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A quick note on
process

At whichever phase | enter into
a project, | like to follow simple,
classic design process.
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A quick note on
process

1.

Understand the space,
identify the users, empathize
with them, learn and
research about their goals
and challenges to define the
problem.

. Ideate, collaborate, sketch a

lot, prototype, test, and
iterate until you are pretty
sure you solving the problem
the right way.

. Build it and get it in front of

people, ready to test and go
back to step 2

01
Understand

Use understanding
of the user and
business needs to
make sure we are

02
Concelve

Use what we've
learned to make sure
we are

03
Create

delivering on the
original vision,
iterating through
user validation and
guality enforcement



A quick note on
process

Of course, we all know it's more
complex than that. Each major
stage has its own sub-phases,
tools, processes, and
deliverables, and there can be
far more arrows and loops than
show up here.

Now I'd like to take you
through a real-world sample of
my process and work.
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SCOPE SYNTHESIZE
Understand

FRAME THE PROBLEM
Empathize with users,
understand needs, and
identify opportunities

Customer Interviews
Stakeholder Interviews
Sales and Support Data

Competitive Analysis

Field Studies
Domain Research
Workflow Diagrams
Problem identification
Personas
Task Analysis
Project Briefs
Requirements Definition
User Stories
Journey Maps
Card Sorting
Prior Research
Conceive Workshops

02

.DEAfE . PROTOTYPE
Conceive

T VALIDATE

EXPLORE CONCEPTS
Ideate, prototype, and
validate concepts with
stakeholders and users

Workflow Diagrams
Sketching
Brainstorming
Prototyping
Storyboards
Prototype Testing
A/B Testing
Surveys
Collaborative Tools
Team Reviews
Card Sorting
Contextual Interviews
Metrics Definition
Specification Docs
Initial Wireframes

BUILD

03
IDEATE LEARN
Create

Lean UX cycles of
building, testing with
users and refining

Usability Testing
Technical Reviews
Research Findings

Finalized Wireframes
Production Guidelines
UX Design Handoff
Technical Review
Peer Reviews
Production Code
User Testing
Beta Jams
Quality Assurance
User Acceptance Testing
Code Complete
Product Documentation

DEPLOY MEASURE

OPTIMIZE

Continuously measure
ease of use, behavior,
and optimize

Marketing Assets
Release Notes
Product Launch
Governance
Behavioral Analysis
Product Surveys
Voice of the Customers Sessions
Research Findings
Usability Testing
Issue Prioritization
Backlog Creation
Documentation Testing
Go Back to Conceive



History

Akamai was founded as a direct
result of Tim Berners-Lee's
challenge to combat the “World
Wide Wait"”: Tom Leighton and
Danny Lewin created new
algorithms and strategies to
move content closer to users
and minimize traffic latency.

The worldwide network of
servers known as “the Edge” has
huge power and potential for
improving peoples’ experience
of the Internet.
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Background

The first major product | worked
on at Akamai was a suite of
products known as Cloudlets.

The Cloudlets team typified the
deeply engineering-centric
Akamai culture: top-notch

engineers with little idea what
to do with UX.

The business unit leaders,
however, identified Cloudlets as
a key product that needed to
satisfy the new company goal of
self-serviceability. Thus, | was
made UX Lead on this new-ish
product.

Cloudlets



Background

Cloudlets themselves are small,
discrete modules designed to
bring chunks of logic and
functionality out of the origin
server and to the Edge, closer to
the customer, thus improving
performance.

Cloudlets was to meet two of
Akamai’s company goals:
Pushing more power to the
Edge, and proving our
commitment to the self-
serviceability of our tools.
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Challenge

When | started there were only
two Cloudlets in the ecosystem:
Edge Redirector and Forward
Rewrite. Both are variations on
automating bulk redirection of
traffic based on complex
conditions and rule sets.

Early Cloudlets customers loved
the new, targeted functionality.

But from all reports, they
disliked and were confused by
the interface.

EDGE
REDIRECTOR

FORWARD
REWRITE
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Challenge

To add to the challenge,
Cloudlets had already launched,
with three more modules being
planned, a large team of
motivated software engineers,
short release deadlines, and a
rather reluctant product and
sales team.

This is where | came in.




Phase 1: Understand
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User Roles:

e Site Administrator. Akamai customer whose role includes using Property Manager 1o
administer the customer's site. A site administrator would be allowed to Create, Read,
Update, and Delete (CRUD) palicies AND rules.

o Business Publisher: Akamai customer who does NOT administer the customer’s site,
NOR would typically use Property Manager. A business user would be allowed to read
and updale policies, and creale, read, update, delete AND deploy rules within the
policies for which the user has update privileges.

appropriate user type such as Business User)
4. As a Business Editor, | need to navigate through the policies that | can read and/or
update:
a. See all available policies
b. For a given policy, see all available versions

- » Business Editor: Akamai customer who does not deploy rules. Otherwise, identical to _ _ _ _
P h a se 1 : U n d e rSta n d the Business “Publisher” role. ¢. Fora given EDITABLE version, edit all available rules

e Viewer: A user who does NOT administer the customer’s site, modify or deploy policies R AR E EIBnRGS Sckoe: | NS i abNIL o CIORt S NaW VEaon DIA pesdy o wihk s

or rules. This user would simply be able to read policies and rules. have Lpdata privileges. _
a. |should be able to create a blank new version

1 e Customer API client developer: Akamai customer's programmatic user of the {OPEN :
Th ere were no Cl ea rly o Utl N ed : - - _p g‘ - : : S } b. |should be able tc base the new version based on information from an existing
APls provided for the n :
version

. within their own sphere
I‘eq uirem entS, 10 I beg an The intention thatpthis | POLICY MANAGER USE CASES: 6. As a Business Publisher, | need the ability to publish a given version of a policy to the
. . . olicies and rules (.o staging and/or production environments (one environment per action).
COd |fy| N g my un d e rSta N d N g P ( User wants to create a new policy a. Once a policy object version has been published to ANY environment, it should
Any use case that can be perf ) ) ) ) | be considered read-only.
based on th ese sta ke h o | d er Also, any use case that can Bl From main Policy Man?ger page, user selects “Create new polic b. If a policy object version has baen published only to one environment (e.g.
administrator. - Go into what columns/info available, etc. - MOCKUP staging), | still need to be able to publish the SAME version to the other

environment (that is, production in this example)

interviews and combing through wironme p |
7. As a Business Editor, | need to be able to name policies and rules (though these fields

th e Jira tiCketS th at se rved as - From the Actions menu, user selects “Clone and edit policy” are NOT required). Versions of a policy should have a short description field to help me
keep track of my changes.

User wants to clone a policy

User wants to delete a policy

req ul rements- Edge Redirector

- From the Actions menu, user selects “Delete policy” . . . . . _
policy 1. As a Business Editor, within an editable version of a policy, | need to be able to create a

User wants to move a policy to a new Property new redirect rule and update or delete an existing redirect rule
From th ese | PuU | |ed together d 2. As a Business Editor, | need a redirect rule to be able to match on the incoming:
- From the Actions menu, user selects “Move policy” a. FULL URL, OR

better picture of the user roles, b. The AND of the following clauses (as appropriate):

i.  hostname of the request

use cases, a nd sta rted to bu | | d d - From main Policy Manager page, user clicks on the Policy name i.  partial or full file path (Le. /products/sale/”)

. Policy versions” from the actions menu _iii. one or more file extension (*.jpg, or "“.jpg *.gif")
narrative and set of v.  protoco

User wants to see versions of an existing policy

User wants to create a new version v. anyone query string parameter
M " vi.  country
un d erstan d 1 95 an d h | 9 h er | eve | - From the Policy Versions page, user selects “Create new versio vii continent
use cases around everything | User wants to clone a version - regon
Was |ea rn i n -  From the Actions menu, user selects “Clone and edit version” 3. As a Business Editor, for a given redirect rule | need to be able to specify the URL that is
9 y handed back as the value of the ‘Location’ HTTP response header. Additionally. | may:
User wants to delete a version a. Specify that the redirect should include the entire query string (if any) present in

the original request
b. Whether it is a Temporary or Permanent redirect (i.e. 301 vs 302)
4. As a Business Editor, | need to be able to schedule start and end times for any given

- From the Actions menu, user selects “Delete version”
User wants to edit version rules

- From the Actions menu, user selects “Edit version rules”
- Go into rule reordering, what columns/info available, etc. - MOCKUP

User wants to Batch upload rules

Eram tha 27979 iwicar calarnte 1l Inlaad riilac”
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Phase 1: Understand

In this time, through a series of
face-to-face discussions and a
slow building of credibility and, |
also managed to get approval :co
send out a baseline survey to
both internal and external
Cloudlets users.

The quantitative aspect of this
survey was based around a
statistical rating tool that |
created with my colleague
Carolyn Griffel, which we called
Web Experience Usability Dyads.
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Phase 1: Understand

| then created Ul “spec”
docu.rhents for each of the two
specific target areas that needed
.addressing: the Policy Manage
interface and the Activatio y
workflow. n

The.se documents help me to
.clarn‘y the goals and challenges
in my own terms, collaborate
with team members, and
provide the new “single sour
of truth” for each discrete )
aspect of functionality.
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Phase 1: Understand

Using feedback from our internal

users and support team |
created a simple journey map
through the existing activation
process, highlighting pain
points, risks, notes around the
workflow, and steps therein.

This screen shows a somewhat
later version in which an
alternate, more condensed
workflow is proposed, within the
limitations of the system.
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Phase 2: Conceive

Once we had agreement on the LU
general flows, | got to work with 2
the product owner, software 3T
architect, and engineers, doing a

lot more sketching to start to

put this all in context of the

larger Akamai ecosystem, and
trying out different ways to
minimize our customers’

frustration.
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Phase 3: Create

Over time after many rounds of
collaboration and iteration, |
created an annotated set of
wireframes from which the
developers could use for
guidance during their build
process.

During the build process | spent
a great deal of time sitting
elbow to elbow (or webex to
webex) with the developers
inspecting elements in the

browser and tweaking CSS and

Javascript.
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3. The filter contro’ remaing, but gaing tha dafaut "All" cption
a. Ctrer "iner 3coce cplions ars Typzs, Molicy NEme, an? Noles
4. Create New policy now allows lor proup and proparty seeckzn upon cr2ation

propesty ilsel’ 15 not acive on a nelwork
6. Meru eog & naw a Pulsar-corplisnt bution
7. Paginelicn conlrals are Al the top and baltam (panding decisions fround "erd ess scaoll” page)
0. The Policy Ist page shauld, by delault, be sortad an tha Palicy Name, by alphs ocder
©. The Coz menu bullon reveads this list ol options

1

A\

2 Activations link is replacad oy a link 1o reveal cubbla tzat on CLICK wth mose information about the new Policy

d. A while con with a dashed border means that Bis pobly version is active on the property sked, 2ol the

10.

Activation Panel

When admins choose to activate a Pelicy. they use thie panel to do g0

Activation header cizarly shows the poicy name
Property binding i2 shown for reference, but is not editable from this panel
The versions that arc currenfly active wil' display nere co the user has a clear view of whatis going to be
deactivated through this action, if anything.
If the usar selects 1o actvale 2n item from e line tem or fram the Version page, this dropdown IS pra-populated
will thal version, othermse il s pooulkaled with the mosl recent versin numoer,

a. The version notes for the selected version should show here (EME feedback) so that the user has full

ingight into the detais of the new varson they are activating

. SMESs have very s'rongly irdicated that Activation Notes should be allowed hera, bot for their inharent usefulness

and for parity mith Property Manzager.

Wireframe,/ VW oc xup

L o chowdiony @ | Lhssonges  Moae - v | €20 LUNA

MONITOR

PUBLISH RESLVE PLAN

Cloudlets Policy Manager 0

OO Where did Actvatior go

5 Paicy activation izons contain the verson number of the rolicy active an the identified network Cloudlet Policles
a. Green = §50BE1F - usad W indicale active stalus VS ) SN0 0 M VYt DETS Sty y
b. Yellow = *FFDO00 (Dlacs 12x1 irsidz) - 10 indicat? "panzing” stanus of a pol ¢y that i3 in the praezss of 0_ 0
b}‘m activaled Al v 0 Soor oy Ureate New Possy
c. Red = #8211 701 - used o ndicale a lailure or problen

Coaum ‘ fe 0
Astal Nadg Foal pamys o Ax oot Pocr 00 abir 0'
Aderce Sepre 20N o Phone uses i NA o~

v 4 o .

Policy Detail Page (Version list)

This is tha main Policy Detail page

Shows tha braaderumb with tha pravious page cickahle
a_ braaderumb knks Jain undarine on hover
Ihe headar bar of the Poicy Datails box shows tha nama ol the palicy as well as its cioudiat typa
The Activate =2alicy button providas a conveniant way lor users to activale any varsion o this policy
Policy etalls
a shows actwity on diffarant netwarks 1130 tha camea color schamea as dascribad on page 1
b Alsn Shaws palicy notes
The Fronarty detalls
a show tha nama ot tha proparty ta which this poicy 1S bound
| The hinding proparty may ha salectad hara o “rasana”™ a nikicy far a gwen pronarty, if the b nding
has nat haan daterminad on tha Proparty sida
D. Shcws the status and versions of that prodarty cn e netwcrks
c. 1r@ Group Assocabon tor this Folizy IS show haere - palic@s can be moved or cioned to new groups frrom
the main Policy List page
Ihe Fclicy Detall page should, by detault, b@ sorec by the Version number, in revarse order (lalest version alire
1op).
a. Version numbar cells act as J40 other hyperinked text link cells:
D. the entire ~ell should be rtarzctable and clickable
c. 1re text should gain an undering cn nteraction

- Apcicys status as lccked rcw shows &t the nght edje of the Notas column,

a. A policy s locked it has aver been successtully ackvatad on a network
D. N1ihe policy 15 locked, the lock appesrs
Ihe network columns now contain more up-tront informahion about each palicy Version
a. Colors conform to the previously defined standarcs
b. H a policy is inactive on & ne‘work, the column shows the date of the last activaton
c. i a policy has rever been activated on a netwark, the column remains empty

. The Actions column ncw presents all thols:

a. Actwate confrol
b. Edit'viaw control
i. WFile policy is unlocked, the edit Pendil is presentad
i. When a policy is lockad that changes to the View icon
c. Clona Version control
d. Nota thal Varsion deleta is not indudec in 15.3
Policy Notes are editabla frcm the Pclicy Detals page
a. Thrie ig a text area thal auto-eaves the usere input a predefined rterval aftar the last adt, or on blur.
b. Tre state € chown in italic text under the fiald labal:
i. "Ediing": ghoan while the usar ie entaring data, until the save operation bagine.
il. "Saving...": the feld ie saving (fneeded)
ii. "Savec": the contan‘e have daan saved
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MONITOR CONFIGURE PUBLISH RESOLYE PLAN

Manage Cloudlets Policies Mznage Load Bzlancing ... Reparting Cansole

Cloudlets Policy Manager > Policy Details ® Help

Testy (Edge Redirector) Delets Policy |

Phase 3: Create |

Policy Versions Policy Activation History Create Now Version

Once the new Ul was built, we

did more testing to find out

Ver.. Netw..., User Praperty Versian Notes Timestamp ) Status

what else we needed to address.

v Froc mlsurenc Matt_kene_nest KEWOMNEL [Based envd) May 4, 2C1C 05:0C P M Actve

T h e p ri O r i t i Z e d re S u I ts Of t h O S e i F o mlzurenc akatastdorain.ogz KEN QNFI [Based anvi) May 4. N 15 (5.0F FM Betive

Natt b 14, 20°7 D04 F'Y Activr

tests formed the backl tob MY ¢ ekl oL
es S O r e e a C O g O e o Z Y & https.//control.akamal.com/apps/c oudlecs/palicles ?>tab=CONFIGURE Stype=contexB2ald= 102067 v m s by % (%) 4 Y i hNow 14, 207 02:20F Doz chive Led
‘ MaltTixPranitized ‘ Wralash B Akamai UX S AR Gateway S AkamaiQthwr B AkaToasts 5 Tacting 5 Mansgamsnt 5 UX ¢ BenatitsPerial € Tune O w ] Clher RO amaras

addressed by the team.
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MONITOR CONFIGURE PUBLISH RESOLYE PLAN

Cloud 315 2clicy Varager - L. =

d Secure https (1contro .akamai.comiac oz'cloudlets /8 /oolicizsrta c=CONFIC Ul z Stype=contextagic=10s... f M @ | !E! (’El "

ized §§ JiraDseh T a-era Ux 7] API Gatewsy TT) A-arailther ) AceTos:zts T Testing ) Msnagement ETILX . Barsfitstors

We simultaneously began
bU||d|ng new functionallty and Manage Cloudlets Policies Manage Load Balancing... Reporting Conscle
rolling out new Cloudlets with Cloutlts Pty Uastnsr @ weo

Cresle and manage e diflerent Qoodlet policies corligared fee your acceunt. 5) What's New in Cloudlets

[ ]
oL , value-aedde bicali ich solve ific busi dedvted: June 1, 2010
d I'f'fe re n't a n d m O re CO m p | ex :rl\:;l;;:_m sanall, value-added apglications which solve sped’ic business ! 1 —

NIMEUS-4410 - Incarract data in the Edge Redirector "Unused Rules* report

What's New in Cloudlets X

Heeu (o anow whisl's che ngec n Clowd eis? Review D voeskly updates een Jwe past 30 days

lFyou are wok rg ve Canslaed versives of Prese notes, ocup aneyecot for ther inthe Lura Message Caeler ofter the nextingjor Lura
releaza,

fu n Cti O n a | ity. Q stattypwng tofifter lis? Ty Calur Key | Create New Folkcy

s . . . May 16,2018
Palicy Name T Type Praperty Group Assoc... Staging Production Action
NIMEUS 4352 - Edit Rule dialag for ER apens with na Redirect Type sclected
Follow up surveys and usabilit o e
p y y P AudSeg lest Audience Segmentalion nong JKEsLML-F-LGAXOD May5, 2018

te Stl N g S h owe d St ron g | ncreases b uyLitlleRevrite Forwerd Rewrile mattlsurence.com I sUMLF-LGAXOD HIMEUS 4313 - liveness ervars “mast recent® date is wrong

b Tesly Edge Red raclor Multiple Properties (1) UK MLF-LGAXOD NIMRUS-2566 - Brawser's back button skips 2 page

¢ O O 4 o ‘ s . d o
I n U Sa b I | Ity, a p p rO a Ch a b I | Ity, a n d b Tesly done Edge Redi raclor aoNe <L ML F-LGAXOD NIMBUS-4116 - Rapeating decimal value for Max DNS Requastsis is not rounded to two decimal places

NIMBUS-4221 - Update 10 akamai-core 1.6.0

efficiency for the overall

NIMBUS-4323 - Improve ALD reporting flow when there are no active LD setups on the selected network
d t NIMEUS 2732 Casesensitive inputs not supported on URL path match type

Proauct.

NIMEUS 4327 - Unsaved edits warning banner remains after save when daing save + activate in one ga

NIMEUS-4325 - Creats Policy group selactor is disabled when ER is selected

NIMBUS-4322 - ER Unused rules policy sebector layout Is wrong on IE

NIMBUS-4129 - ALD Reporting DNS Traffic Charta don'slcad

NIMBUS-4325 - Dack button dirty page logicisinoomeact
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Results

As often happens at Akamai, |
was moved to a higher priority
project in mid-2016. But the
Cloudlets team continues to
come to me for insights during
the UX Office Hours process that
| started for unsupported
products during that time.

There are now nine Cloudlets,
each representing very different
pieces of logic that can be
moved to the Edge for notable
performance increases.

It continues to be a cornerstone
product for many of our largest
customers.

APPLICATION LOAD BALANCER

CLOUDLET

PHASED RELEASE

CLOUDLET

AUDIENCE SEGMENTATION

CLOUDLET

VISITOR PRIORITIZATION

CLOUDLET

API PRIORITIZATION

CLOUDLET

REQUEST CONTROL

CLOUDLET

EDGE REDIRECTOR

CLOUDLET

FORWARD REWRITE

CLOUDLET

INPUT VALIDATION

CLOUDLET
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