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QUOTE:Embarrassed on behalf of 
the industry
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Expectations are rising

ά9ǾŜǊȅǘƘƛƴƎΩǎ ŀƳŀȊƛƴƎΤ 
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QUOTE: Conan on the iPad
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kano

http://en.wikipedia.org/wiki/Kano_model
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Recognize,Remember, & Rethink
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Remember
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Rethink our process

Design software from the outside in.

Recognize

Our customers are whole people. Software does not live in a vacuum.

Remember

Software is a service industry.
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QUOTE: Hanselmanon customer 
service
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QUOTE: Support is a Privilege, Not 
a Right

Support is a Privilege, Not a Right

While InstallAwaresupport often goes above and over the call of 
duty to provide knowledgable, timely assistance to all our 
potential and current clients, support is not your right - even if 
you are a paid user of InstallAware. 

As explicitly stated in the InstallAwareEULA which must be 
accepted both when installing a product trial or a purchased 
version, your purchase comes withNO SUPPORT 
RIGHTSwhatsoever. 

Your access to any and all InstallAwaresupport resources, 
including but not limited topeer forums, community 
center, emailbased support, andphonesupport may be revoked 
at any time, with or without reason.

http://www.installaware.com/support-contact-support.htm

http://www.installaware.com/forum/
http://www.installaware.com/support/
http://www.installaware.com/support/
http://www.installaware.com/contact-us.htm
http://www.installaware.com/contact-us.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm
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Dec 16, 1970 ςs/w hurt by 
immature users
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QUOTE: committedto total 
customer service statisfaction
The goal of the Developer Express Support Team is to 
provide our customers unrivaled technical assistance 
when implementing Developer Express technologies. 

We are committed to total customer satisfaction 
after purchase and will stop at nothing to ensure that 
your experience using our products is profitable for 
you, your organization, and by extension ςyour 
customers.

http://www.devexpress.com/Support/index.xml

http://www.devexpress.com/Support/index.xml
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Our customers are whole people.

Recognize
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The operating moral premise of information 
design should be that our readers are alert and 

caring; they may be busy, eager to get on with it, 
but they are not stupid.

Edward Tufte, Envisioning Information. Cheshire, CT: Graphics Press, 1990
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It is not a question of whether users 
arecapableof overcoming complexity and 
learning an advanced user interface. It is a 

question of whether they arewilling to do so.

[Our users] are just like anybody else: they just 
want to get their work done. They have neither 

the desirenor the time to learn the 
idiosyncrasies of individual websites.

(emphasis mine)

Nielsen, JakobΦ άAre Users Stupid?έ Alertbox, February 4, 2001. Retrieved June 3, 2010.

http://www.useit.com/alertbox/20010204.html
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When people have problems using a design, 
it's not because they are stupid. 

It's because the design is too difficult.

(emphasis mine)

Nielsen, JakobΦ άAre Users Stupid?έ Alertbox, February 4, 2001. Retrieved June 3, 2010.

http://www.useit.com/alertbox/20010204.html
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All these experiences 
are relevant

your customer

Work

Family
Home
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All these experiences 
create expectations

ȅƻǳǊ ŎǳǎǘƻƳŜǊΩǎ ŜȄǇŜŎǘŀǘƛƻƴǎ

Work

Family
Home
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All these experiences
create expectations

ȅƻǳǊ ŎǳǎǘƻƳŜǊΩǎ ŜȄǇŜŎǘŀǘƛƻƴǎ

Work

Family
Home

Your product, 
service, web site, 

or application.
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