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or, why everything looks like 

a nail to me nowadays

Keynote



“No, really, Steve. It’ll be fine.”

 Any invitation to speak that starts off “You 
probably heard about what happened last 
year…”

 Fortunately, I knew you guys

 2005

 Like UPA’s conference

 I read all about it

 I learned two new words

 Three, if you count Hella

 I even read a book about it
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I checked for drop shadows

 Actually, I did go in and slightly disguise my ten 
year old stock template
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I checked for drop shadows

 Actually, I did go in and slightly disguise my ten 
year old stock template

 It’s not elegant, but it’s big enough to read
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I thought it could be fun
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#heweb10
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#stevekrugfail#heweb10



Later, that same day…
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The burden of the keynote

 Then all I had to do was figure out what to talk 
about

 Have to admit the idea of keynotes puzzles me

 I did a taxonomy once

 Lofty appeal to principles

 Taking the audience to task

New direction

 Thinly veiled marketing

 Fortunately, you’re more than halfway through, 
so I don’t have to set the tone
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The answer was obvious to me

 I had to try one more time to convince you

 You should be testing

 You can be testing

 You put so much effort into building these 
things, it’s a shame that they often don’t work 
the way you expect

 …and you often don’t even know it
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All sites have usability problems

 Correction:

 All sites have serious usability problems

 We use sites all the time that don’t work

How can this be?
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Show of hands?

 Read Don’t Make Me Think?

 Read Rocket Surgery?

 Heard of Rocket Surgery before today?

 Watched the video? 
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We have a lot to do

 My agenda:

Convince you that you should be testing, or testing 
more

 A live demo test

 So you can see how simple it should be

 The whole book in 30 minutes

Only a two-hour read

Don’t tell my publisher, but…

 A lot of time (hopefully) for questions

 Especially about your qualms
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Show of hands?

 Your experience with usability testing

Have conducted tests (been the facilitator)?

Have observed tests?

Have read usability test reports?

 Your organization’s use of testing

Never?

Right before (or right after) product ships?

Routine (several times during development)?
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One more question

 What are the biggest obstacles to your doing 
testing?



Now, the demo test

 Apologies

 I picked a site I know

 It was easier

Didn’t pick it because it had problems
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Forget what they say in the Army

 We need a volunteer

 Qualifying criteria:

Have used a Web browser

 English-speaking adult

 It’s painless!

 You’ll get a round of applause and a signed book 
when we’re done
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RSME: The thirty-minute audio book

 Six maxims

 Companion to the 30-minute audio book

Watch the full demo test online

Google “steve krug” on YouTube
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Do-it-yourself usability testing

 Three users

 Three should be plenty

 You’ll be doing it again next month

 You’ll find more problems than you can fix

 No lab or mirrors

 Set up a monitor in another room so the 
development team can watch

 No elaborate recruiting

 “Recruit loosely and grade on a curve”

 Record with Camtasia or Morae 
(Techsmith.com) or CamStudio
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Do-it-yourself usability testing

 No stats, no exit questions, no faux validity

 No big report

Debrief over lunch
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A morning a month, 
that’s all we ask.
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When this happens: Say this:

You’re not absolutely sure you know what 
the user is thinking (see below).

“What are you thinking?”

“What are you looking at?” (for variety)

“What are you doing now?” (e.g., if you 
think they’re being silent because they’re 
reading)

Something happens that seems to surprise 
them. For instance, they click on a link and 
go “Oh” when the new page appears.

“Is that what you expected to happen?”

They’re trying to get you to give them a 
clue. (“Should I use the ___?”)

“What would you do if you were at home?” 

“What would you do if I wasn't here?”

The participant makes a comment, and 
you’re not sure what triggered it.

“Was there something in particular that 
made you think that?”

The participant suggests concern that he’s 
not giving you what you need.

“No, this is very helpful.”

“This is exactly what we need.”

The participant asks you to explain how 
something is supposed to work. (“Do these 
support requests get answered right 
away?”)

“I can’t answer that right now, because we 
need to know what you would do when you 
don’t have somebody around to answer 
questions for you. But if you still want to 
know when we’re done, I’ll be glad to 
answer it then.”

The participant seems to have wandered 
away from the task.

“What are you trying to do now?”
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Start earlier than 
you think makes 
sense.



Incorrect thinking
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Correct thinking
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Recruit loosely and 
grade on a curve.
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Naturally, we need to 
test people who are 
just like our target 

audience.
… people who 
are a lot like 

our users.

… people who 
actually use our 

site.

Representative 
users!

Real 
users!
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Make it a 
spectator sport.
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“My ideal home page,” as told by…
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“My ideal home page,” as told by…
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Focus ruthlessly on 
a small number of 
the most important 
problems.



© 2001 Steve Krug



© 2001 Steve Krug

When fixing problems, 
always do the 
least you can do™.
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Your motto should be…

 What’s the smallest change we can make that 
we think might solve the observed problem?

 Tweak, don’t redesign

 Often the best solution is removing something, 
not adding something
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Two books you should know about
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Shameless self-promotion

 If you live near Washington, DC

Oct. 20: Me

Oct. 21: Ginny Reddish

Oct. 22: Lou Rosenfeld

 Say the magic word (HEWEB) and take $100 
off each day
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Thanks for all the fish

 Send any questions, feedback, gripes to 

 skrug@sensible.com

mailto:skrug@sensible.com
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