


quality over just service delivery. Simply having a well-stocked, conveniently 

located grocery store is not enough; the store must be visually appealing 

and clean, the checkout process must be quick and easy, and the store must 

have ample and accessible parking. The corollary to this in software is that it 

isn’t sufficient to simply provide the user with a complete range of features; 

a good experience in using those features to accomplish one’s goals is also 

required. The grocer doesn’t want to waste his customers’ time by not hav-

ing enough checkout stands, or to trouble and confuse them by not organizing 

and labeling the shelves properly, or to deter potential customers by being 

hard to access or appearing unprofessional and untrustworthy. Likewise, com-

panies with customer-facing products should avoid wasting their customers’ 

time, confusing them or insulting their intelligence, or pushing them away. 

The linkage between acquiring and satisfying customers and business success 

is uncontroversial, but the direct relationship between UX quality and those 

goals is underappreciated.

The value of good UX and engagement extends to internal information systems 

and isn’t limited to customer-facing applications. The goals change, but the 

means of accomplishing them remain the same. In the case of internal appli-

cations, exceptional UX has the ability to increase productivity, improve the 

timeliness and relevance of business data flowing to decision makers, increases 

adoption of the product and therefore the reach of its benefits, improves 

employee satisfaction, and generally reduces cost and increases opportunity.

The Elements of Engaging UX

EffectiveUI has spent a long time trying to define, in concrete and mea-

surable terms, the substance of engaging UX. Since good UX is something 

that’s measured subjectively and is dependent on the individual needs of 

the specific users of a given product, there’s no 100-point checklist of good 

UX design; nevertheless, it’s important to have a structure and lexicon for 

expressing problems and opportunities related to UX that otherwise can 

be recognized only at a gut level. There are a number of concepts that are 

focal points of good UX design, or can be fault points for bad UX. This list of 

elements of engaging UX can serve as an evaluation tool for assessing the UX 

quality of your company’s current applications, understanding where past 

efforts have missed the mark, and identifying where investments are needed.
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