
Fixing a Broken UX

The Hierarchy of Effort
Many large successful companies end up in a situation where they must maintain 
dozens of applications in their product portfolios. These huge suites are the result of 
mergers, acquisitions, different sets of user needs, legacy services and contracts, and 
the inefficiencies that naturally develop in huge organizations. 

Sometimes the reasons for so many different product lines are legitimate; other times, 
the wide set of offerings doesn’t serve anyone’s needs particularly well. Users will often 
struggle to learn a suite of related products because of major differences in how they 
look and operate.

Users will often struggle to learn a suite of related products 
because of major differences in how they look and operate.

The hierarchy of effort to fix a broken user experience
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Visual Consistency & Simplification 
The lowest amount of effort required is at the bottom of the pyramid. Sure, it’s lipstick on 
a pig, but simply taking a consistent visual approach will help to bring many different 
products under a shared brand experience.

This is the foundation. 
It won’t improve a poorly designed interaction, but it could dramatically increase the 
appearance of unity to the end user. Products that have a consistent visual language will 
clearly convey their membership in a single portfolio. The benefit of improving the visual 
system first is that changing or adjusting the skin of an application is much easier than 
changing things such as behavior, which will require rethinking and recoding 
fundamental aspects of the application.

Simplify and excise unnecessary information, unifying the 
information architecture, and adopting standard fonts, colors, 
icons and controls are all relatively low-effort ways to improve 
existing products
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Aesthetics
Tool Tips Sliders

Spinners

Icons

Menus

Checkboxes

Carasouel UI
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Aesthetics
Orange buttons and Blue Modals & UI placement Buttons

Badges



Reference: https://www.smashingmagazine.com/2012/09/fixing-broken-user-experience/

Fixing a Broken UX

Behavoiral Consistency
Disciplined reuse of patterns instead of applying patterns ad hoc from a grab bag of 
widgets, and unifying the nomenclature and conceptual frameworks. This work entails at 
the very least replacing widgets in some applications. It usually also entails a decent 
amount of coding and testing to ensure that the revisions contribute to a consistent 
experience. Maintaining a shared approach and understanding will require more 
coordination between development groups.

Behavioral consistency makes it easier for the end user to 
learn a tool and then to transfer those skills when picking up 
related tools. 
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Behavoiral Inconsistency
Sign In
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Behavoiral Optimization
This step reworks the products even further. It means evaluating the current products 
against the user’s needs and goals and looking for ways to eliminate work and to 
simplify the patterns. 

Any work that’s performed is captured in such a way that users aren’t asked to perform 
the same task twice. Smart defaults are captured and leveraged to make tasks flow 
more quickly. Where possible, shift computing work to computers, and judgements to 
humans. Mine data to see broader patterns and opportunities that allow the system to 
anticipate and meet needs before they become issues.

This is where we do everything we can to make each application the best it can be. It 
takes a lot of work, with new interactions introduced and much code rewritten. A 
considerable investment of time and effort is required.

An optimized experience enables users to perform their tasks 
with less or more effective work.
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Behavoiral Optimization
Deem Purchase Checkout

This is our most tested and validated 
check out/transaction flow. Its needs to 
be applied to:

Travel, Shipping, Offers, Airport Parking 
applications. All other future applications 
that require transactions should also 
adopt this pattern.
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Unified Experience Strategy 
The point of this iteration is to rethink how the suite works together. This often means 
rethinking product strategy. Designing a unified experience requires looking at the big 
picture, reevaluating the internal product silos in the organization, and reconsidering the 
ideal workflow for individuals and between roles. It could lead to collapsing multiple 
products into one, bridging gaps with new products, eliminating redundancies in 
capabilities or refocusing the service. 

The real beneficiary of this kind of effort is the end user, 
because this product strategy is user-centered. 
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UX Culture
All of the prior steps were aimed at fixing a broken user experience. By following them 
as an iterative path, it becomes possible to greatly improve a severely broken user 
experience. 

The way to avoid having to repeat this cycle in a few years is to transform the 
organization itself. Software and services are conceived and developed in a particular 
organizational culture, and this has a profound effect on the products. Products coming 
out of an engineering-oriented organization bear the unmistakable focus on technology; 
services with a focus on sales deeply communicate this; and products that come out of 
organizations with a UX bent cannot avoid their focus on a good user experience.

A shift in organizational culture takes the most effort and the 
longest time, but it results in the largest, most pervasive and 
most coherent shift — not just for the organization and its 
products, but for those who use them.
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