. Start with an opening scene such as the user found the product
via a web search. The sprint team should refer to the winning sketch solutions and notes
to help fill up the frame one by one until the story is complete. The storyboard should
include just enough details so that it helps the prototype work on the next day without
doubts.

One should focus on the most important solutions and keep the story fifteen minutes or
less so that the prototype can be tested within one hour. Each storyboard frame equals
about one minute in the user test. Once the storyboard is done, the hardest part of the
sprint is completed. The plan for the prototype is ready and the team deserves a good rest

in the evening. (Knapp et al. 2016, 148—158.)
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PICTURE 4. Prototype storyboard created during the sprint in Vattenfall (Photo: Nian
Hwei Wong 2016)

4.5 Day four: prototype

On the fourth day of the sprint, the team starts to make a prototype based on the storyboard
they created on day three. A prototype is something that makes your ideas “real enough
to feel,” so you can get feedback from users (Direkova, N. & the Google Sprint Masters
2015, 40). According to Knapp, Zeratsky and Kowitz (2016), an ideal sprint prototype
has ‘Goldilocks quality’ that evokes honest reactions from customers. It has to be as real
as possible while able to be built in one day. If the quality is too low, people will not
believe the prototype is a real product. If the quality is too high, it is not possible to be
done in a day. The sprint prototype has to be just right depending on the product and
service that the sprint team is building. (Knapp et al. 2016, 170.)

There are no exact rules to follow when it comes to prototyping. The sprint team has to
pick the right tools to make the prototype. If it is on screen (website, app, software, etc.),

prototyping tools like Keynote, PowerPoint, InVision, and Flinto are very helpful. It is
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good to get everyone in the sprint team to share the prototyping workloads but usually

most of the work ends up being done by designers.

If possible, the team should be divided so that one person (maker) creates the individual
components of the prototype (screens, pages, pieces, and so on), one person (stitcher) is
responsible for collecting components from the maker and combining them in a coherent
manner, and one person (writer) writes the text used in the prototype that is realistic. This
helps the user testing to be much more convincing. An asset collector is someone who
collects images or other assets needed for the prototype. An interviewer is the one who
will use the finished prototype to conduct user testing on the fifth day. A trial run of the
prototype should be conducted to make sure it works flawlessly before bringing it to the
user test on the next day. Dividing up the storyboard could help dividind the workload
better as well. (Knapp et al. 2016, 186—190.)

4.6 Day five: test

The last day of the sprint is always the most exciting one. The team gets to put their
prototype into testing with real users gathering valuable insights very quickly. It is wise
to have five users booked for the testing, and the testing should be scheduled already in
the beginning of the sprint to ensure the users are well-informed beforehand. There are

various ways to recruit users depending on the target audience. (Knapp et al. 2016.)

4.6.1 Five-act interview

Ideally the user test is conducted in a room with a possibility to observe the user’s reaction
via video camera. The interviewer should be prepared with a script and familiar with the
prototype. The five-act interview will help the interviewer conduct a successful interview:
welcome the user to the interview with a friendly manner, ask contextual questions such
as open-ended questions, ease the conversation by having small talk in between and know
a lot about the topic of the testing, introduce the user to the prototype and ask them to
think aloud, prepare detailed tasks to get the user reacting to the prototype, and make a
short debrief to wrap up the interview. (Knapp et al. 2016, 202.)
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Having five users in the test is optimum to find patterns that reveal 85% of the learning
(Nielsen, 2000). Hence, testing with more people will not lead to many more insights.
Each interview session is ideally about thirty to sixty minutes. The sprint team watches
the interviews together and takes notes as a group. At the end of the day, notes are taken
in post-it notes and put up on a white board. The sprint team looks for patterns and makes
a list of what the users noticed. The patterns should be labelled as positive, negative or
neutral. The notes should be gone through and make sense out of them. This is also the
time to review the long-term goal(s) and sprint question(s) that the team came up on the
first day of sprint. After this, the sprint team can easily figure the next step on how to

improve the design and even conduct a follow-up sprint. (Knapp et al. 2016, 202.)

In the Vattenfall My Pages app user testing, 10 participants aged between 26 and 62 were
interviewed. All interviewees were smartphone users, and they also owned a house or flat
in Sweden. Each session was 30 minutes for one participant, and it included an interview
and a testing on the mobile app prototype. The users expected that the mobile app created
by an energy company would ideally provide information including: tips on how to save
money by using less energy, choosing the right electricity contract, and information on
how to be more environmentally friendly. They also thought that the basic function of the
app is to be able to check their invoices and pay through their mobile phone. (Vattenfall
Digital Channels, 2016.)

During the testing, users were interacting with the prototype without having a specific
task assigned to them. A few questions were asked while they were exploring the app on
a certain page and certain functions of the app. Based on the data collected from the user
test, the most liked features of the app were easy-to-understand graphs on electricity con-
sumption, electricity data comparison between different times of the year, gamified chal-
lenges on how to reduce energy consumption, and comparison between the user and other
similar households in terms of electricity consumption. (Vattenfall Digital Channels,

2016.)

In our user testing sessions, many of the sprint rules were not strictly followed due to
many of the restrictions. In the next section, the insights from conducting the first sprint
experience are analysed and it serves as a case study to other designers working in a large

organisation.
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4.7 Insights from the Vattenfall My Pages app sprint

The idea of the sprint was not to make the best product in just five days but to gain rapid
insights of the product by prototyping and testing. From the user tests, many valuable
observations were uncovered. When conducting our first sprint, the team identified key
features of the app to be built next and discovered unexpected behaviour and comments
when users interacted with the prototype. The sprint user test helped to validate the pre-
vious assumption on whether a gamified challenge in energy consumption is a good fea-
ture or not. With such insights, the team was able to tackle the design challenge much

better and faster in the next phase.

Large organisations like Vattenfall have many departments and stakeholders. Within Vat-
tenfall Digital Channels, the project leader and team leader have tight work schedules,
and therefore it is rather difficult for them to be involved in the sprint for five days in a
row. Hence, the sprint was conducted with all participants on the first three days, and
prototyping and testing phase was conducted with only UX designers without involving
the leaders. The sprint was great for the team to kick-start the Vattenfall My Pages mobile
app redesign project. Not only it served as a team building activity gathering the team to
work together to define goals and requirements, but it also raised questions and problems
that helped the team to work more effectively and more meaningfully. The key to a suc-

cessful sprint definitely lies in the hands of a good sprint master who facilitates well.

According to UX designer Alexander Klimov who was also the sprint master, the sprint
was effective in helping the team to decide the app requirements much faster. Before it
had taken several weeks to decide the requirements in order to start designing the
wireframes, but the sprint has decreased the amount of time needed for the process into a
few days. It was productive and so much fun working on the sketch solutions during the

sprint. (Klimov, 2016.)

During the prototype day, only one designer was assigned to make the prototype (Vatten-
fall Digital Channels 2016, Appendix 2). Because of the time limit, a low fidelity proto-
type was built. But for the team, it worked well enough to demonstrate ideas and sparked

reactions from the users that fulfilled the sprint goals. The key is to inform the users in
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the beginning about the quality of the prototype and adjust their expectation of the expe-
rience. The findings were recorded and then analysed and shared with the sprint team
later (Vattenfall Digital Channels 2016, Appendix 3). Based on these real users’ findings,

I was able to improve the user-focused prototype quickly (figure 10).
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FIGURE 10. Clickable prototype built with Sketch and InVision (Vattenfall Digital
Channels 2016)

Although the sprint is a flexible method that could be modified to suit a specific agenda,
it is still considered a rather challenging activity to be arranged and conducted. The sprint
occupies a full work week for most participants who consequently have to clear their
work schedule and this could be very difficult to arrange. The trick of organising a sprint
is to schedule it with all participants as early as possible, preferably a few weeks to few
months in advance. And although the five-day sprint is fun and good for teambuilding, it
could be very exhausting for participants. Therefore, the sprint is not recommended to be

held too frequently.
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5 CREATING USER-FOCUSED PROTOTYPE

According to Gothelf & Seiden, a prototype is an approximation of an experience that
allows you to simulate what it is like to use the product or service in question. It needs to

be clickable (or tappable). (Gothelf & Seiden, 59.)

As a visual designer working in Vattenfall Digital Channels, prototyping skill is one of
the requirements. I work with prototypes and wireframes almost on a daily basis in the
UX team. After the sprint week, the findings collected from the user test were presented
to the team. The team discussed about the next steps of the project, and I was assigned to
improve the prototype with more visual details and focus on users’ feedbacks. The five-
day sprint helped me to understand the project from the start and the rapid sketching pro-

cess on day two provided many ideas that I could use in the prototyping process.

The target set during the sprint was also the goal of this project: to improve the sprint
prototype to help the users to understand their electricity usage and costs, so that they
become more energy smart in a fun and engaging way. Based on the sprint’s rapid sketch-
ing process and prototype, I made improvements to the Vattenfall My Pages mobile app
design with better visual details such as crafting detailed icons and providing colour
schemes to the prototype. The results from the sprint’s user test were used in my project
as requirements. Based on these requirements, I made modifications to the design to im-

prove the user experience of the mobile app.

The software that I used to make the prototype was Sketch, a user interface design soft-
ware that helped me to design detailed mobile app interface. For visual design, I used
Vattenfall’s corporate brand colour palette, fonts, icons and visual language. The visual
language of the prototype was consistent with Vattenfall My Pages website interface but
was adapted to mobile design. Although the content of the Sprint prototype was created
in Swedish language, the Sprint was conducted in English because the team has partici-

pants of diverse background.

The Vattenfall My Pages mobile app prototype has a login page and after the user has
logged into the app, there are several features which will be explained in the following

chapters. In chapter 5.4, an overview page with smart energy saving tips and notifications
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is explained. An electricity consumption page which shows the user’s electricity usage in
kilowatts per hour (kWh) will be explained in chapter 5.5. In chapter 5.6, gamified chal-
lenges on how to save energy consumption are explained and the feature while allows the
user to compare his/her own electricity consumption to other households is explained in
chapter 5.7. An invoice page with electricity invoices is discussed in chapter 5.8 but a
‘more page’ which allows the user to access to his/her profile, contracts, settings, cus-
tomer service, and links to other Vattenfall apps will not be discussed as it is out of scope
at this stage of design. There is also an onboarding experience for the first-time user ex-
plained in chapter 5.1, and in chapter 5.2, loading screens filled with energy saving tips

will be discussed.

5.1 First-time onboarding experience

Displaying onboarding screens to first-time users has become a common practice in mo-
bile apps. The purpose of these onboarding screens, also referred to as walkthroughs, is
to introduce the app and demonstrate what it does. In this Vattenfall My Pages app, [ used
the benefits-oriented onboarding technique (Satia, 2014). It is best to show a maximum
of three key benefits of using the app, and one page should display only one benefit at a
time (figure 11). The onboarding experience should be brief and consistent, guiding user

through the app even before the user creates a profile in the app.

CONSUMPTION Contract Invoice

kWhO\ Q\ " .
[ u =0

Follow and compare your Renew your electricity contract Check your invoice and change
electricity usage and cost and notify us when you move payment method
LOGIN

FIGURE 11. Onboarding screens showing three benefits of the app, one page at a time
(Wong, 2016)
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5.2 Loading screen with energy saving tips

During the sprint’s sketch solution session, I came up with the idea of showing tips that
are related to energy savings while the user waits for the app to load. This assumed idea
was later validated in the sprint user test that user would indeed preferr to have these tips
instead of a blank waiting screen when the app is loading. Such validation is very helpful

in the visual design process.

For improving the prototype, I created eye-catching illustration to make the tips more
interesting to read. The colours and visual languages are from Vattenfall brand guidelines.
When user signs in to the mobile app for the first time, it could take some time to load
their profile and account details. The energy saving tip is displayed when their profile and
account details are loading. There is a button which the user can click to read the next tip.
When the user’s information is loaded, a check icon is shown so that the user is aware

that the app is ready to proceed to the next step (figure 12).

Do you know?

Using the dishwasher everday will
costs about 950 krona per year in

energy costs.

1,
1N

Loading your profile...

loading is complete (Wong, 2016)

Do you know?

Using the dishwasher everday will
costs about 950 krona per year in

energy costs.

v

Go to profile page %

FIGURE 12. On the left, the screen displays a loading animation while on the right the
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5.3 Login with mobile BankID

Currently the app is allowing user to log in with their Vattenfall customer ID and pass-
word as well as email and password. During the sprint user test, the team tested the dif-
ferent kinds of methods that the user prefers to log into his/her Vattenfall My Pages App
with. Almost all users preferred the mobile BankID login method. It is a popular digital
identification for Swedish residents to easily sign into public and private services such as
banking, changing address and so on (Finansiell ID-Teknik BID AB, 2016). The team
had also validated that the users do not prefer social media credentials as a login method
to their energy consumption app because they feel insecure. This was a valuable finding

for the team and the company.

5.4 Overview start page: card design interaction

During the sprint week, the team had arguments regarding mobile interaction. Some par-
ticipants were worried that the users are not familiar with swiping interaction if the design
requires them to swipe left and right on notifications displayed as stacking cards. How-
ever, it was validated that the users are prompt to swipe with their thumb when it comes
to card design, hence breaking the assumption that the users are not familiar with this

interaction pattern in using mobile app.

I added interaction design details in my prototype to better illustrate how it looks like
when the user swipes to left and to right of the card (figure 13). When the user swipes to
right, the next card is shown. When the user swipes to the left, the card is hidden. The
next upcoming card is faded until the interaction is completed. I had also included an
example of a news item that could be displayed on the card. Example 1 shows precise
information regarding user’s consumption and example 2 shows a contest that the user
could participate in to win an electricity bicycle (figure 14). There are news titles dis-
played next to an icon that helps illustrate the type of news, body text of news and a call-

to-action button.
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Start Page Card Interaction swipe right
9:41 AM
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FIGURE 13. News card design interaction (Wong, 2016)

Start Page News Example 1
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Your consumption has increased by
10% last week.

Go to Consumption —

COMPARISON BY YEAR
2911,05 kWh March 2016
3846,78 kWh March 2015
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Kostnad Profile Mer
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Start Page News Example 2
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% Win an electric bike!
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event this Saturday to win yourself
an electric bicycle.

Check event —
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3846,78 kWh March 2015
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FIGURE 14. Example news 1 and example news 2 (Wong, 2016)
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5.5 Consumption page: consumption graph design

During the Sprint user test, the team found out that most users do not follow their energy
consumption. The users simply do not understand the energy measurements in kilo watt
per hour (kWh) and what matters is the cost measured in Swedish Krona (kr). However,
house owners tended to be more engaged in electricity consumption because they have
fairly high monthly costs. Therefore, it was decided that showing a graph with detailed
electricity consumption should be kept as a feature in the app. The design should help the
user to clearly navigate his/her consumption details by using a bar graph with clear col-
ours. In the app, the idea is always to start with very straight-forward information on the

consumption start page (figure 15).

Consumption 1
eseee TEL = 2:41 AM 100% -

VATTENFALL =

MARCH 2016 >
981 kWh 976 kWh
2016 2015

Consumption increased 10% compared to
last year this time. But it is colder this year, so
it's okay!

COMPARE WITH OTHERS >

6 481 kWh/year 9 197 kWh/year

A O B &K

Ovendew pton  Kostnad Profile Mer

FIGURE 15. Consumption start page with straight forward information (Wong, 2016)
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If the user is interested in finding out more details, he/she can click on the section and
view the graph in a detailed level. The consumption graph has five levels categorised by
year, season, month, day and hour. Based on the findings from the sprint user test, [ made
the design of the app more exciting by using fresher colours. The app is also designed
with an educational approach so that users are more aware of how their electricity con-
sumption associates with their daily lives. Friendly illustrations are added as an aid to the
educational tips. There is also a ‘learn more’ section to help the user to understand jargon

and also electricity usage in general (figure 16).

Consumption Details by year Consumption Details by day
esese TEL T 9:41 AM 100% - eosee TEL T 9:41 AM 100% -
< Consumption < Consumption
Year Season Month Day Hour Year Season Month Day Hour
2015 12 438 kWh Today 23,04 kWh
2015 25 March 2016 -

@ 12,438 kWh of electricity is enough
for five trips driving around the
world in an electric car.

@ 23 kWh of electricity is enough to
produce 1,000 liters of milk.

*

-
-

COMSUMPTION BY MONTH COMSUMPTION BY DAY

January 2016 1168 kWh 24 March 16,23 kWh

December 2015 1224 kWh 23 March 18,97 kWh

November 2015 726 kWh 22 March 21,09 kWh

October 2015 591 kWh 21 March 22,30 kWh

September 2015 548 kWh 20 March 19,66 kWh
show more show more

LEARN MORE LEARN MORE

Vv How much is a kWh?

\v How do | become environmental
friendly?

Vv How much is a kWh?

v How do | become environmental
friendly?

FIGURE 16. Left: consumption details by year. Right: consumption details by day. Tips
and ‘learn more’ section helps user understand their electricity consumption in a friendlier

way (Wong, 2016)
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5.6 Consumption page: gamified challenge

A gamified challenge was proposed in the rapid sketch process during the sprint and the
idea of having a fun game while reducing electricity usage was validated in the user test.
The users enjoy having goals to help them save electricity consumption. The challenge
page shows user’s ongoing challenge, upcoming challenges and also challenges that the
user has already completed (figure 17). The design of challenge page is enticing and
should be supported by good interaction design that encourages user to participate. For
example, a push notification could be sent out every month to encourage the user to par-
ticipate in the available challenges. The design of the challenges should also be reasonable
and relevant to the user so that the user does not feel discouraged by not being able to

complete the challenge.

eesee TEL T 2:41 AM 100% .
< Challenges
CURRENT CHALLENGE
80%

You have used 828 kWh so far this
month. Beat 968 kWh to win the
challenge!

Reduce your consumption
by 8% in April 2016

Vattenfall plants 8 trees if you win
the challenge

UPCOMING CHALLENGE
Reduce your consumption by

5% in May 2016

Vattenfall plants 5 trees if you win the
challenge

20% less than similar
209
28’6 households in June 2016

Win 50 SEK discount at Vattenfall energy
store if you win the challenge

COMPLETED CHALLENGE

fio vo &

@ A

Owverview Kostnad Profile Mer

FIGURE 17. The challenge page showing an ongoing challenge, upcoming challenges
and also the challenges that the user has already completed (Wong, 2016)
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5.7 Consumption page: compare electricity consumption to other households

One of the favourite features tested in the sprint user test was comparing user’s electricity
consumption to others. The user would like to know exactly how the comparison is done,
and therefore the accuracy of the comparison data plays a crucial role in building this
feature. However, at this stage of prototyping I did not consider the mechanism behind
the feature but rather focused on how to present the comparison data as straightforwardly
as possible. At the consumption start page, the user is able to see his/her electricity usage
compared to other similar households. When the user clicks on the Compare with others
page, he/she can see more comparisons: comparison by person and comparison by square
meter (figure 18). The data are displayed as a round circle graphic using the size to show
comparison. The explanation is right beneath the comparison chart showing a thumb up

graphic to signal a positive comparison and a thumb down graphic to signal a negative

comparison.
eecee TEL T 9:41 AM 100% ., E@
You used 48% more electricity
< Compare with others compared to the average person.
COMPARE BY HOUSEHOLD

COMPARE BY SOUARE METER

Average

@ Average

6 481 kWh/year 9197 kWh/year

You compare yourself with 4245 other
similar households.

75 kWh/year 81 kWh/year

You compare yourself with 48123 others
living in similar households area.

UfB You used 24% less electricity [ﬂB

= -
compared to the average households. You used 1,2% less electricity

compared to the average living area.

COMPARE BY PERSON Have your living situation changed recently?
Update your profile %

Average Overview Consumptio Kostnad Profile Mer

6 481 kWh/year 3457 kWh/year

You compare yourself with 29567 other
person living in similar households.
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FIGURE 18. Compare to others page (Wong, 2016)

5.8 Invoice

Checking the electricity invoice was a feature users expected from the My Pages mobile
app. During the sprint user test, the users were interviewed about their expectation of the
app. The ability to check invoices was mentioned many times during the interviews. How-
ever, it was not so important for the users to be able to pay their invoice through the app
(Vattenfall Digital Channel, 2016). The visual design of the Invoice page is straightfor-
ward: important information is highlighted such as the invoice amount and the due date.
When the invoice is viewed in details, a pie chart shows the breakdown of the invoice

(figure 19).

----- TEL = 9:41 AM 100% —- soeee TEL T 9:41 AM 100% -

Invoice < Invoice: February 2016
FEBRUARY 2016 > Value-added tax Your consumption
136 kr i 249 kr
1168kwh /]
Energy tax Annual fee
Due date 2016-03-31
188 kr 205 kr

A Your consumption has increased

compared with last billing period, Due date 2016-03-31
hence the higher invoice

Balancetopay 871 kr

Be more environmental friendly, switch to e- BankGiro 513 238-2
billing and save paper and trees together.

Switch to e-billing -% oc 1213716217653231
illi
nvoice interval 2 per year f

PAST INVOICES
Download invoice in PDF %

January 2016 1168 kWh
December 2015 1224 kWh ﬁ Qb & 00
November 2015 726 kWh oo e Al
October 2015 591 kWh
September 2015 548 kWh

show more
n O A

Overview  Consumption Profile Mer

FIGURE 19. Compare to others page (Wong, 2016)

After the visuals were made for the mobile app, the pages were put into an online proto-
typing tool, Invision, so that the pages can be animated and linked to each other. A holistic
experience of going through the mobile app prototype can be accessed by stakeholders
via a web link shared with them (figure 20). This prototype presentation fulfilled the sim-

ulation of the mobile app experience without having to go into coding and development.
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VATTENFALL —

NEWS

q-) Consumption

Your consumption has increased by
10% last week

COMPARISON BY YEAR >

| March 2016

KkWh
3846,78 kWh March 2015

FIGURE 20. Prototype presented in Invision (Wong, 2016)

5.9 Project feedback

Based on the sprint, I was able to improve the quality of the prototype with high fidelity
visuals. The improved prototype was shared with the UX team and the feedback was
positive. According to UX designer Alexander Klimov the prototype was very pleasing
and well-designed according to Vattenfall branding guidelines (Klimov et al, 2016). The
visual language was cheerful and fun, and the illustration was very supportive and helps

to present the energy saving tips well (Klimov et al, 2016).

The improved prototype will be presented to more business stakeholders in Vattenfall to
collect further feedback before planning for the follow-up sprint. It is very important to
be able to present the My Pages app prototype with high fidelity visual design so that
more detailed feedback can be collected before going into development and production.
The improved prototype provided a better simulation of what it is like to use the product
or service and whether it is user-focused based on the real users’ feedback from the sprint.
This helped to explain the project more efficiently and more convincingly to other stake-

holders especially in an organisation as large as Vattenfall.
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6 CONCLUSIONS AND DISCUSSION

By studying the Google Venture Design Sprint in this thesis, [ have gained thorough un-
derstanding of the rapid design method and the various UX techniques used in different
stages. Being a participant in the five-day sprint at Vattenfall has allowed me to go
through the method in practice and learn how the sprint could be modified to suit different

design processes.

The sprint is a highly flexible method which can be modified to accommodate specific
needs and challenges. For example, it was suggested to set a long-term goal during the
first day of the sprint. However, our team at Vattenfall Digital Channels did not set a long
term goal during the sprint, but instead we listed out sprint questions to help our team set
a goal for the sprint. Another example of flexibility is that perhaps not all sprint partici-
pants are required to take part in the prototyping process if it does not help to speed up
the process. It is up to the team and the sprint master to decide together if everyone is
needed on day four (prototype) and day five (user test). However, it would be great to
participate in another sprint to further study the process and learn how to adapt the flexi-

bility of the sprint to solve other problems and challenges.

Throughout the study, I have learnt that in order to conduct a successful sprint, the role
of the sprint master (or facilitator) is very crucial. Gathering the right team, scheduling
the sprint week, booking the user test without knowing the test details, and preparing for
the sprint could be regarded as tedious work, but a sprint master has to facilitate these
basic requirements well enough to ensure a smooth sprint process. Throughout the sprint,
the sprint master facilitates the introduction and discussions, and drives the decision-mak-
ing process at every stage of the sprint in a very short timeline. Therefore, having a good

sprint master is very important in a sprint in order to deliver good results.

By participating in the sprint at Vattenfall, I have observed that every stage of the sprint
is rather important, especially the first three days. I have realised that one of the most
important values of the sprint is to achieve shared understanding of the project’s scopes
and goals in the team. This is especially valuable for a large organisation, because build-
ing a shared understanding of a design project helps to present the outcome of the design

better to stakeholders in other departments. For a visual designer, it is definitely valuable
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to understand the design project from the business and customer’s perspective, not just
from the design’s perspective. This is because when presenting a design project to other
stakeholders in a large company, using only design terminology to explain the project to
people who do not have basic design knowledge is not helpful. For example, instead of
just explaining the card interaction design in a mobile app which enables the users to
better navigate the news, it could also be presented that the news are carefully curated so

that users are better engaged with their electricity consumption.

The sprint as a design method is very similar to participatory design. In usability studies,
participatory design is described as a process that involves developers, business repre-
sentatives, and users working together to design a solution. It actively involves the users
in the design process to help ensure that the product designed meets their needs and is
usable in the process (Usability Body of Knowledge, 2011). The sprint user test gives the
users a voice in the design process. This helps the visual designer to validate design as-
sumptions by actively seeking feedback during the design process. It also helps greatly in

making a user focused prototype design.

The sprint is also great in helping to shift the focus from purely technical requirements
and issues towards the needs of the business and users. It acts as a forum for designers,
developers and business representatives to work with each other in the prototype story-
board session, and to understand their users during the user test. The sprint also enables
a team to rapidly design, evaluate and iterate design approaches by having follow-up
sprints after the first one. In the research project, although the outcome of the improved
high fidelity prototype was received positively among the team, I hope that the prototype
will be tested again with more users before going into production for another round of

feedback and validation.

Overall, the sprint is regarded as a fun and intense week working closely together in a
team to gain insights from the users quickly. I enjoyed the process very much, especially
the Crazy8s sketching and the voting process. The sprint also served as a team building
activity that brought the team together through tackling the same problem and achieving
the same goal. The sprint method helped greatly in building a user-focused prototype for
the mobile app and it should be used as an iterative process and as flexibly as it is con-

venient for a team in a large organisation.
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Finally, while working on the research project as a visual designer employed in a large
company like Vattenfall, I have noticed the shifting roles of a visual designer. Working
on digital products such as designing a mobile app, is a team-oriented project. A visual
designer is asked to work on iterating the visual design framework on wireframes in a
small chunk of time instead of spending a few weeks perfecting the colours and pixels.
The visual designer is also required to work closely with UX designers. Hence UX
knowledge is much appreciated in the team. Instead of showing the design to the team,
the design is being translated into an interactive prototype to be tested by the users. Hence
it is becoming more crucial as a requirement for a visual designer to be able to make an
interactive prototype when designing a mobile app. It could be intimidating at first to
make wireframes interactive but with the help of prototyping tools like Invision and
Flinto, I was able to create the prototype easily during my research project. With such
prototyping tools, a visual designer is able to show his/her design intuitively to others and

explains the design much more effectively.

By studying the theoretical matters discussed in this thesis, I have gained better
knowledge in UX techniques from the sprint. I would encourage a visual designer to take
on the role to facilitate design process through conducting a sprint. Depending on the
types of project, a visual designer should organise a sprint to find out more about design
requirements holistically with different stakeholders together in the same sprint instead
of going through many individual meetings that could end up being ineffective. By par-
ticipating in a user test, a visual designer could better understand how visual design in-
fluences user’s behaviour when interacting with a mobile app. And building a mobile app
that fulfils users’ needs and enhances their experience is an elementary requirement for

any designer and company that aims at creating successful digital products and services.
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Appendix 1. Vattenfall My Pages app design sprint deck

DAY 1 SCHEDULE

09:45 —10:10

10:10 —10:30
10:30 — 10:50
10:50 —11:20
11:20 —11:50
11:50 —12:45
12:45 —13:45
13:45 —14:00
14:00 — 14:30
14:30 — 15:00

\\\\\\\\\\\\\\

Demo of today's app

App Store feedback

Review Google Analytics

List of most common cases coming in to contact center
Go through old research and design proposal

LUNCH

Quick demos of competitor apps

What can make us unique?

Everyone expresses the problem as they see it

Identify the main problem and define user story

VATTENFALL 5“;

AS A USER | WANT TO GET HELP
UNDERSTANDING MY USAGE AND

COSTS, SO | CAN BECOME MORE
ENERGY SMART IN FUN AND
ENGAGING WAY




Appendix 2. Sprint prototype

Usage - 1 challenge ongoing

Anvandning

DINFORRLIING U 2016

1168

981 KWh

kWh

TN FEBRAR 2016

Ha 10% lagre forbrukning an februari 2015
80%

D har forbrukat 828 kWh hitis denna ménad
Kom under 968 KWh f6r att kiara utmaningen

DINANULONNG ANFORTMED ANRA

CABIKWIAr ooy ins,

)

Overse ‘mww Ketnad ‘

Login page - pin

Usage - challenge details

&« Mina utmaningar

DN PACASNOE LTWANNAR

Ha 10% lagre forbrukning &n februari 2015

E o

Du har forbrukat 828 kWH hittls denna manad
Korm under 968 kWn for att klara utmaningen

@ ® ® (

Sk fGonkning  Hel dighalund  Malivanigare in  Lore,
Docember 2015 anrama

Usage - compare with others

& Jamformed andra

@

9197 kWh/ar

MNFORELSE PERISHALL

6481 KWhiar

ﬁ Du anvander 24% mindre el &n snittet
'Du jamtce dig med 4 245 andra liknande hushl.

repr—— [6)
r—
M%mmmnmn
Vattental planterar 5 trad om du klarar "
3 457 kWh(:
@ e iges 6481 KWhiar o
Anta utmaningen J
ka0 med 10% | mrs P —— ®
‘Vattentall planterar 10 trad om du Karar
uimaningen
Anta utmaningen J
Bttre &n andra
A 20°% Mt o 8 Tnande hushi | mars
Du tér 50 kr att handla 161 | Vattentalls 75 KWhvar 81 KWhiar
‘energibutik om du klarar utmaningen
Anta utmaningen
‘ Har din boendesituation forandrats? N
)
Oversivt

Anvinciry | Kosinad ’

Login page - email

(O e [ e

ey

ERSpp— oo

Kundrummer
Pikod 13
Logga in
Problem med att lagga in?
e

®

WTE RN At

Bl kund idag

BUNER DiERGENST

wecamre
Epostadiess
Losenond ooy
Gt lésenord?
Loggain
Problem med attlogga in?
anarre
®
e nno et
B kund idag

FORDI SO0 NTE RN

Se
prishistori

Hillkolpé | Las merom
elpriserna Vattental et

FLALIGSOMNTE R UKD

Halkollps  Lgs merom
‘lpriserma. Vaentall or rorigt

&)

Oversi | Amvananing

]

Kestrsd Mer

Loadin screen

Visste du att?

Att anvanda diskmaskin varje
dag kostar ca 950 kronor per ar i
energikostnader.

Vi laddar din profil

Cost

SEMSTERMIRA
Nz

871 kr
1168 kWh /1

Forfallodatum 2016-03-02

Din férbrukning har okat jAmiort med
/A senaste fakturaparioden. Darfor ar
Takturan hogre den har gangen.

Bli mer miljévaniig

Byt tll e-faktura, sa sparar du vi >
papper och traden tilsammans.

oK FTURR

December 2015 738k

November 2015 60ske

Oklober 2015 Stake

September 2015 505k

Augusti 2015 320k
Ladda fler

ﬁ\‘b

SN <

Menu - more

viviviv
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Cost - invoice details

Faktura Januari 2016

871 kr

1168 kWh /1

249 kr 189 kr

295k / \_138 kr
Arsavgin Moms.
Férfallodatum 2016-03-02
Kvar att betala 871 kr
BankGiro 513.238-2
OCR 1213716217653231
Fakturaintervall 12 fakturor per &r
Andra fakturaintervall &

Faktura i PDF-format

BN 2 IS

Oversivt e

Start page - onboarding

Har kommer du fa en guide
som berattar om hur du
anvi pen

Du far &ven gora vissa
instaliningar och bertta vilket
typ av boende du har for att du
ska fa ut sa mycket som
majligt av denna app
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Usage - usage details Year Usage - usage details season Usage - usage details Usage - usage details day Usage - usage details day hour
& Anvandningsstatistik & Anvandningsstatistik & Anvéandningsstatistik & Anvandningsstatistik & Anvéndningsstatistik
A A wa . v Armstid T A Manad finsd  Dag ta me

Jgmtor med mi

it srt it srt
Vinter
ar
Host
12438 1168 /\
10 751 KWh Sommar 981 Wh T~
KWh o KWh «
4231 3593 2023 2813
snitt 2015 wm K n wn 2015 2016
2015 Januari Jan 2015 15.01.31
)13 2014 2015 N3 2014 2015 2014 2015 . L4
Med andra ord Med andra ord Med andra ord Med andra ord Med andra ord
12 438 kWh récker for S resor jorden 12 438 kWh racker for att driva 1168 kWh récker for lysa upp 23 kWh récker for att producera 1 kWh récker for att kora Arlanda-
runt i en elbil belysningen pa Eiffeltornet i en vecka. Kungsgatan i Stockholm i 34 timmar 1000 liter midk Stockholm med en elbil
Januari 2016 1168 kWh Dec 2015 - Feb 2016 1168 kWh Januari 2016 1168 kWh 31 Januari 23 kWh 31 Januarni 23 kWh
December 2015 1224 KWh Sep - Nov 2015 1224 kWh December 2015 1224 kWh 30 Januari 24 KWh 30 Januari 24 kKWh
November 2015 726 kWh Jun - Aug 2015 726 kWh November 2015 726 kWh 29 Januan 18 kWh 29 Januan 18 kWh
October 2015 591 kWh Mar - Maj 2015 591 kWh October 2015 591 kWh 28 Januari 17 kWh 28 Januari 17 kWh
September 2015 548 kWh Ladda fier September 2015 548 kWn 27 Januari 12 kWh 27 Januarni 12 kWh
Ladda. Ladda fler Ladda fler Ladda fler
PRR—— Hur mycket & en KWh? PETNp—— PR———— ——
Hur mycket & en KiWh? Hur bitr jag for att bli majovanlig? Hur myckat & en Hur myckat & en Hur mycket & en kiWh?
Hur bli jag for att bli movaniig? Hur péverkar min anvandning min elrkéning? Hur birjag for att bli majovaniig? Hur bii jag for att bl miljévanlig? Hur bii jag for att bli milovaniig?
Hur péverkar min anvanching min slrkéning? Hur tar jag ner min anvéndning? Hur paverkar min anvandning min slikdning? Hur paverkar min anvandning min slkéning? Hur paverkar min anvandning min elkéning?
Hur far jag ner min anvéndning? Hur far jag ner min anvéndning? Hur fér jag ner min anvandning? Hur fér jag ner min anvandning?
= Oversi | arvioring | Kosmad Mor = = Q =
v | Aririies |0 Kasinad ™ O | Aruiring | Kosias - vt | Arvirvios |0 Kot e Ot | rrisnios | Kasiad e

Logga in med

= Kundnummer och
E-post och I6sen PIN-kod

E-postadress

Lésenord @)

Glémt I6senord?

Problem med att logga.in?

Om appen
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Appendix 3. Sprint user test interviews

BACKGROUND AND METHODOLOGY

As last day of the design sprint we validated our ideas with our end users.

We had a short interview with each participant and they got to try out the prototype, explore it by
themselves and come with feedback.

Smartphone Interview &
users Prototype test

10
participants

Norstat

26 February House and flat 30 minutes per

owners participant

age 26-62

Digital Channels

VATTENFALL 5"_,

-

LOADING SCREEN

Display some useful information while loading the data.
Visste du att?

Several participants were positively surprised because they just
e e mentioned that they would like to have this kind of tips before they tried
energikostnader. the prototype.

It was at the same time not enough time to read the text for some of the
% participants, so it is important detail to think of.

Vi laddar din profil

VATTENFALL 5“;,



Ha 10% lagre [orbrukning &@n februari 2015

80| |

Du har forbrukat 828 kWh Hittils denna manad
Kom under 968 KWh fér att klara utmaringer

KLARADE UTMANINGAR

@ @ @ (
-10% \
ey () (&) (

KOMMANDE UTMANINGAR

Sénk din {6rbi
Jantertn
@

Sank din f6rbrukning med 10% i mars
Jam

ning med 5% i mars

ke
20

Anta utmaningen

0 trid orn dlu Klarar

Vattenfal p
\ utmaringen

Antautmaningen

Owerskt | Anvenaning

GENERAL
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SRR CHALLENGES

« 4 participants were really excited about this feature
« 4 more found it interesting but needed more motivation to start using it
« 2 found it less interesting

+ (Younger participants were more interested in this feature)

“It feels good that Vattenfall encourage me to reduce my own costs”
For some users it was enough with a badge
Some wanted to have connection to environment, like planting trees

After doing several challenges participants would expect something more
valuable to them, like discount at some partner or a souvenir from Vattenfall

Important comment: “l have already done everything | can to reduce my costs, |
do not want to be disturbed by more challenges”

VATTENFALL ‘=

-

«People living in the house were more engaged and were more willing to talk about
electricity since it is a big monthly cost for them but they did not follow up their

consumption really

+We shall work on making the app more exciting and learning. Describe what is kWh, make
a simple movie/animation doing that, have a mascot helping you throughout the app,
compare kWh to everyday things like watching TV, listen to Spotify

«Overall we did not get so much feedback on details. Probably, because of prototype’s

limitations

+Participants tried to swipe it is needed. So, people are clearly familiar with these
interaction patterns in mobile apps

Digital Channels

VATTENFALL 'O

-



MOST LIKED FEATURES

+ Simple graphs on consumption
« Comparison in consumption
+ Challenges

+ Comparison with others

Digital Channels
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Appendix 4. User-focused prototype

VATTENFALL —

NEWS

<2-> Consumption

Your consumption has increased by
10% last week.

COMPARISON BY YEAR

11,05 kWh March 2016
3846,78 kWh March 2015

Consumption | | Kostnad

Interactive Prototype in Invision accessible at https://invis.io/7V7ISTBGS
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