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USER VALUE





Welcome to the User Value Framework! This will give you a quick explanation of how
to use it. It includes an overview of the entire process, followed by a how-to for both
participating parties and lastly some questions you may want the answers to.
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Epic owner fills out the epic sheet to explain
the epic as per usual, with the addition of the
business template. This is filled in together
with the epic sheet, and provides some extra
information.

The epic is then discussed between the epic
owner and the UX owner. The UX owner uses
the epic understanding template as a support
tool to map the context of the epic and
understand its role in the agent’s process. It
is also used to discuss potential or expected
benefits for all parties with the epic owner, so
that these can be validated in the context of
the user needs.

The UX owner then proceeds to prepare their
research, using both the epic understanding
sheet and the user input cheat sheet, which
describes the user needs. This is used to
prepare the interview guide, or any other
research methodology, and should give the
UX owner a starting point for their queries.
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Research is conducted by the UX owner with
the impacted users, using the templates

as a guiding principle. Multiple users are
interviewed to gain a complete picture, and
all the insights are gathered by the UX owner.

Insights gained in the research will be
relevant to the specific epic, but also
occasionally more general or informative of
the agents’ workflow or journey. A distinction
should be made between these different
kinds of information by the UX owner, and
allocated as such.

The insights that are most relevant to the
epic are summarized in the epic presentation
sheet, indicating whether the epic supports
the core user needs. On the back of the
presentation sheet evidence can be added

to support the user need ‘verdict’, such as
quotes or research insights. This sheet is
added as an attachment to the epic sheet
and used as evidence for user value in the
prioritization.

The more general insights or explorative results from the research should

be saved in the user insights database for future reference. I recommend
organizing it in a way that builds towards mapping complete user journeys for
the different subgroups, and to tag insights by topic, feature or workflow/task.
These general insights are presented to the business representatives of the
different departments at regular intervals, for instance quarterly, to go ahead
of quarterly prioritization. This will aid in moving towards a more user-driven
mindset for development at the creation level where epics are formulated.





This tool supports research into an A2H epic, to establish
understanding of the epic between the different involved parties,
and determine user value of the epic to be used in the prioritization
session. Use of this tool involves the UX researcher, the epic owner
and/or business representative of the epic and the A2H users.

FOR THE UX OWNER/RESEARCHER:

The Business Template, filled out by the epic owner, will give additional
information regarding the epic. Together with the epic sheet, it will give you an
idea of what the epic is about and what it is meant to accomplish.

A meeting with the epic owner, supported by the Business template and

epic sheet, will give you the opportunity to discuss anything that is unclear.
The Epic Understanding Template should be filled out during or after this
meeting, so that expectations and ideas of what the epic will look like are
agreed upon between you and the epic owner. This all as preparation for your
research!

The User Input Template provides the known framework that any new epic
can be tested against. It can function as a foundation for research setup or
interview guides.

The Core Needs give a framework within which to evaluate the epic, listing
design principles that the epic may or may not adhere to. Validating these
principles gives an impression of the epic’s suitability for the users’ work and
experience.

Explorative Prompts can aid in understanding the context of the epic, as
well as help identify any potential new issues resulting from the epic.
Adoption Boosters reveal the adoption potential that an epic has. The user
research can help evaluate whether the epic fits any of the three categories
that stimulate adoption.

Research insights and results can be collected and presented using the
Presentation Sheet. This summarizes the research and shows which design
principles are supported and which ones are not. Some may not be greatly
influenced, and are therefore neutral. It also displays some of the information
provided by the business, to give background for the qualitative user input.
The back of the presentation sheet provides some room for evidence, such

as quotes from users or other relevant insights. Relative importance of user
needs and principles will differ from epic to epic, so feel free to play with the
indications on the template according to your discussions with the epic owner.





Lastly, all gathered insights should be kept, not just that on the Presentation
Sheet. All templates and epic sheets as well as all research results should

be kept track of in a user database. This can help give additional evidence
where needed to contextualize the user input, but also helps in creating a
general understanding of the target group and their needs and wishes. As
research efforts expand, this will grow with you to give a complete picture of
the users!

FOR EPIC OWNERS:

You will fill out the Business Template, on which you provide some extra
information about your epic! See it as a kind of attachment to the epic sheet.
It's all accessible information, to shine a light on the users involved in your
epic. This will help the researcher figure out who to talk to, and what about.

The Business Template will be a basis for a meeting with the researcher. This is
an opportunity to discuss the epic and make sure you are on the same page.
It's the moment to discuss any expected benefits of the epic, as well as any
questions or topics you would like more information on. This meeting will lead
to the completion of the Epic Understanding Template.
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WHY DO WE NEED A UX OWNER?

There are two main reasons to let the research be done by a UX owner. First,
the collecting of user input requires user research skills and experience.
Getting the most valuable insights from people and synthesizing them into
coherent results requires knowledge of user research techniques and the skills
to put them into practice. Secondly, the interference of an objective third-
party researcher helps ensure authenticity of the research. Often, the research
around epics deals with some sensitive information, and some users find it
difficult to be honest with the people whose interests lie with a certain epic

or feature. Especially where it concerns a lack of use of certain features or

low suitability of an epic, getting the right and honest information is crucial to
improving the user experience.

ISN'T THIS GOING TO COST ME MORE TIME?

For the epic owner, this involves some extra time, yes. However, this only
consists of the conversation with the researcher. Filling out the business
template only requires information that is already known by the epic owner.
Furthermore, the effort made up front will save time during prioritization,
because much of the explaining and evidence-giving during those sessions has
been done already.

WHAT IF AN EPIC DOESN'T FIT IN THE BUSINESS TEMPLATE?

The template is meant to make epics comparable. If epics are too big, or they
represent a collection of different features, that can make them incomparable.
Filling out the business template can be seen as a way of assessing whether
an epic is ready for prioritization. Splitting the epic up may allow for better
research, as well as easier prioritization.

WHAT IF | DON'T AGREE WITH THE USER INPUT?

User input is meant to give a new perspective. If this perspective is different
from what was expected, it can give direction for a change to the epic or for
further research. There is no wrong or right, but there is a useful. User input
is meant to enable you to make epics even more effective, for all parties
involved.





CAN'T I JUST ASK THE USERS ABOUT THE PRINCIPLES DIRECTLY?

You can definitely have direct questions in your research. Of course, this is
only useful once a clear understanding about the epic has been reached, and
the user feels comfortable enough to give honest answers. The principles are
meant to be validated by the researcher, with input from the users. Asking
directly whether they agree with a principle may lead to biased answers.
Asking generally and seeing which terms they use to describe the effect of an
epic gives a truer result, and may provide information you did not know you
were looking for. User research skills are a vital part of this.

DO | HAVE TO FOLLOW THE TEMPLATE EXACTLY?

Not if it does not suit the research! Getting useful and rich insights is always
the goal of user research with the template. If some things do not apply to
the epic or there are other matters you want to ask about that are not on the
template, feel free to do so! As long as the aim of the research is always to
reflect authentic user input.
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CORE USER NEEDS- EVIDENCE

TEAMWORK CERTAINTY EFFICIENCY

WORKFLOW FLEXIBILITY PAX EXPERIENCE

O SOLVER O FILLER O EXCLUSIVE






CURRENT PROCESS

Describe the workflow this epic fits into as it currently takes place, without influence of the epic.
Use the line to indicate the different activities around and during the workflow from a user perspective,
what actions does the user take in this process?

App flow

NEW PROCESS

Describe the workflow this epic fits into after the epic has been completed.
Use the line to indicate the different activities around and during the workflow from a user perspective,
what actions does the user now take, and how is it changed from the original?

App flow

ASSUMED BENEFITS

FOR BUSINESS





CORE NEEDS & DESIGN PRINCIPLES

TEAMWORK

Encourages positive
collaboration.

Gives the agent the power to
support colleagues.

Supports quick information
exchange.

WORKFLOW

Allows the agent to complete
their task in a single, smooth
workflow.

Improves the agent’s

experience of completing their

tasks.

CERTAINTY

Ensures the agent has the
right information at the right
moment.

Ensures the agent knows
which actions to take.

Makes the agent feel
comfortable and secure
approaching passengers.

Ensures agent safety.

FLEXIBILITY

Gives the agent freedom to
help passengers optimally.

Makes the agent feel
empowered and supported in
their job and tasks.

EFFICIENCY

Enables the avoidance of
unnecessary actions in daily
operation.

Empowers the agent to
complete their tasks more
efficiently.

Simplifies or shortens agent
workflow.

PAX EXPERIENCE

Maintains or creates easy/
easier service for passengers.

Maintains or creates quick(er)
service for passengers.

Maintains or creates better
service for passengers.

ADOPTION BOOSTERS

O

SOLVER
Solves a known irritant or deterrent, completes a
currently partial or incomplete workflow.

FILLER
Makes functionality of A2H equal to legacy system.

EXCLUSIVE
Only available/possible in A2H, not in legacy systems.

EXPLORATIVE PROMPTS

Do users indicate other gaps in this workflow?
Are there related or new irritants?

Are there other barriers/deterrants for use not solved
by this epic or feature?





IMPACTED USERS

WORK AREAS AFFECTED

Gate
[0 Europe
O ICA
O KLC

Lounge 25/52

Transfer Centers

Travel & Services
Departure Hall

Arrivals Hall

Customer Airlines Handling
Document Check

International Stations

ADOPTION BOOSTERS

O

O

SOLVER

Solves a known irritant
or deterrent, completes
a currently partial or
incomplete workflow.

FILLER

Makes functionality of
A2H equal to legacy
system.

EXCLUSIVE

Only possible in A2H, not
in legacy systems in other
applications/tools.

AMOUNT OF AGENTS
WORKING IN THIS AREA

PROCESS & USE

WORKFLOW

Describe the workflow this epic fits into. Use the first line to map the old/current process, and
the second line to show what the changed process looks like, after the epic is complete. What
actions does the user take and in what order?

\)

How does it change the workflow?

How does the epic relate to the rest of the workflow or task?

For instance:
Do all take place on the same medium or device? Are there development plans for
related tasks? Does the rest of the workflow take place in Appy?





