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The UX Challenge 

Symform, a cloud based storage solution, posed 2 user experience challenges at the start of the user centered de-

sign process: 

1. They were expanding their offering to include a new target user type. In early versions they targeted value add 

partners (IT consultants) who would sell Symform services as part of their consulting packages. The product 

had matured to a point they were ready to start selling directly to companies but they didn’t know enough about 

IT pros in small to medium companies. They wanted 3T Interactive to provide user profiles/personas they could 

leverage in making technical, business, and design decisions. 

2. They had developed early versions of the product thinking primarily of technical requirements rather than UX 

requirements. They wanted help in making incremental and long term UX improvements. They asked for       

majority of focus to be on system configuration and for some consideration be given to cloud management UI. 



The Approach 

To address challenge #1, helping Symform know more about their target users, we developed persons. We used 

ethnographic site visits and in-depth interviews to identify which personas to develop and to flesh out persona de-

tails.  The personas were delivered to the entire company via a PowerPoint presentation and hard copy in a 

“magazine” format.  

To address incremental and near-term UX improvements. 3T Interactive performed a detailed cognitive 

walkthrough and heuristic review of the current version of the product. Findings and recommendations were given 

to Symform executives and engineers via a PowerPoint presentation.  

In considering a long-term UX direction, the newly developed IT persona was used to help drive user requirements. 

An online card sort was completed with 16 users, half of them existing Symform customers, to help define layout, 

navigation, and labeling (information architecture). A wireframe prototype was developed and a remote usability 

was conducted with 6 IT Pros. Findings from the study were used to revise the wireframe prototype. 

3T Interactive worked closely with Symform executives to iterate on the wireframe and achieve balance between 

UX requirements, business requirements, and technology constraints. Once we agreed on final layout, navigation, 

UI text, and all other UI elements, 3T interactive delivered a CSS file and HTML templates to allow Symform to eas-

ily complete their newly designed configuration UI. 

  



Symform Personas 

 Direct IT Persona 

I work for a company that manufactures products for 

boats and ships.   

My main job is to  manage all of the technology for 

our company.  I  also manage the one other IT guy 

who works here. I wear many hats and that is some-

thing I love about my work.  

We have 130 PCs and 15 servers, most of those are virtual.  

Making sure our data is archived and protected is an important compo-

nent of my job. Because it is a small part of what I deal with, it is im-

portant that it be easy for me to store, backup, and recover our data. 

Full persona available for review upon request. 

 

 Consultant Persona  

I own an IT service provider company. I have 

one fulltime employee . We have 20 clients and 

have 8 of those backing up their data via Sym-

form cooperative cloud storage. Most of our cli-

ents have around 20 PCs but a couple of over 

50 and one has less than 10. 

I spend a lot of time in a day Working through reports on client systems 

and looking for anomalies.  I also spend a fair amount of time each day 

researching new technologies and keeping abreast of solutions that 

might help my clients. 

It is critical that I respond immediately to server or internet outages and 

that  I bring things online quickly. It is also imperative that I keep client 

servers up to date with patches and that I keep anti-virus running on all 

of their computers. 

Full persona available for review upon request. 



Original Configuration UI 

The current install and configuration UI is a Windows based wizard. Users run the wizard to get the Symform       

service installed on their computer and to configure initial settings. If the user wishes to change configure settings, 

they launch the wizard and navigate to the proper step then make configuration changes. Feedback from existing 

users and findings from the cognitive walkthrough show that launching the wizard after install is not intuitive. Addi-

tionally, the experience of defining bandwidth settings and setting up folder sync relationships is not intuitive. 

Sample Screens 

  



UX Framework 

Prior to beginning the wireframe process, 3T Interactive proposed a UX framework to Symform executives so we 

would have mutual agreement direction. We agreed on these guiding principles: 

 The first run experience is optimized to give users a positive perception. 

 Initial configuration adheres to the 80/20 rule—make it very easy for the majority of users to get Symform work-

ing and doing something. 

 Provide consistency of experience across platforms and devices. 

 Effects of user action are always visible—the user tells Symform to do something and it is clear that Symform is 

doing something. 

 Provide a hub for local operations beyond configuration & make them discoverable (e.g., diagnostics, restore). 

 Creates clear demarcation between configuration and operations. 

 Overlap of some global and local operations is a good thing as long as context is very clear. 

  



The Wireframe 



The Wireframe 



Samples of Final HTML 


