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Abstract

Development and Implementation of User Experience
Interaction Guidelines 

Stina Andersson

The importance in finding components that may 
result in won market advantages for an organization 
has increased in the latest decade, as a result of the 
increasing competition across a range of industries. 
One factor that has been shown leading to efficient 
products and benefits in terms of time- and resource 
savings has been an implementation of user 
experience interaction guidelines, UXIG. These are 
guidelines with the purpose to improve the products 
within an organization out of a holistic perspective 
and increase the interaction between the product and 
its user, in a positive way.  

This study has been conducted at GE Healthcare Life 
Sciences, in Uppsala, focusing at chromatography. 
The purpose of this study was to investigate how to 
create and implement UXIG at this, large, 
international organization – with a heterogeneous 
product portfolio. In order to come up with 
recommendations in these questions a benchmarking 
study, interviews and a questionnaire was made. The 
purpose with the interviews and questionnaire was to 
find out how other organizations and their employers 
had been acting and thinking when reasoning about 
these questions whereas the benchmarking study 
consisted of a comparison of famous UXIGs.  
  
The result of this study shows that e.g. preparation, 
an overall clarity from the creators/management, a 
strong communication channel between the 
management, creators of the UXIG, its users and the 
users of the systems, how they are matching to the 
organization, their availability and structure, are 
important components in order to create/ develop 
UXIG in a successful way. 
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Populärvetenskaplig sammanfattning 
Det är inte lätt att få flera personer att tänka och agera på ett och samma sätt. Vi har alla 
olika bakgrunder, erfarenheter och inställningar till saker och ting vilket också gör att 
våra tankegångar och vårt agerande skiljer sig åt. Detta kan skapa problem då det i vissa 
situationer krävs, eller åtminstone kan vara fördelaktigt, om de inblandade personerna 
agerar på ett likartat sätt. Det existerar många olika metoder runt om i vårt samhälle i 
syfte att få personer att agera just likartat. En av dessa är ett formulerande av riktlinjer 
för de specifika personerna att följa och agera efter. För att riktlinjerna ska få genomslag 
och vara till nytta krävs det att alla personer som är tänkta att agera på det formulerade 
sättet följer dem, vilket är det absolut svåraste med denna metod. 
 
En situation då det kan vara fördelaktigt att personer tänker och agerar på samma sätt är 
vid tillverkningen av produkter inom ett företag. Många företag vill idag att deras 
produkter ska likna varandra och vara designade på ett unikt företagsspecifikt sätt och 
väljer då att införskaffa riktlinjer som ska främja detta gemensamma synsätt.  
 
Denna uppsats är gjord på det produktutvecklande företaget GE Healthcare Life 
Sciences. GE Healthcare Life Sciences utvecklar bland annat mjukvarusystem, vilket är 
en produkt som under många år utvecklats på lite olika sätt. Systemens alla utvecklare 
har genom åren tänkt, tyckt och agerat på ett olikartat sätt vilket nu är någonting som 
företaget vill ändra på genom att införa riktlinjer. Riktlinjerna de ska införa är så kallade 
”User Experience Interaction Guidelines, UXIG”, vilka ska innehålla direktiv, hjälp och 
tips på tankesätt och lösningsmetoder. Tanken är sedan att de genom 
produktutvecklarnas användning ska resultera mer konsekventa och lättanvända 
produkter.  
 
Denna uppsats huvudfokus ligger i att se hur man ska agera för att få UXIG-riktlinjerna 
använda på GE Healthcare Life Sciences. Frågorna som ska besvara detta är; hur de ska 
utvecklas, införas och vad de ska innehålla. Uppsatsens empiriska material är insamlat 
via intervjuer och en enkätundersökning. Till grund för dessa delar ligger resultatet från 
en utförlig förstudie där andra företags UXIG-riktlinjerna jämfördes med varandra. 
Utifrån en sammanvävning och djupare analys av förstudien, intervjuerna och enkäten, 
samt utifrån ett teoretiskt perspektiv, har flertalet rekommendationer och tänkta 
lösningar till problemet gällande riktlinjernas användning hittats. De mest betydande 
rekommendationerna gäller själva involveringen och kommunikationen mellan 
organisationens ledning, utvecklarna av riktlinjerna, systemutvecklarna och systemens 
slutanvändare. Även aspekter som att riktlinjerna måste matchas till dess kultur och 
anställda, att de kontinuerligt måste uppdateras och vara lättillgängliga, tas upp i 
resultatet. Andra faktorer som visas vara viktiga för att riktlinjerna ska bli använda är att 
riktlinjernas skapare samt organisationens ledning tydligt förklarar hur riktlinjerna 
kommer att påverka organisationen, dess syfte samt följer upp hur de uppfattas och 
används. 
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Explanation of Terms and Definition 
An Application is a computer software created in order to help users solve specific 
tasks in practice (Nationalencyklopedin, 2012). 
 
A Guideline is a source of inspiration or a set of standards that gives recommendations, 
tips and directives (Quesenbery, 2001). 
 
Human Computer Interaction (from now on HCI) is about the interaction between 
people and the technology they are using (Nationalencyklopedin, 2012). 
 
Interaction is a process where individuals or groups of individuals affect each other 
mutually by their actions (Nationalencyklopedin, 2012).  In HCI, interaction means the 
mutual communication that takes place between a human and a computer-based system. 
The interaction is mediated via different interfaces for input and output of information.  
 
Definition of small-, medium- and large sized organizations1 (Kokemuller, 2012).   

• A small organization has fewer than 50 employees. 
• A Medium-sized organization has between 50 and 499 employees. 
• A large organization has 500 or more employees.  

 
A Platform is an underlying computer system on which application programs are able 
to run (Rouse, 2006)2. 
 
Product will in this thesis mean the equipment part (software, hardware or other 
material) for which user experience will be specified or evaluated (in this thesis the 
software).  
 
Usability is an attribute that measures the “extent to which a product can be used by 
specified users to achieve specified goals with satisfaction, effectiveness and efficiency 
in a specified context of use” (ISO, 2010, p.3). 
 
User experience (from now on UX) is “a person's perceptions and responses that result 
from the use or anticipated use of a product, system or service” (ISO, 2010, p.3). 
 
User experience interaction guidelines (from now on UXIG) exists with the purpose 
to support product design/development processes, (Benyon, 2010) improve the users 
product experiences by promoting learnability, simplicity, consistency, (Hartson & 
Pyla, 2012) and to ensure the design conform to the standards they are aiming at. 
 
 
User interface (from now on UI) is “all components of an interactive system (software 
or hardware) that provide information and controls for the user to accomplish specific 
tasks with the interactive system” (ISO, 2010, p.3). 
  

                                            
1 There is a wide variance of existing definitions of small- medium-sized and large organizations. 
2 A platform could be defined in other different ways depending on context.  
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1 Introduction  
This first chapter will give the reader an introduction to the researched area, namely, 
how to successfully develop and implement UXIG for software in a heterogeneous 
product portfolio. The introduction follows by a problematization.  
 
Organizations, industries and market fields have, as a result of the increased population 
and the overall improved BNP, rapidly increased worldwide in the latest decade 
(Petersen, 2012). This has led to a more competitive and tougher climate within today’s 
society. Efficiency, in different ways has been highly prioritised and our world of 
industries is moving toward less staff and more machines and computers. Computers 
have quickly grown into a natural element in many contexts and in 2004 almost 70 per 
cent of all professionals used computers (SOU, 2004) which constantly strive to be 
faster and more efficient in order to meet their customer’s needs and the 
competitiveness of the market. In their attempt to improve efficiency, more and more 
organizations realize the importance in the usability and UX related to their systems 
(Hartson & Pyla, 2012). How users within an organization interact with and experiences 
a system as consistent, usable, attractive and entertaining highly affect their learning 
curves, time consumptions, costs (Gube, 2010) and could be crucial for an organizations 
overall profits. One of the secrets behind these easy-to-use systems have in many cases 
shown to be a creation of structured guidelines for the systems developers and designers 
to follow. These guidelines, focusing at the UX and the users interaction with the 
systems, are called UXIG.  
 
But how do you create these successful guidelines, leading to a great interaction and UX 
and in turn, a more competitive organization? How should they be developed, 
implemented and what should they contain in order to generate competitive advantage? 

1.2 Problematization 
Creating new UXIG is an expensive venture. It could take a long time before seeing any 
(if any) positive results. Also, the gains are difficult to measure and prove since the 
users experience constantly is affected by other external components. 
 
The hardness in improving business values and profits out of UXIG makes it difficult to 
convince the decision-making management of an organization that they are needed.   
 
 “It is easy to create guidelines but hard to get them used”3 (authors translation). 
The hardest part in the creation of new UXIG is the implementation when the guidelines 
have to be established in the organization and catch the user’s interest in red- and use 
the new ways of thinking. 
  

                                            
3 Quote from one of the interviewed respondents. 
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2 Background  
This chapter is named background and will describe the history of UX, the focal 
organization of this thesis, their experience of working within the area of UXIG and 
why it is important for them. The chapter ends up with a presentation of the purpose of 
the thesis, its research questions and a demarcation that frames its scope.  

2.1 The History of UX  
The latest decades advances of mobile phones, computers and in the overall area of 
technology have moved the field of HCI into practically all places of the human society 
and its activates. These shifting conditions have moved the traditional primary goal for 
products within the community of HCI and usability, to a more holistic paradigm that 
encompasses all aspects that comes up when a person interacts with a product. UX is a 
relatively new and growing concept within the area of HCI where the focus is put on the 
value and pleasure rather than performance (Hassenzhal, 2005).  
 
More and more organization´s realises that customers want products "that dazzle their 
senses, touch their hearts and stimulate their minds" (Schmitt, 1999, p. 22), that 
usability and functionality is not enough and seeing a business value in focusing in the 
users experience of a product.  

2.2 General Electric  
General Electric (GE) is a large and multinational concern with headquartered in 
Fairfield, United States. GE was grounded in early 1890s and is today the world’s oldest 
listed company (General Electric, 2012b) and was in July 2012 ranked as the twenty-
first largest company in the world (CNN Money, 2012) with over 300,000 employees in 
over 100 countries (General Electric, 2012a). GE consists of four divisions, namely: GE 
Energy, GE Capital, GE Technology Infrastructure, and GE Home & Business 
Solutions, which all of them contains a vary set of business units (General Electric, 
2012b). This thesis is made at GE Healthcare Life Sciences, a business unit to GE 
Healthcare that in turn is a business unit to GE Technology Infrastructure. 
 
GE Healthcare Life Sciences has a heterogeneous product portfolio and provides tools 
and expertise within a wide range of applications, for example, drug discovery research, 
research of proteins and cells and tools to support manufacturing of biopharmaceuticals 
(GE Healthcare Life Sciences, 2012). This thesis is made at GE Healthcare Life 
Science´s headquartered in Uppsala, Sweden, focusing in chromatography and more 
specifically purification of protein in lab scale (GE Healthcare Life Sciences, 2012). 
Almost all created and used software systems at GE Healthcare Life Sciences are made 
on a Microsoft Windows platform.   
 
GE Healthcare Life Sciences long-term goal is to create a superior UX for their 
customers through appealing designs and outstanding usability. GE Healthcare Life 
Sciences believes a superior UX is a unique selling point and find it important to focus 
in UX design, which will ensure their interfaces work the way users work, and the way 
they think. They will by providing systems with a high level of usability and designing 
for a positive UX, help their customers and users to reach their goals and objectives and 
be good at their businesses (Göransson, 2012).  
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2.2.1 Previous Work with UX of software’s  
GE Healthcare Life Sciences have limited previous experiences of working with UX 
guidelines for software. As mention above, almost all the business units’ software’s are 
based on Microsoft Windows and in 1999 a 9 pages long document of guidelines for UI 
was implemented. The guidelines were based on Windows interface guidelines. 

2.2.2 Purpose of Focusing on their Software´s UX 
A description of GE Healthcare Life Sciences motive to focus in the UX of their 
software systems is presented below. 

2.2.2.1 Constant Systems 
People is today using a vary set of systems in their daily work and GE Healthcare Life 
Science is seeing benefits in creating consistent system available to interact with other 
internal and external products. This will facilitates the users understanding, make the 
systems easier to learn, increases the system integration, make the systems more usable 
and useful and save time in today´s competitive society.  

2.2.2.2 New Competitors on the Market 
New and strong competing corporates within the branch of chromatography, and more 
specific, purification of protein in lab scale, have in the latest decade emerged the 
market. GE Healthcare Life Sciences has since its start been in a leading position of 
developing and selling products within the area, a position they do not want to lose. 
More competing and a harder climate on the market have given GE Healthcare Life 
Sciences customers a numbers of alternative suppliers which have led to higher 
demands in making their systems efficient and easy to use.  

2.2.2.3 The Increasing Use and Experiences of Computers 
The market of both personal- and business computers keeps growing and there exists at 
least one computer in 2/3 of all households in Europe today (Rönnberg, 2010). Millions 
of people around the world grow up with computers and people gets more and more 
integrated with and experienced of using them. This fact has led to higher expectations 
on the products quality and UX.   

2.2.2.4 Global Trends 
Global trends and variations affect in great extend how organizations develop their 
systems. The market of technology has in the latest years become more mobile which 
had made up new and higher requirements for the UX.   

2.2.2.5 Design for Generalists 
People’s greater experience and habit of using computers in their daily work, within and 
outside their workplace, have led to more people being capable to work with different 
kind of software´s and systems. A broader public of a system means they have to be 
designed in a more general way for different kind of roles and not for specialists. The 
UX is an important factor in the work making systems easy to understand and intuitive 
to use. 
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2.2.2.6 The Benefits in Unique Systems 
GE Healthcare Life Sciences wants their systems to be unique and that the end-users, 
when using GE Healthcare Life Sciences systems, quickly identifies their brand and has 
a good experience.  

2.3 Purpose and Research Questions 
The overall purpose of this thesis was to investigate what makes UXIG for software’s 
actually used in an organization that developing both hardware and software. To 
simplify the investigation the purpose has been divided into three research questions 
that together will answer the thesis purpose. 
 

1. How to develop UXIG in a successful way 
2. What should successful UXIG contain 
3. How to implement UXIG in a successful way 

2.3.1 Scope of this Thesis 
The design strategy and guidelines for the physical design is outside the thesis scope 
and something GE Healthcare Life Sciences already has created. This thesis focuses in 
the UXIG for software’s and do not cover the hardware.  
  



 
 

5 
 

3 Theoretical Framework 
The theoretical framework will provide the reader with an overview of the thesis’ 
theoretical concepts. It describes how people understand and perceives the differences 
between usability and UX and defines UX, branding and guidelines for UX in different 
ways. 
 
The general purpose in the creation of UXIG is to help the developers and designers to 
build products that are perceived in a positive way by the end-users. People think 
differently, have different needs and abilities and also feel, act, learn and perceive 
things in different ways according to e.g. their environment, experiences, background, 
and attitude. This makes it important for an author, creating a UXIG, to identify how 
humans work and what its specific users perceives as positive (Hartson & Pyla, 2012). 

3.1 Understanding and Perception 
How we understand and perceive the world is critical to our existence as people 
(Benyon, 2010).  A users understanding and assumptions of a system are called its 
mental model. It is based on users’ knowledge and assumptions of the system - and not 
facts. Users base their predictions of systems on their own mental models and plan their 
future actions according to it. It is therefore important for a designer of a product to 
make the UI communicate its basic nature well enough to make the users build up 
reasonably accurate models (Nielsen, 2010). 

3.1.1 Cognition 
People’s way of treating information arises within the cognitive psychology and 
involves three head categories, how information is collected, how it is processed and 
how it is used. Cognitive psychology includes components of internal processes, such 
as, thinking, memorising, attention and language perception (McLeod, 2007). To make 
sure the users perceives information in a desirable way it is important to present the 
central information in a way that facilitates the users way in understand it and 
furthermore facilitates in judgement and decisions (Gulliksen & Göransson, 2002). 

3.1.2 Perception 
Perception is another psychological process that activates in the interpretation of 
sensory. Perception comprises the processes that are activated when people interprets 
sensory inputs. Perception is a key function whereby people keeps informed about 
aspects in their surroundings and their relation to it. It helps us sort out patterns in 
complex information as our senses leverages and on the same time, fit the incoming 
information in expected patterns. Perception can be described as the automatic 
conception of the body’s nerve impulses responses to the stimuli, which follows from 
previous knowledge and experience and are necessarily in our way of orientating 
(Nationalencyklopedin, 2012).  

3.2 Usability – a Part of UX 
Usability has traditionally been the primary goal within the HCI. The focuses have been 
to make the learning curves and the execution time more efficient, streamline the 
adequacy and minimize errors (Preece, Roger & Sharp, 2002). The focus has in the 
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latest years in great extent moved from that paradigm to another, where the UX is 
important (Benyon, 2010). 
 
Usability is a narrower concept than UX and is a central part of ensuring a high UX 
(Hartson & Pyla, 2012). 
 
Göransson4 believe that both usability and UX cover satisfaction, effectiveness and 
efficiency in their definition but they are focusing in different aspects. Usability is a 
concept that focusing at systems being easy to use while UX focusing at the user’s 
experiences and feelings when using it (Mayhew, 1999). The European Standard EN 
ISO 9241-11:1998 gives the main reference of usability as: “the extent to which a 
product can be used by specified users to achieve specified goals with effectiveness, 
efficiency and satisfaction in a specified context of use” (ISO, 2010, p.3). 

3.3 UX 
There exist many different definitions of the broad concept UX today and the concept 
has in many contexts criticized to be vague, volatile and undefined (Hassenzahl & 
Tractinsky, 2006). Despite this, all of the definitions lead to the same basic result as in 
the original definition made by Shackle in 1990, namely, a high-quality experience for 
the users of interactive systems (Benyon, 2010). Göransson5 means that “UX covers the 
whole chain from marketing, purchase, installation and use, up until you stop using the 
product and uninstall it” and it includes emotional and perceptual aspects when it is 
being interpreted out of the user’s perspective.  
 
The international standard ISO 9241-210:2010 defines UX as "a person's perceptions 
and responses that result from the use or anticipated use of a product, system or service" 
and it says that UX includes all users’ different beliefs, behaviours, emotions, physical 
and psychological responses, preferences, perceptions, and accomplishments that occur 
during, before and after use. It follows from the standard that UX is a consequence of 
functionality, brand image, presentation, interactive behaviour, system performance and 
assistive capabilities of the interactive system, attitudes, skills and personality, the 
user’s internal and physical state resulting from prior experiences and the context of use 
(ISO, 2010, p.3). 
 
Jakob Nielsen and Donald A. Norman mean that: "UX encompasses all aspects of the 
end-user's interaction with the organization, its products. The first requirement for an 
exemplary UX is to meet the exact needs of the customer, without fuss or bother. Next 
comes simplicity and elegance that produce products that are a joy to own, a joy to use. 
True UX goes far beyond giving customers what they say they want, or providing 
checklist features. In order to achieve high-quality UX in a organization's offerings 
there must be a seamless merging of the services of multiple disciplines, including 
engineering, marketing, graphical and industrial design, and interface design” (Nielsen 
& Norman, 2012). 

                                            
4 Göransson, B. Usability Specialist, personal communication, 2012-08-17,  
5 Göransson, B. Usability Specialist, personal communication, 2012-08-17,  
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3.3.1 Brand 
The brand identity is an important component in the work making people enjoys a 
product. How a user perceives the brand of a product depends on how they experience 
the product itself. Products with a high and positive UX may lead to that the brand 
identity also perceives in a positive way. The aim in the creation of a brand identity is to 
distinguish their products from the others (Benyon, 2010). Branding is about making the 
user believe that you are the only one that provides a solution to their problem (Lake, 
2012).  
 
Branding is a creative process and can be a term, name, symbol, sign, a design or a 
combination of them. According to American Marketing Associate (AMA), a “good 
brand” wills (Lake, 2012): 
 

• Delivers the message clearly 
• Confirms your credibility  
• Connects your target prospects emotionally 
• Motivates the buyer 
• Concretes User Loyalty 

A famous example of an organization that distinguishes their systems from the others is 
described below. 

3.3.1.1 The Google Brand 
Google is the world´s most valuable brand (Whitney, 2011) and people knows and feels 
directly when they are using one of their platforms. Google has their users in focus in 
their strategies (Delarbre, 2011) and their products delivers a clear message and a 
feeling of simplicity, e.g. by their simple homepage and all their available navigation 
tools/systems. 
 
Google has successfully implemented their brand strategy at every point of contact with 
the users, which make their products coherent, makes their massage even clearer and in 
the long run, concretes the user loyalty. Google tries to humanise appearance by 
celebrate birthdays of inventors and artists, uses artists and inventors in their 
communication, adding fun elements and jokes and changes its logo during the 
holidays. This is a way for Google to create “small friendly organization image and 
trust” (Buyukdemirci, 2008) and connect its targets prospect emotionally, confirm the 
user’s credibility and make it innovative, memorable and different. 
 
The factors presented above motivate the buyers and Google’s brand fulfils thereby all 
AMAs requirements to be a “good brand”.  

3.4 Guidelines  
A guideline is a source of inspiration or a set of standards that guides, recommends and 
gives directives. A guideline can be created in different purposes, with different focus 
within different ranges, containing varied information and can be find in different 
medias (Quesenbery, 2001). 
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3.4.1 UXIG 
In the work of improving a great experience for the end-user of a product, many 
companies incorporate UXIG. The purpose of guidelines within this range is to support 
the design process, (Benyon, 2010) improve the users experiences by promoting 
learnability, be intuitive, simplicity, consistency, (Hartson & Pyla, 2012) and to ensure 
the design conform to the standards they are aiming at. 
 
UXIG creates, out of a business perspective, standards with the following benefits: 
 

• Standards save both money and time by avoiding duplication of effort across 
interfaces and projects. 

• Standards increase the usability and decreases the end uses learning curves by 
enable creations of interfaces that they are familiar to (Geyer, 2012). 

 
UXIG exists at different levels (Geyer, 2012) and can either be designed for general use 
or for a specific publication, organization or field (Hartson & Pyla, 2012). 
 
Some famous levels of guidelines is presented below, 
 

• General design principals are based on researches and experiences and focus 
in the overall processes of creating a usable interface design and indicate a broad 
overall structure (Gulliksen & Göransson, 2002).  

• International standards are general, made by international consensus 
(Gulliksen & Göransson, 2002) developed by an international standard 
organization and will facilitate the worldwide communication and commerce. 
International standards ISO is “the world’s largest developer of voluntary 
International Standards” and has created guidelines within almost all aspects of 
technology and business e.g. within the field of HCI (ISO, 2012).  

• Corporate style guides is meant to provide the same look- and feel standards 
for all products developed within a specific organisation (Mayhew, 1999). 

• Platform specific style guides are rules of design for a specific platform. 
(Mayhew, 1999) Platform specific Style Guides are specific at a technical level 
and general in the domain level. Famous examples are: OS X Human Interface 
Guidelines and Human Interface Guidelines for Windows. 

• Domain or product specific style guides contains specific help for design of 
specific products or applications. It could be a domain, a group of- or a specific 
product (Gulliksen & Göransson, 2002). 

 
The presented levels are not very strict and overlap each other in many cases. 

3.4.1.1 The Audiences  
The primary audiences of a UXIG are the product designers and developers. (Geyer, 
2012) and they must be designed to fulfil their needs. It is also important to have the 
end-users of the systems and those who might be directly or indirectly affected by their 
use (ISO, 2010) in mind during the creation of guidelines (Geyer, 2012).  
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3.4.1.2 Content 
The information in a guideline varies and its layout can be structured in different ways. 
Some companies see their UXIG as a perfect opportunity to teach developers and 
designers about UX, the platform and interaction itself. This is one way in making 
designers and developers understand and interpret the guidelines in a better way. 
(Geyer, 2012) Other companies use guidelines containing short lists of thoughts to have 
in mind during the creation and not any explanations around it.  

3.4.1.3 When to Use it 
Jim Foley, founder of the famous quote “the only correct answer to any UX design 
question is: It depends” (Hartson & Pyla, 2012, p.695), and means that it do not exist 
guidelines for every single situation. This places high demands on the system creators 
knowing when to use them and when not to.  
 
The users of UXIG do not often read the guidelines page by page but use the document 
to search for examples and pictures that shows solutions that is similar to their own 
problems (Gulliksen & Göransson, 2002). 
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4 Research Methodology 
In this chapter the scientific approach of this thesis is presented in this chapter and it 
starts with a description of the benchmarking-study, followed by a description of the 
interviews and questionnaire. The chapter starts with a description about alternative 
methods and ends up with a credibility analysis of the methods and my way of using 
them. 

4.1 Alternative Methods 
The overall purpose of the thesis was to study how to get UXIG for software’s at GE 
Healthcare Life Sciences used. This issue could be investigated out of different 
perspectives and by using a varying set of methods. The choices of methods are 
explained below.  
 
People that are working with UXIG in their daily work, both using- and creating them, 
are the categories of people knowing them best. Since the experience within the area of 
UXIG is limited at GE Healthcare Life Sciences, an important part of the investigation 
was to study how other, more experienced organizations, are working with these kinds 
of guidelines and what experiences and tips they can provide.  
 
People’s needs, goal´s, aspirations and overall options could be brought to the surface 
by structured-, semi-structured- and unstructured interviews. They are all effective 
methods and suitable in different contents.  
 

• In Structured interviews prepared questions follows in an exact way and in the 
same way in all the researches interviews. These kinds of interviews are easy to 
carry out but people are limited to restricted replies and unexpected acts are here 
hard to follow up (Benyon, 2010).  

• In semi-structured interviews, pre-prepend questions are armed but could be 
replaced if new appropriate topics arises. The alternative answers can be fixed or 
open (Benyon, 2010). 

• No present questions or topics are prepared in an unstructured interview. This 
method is mainly used when very little background of the interviewees is 
available beforehand and is primarily performed by experienced interviewers 
(Benyon, 2010). 

 
I here made the choice to start the interviews using a structured interview method to 
detect the respondent’s knowledge and experience of UX and UXIG. These questions 
were well structured and could be answered by different categories of respondents. 
After these well structured questions I made the choice to go over to a semi-structured 
interview method. The reason for that was the different categories of respondents that 
had a vary set of knowledge and therefore could answer different topics of question in a 
varying extend.  
 
The structured and semi-structured interviews were supplemented by a few 
complementary questions by e-mail, a benchmarking-study and a questionnaire that 
collected opinions and views from a larger group of people.  
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4.2 Research Collection 
The method chapter is a difficult and important part of a research. Different choices of 
methods may result in different results and there do not exist any strict, distinct rules of 
when to use which and a combination of multiple methods therefore makes a study 
more reliable (Ekengren & Hinnerfors, 2006). As said before, this thesis empirical and 
primary data is developed by a Benchmarking-study, interviews and a questionnaire. 
The interview questions can be seen in appendix 2 and the questionnaire can be seen in 
appendix 4. 

4.2.1 Benchmarking-study 
This master thesis started with an extensive benchmarking-study consisting an 
investigation and compilation of ten other organizations specific UXIG (or their 
equivalent guidelines), with the purpose to get a deeper understanding within the area of 
UXIG. This knowledge and understanding was thereafter helpful in the creation of 
questions for the thesis interviews and questionnaire. All of the investigated UXIG was 
famous, international and had a good reputation. 
 
UXIG was to the greatest extending selected in the study but in the cases they did not 
exist, equivalent guidelines (human interface guidelines, UXIG, index of UXIG, human 
interface guidelines and a style guide) were involved. The vary set of guidelines for UX 
could have affected the result. The online version of the UXIG was primary investigated 
in the study. The online version contained the same information as the downloadable, 
offline version, but was in many cases structured in another way. The benchmarking-
study included both corporate style guides and platform specific style guides. The 
Benchmarking-study resulted in a comparative compiling and a specific part of 
conclusions.   
 
The Benchmarking-study answered topics within one of the three research areas, 
namely, what a successful UXIG should contain. 

4.2.2 Interviews 
Interviews are a qualitative method, effective to find out what people want and what 
problems they encountered.  
 
The interviews, involved in this theses, was in greatest extend made by face-to-face 
contact. A face-to-face interview makes it possible to intercept expressions and body 
languages, asking follow-up questions and clarify questions and answers to each other. 
The interview questions were divided into three areas in order to answer the thesis three 
research questions, namely; development-, contents- and implementation of UXIG. 
 
As mention before, the interviews in this thesis started in a structured way. The 
questions in this part were well prepared with the purpose to detect the respondent’s 
knowledge and experience according to UXIG. The questions in this part were well 
structured and could be answered by different categories of respondents.  
 
In correspondence to the respondent’s different roles, experiences and according 
organizations the second part of the interviews was focused in the interviewee´s 
experiences and specific areas of knowledge. This part was semi-structured, which 
means the interviewer is armed with prepared questions but can replace these if new 
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appropriate topics arise (Benyon, 2010). The semi-structured interview-questions where 
broad and gave the respondents more space to speak about what they specifically had 
experienced (Preece, Roger & Sharp, 2002).  
 
The interview questions were partly based on the conclusions from the benchmarking-
study and were aimed to answer questions within all the three research areas (1. How to 
develop UXIG in a successful way 2. What should successful UXIG contain 3 How to 
implement UXIG in a successful way). The interviews were based on prepared 
interview questions in a planned arrangement and I had a clear purpose and a plan of 
what it should result in. All of these components are important in making a successful 
interview (Eriksson & Widersheim-Paul, 2006). In order to give the respondents a 
deeper understanding of the thesis and its aim all of the interviews started with a 
presentation describing the thesis, its purpose and me. Each interview lasted between 40 
and 90 minutes and all interviews were recorded as a backup. The interviews were in 
some cases supplemented by a few complementary questions. 

4.2.2.1 Selection of Organizations and Persons for the Interviews 
The respondents for the interviews were software developers/designers, creators of 
UXIG or were in other ways updated in the focal area. Respondents with experience of 
working within organizations with a heterogeneous product portfolio where here extra 
interesting since its similarities to GE Healthcare Life Sciences portfolio. Since these 
specific people were hard to find and locate I therefore made the choice of making an 
informal, convenience sample. A convenience sample is a non-probability sampling 
technique were the respondents being selected because of their proximity to the 
researcher and convenient (Castillo, 2009). The respondents were people I knew, 
persons in my environment knew or people contacting me through a request (see 
appendix 1) posted at a Swedish Internet forum called Interakt6, focusing in UX and 
HCI. The request described me as an author, the aim of the thesis and asked for contact 
with people with experience of UX or development- and implementation of UXIG, 
willing to be interviewed.  
 
A representative sampling is very important for the result (Mayhew, 1999). The 
knowledge of this made me include both the creators’ of- and the primary audiences 
(developers and designers) of UXIG, in the interviews (Geyer, 2012).  

4.2.2.2 The Respondents  
11 people were in total interviewed in this thesis. The respondents, their experience and 
current organizations are shortly presented in an anonymous way below. A summary of 
this information is also presented in table 1. 

 
• Consultant at a large international IT-service organization 

The respondent was a consultant at a large Nordic IT-service organization and 
worked at the moment the interview took place as an interface- and UX designer 
at GE Healthcare Life Sciences, in Uppsala. The respondent had worked closely 
related to UX in 17 years as interface designer, UX designer and creator and 

                                            
6 Interact (interact.nu) is a meeting place for people interested in the creation of interactive products 
“which generates interest and works as a resource instead of a barrier” (Interakt, 2012-08-27, author’s 
translation)    
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implementer of UXIG. The interview took place in a personal meeting place in 
Uppsala, 2012-07-02. 

• Consultant at a large international IT- management organization focusing 
at communication and software development 
The respondent was a consultant at a large, international IT-management 
organization and worked when the interview took place as a web developer at a 
large, international technology organization developing e.g. phones, TVs and 
computers. The respond had experience of using different types of software 
development tools and of following UXIG, both for internal and external 
systems. The respondent had been a software/web developer in 5 years. The 
interview took place by a personal meeting in Uppsala, 2012-07-17. 

• Software developer at a large international organization within the 
automotive industry 
The respondent worked as a software developer at the companies department for 
research and development in Shanghai, China. The organization developed both 
hardware and software and has concrete defined UXIG. The respondent had, 
when the interview took place, been a software developer for 5 years. The 
interview took place by a personal meeting in Uppsala, 2012-08-20. 

• Consultant at a small, Swedish organization in the branch of UX, 
interaction design and usability 
The respondent was a consultant at a small, Swedish organization focusing at 
UX, interaction design and usability. He/she had been within the branch of 
design and UX for 20 years, had experience of developing and implementing 
UXIG and worked, when the interview took place, as an interaction designer and 
art director. The interview took place by a personal meeting in Stockholm, 2012-
08-17. 

• UX manager at a large international organization providing outsourcing 
and payment services, consultancy, IT-related development and is a 
provider of software’s 
The interviewee had, in the latest years, established a function within his/her 
current organization aiming to spread focus and competence within HCI/UX to 
the organization. He/she had also developed and implemented guidelines within 
the organization for 7 years. The interview conducted by phone, 2012-08-24. 

• Consultant at a large IT-service organization 
The interviewee was a consultant at a large Nordic consultant organization. At 
the moment the interview took place, he/she worked as a consultant at a large, 
international organization within the clothes industry and it was mostly out of 
his/her experience working there the interview questions were answered. 

 
The respondent was a usability specialist and had been working in the industry 
of IT and e.g. developed UXIG and implemented them, for 15 years. When the 
interview took place, the respondent’s work was much about helping different 
projects with their interaction design. The interview took place by a personal 
meeting in Uppsala, 2012-08-27. 

• Consultant at a small organization focusing in user centred design, 
ergonomics, safety and usability 
The respondent was a consultant in Stockholm, Sweden with long experience 
working within the areas of ergonomic, usability and user-centred development. 
The respondent was inserted in the standardization work, mainly with focus in 
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ergonomic, and represents Sweden in many groups and committees within ISO. 
The interview took place by a personal meeting in Stockholm, 2012-08-30. 

• Software developer at a large Swedish consultant organization within the 
industry of technic, environment and security 
The respondent had been a software developer for 5 years and had mainly used 
UXIG at one of his/her previous work at a Swedish organization within the 
industry of medical technic and the interview questions were primarily answered 
out of his/her experiences of working there. The respondent worked in 
Linköping, Sweden and the interview took place by a personal meeting in 
Stockholm, 2012-09-05. 

• Head of UX at a large international bank.  
The respondent had 15 years’ experiences of working with UX-questions. The 
respondent had in the latest 10 years promoted strategies according to UX, 
designed guidelines and worked, when the interview took place, with 
coordination of activities and updates within the area of UX out of an overall 
picture. 

 
The organization has paid attention to usability questions for over 15 years and 
when the interview took place, their UXIG for internal and external systems 
were under construction. The interview took place by a personal meeting in 
Stockholm, 2012-09-10. 

• Software developer at a large International finance organization 
The respondent had been developing software’s of different kind in nearly 6 
years. When the interview took place, the respondent was working in 
Stockholm; he/she had experience of follow UXIG and had at his/her current 
organization affected them and been involved in their creation. The interview 
took place by a personal meeting in Stockholm, 2012-09-07. 

• Interaction designer at a small Swedish organization with international 
partners, providing services for information storage and sharing 
The respondent worked at an organization that provides services and advices for 
information storage and sharing. The respondents had been working with user 
centred development processes, usability and UX. He/she had experience of 
developing UXIG in governmental organizations. The respondent worked in 
Stockholm. The interview conducted by phone, 2012-09-28. 
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Table 1: Compilation of conducted interviews 

Organization Title Branch 
Branch of current 
organization (if 
consultants) 

Type Date 

Large, international 
consultant 
organization, 
developing software 

Interface- 
and UX 
designer, 
consultant 

IT-services 

Large, 
international, 
organization within 
chromatography, 
developing 
software/hardware 

Personal 
meeting 

2012-
07-02 

Large, international 
consultant 
organization, 
developing software 

Software/ 
web 
developer, 
consultant 

IT- 
management, 
communication, 
software 
development 
 

Large, international 
technology 
organization, 
developing 
software/hardware 

Personal 
meeting 

2012-
07-17 

Large, international 
organization, 
developing 
software/hardware 

Software 
developer 

Automotive 
industry - Personal 

meeting 
2012-
08-20 

Small, Swedish 
consultant 
organization, 
developing software 

Interaction 
designer and 
art director, 
consultant 

UX, interaction 
design and 
usability 

- Personal 
meeting 

2012-
08-17 

Large, international 
organization, 
developing software 

UX manager 

Providing e.g. 
payment 
services and IT-
related develop 

- Telephone 
interview 

2012-
08-24 

Large, international 
consultant 
organization, 
developing software 

Usability 
specialist, 
consultant 

IT-services 

Large, international 
organization within 
the clothes industry, 
developing 
software/hardware 

Personal 
meeting 

2012-
08-29 

Small Swedish 
consultant 
organization, 
developing software 

Expert in 
ergonomic, 
usability and 
user-centred 
development
, consultant 

User centred 
design, 
ergonomics, 
safety and 
usability 

- Personal 
meeting 

2012-
08-30 

Large Swedish 
consultant 
organization, 
developing 
software/hardware 

Software 
developer 

Industry of 
technic, 
environment 
and security 

Industry of medical 
technic, developing 
software 

Personal 
meeting 

2012-
09-
05. 

Large international 
organization, 
developing software 

Head of UX Economic - Personal 
meeting 

2012-
09-10 

Large international 
organization, 
developing software 

Software 
developer Finance - 

Personal 
meeting 
 

2012-
09-07 

Small Swedish 
organization, 
developing software 

Interaction 
designer 

Providing 
services for 
information 
storage and 
sharing  

- Telephone 
interview 

2012-
09-28 
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4.2.3 Questionnaire 
Questionnaires are a quantitative method, used in many different contexts, could be 
written in many different ways and could be collected with different data-gathering 
medias (Hartson & Pyla, 2012). It is an evaluation method that collecting and identifies 
people’s opinions (Benyon, 2010) and a resource- and cost effective method suitable 
when views from a large group of people will be compiled and reflected (Brace, 2004).  
 
Wrong questions in a questionnaire may lead to misleading results. (Brace, 2004) My 
knowledge of this led to the creation of carful and detailed formulated questions. They 
were screened many times to make sure they could not be misunderstood, was in the 
right order and that they could not cause the respondent a feeling of being challenged. 
This is important components to have in mind in order to get significant information 
from a questionnaire (Brace, 2004). 
 
The questionnaire was partly based on the conclusions from the benchmarking-study 
and was aiming to answer the thesis three research questions (1. How to develop UXIG 
in a successful way 2. What should successful UXIG contain 3. How to implement 
UXIG in a successful way). Questions within the area of the UXIG contents could in a 
great extent be created with associated predefined alternatives and was therefore 
overrepresented.  
 
The respondents in the questionnaire were completely anonymous which generates 
honest answers in a greater extent than if they had been forced to state their names 
(StatPac, 2012). 

4.2.3.1 Selection of Organizations and Persons for the Questionnaire 
The questionnaire was meant for people with knowledge and experience of UX, UXIG 
and/or development tools. To reach these persons the questionnaire were posted on 
forums focusing at HCI and UX on LinkedIn7. The questionnaire was posted together 
with a small introduction which shortly described me as an author, the purpose of the 
thesis and who the questionnaire was meant for. The small introduction can be seen in 
appendix 3. The sample was thus informal and all the respondents were unknown to me.  

4.2.3.2 The Respondents 
24 respondents answered, in total, the questionnaire. Their current organizations, titles 
and experiences within the area of UX are summarized in table 2. 
 
  

                                            
7 LinkedIn is a professional network meant to connect and help people exchange knowledge, ideas and 
opportunities.  
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Table 2: Compilation of the questionnaire 

Organization Title 
Type of 
organization/ 
consultant 

Work 
experience 
(years) 

Experiences of design/ 
development 

Not available UX Designer Consultant, 
private sector 

More than 1 & 
less than 5 

UX development, 
interaction design 

Not available UX director Consultant More than 10  UX development, 
interaction design 

Razor Product developer Consultant More than 5 & 
less than 10  

Hardware-, software- & 
UX development, 
interaction- & graphical 
design 

Great American 
Insurance 
Group 

App analyst/ 
developer Public sector More than 10  

Software- & UX 
development, interaction- 
& graphical design 

IT consulting 
firm 

Senior UI designer, 
front-end 
developer, 
usability/interaction 
Specialist 

Consultant, 
private 
sector/ public 
sector 

More than 10  

Software- & UX 
development, interaction-
, graphical design, 
websites 

Not available Manager, UX Private sector More than 10  
Software- & UX 
development, interaction- 
& graphical design 

Abs graphics Lead designer Private sector More than 10  Interaction- & graphical 
design 

Nordea Usability expert Private sector More than 5 & 
less than 10  

UX development, 
interaction design 

IBM Interactive  
Managing UX 
consultant and Art 
Director 

Consultant More than 10 
UX development, 
interaction- & graphical 
design 

Ian Hamilton 
Design & 
Consultancy 

Senior UX 

Consultant, 
private 
sector/ public 
sector 

More than 10 
Software- & UX 
development, interaction- 
& graphical design 

- UX designer Private sector More than 1 & 
less than 5 

Software- & UX 
development 

IBM UX-designer Consultant More than 1 & 
less than 5 

UX development, 
interaction- & graphical 
design 

Not available UX strategist Private sector More than 5 & 
less than 10 

Hardware-, software- & 
UX development, 
interaction design 

LIPCNE Ph.D. Public sector More than 1 & 
less than 5  

Software development, 
interaction- & graphical 
design 

Advancing 
Ideas, LLC Excutive Producer Consultant, 

private sector 
More than 10 
years 

Hardware-, software 
development, UX 
interaction- & graphical 
design 

Tripnet AB Systems engineer Private sector More than 1 & 
less than 5 

Software development, 
interaction- & graphical 
design 

Leadtek 
Research Inc. UI designer Private sector More than 5 & 

less than 10 

Software- & UX 
development, interaction 
design 

Blocket AB Software developer Consultant Less than 1 Software- & UX 
development, interaction- 
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& graphical design 

Svea Ekonomi Software developer Private sector Less than 1 
Software- & UX 
development, interaction 
design 

Handelsbanken Software designer Private sector More than 1 & 
less than 5 

Software- & UX 
development, interaction 
design 

Region 
Nordjylland Consultant Public sector More than 1 & 

less than 5  

Software- & UX 
development, interaction 
design 

Ericsson Senior software 
developer Private sector More than 5 & 

less than 10  

Software- & UX 
development, interaction 
design 

Entertainity AB Software developer 
Consultant, 
private 
sector, 

More than 1 & 
less than 5  Software development  

Svea Ekonomi Developer Private sector Less than 1  Software development, 
interaction design 

4.2.3.3 Survey Tool 
The questionnaire was web-based and created in Google Documents, which gives the 
opportunity to create your own and personal questionnaire. The program collects 
automatically all the respondents’ answers and it is possible to create compilations and 
diagrams directly in the program.  

4.2.3.4 Structure of the Questionnaire 
The questionnaire started with a description of the thesis aim and of me as an author.  
The questionnaire contained 32 questions and assertions divided into seven distinctive 
parts, all structured at own pages and started with a description about it.  
 

1. The first part was meant to distinguish different groups of respondents. It 
contained questions about the respondents, their organization, its UXIG and the 
respondent’s work experiences. These questions were compulsory.  

2. The second part of the questionnaire included 13 assertions where the respond 
answered by choosing a number from 1 to 5, where 5 meant he/she fully agreed, 
4 meant agreed, 3 was a natural answer, 2 meant disagreed and 1 meant 
completely disagreed. If a respond considered a question to be irrelevant or did 
not know what to answer, it was possible to skip it. Researchers disagree in 
weather responses should be designed with odd or even numbers. A scale with 
even numbers forces the respondent to answer questions even though he/she 
does not have an opinion in the subject. An odd scale provides a neutral 
alternative that does not give any direct answers (Brace, 2004). I made the 
choice to include a neutral answer in this thesis questionnaire.  

3. The third part of the questionnaire contained 4 questions about the availability, 
implementation and design of UXGI. The questions were answered by choosing 
one or several predefined alternatives or by creating your own. It was possible to 
skip a question if the respond did not have an opinion in the subject.  

 
4. The fourth part of the questionnaire contained four assertions about the 

importance of the UXIG levels. The respondent was also here able to choose a 
number from 1-5, where 5 meant he/she fully agreed and 1 meant completely 
disagreed.  
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5. The fifth part was about development tools and was meant to find out if they 
could help a developer to follow a UXIG.  

6. The sixth part contained a question designed for the responds to rank five 
alternatives from 1 to 5, where the respondent believed that 5 was the most 
important factor to make a UX IG used and 1 was the less important. The 
alternatives were navigation, the implementation, the availability, and the length 
of the document and the contents of relevant examples, pictures and images. The 
question gave the opportunity to leave optional comments.  

7. The seventh part of the questionnaire was giving the respondents an 
opportunity to leave a longer opinion in some of the questions or share thoughts 
about UX, UXIG and components that makes UXIG used. This was meant to 
capture views that the survey had missed. 

4.2.3.5 Testing  
It is always advisable to test a questionnaire before it goes live in a large-scale. The 
purpose of the test is, e.g. to make sure the questions and instruction cannot be 
misunderstood, the respondents can answer the questions, no mistakes have been made 
and that the technology is working (Brace, 2004). In this thesis five persons tested the 
questionnaire. All the questions seemed to have been understood, the technic was 
working, the answers vary wildly and no mistakes were noticed (except by small 
grammar and spelling mistakes). There was by that reason no point in changing the 
questions and the questionnaires structure before the large-scale study started. 

4.3 Credibility of the Investigation 
Information and data always have to be critically examined in order to determine its 
creditability (Bryman & Bell, 2011). A study of the thesis reliability and validity is 
presented below.  

4.3.1 Reliability 
Reliability references to consistency in measurements and describes in what extend 
multiple measurements with same conditions, approach and instruments gives the same 
results (Bryman & Bell, 2011).  
 
In this study, multiple methods were used to collect the empirical material. This fact 
increases the credibility and ensures reliability. The aim with the test of the 
questionnaire was to make sure its questions were related to the purpose of the thesis as 
desired. This is a way of ensuring reliability. The respondent’s anonymity in the 
questionnaire and the interviewee’s knowledge of fully anonymity in the thesis was a 
way to get truthful answers out of the investigation and ensure reliability. 

4.3.2 Validity 
Validity is a concept that can be divided into two under categories, external and internal 
validity. External validity is about the results of a measurement and shows if the 
outcome is valid in other, different contexts. (Jacobsen, 2002) The internal validity 
shows if a measurement actually measures what it is supposed to (Bell, 2006).  
 
The empirical material was collected from a plurality of primary sources. This meant 
that the outcome could be based on several people’s options and knowledge. This fact 
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increased the internal validity. All the interview- and questionnaire questions examined 
in a careful way before the meetings and publishing to make sure they measure what it 
was supposed to. This increases the internal validity. The majority of the questions in 
the questionnaire had several predefined answers. The questionnaire was given in 
English in order to reach as much relevant respondents as possible. This could have 
reduced the rate of Swedish respondents because of limited knowledge in English. Since 
this might not be a problem for the majority of the Swedish people I made the choice to 
spread it at an international level even though it was a risk that people misunderstood 
questions and that the research thereby did not measure what it was up to do. The result 
from the interviews and the questionnaire was based on opinions from people with 
experience from a varied set of organizations and contents. This enhances the chances 
that the outcome is valid in other contents than at GE Healthcare Life Sciences.      
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5 Benchmark-study 
In this section 10 famous guidelines are summarized and compared. Each organization 
behind the guidelines is also given a brief introduction.    

5.1 Summary 
Guidelines could be explained in different ways in order to serve the users (Geyer, 
2012) and the presentation below will be showing some of them. All the chapters’ 
quotes are taken from the guidelines in question, unless otherwise stated. 

5.1.1 Apple Computer Inc. – Organization Description 
Apple computer Inc. is an American organization within the industry of electronics- and 
Computers and was founded in 1976 (Kronlöw, 1998). Apple was in 2011 the world’s 
largest technology organization (SvD näringsliv, 2011) and in 2012 also on place 55 at 
the list of the world’s largest companies (CNN Money, 2012).  
 
Factors, which have led them to great success, are, to name a few, simplicity, their 
innovative thinking, technic and design (Nilsson, 2012). Apple, as organization, just 
keeps growing and some of their most famous and successful products are the 
MacBook-family, ITunes, I pad, IPod, IPhone and the operating systems Mac OS X and 
Mac iOS. The human interface guidelines (equivalent to UXIG) for Mac OS X8 and 
Mac iOS9 are summarized below. 

5.1.1.1 Mac OS X and its Associated Human Interface Guidelines 
Mac OS X is a generic name for a number of similar operating systems. Apple, them 
self, means it is the world’s most advanced operating system (Apple Computer Inc., 
2005) and since 2001, almost every sold computer from Apple has had this operating 
system preinstalled (Apple Computer Inc. 2012a). The human interface guidelines for 
OS X are at a platform specific level and made to help the developer designing “an 
outstanding user interface and user experience for your Mac app”. 
 
Availability 
The human interface guidelines for OS X is available to use online and it is possible to 
download it as a PDF-document, read it in offline mode and print it out. 
 
Table of Contents  
As can be seen in figure 1, one of the first things that are seen when opening the 
document is an overall table of contents (from now on TOC). The TOC is global and is 
showing the headlines of the document. A global TOC means in this thesis that it is 
available regardless of the users’ current position in the document. The documents 
subheadings are available when clicking on an arrow to the left of each headline. All the 

                                            
8 The UXIG for OS X can be found at: 
https://developer.apple.com/library/mac/#documentation/userexperience/Conceptual/AppleHIGuidelines/In
tro/Intro.html 
9 The UXIG for iOS can be found at: 
http://developer.apple.com/library/ios/#documentation/userexperience/conceptual/mobilehig/Introduction/In
troduction.html 
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headers are made of hyperlinks leading the documents user to the relevant chapter. In 
some cases also the subheadings leads to more specific subheadings at a lower level.  
 

 
Figure 1: The first page shown when opens the human interface guidelines for Mac OS 
X 

Navigation 
In some cases the document links the reader to more information, within a specific 
subject, at other places in the document or outside it. As can be seen in figure 1, each 
chapter contains hyperlinks leading to the previous and next chapter. These helping 
links are visible at the top and bottom of each chapter.  
 
Chapters 
“There’s no ambiguity about what a good idea is and what’s not: Apple tells you 
straight up what’s a good idea”. This is a quote that circulates at many webpages and 
forum around the Internet-world and refers to Apples stringent attitude, which partially 
could be identified in the human interface guidelines for OS X. The document of 
guidelines contains 13 distinct and independent chapters and is in total 333 pages, 
including many pictures and related examples. In this thesis, independent chapter’s 
means that every chapter starts with a small introduction to its topics in order to 
facilitate the users’ way of understand the material, regardless of where he/she starts to 
read it. A distinct chapter here means all of them are created at separate pages. Figure 2 
shows a date telling when the document was last updated, a question about the 
documents relevance and copyright information. This information is available and 
shown at the bottom of each chapter. Figure 7 also shows that the user has the option to 
give feedback on the current document.  
 
The chapters are carefully described, emphasizing on details, and the overall focus of 
the OS X guidelines is the branding concept and external factors. 
 

 
Figure 2: The bottom line in all chapters showing the date for the latest update, a 
feedback question and copyright information 

Levels 
The document of Mac human interface guidelines for OS X itself contains general 
design principals, platform specific style guides and domain and product specific style 
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guides. The documents first page is shown in figure 8 and starts with an introduction, 
shortly describes e.g. how to use the document, what it contains and not contains, where 
to begin to read it, expectations and where to find more information in the presented 
subjects. This introduction is on a platform specific level. The introduction is followed 
by chapters at the same level, about technology for the specific platform, the OS X 
environment, a chapter describing things to have in mind to successfully create a 
desirable UX according to a Mac application, one chapter about the history of the 
document and two appendix chapters describing keyboard shortcuts and standard icons. 
A chapter named “The Philosophy of UI Design: Fundamental Principles”, describes 
design principles out of a general perspective and describes e.g. UX and HCI. Even 
though the chapter is at a general level it is related to the specific platform through 
examples and images. The rest of the document describes UI elements, e.g. icons, 
menus, windows and its text is written in a deeply detailed way on a domain and 
product specific level. The guidelines do not contain any international standards. 
 
Users 
The document does not clarify who its main users are and what kind of prerequisites 
that is needed to use it. The document contains, by my opinion, relevant information for 
both developers and designers even though it links to separate guidelines for the 
programmer. 

5.1.1.2 MAC iOS and its Associated Human Interface Guidelines 
MAC iOS is an operating system for mobile devices such as iPhone and iPad made by 
Apple Computer Inc. (Apple Computer Inc., 2012b). Its associated human interface 
guidelines describe principles that will help ensure Mac applications with a “superlative 
user interface and user experience”. The guidelines answer questions like: how to build 
an app in the right way, how the functionality should be and how the interface should 
look and feel in an Apple environment.  The document of human interface guidelines 
for iOS is classified at a platform specific level.  
 
Availability 
The human interface guidelines for MAC iOS is available to read online and possible to 
download, read in offline mode as a PDF-file and print out.   
 
TOC  
As can be seen in figure 3, a TOC is available in a scroll list when first opening the 
human interface guidelines. The TOC is global and its subheadings, and in some cases 
also subheadings to the subheadings, are shown when clicking on an arrow next to the 
headings. The list of headings is made of hyperlinks and can lead the user to the 
relevant chapter.  
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Figure 3: The first page shown when opens the human interface guidelines for Mac IOS 

Navigation 
In some cases the guidelines document links the reader to more relevant information in 
a subject at other places in the document or outside it. All chapters contains, in the same 
way as in the human interface guidelines for Mac OS X, links to the next and previous 
chapter at the top and at the bottom, a date telling when the latest update was made, a 
feedback request about the documents relevance and copyright information. If the user 
answers the question a new window asking for more feedback appears. 
 
Chapters 
The guidelines for iOS contain 10 distinct chapters, independent from each other and 
written in a strict way. In this thesis, strict guidelines mean that they tell straight up 
what to do and how to do it. The guidelines are described in detailed, comprehensive 
and well structured with a lot of images and examples. The document contains a case 
study in the iOS environment with the purpose to make it easier for the reader to apply 
the various guidelines in different situations. MAC iOS human interface guidelines is in 
total 184 pages and its overall focus is on the layout and brand. 
 
Levels 
IOS human interface guidelines contains guidance at different levels, general design 
principals, platform specific style guides and domain and product specific style guides. 
The introduction is specific for the platform and describes what to expect from the 
guidelines, what it contains and does not contains, how and where to start reading it, 
important things to have in mind during the creation and overall expectations and 
requirements from Apple Computer Inc. The chapters describe platform specific 
technologies, the iOS environment and related design principles, the history of the 
document and strategies to create apps on the iOS platform. These are all at a general 
level focusing in how to develop a good UX and are relatively deep described. All the 
platforms UI elements are described in a detailed and structured way at a domain and 
product specific level. The document does not contain any international standards. 
 
Users 
The document does not clarify its focal user/users but in my opinion it is meant for both 
developers and designers. It does not contain any guides about how to create and 
implement code thus it links to separate guidelines for the programmer. 

5.1.2 Microsoft – Organization Description 
Microsoft Windows is a name for several families of operating systems created by 
Microsoft. The name Windows refers to the system’s graphical UI. Microsoft started in 
a small scale and are today on location 119 on the list of the world’s largest 
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organization´s and has, in their own opinion, since their start “change the ways we 
work” (Microsoft Windows, 2012a).  A description of the operating systems Vista and 
Windows 7, with its according UXIG10, and Windows 8, with its according index of UX 
for Metro style apps 11(equivalent to UXIG) are described below. 

5.1.2.1 Windows 7, Windows Vista and its Associated UXIG  
Windows Vista is a precursor to Windows 7 and they are both operating systems for 
personal computers made by Microsoft. The differences in the two systems are in 
particular a new design of the graphic UI, better performance and an upgraded system 
for home network (Dobod, 2009). The UXIG for the two operating systems are the 
same and are categorized as a platform specific style guide. The purpose of the 
document is to help creating consistent Windows applications, with the same “look and 
feel”.  
 
Availability 
The guidelines are available to read in online- and offline mode. It is also possible to 
print them out. 
 
TOC  
As shown in figure 4, a TOC is available when first open the UXIG and presents all the 
documents broad headlines in a list made of hyperlinks. As also could be seen in figure 
4, the same list of headlines, also made of hyperlinks, are available in another TOC at 
the left of the page. When clicking on a header, that specific chapter’ subheadings 
became visible in both of the TOCs and the other headlines makes inaccessible.  
 

 
Figure 4: The documents two TOC which shows when first open the document of 
UXIG for Windows 7 and Windows Vista 

Navigation 
The guidelines do not contain any hyperlinks leading to other chapters, to the top of it 
or to the documents first page. When open a chapter it’s sub headers makes available in 
                                            
10 The UXIG for the Windows Vista and Windows 7 can be seen at: http://msdn.microsoft.com/en-
us/library/windows/desktop/aa511440.aspx 
11 The index of UX for the Metro style apps can be seen at: http://msdn.microsoft.com/en-
us/library/windows/apps/hh465424.aspx 
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a list of hyperlinks. It is just that specific chapter’s sub headers that are available then, 
which makes the user has to find a way back to the start page before he/she can reach 
another chapter. In some chapters there are hyperlinks to other pages in the document 
for more information. 
 
Chapters 
The UXIG for Windows Vista and Windows 7 contain 10 distinct chapters, independent 
from each other. In general, the chapters start with a broad definition of relevant 
concepts, which thereafter describes in a more deeply and detailed way according to the 
platform and to its domain. The document does not contain a real introducing 
introduction, does not tell what to expect from it, what it contains or any background to 
its scope. The guidelines are, in general, strict and in total 882 pages including a lot of 
pictures and concrete examples.  
 
Levels 
As noted above, many concepts are first described at a general level, e.g. how to design 
a great UX, leading to more and deeper information on the subject. The deeper 
information is at both platform and domain specific levels and describes e.g. the 
environment of the platform, how to use different design principles and what UI 
elements that are needed in the creation of a positively UX. The guidelines do not 
contain any guides at an international level. 
 
Users 
The document itself does not tell whom it is created for, but in my opinion, it’s clear the 
document contains information and guidelines for both developers and designers. The 
document does not mention if any prior knowledge is needed. 

5.1.2.1 Windows 8 and its Associated Index of UX for Metro Style Apps  
Windows 8 are an operating system built at the same keystones as its precursor, 
Windows 7. Microsoft themselves says that Windows 8 are vibrant, characterized of 
fast-paced and has an updated interface (Microsoft Windows, 2012b) and the purpose of 
Windows 8 are to get a consistent computing experience on a wide range of devices 
(Siddiqui, 2012). 

Windows 8 has two separate UIs, named Desktop and Metro, related to two different 
documents of guidelines for UX. The desktop UI is similar to Windows 7 (described 
above) and are related to the same guidelines whereas Metro is a new and future 
oriented touch UI and has its own document of guidelines (McPeak, 2011). 

The index of UX for the Metro platform is, as the name indicates, an index that will 
help developers and designers in the creation of apps with “a consistent, elegant, and 
compelling user experience”, in the Metro UI. The Index of UX for Metro style apps is 
at a platform specific level and is still (2012-07-30) a preliminary version. 

Availability 
It is possible to read the guidelines in online mode, download and read them offline and 
print them out. 
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TOC  
As figure 5 shows, a small TOC at the right is shown when first opening the index of 
UX for Metro style apps, containing shortcuts leading to more information in the 
headlines of the first page (here called head document). As can be seen in figure 5 also a 
TOC at the left is available when opening the document, which links the reader to other 
documents of Metro-guidelines called patterns and is about navigation, commanding, 
touch and branding. These patterns are short described in the head document followed 
by links to more information in the subjects at other places. The different patterns 
describes how to organize contents, how and when to place commands and controls, 
how to design for a great touch interaction and possibilities that could be used in order 
to incorporate the brand into Metro style apps. The head document links to the 
platforms other separate guidelines, UXIG for Windows 7. As could be seen in figure 6, 
the documents that the head document is linking to contain two separate TOCs. One of 
them describes the available categories and sub headers related to the specific subject 
and link the reader to pages where it can be found. The other TOC includes the headers 
of the actual opened page.  
 

 
Figure 5: The index of UX guidelines for Metro apps head document includes one TOC 
showing different patterns and another showing the actual documents sub headers. 

 

 
Figure 6: The two available TOCs shown when open one of the documents that the head 
document links to 

 



 
 

28 
 

Navigation 
The guidelines consist of a short head document and links thereafter to subdocuments 
containing more and deeper information about its relevant subjects.  
 
Chapters 
The document does not have distinct chapters. The short head document includes small 
descriptions about its subjects and thereafter links the reader to subdocuments for more 
detailed information. It is written in a strict way and contains a lot of small pictures and 
examples. 
 
As an application in Metro style has to be designed to support multiple views at various 
devices, the index links to a section that describes how to create flexible layouts. The 
document tells what a metro app is, how it differs from other types of applications, 
where to sell it, where and how to download it and how to use different development 
tools in the creation. It is recommended to take a look at two separate documents before 
reading it, named, “planning Metro style apps” and “Making great Metro style apps”. 
These documents describe things to consider and think about before starting the 
development part of an application in the Metro environment and its overall design 
strategy. The document is in total at 315 pages. 
 
Levels 
The head document mentions and shortly describes a lot of platform specific concept, 
such as, general layout for the Metro style, animations, titles, notification, fundamentals 
and how to create abilities to use cloud functions. It is possible to read separate 
documents for all of these subjects and the separate documents describe in a detailed 
way, how to think and create the applications and why it is important. The head 
document links to different kinds of platform specific style guides helping the developer 
making applications with high capabilities, charm and contracts. “To get control of your 
application”, the head document also links to guidelines according to each UI element, 
such as different commands and navigation tools, descriptions about how to create 
images and how to successfully introduce text etc., at a domain and platform specific 
level. 
 
Users 
The document itself does not mention whom it is created for. In my opinion, the index 
of UX for Metro is created for both designers and developers. The creator of the index 
recommends the user to read two documents before he/she starts using it and says it is 
hard to understand it without prerequisites. 

5.1.3 Eclipse – Organization Description 
Eclipse is a tool for software development written in the software language Java, and a 
community that makes it possible for organizations and individuals to collaborate on a 
”commercially-friendly” open source12 software. Eclipse defines itself as: “an open 
extensible IDE for anything and nothing in particular" which means it’s a development 
tool for different uses. It is possible to run Eclipse on different operating systems such 
as Linux, Mac OS X, Windows, Solaris and the tool is today the most popular IDE, 
after Microsoft Visual Studios (Edgar, Haaland, Li, Kimberley, & UI Best Practices 
Working Group, 2007).  
                                            
12 With open source means that anyone can get the source code, use it and develop it. 
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IBM created the project of Eclipse in 2001 and today the community consists of 
organizations and individuals from different software industries all over the world 
(Eclipse Foundation, 2012).  

5.1.3.1 Eclipse UI Guidelines  
The Eclipse UI guidelines13 (equivalent to UXIG) are platform specific and created to 
help developers and designers making easy to use- and consistent plugins (called 
features in Eclipse).  
 
Availability 
The Eclipse UI guidelines are available online and are not possible to download and 
read in offline mode.  
 
TOC  
As figure 7 shown, two TOCs (not global) are made available when first opening the 
document of guidelines. One of them is small, to the left, containing information about 
navigation and toolboxes. The other one is long, containing 16 chapters links, all the 
documents subheadings and are placed in the middle of the page. All there headers are 
made of hyperlinks, leading to the relevant information.  
 
 

 
Figure 7: The two available TOCs that are shown when first opening the document of 
Eclipse UI guidelines 

Navigation 
The document of guidelines does not include page numbers, links getting to the top of it 
or hyperlinks getting to the next or previous chapter. 
 
Chapters 
The document contains 16 independent, but not distinct chapters including a glossary, a 
list of the documents latest updates and a chapter of examples, which e.g. shows how to 
design implement and write qualified code. The documents chapters contains one small 
and one extended checklist describing the steps in making a plugin for the Eclipse 
platform and a discussion page in purpose of getting feedback from the users. The 
                                            
13 The Eclipse Unser Interface Guidelines can be seen at: 
http://wiki.eclipse.org/index.php/User_Interface_Guidelines 
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Eclipse platform contains several standard components, which “ships with the Eclipse” 
and described in the interface guidelines. The description answers in detail the 
questions, which they are, how they look like, how to use them and how to implement 
them. The chapters contain some pictures and images and not that many examples. The 
document does not contain an introduction to the document itself, describing its 
purpose, its focus, the documents background and what to expect and not expect of it. 
 
Levels  
The document contains platform specific guidelines, such as an introduction to Eclipse, 
a chapter about how to start making Eclipse plugins and how to use the guidelines. 
These chapters describe goals and good things to have in mind during the creation of a 
plugin at the Eclipse platform. These chapter also describes the platforms unique UI and 
questions according to its design, characters, technology, implementations strategies, 
advantages, design principles, get answered. Eclipse UI guidelines describes domain 
and platform specific style guides such as, how to develop the platforms specific 
elements, in a detailed technical way. It does not contain any general principles or 
International standards. 
 
Users  
The guidelines are amid for “designers and implementers of an Eclipse user interface 
extension”. The users are expected to have “basic understanding” of Eclipse user 
interaction architecture and user interaction design principles, before reading it. The 
document tells which chapters that are meant for developers and which ones for the 
designers. 

5.1.4 Gnome – Organization Description 
Gnome is an international project started in 1997 and has since then, grown into a huge 
enterprise used by millions of people all over the world. It provides a desktop 
environment and graphical UI composed of open source software. Gnome wants their 
applications to interoperate with other desktops. More than 3500 people have changed 
the project’s code and it’s their work that makes Gnome exist (Gnome Project, 2012). 

5.1.4.1 Gnome Human Interface Guidelines 2.2.1 

The aim of Gnome human interface guidelines 2.2.114 (equivalent to UXIG) is “to help 
you design and write applications that are easy to use and consistent with the Gnome 
desktop”. The document is at a platform specific level and is seen as unique guidelines 
for Gnome even though the recommendations are built on design aspects that work well 
in other system, e.g. Windows, Java and Mac OS. 
 
Availability 
The human interface guidelines of Gnome can be read online, it is impossible to 
download it to a personal computer and print it out. The document can be read at 
different languages. 
 

                                            
14 Gnome Human Interface Guidelines 2.2.1 can be seen at: http://developer.gnome.org/hig-book/2.32/ 
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TOC 
When first opening the document of guidelines one and the same TOC is shown to the 
left (in a global format) and at the middle of its first page. It is made of hyperlinks and 
presents the documents headlines and subheadings. 
Navigation 
Many of the documents chapters contain links that leads the user to more information at 
other places in or outside the document and to the next and previous chapters. 
 
Chapters 
All the chapters are distinct and independent from each other. The first chapter shown 
when opening the guidelines is an introduction describing what the document is, what it 
covers, why it’s important to read and points at “the guidelines will make your job 
easier, not harder”. It contains a chapter telling what is new since the last version and 
when the latest update was and a chapter called “checklist” that gives tips about things 
to have in mind during the developing process. Some of the documents chapters contain 
illustrations and examples. 
 
Levels 
The document of human interface guidelines contains two chapters about general design 
principles. One long initiation chapter describing usability principles e.g. the importance 
in keeping the user in mind during the creation and how to keep a system simple and 
one at the end describing design and usability out of a general perspective. The 
document describes platform specific style guides, such as principles behind the Gnome 
interface and how to make the applications integrate witch the desktop in a Gnome 
environment. In addition to this, there is much focus on the domain and product specific 
style guides, such as descriptions about the UI elements, their visual design and advices 
according to these. It does not contain any international standards. 
 
Users  
The main users of the document are the developers and designers. The document does 
not mention if any prior knowledge is needed. 

5.1.5 SAP Organization Description  
SAP AG (System Application Products) is an organization with the ambition to enable 
great enterprise resource planning (ERP) to companies in all sizes all over the world. 
SAP AG is today (2012) the world leader of enterprise applications in terms of 
software’s and related services. SAP R/3 is the name of SAP AGs main ERP software 
that will make “the world work in a better way” (SAP, 2012). 

5.1.5.1 SAP R/3 Style Guide 
The SAP R/3 style guide15 (equivalent to UXIG) is at a corporate level with the purpose 
to help developing user-friendly software’s and provides state of the art knowledge for 
the user interaction of SAP R/3. 

                                            
15 SAP R/3 style guide can be found at: http://www.sapdesignguild.org/resources/MiniSG/index.htm 
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Availability 
The document is available online and is possible to download as a PDF-file and print 
out. 

TOC 
As figure 8 shows, the first page of the SAP R/3 style guide contains a TOC that lists 
the headlines and subheadings of the document. It is global and created of hyperlinks. 
 

 
Figure 8: The first page of the SAP R/3 style guide 

Navigation 
The document links, in many cases the reader to more and deeper information to other 
places in the document or information channels outside it. As figure 8 shows there is a 
button at the end of each chapter leading the reader to the top of it. The document does 
not contain page numbers. 

Chapters 
The SAP R/3 style guide has distinct and independent chapters and its overall focus is at 
the design- and layout parts. The SAP R/3 style guide does not contain many examples, 
figures and explanation why particular rules and strategies are important.  

Levels  
The document starts with a small introduction at a platform specific level. It tells the 
history of SAP R/3 style guide and links the reader to a list of webpages and books 
where more information about them is available. The document of SAP R/3 does not 
tell when the latest update is made, what the document contains and what to expect of it. 
After the introduction, the style guide starts immediately with a description of how to 
design an application for the platform in the right way, at a platform specific level. This 
description leads to information about how to create UI elements, at a domain and 
product specific level. There is one short chapter at the end describing “dialogues and 
text” and answer questions like e.g. how to use technology and what kind of language is 
appropriate to use, out of a general perspective. The chapter talks about the international 
standard, ISO 9241. 
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Users 
The document makes clear in the introduction that it is created for UI designers, 
developers working with the ABAP Development Workbench, SAP partners and 
customers, info developers, agencies including professional colleagues from the field of 
user-centred design. The document does not mention if any prior knowledge is needed. 

5.1.6 Google – Organization Description 
Google was founded in 1998 and is today at place 277 at the list of the world´s largest 
corporations (CNN Money, 2012). Google provides a varied set of services and 
software systems for businesses and people. One of them is named Android, a software 
platform and an operating system primarily for mobile phones. Android was owned by 
Android Inc. since its start in 2003 until 2005, when Google bought the organization. 
Google has since then developed the platform on their own and Android is today the 
world’s most popular platform (Google, 2012). 

5.1.6.1 Android UI Guidelines  
Android UI guidelines16 (equivalent to UXIG) are at a platform specific level for 
applications and ”provides an overview of Android styles, design patterns, building 
blocks for exceptional Android designs, and more”. 
 
Availability 
The guidelines are available to read online and possible to download as a ZIP-file. 
 
TOC  
As figure 9 shows, the document contains three sections; design, develop and distribute. 
Some of these sections contain sub-category´s and when selected an appropriate 
category within the section a TOC that presents its headers makes available to the left. 
The headlines are global, made of hyperlinks and its subheadings makes available when 
clicking on an arrow next to it.  
 

 
Figure 9: The first page shown when opening the Android UI guidelines 

Navigation 
When first opening the guidelines the user, as mention before, can chose to read about 
three sections; design, develop or distribute. The site has a searching box helping the 

                                            
16 Android UXIG can be seen at: http://developer.android.com/guide/practices/ui_guidelines/index.html 
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user find specific details but does not contain any page numbers. The documents 
chapters contains links leading to the next and previous chapter, to the top of the 
chapters and in some cases links that leads the reader to other specific parts in the 
document or outside it.  
 
Chapters 
The design section does not contain different category´s but four distinct and 
independent chapters named; get started, style, patterns and building blocks. All the 
chapters contain sub headers. The first page in this section shows a picture of the 
platforms devices and a text telling why the document is created.  The document 
contains a lot of large figures, examples, and videos giving tips about e.g. navigation, 
patterns and design. The document is written in a strict way and do not contain much 
text even though its descriptions are very detailed. 
 
The section named develop contains three subcategories (Training, API Guides, 
Reference and Tools) and is aimed to help programmers getting prepared to develop 
Android applications, use the development tools in the right way and facilitate the 
creation of code. The section named distribution explains how to successfully release an 
Android application. The document does not mention the date of the latest update, what 
it contains and what to expect from it. 
 
Levels  
The four chapters and there levels of guidelines within the section named design are 
presented below, 
 

• Style: describes Androids strategies, themes and colours in a general way and 
are on a platform specific level.  

• Patterns: talks about how to structure and get a good navigation for an Android 
application and are written on a platform specific level.  

• Building blocks: is at a product and domain specific level and describes specific 
domains and UI elements, such as buttons lists and tabs.  

• Get started: is about how to think and start the creation of an Android 
application. It is at a platform specific level. 

 
The sections named distribution and develop contains information on both a product 
and domain specific level and at a platform specific level. The guidelines do not include 
any clear international or general standards or guidelines.  
 
Users  
The document is aimed for developer, designers and distributors. The document does 
not mention if any prior knowledge is needed. 

5.1.7 Samsung – Organization Description 
Samsung is an international organization that for over 70 years has been, according to 
themself, “dedicated to making a better world”. Their business covers e.g. among 
semiconductors, medicine, skyscraper- and plant constructions, fashion, finance, high-
tech electronic manufacturing and digital media (Samsung, 2012). In the range of digital 
media Samsung produce smart TVs and smart TV applications. The smart TV 
applications are web-based software programs running on digital TVs connected to 
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Internet. It is today possible for a private person to create own applications and 
download others from Samsung´s App store (Samsung Electronics Co., 2011).  

5.1.7.1 UX guidelines for Samsung Smart TV 
Samsung smart TVs UX guidelines17 (equivalent to UXIG) are at a platform specific 
level and are made to help users create successful, enjoyment and simple applications. 
 
Availability 
The guidelines are possible to read online but not to download. 
 
TOC  
As shows in figure 10, a TOC made of hyperlinks makes available when first open the 
Samsung smart TV UX guidelines. Each link represents a headline in the document and 
leads the reader to the relevant chapter. 
 

 
Figure 10: The first page of the UX for Samsung smart TV 

Navigation 
The guidelines chapters contain hyperlinks that lead the reader to the next chapter and 
to the start page. In some cases the chapters links the reader to more information in a 
subject at other places in the document. The document does not contain any page 
numbers. 
 
Chapters 
The document of guidelines contains 13 distinct and independent chapters. The chapters 
is written in a strictly way, contains images and platform specific examples in varying 
amount but no introduction describing the background of the document or philosophy 
according to its subjects. The document does not tell what to expect of it, what it 
contains and does not mention when the latest update was done.   
 

                                            
17 The user experience guidelines for Samsung smart TV can be seen at: 
http://www.samsungdforum.com/upload_files/files/guide/data/html/html_3/apps_framework/ui/ux_guideline
s.html 
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Levels  
The first headline in the UX guidelines for Samsung smart TV is about Samsung’s 
design principals, at a platform specific level. The design principles are broad and 
presented in a specific way for the platform. At the same level the document also 
describes the applications environment, how the overall layout will be and look like, 
how to create an easy and clear navigation and what will happen when clicking on 
buttons on a TV controller during different circumstances. It also contains detailed 
description about how the platforms components; icons, tools, displays etc. will look 
and act in different situations, at a domain and product specific level. It does not contain 
any general design principles or International standards. 
 
Users  
The document does not tell who the focal user/users are but in my opinion it contains 
information relevant for both designers and developers. It does not mention if prior 
knowledge is necessary before reading it.  

5.1.8 International Business Machines – Organization Description 
The Computing Tabulating Recording organization was grounded 1911 in America by 
three different companies, the International Time Recording organization, The 
Tabulating Machine organization and the Computing Scale organization of America, 
and become in 1924 International Business Machines (IBM). IBM has over the years 
been very successful selling business computers and has developed everything from 
personal computers to mainframes (IBM Corporation, 2008).  
 
IBM is active in the work of ISO-standards and in the process creating standards for 
usability and user-centred work (Gulliksen & Göransson, 2002). They have over the 
years developed, built and implemented several servers, tools, products and associating 
guidelines for UX. A summary of one of their newest style guide is made below. It is a 
UI design and interaction guidelines for: 
 

• Applications for Lotus Notes, a software comprising e-mail, web solutions and 
document management (IBM, 2012a). 

• Eclipse-based plugins for Lotus Sametime (version 7.5 or later), which are 
software’s for e.g. iP telephony, chat and videoconferences (Kehn & Ott, 2006). 

• Plugins to Lotus Expeditor, a software framework for the deployment, 
integration and construction of managed client applications. Lotus Symphony is 
one of them and provides presentation software’s, word processing and spread- 
sheets (IBM, 2012b). 

• Composite applications, which are key element in a contextual and service-
architectural collaboration strategy (IBM Corporation, 2012). 

5.1.8.1 UX Guidelines for IBM Lotus Rich Client Applications and Plug-ins 
The UX guidelines for IBM Lotus rich client applications and plug-ins18 (equivalent to 
UXIG) is at a platform specific level with the main purpose to help developers and 
designers to create implementations consistent with existing Sametime Connect, Lotus 
Notes, Lotus Symphony or Lotus Expeditor interfaces.  

                                            
18 The UX guidelines for IBM Lotus rich client applications and plug-ins could be download from: 
http://www.ibm.com/developerworks/lotus/documentation/d-ls-ueguidelines/ 
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Availability 
The IBM UX guidelines are available to download from Internet but are not possible to 
read online. 
 
TOC  
The second and third pages of the document show a TOC including the headlines and 
subheadings of the document. The list is made of hyperlinks and leads the reader to the 
desired information. 
 
Navigation 
The document does not contain distinct chapters. The only way getting back to the start 
page or another chapter is to scroll to the top of it since the document does not contain 
any helping hyperlinks e.g. links to previous/next chapters or to the top. The document 
of UX guidelines for IBM Lotus Rich Client Applications and Plug-ins links to the 
Eclipse UX guidelines since some of the software´s, handle in the document, are plug-
ins to Eclipse. It also references to other information centres outside the document. The 
document includes page numbers. 
 
Chapters 
The document contains 23 chapters with several sub chapters. The document start with 
an introduction of the author, it mentions when it is made, who its main user is and 
which software’s it covers. After that, the document starts with a small introduction 
telling what knowledge it will give the reader and also, what the document in fact are 
and are not. Some of the chapters are strict whereas other chapters describe principles 
and general rules that IBM, as organization, recommends. These chapters’ gives tips to 
follow during the creation of applications and plugins to make them look like IBMs 
general web interface. In some cases it says that the developers and designers should 
base their choice of technology on their users’ needs and their own skill set.  
 
The guidelines contain a conclusion with a list of important aspects, links for more 
information and an appendix with a short checklist for developers to follow. The 
document of IBM guidelines is in total 46 pages, including appendix. The document 
contains a lot of examples, big pictures and not that much text.  
 
Levels  
The document of IBM guidelines describes how to plan an application and contains a 
comparison of available technologies and tools, at a platform specific level. It gives a 
deep description of all the systems specific UI elements and how to visually design 
every individual tool, for the different software’s, such as the icons, windows, buttons 
and the menus, at a domain and product specific level. The IBM guidelines do not 
contain any general guidelines or International standards. 
 
Users 
The guidelines are aimed for both developers and designers to “help ensure 
consistency”, and is not intended to give a lesson in user-interface theory or design best 
practices.  The document tells that its readers should be familiar with the software’s to 
get the most out of it, which means that prerequisites is needed. 
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5.2 Compiling – Similarities and Differences  
The summarization of the UXIG above shows that different organizations use their own 
strategies in their creation of guidelines. A compilation that presents their similarities 
and differences is made below.  
 
Availability 
All of the documents are possible to find online and available to read online, download 
to a personal computer or both.  
 
TOC  
All of the UXIG documents contain one or several TOCs. Some of the UXIG gives the 
reader a greater overview of the document when first opening it by having a detailed 
TOC, including its subheadings, whereas other documents TOCs contains a short list of 
broad frameworks telling what the chapters of the document will contain.  Some of the 
documents TOC are global whereas others have their TOCs available at the first page of 
the document. 
 
Navigation 
The organizations present their information in different ways. Some of the UXIG have 
all its relevant information in the head document whereas others link their readers, via 
hyperlinks, to separate documents outside it, for extended information. Some of the 
UXIG documents also links their readers to other places in the current document. To 
design Metro applications, the developers and designers have to read two specific 
guidelines at different places.  
 
Microsoft Windows starts, in their guidelines for Windows 7 and Windows Vista, to 
describe subjects at a general level and lead thereafter the reader to deeper information 
within the subjects, via a TOC made of hyperlinks, and also from there in many cases, 
to a new TOC and even deeper information. 
 
Some of the guidelines contain a search box and hyperlinks leading to the top of 
separate chapters, to the previous and next chapter and links leading back to the first 
page. Some of the organization’s guidelines also contain page numbers.   
 
Chapters 
Descriptions, overall, are made in a varied extent in the different UXIG, and also in the 
guidelines different chapters. Some guidelines describe in a deep way why to focus in a 
particular method or component, which they are and how to do it, according to 
examples and pictures and sometimes also videos. Others do not do it in the same 
extent. The companies have different focus and goals in their guidelines, which in some 
cases are clearly defined and described and in some cases not stated. The documents tell 
what it contains and does not contain and what to expect of it in a different range. 
 
Some of the guidelines and chapters are made as frameworks and gives the developers 
and designer’s advices and tips whereas other guidelines are written in a strictly way.  
Some of the documents can be read in different language, are long, detailed described 
and contains a lot of chapters and text. Windows guidelines for Vista and 7 are more 
than twice as long as Apples guidelines for OS X. Some of the relevant guidelines 
contain distinct chapters, independent from each other.  
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Some of the guidelines summaries the documents important facts at the end, contains a 
chapter making it possible to give feedback, describes the current organization, contains 
an introduction part describing the subject, the focal platform, the background of the 
document and philosophy´s whereas other UXIG directly focuses on the development- 
and design parts.  
 
In what style and extent the guidelines and its chapters contain examples and relevant 
figures vary widely. Some guidelines have noticeably put a lot of time creating their 
figures and examples whereas others do not contain much of it at all. One of the 
guidelines contains a chapter describing a case study with the purpose of making the 
user understand were and how to apply different methods and strategies. Some of the 
compared guidelines mention when the latest update was and what chapters the update 
covered. 
 
Levels 
The variety of purpose and intended users of the guidelines also makes the levels of the 
information vary. Half of the compiled guidelines above include general design 
principles in their descriptions or in separate chapters. All of the guidelines contain 
platform specific style guides and domain and product specific style guides. One of the 
guidelines links to information about international standards but none of them contains 
international standards directly in the head document.  
 
Users 
Who the intended audience/ audiences of the UXIG are and how much prerequisites 
he/she are needed to understand it varies. Some of the guidelines make it clear at the 
beginning of the document who it is created for and what is needed to know before 
reading it. In some cases it is possible to choose in what purpose, e.g. develop, design, 
distribute, the guidelines will be read, whereas some guidelines, contains a mix of deep 
technical- and design strategies, implementation methods and administration 
information in the same document.  

5.3 Conclusions from the Benchmark Study  
Deep descriptions, explanations of why e.g. a specific design strategy should be used, 
information at general level, international standards, long TOCs, examples, figures, 
videos and other information beyond specific design rules and requirements may in 
some cases make the document verbose and long. At the same time this may be factors 
that makes the reader get an extended overview of the document and a better 
understanding leading to better decisions and systems.  A deep understanding of the 
guidelines and factors as why and when to use them is especially important when 
designing outside its focal scope and circumstances.  
 
Guidelines that in a detailed and strict way tells what to do, and does not give options in 
what can be done, leads to fewer opinions for the developers and designers and forces 
them to follow the guidelines. This can facilitate the creation of systems when 
designing/develops a solution for a scenario that is included in the UXIG but force the 
user to think outside it when the guidelines do not cover the scenario and its 
circumstances.  
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Some of the guidelines makes it clear in the beginning what the document contains and 
do not contains, what to expect of it, who the user/users are meant to be and what kind 
of prior knowledge that is needed to understand it. This means the reader directly can 
see if the document is relevant and understandable for him/her and do not have to spend 
time to find it out. In some cases it is possible to see what chapters, sections or 
categories that are relevant for a specific role, which could mean time savings because it 
will minimize the information each user has to read. There could though be a risk, in 
these cases, that user’s miss important and relevant information for his/hers specific 
work and miss the guidelines broad perspective. Much of the information is relevant for 
different roles and a structure where the information is divided into separate chapters for 
different roles may be a solution that would mean a lot repetitions. The possibility to 
read the guidelines in different languages can be time saving. 
 
According to the famous expression “a picture says a thousand words” implementations 
of figures in the UXIG could be a successful way to make a user fast and in a simple 
way understand concepts and strategies. Figures and examples sometimes also can 
make the documents text shorter. This is something that some of the organizations have 
taken advantage of in their documents by noticeably have put a lot of time creating their 
figures, videos and examples in order to make the work easier and funnier for the users.  
 
Searching boxes, which makes it easier for the reader to find specific and detailed 
information, numbered pages, a global TOC made of hyperlinks, distinct chapters, and 
links leading to the next- and previous chapters and to the top of it, are factors that can 
facilitate the navigation and helps the user not getting lost. Long guidelines without 
independent and distinct chapters may result in much scrolling to get the right 
information with the risk to get lost. Here also the way back to the TOC, in order to get 
an overview of the document, means a lot of scrolling. Hyperlinks that leads to more 
information in other specific guidelines or documents can sometimes make the 
document of UXIG feel dependent and make the reader lose control of where he/she is. 
Independent and distinctive chapters make it possible for the reader to understand a 
single chapter without any previous experience of the document, which can be time 
effective. But for a reader who wants to read the whole guidelines through or several 
chapters that means things are going to be repeated and may feel tedious.  
 
A chapter collecting opinions and response from the users is important in the way of 
increase the quality and functionality of systems. It is important that all users following 
the same and latest version of the guidelines. That makes it advantageously to write out, 
in the document of guidelines, when the latest update was in a way that a user easily 
notices.  
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6 Analysis 
When all the empirical data from the interviews and the questionnaire were gathered it 
become interpreted and analysed separately. But to get the chance of drawing 
conclusions out of the whole thesis a combination of these parts analysed together with 
the conclusions from the Benchmarking study. 

6.1 Interviews 
To get an overview of the interviews and the ability to sort out important information 
related to the purpose of the thesis, the qualitative data was compiled in paper form out 
of the recordings. After that, the interview questions and answers were interpreted and 
merged into fewer categories based on the research questions of the thesis. The 
information according to the fewer categories was then analysed in relation to the 
purpose of the thesis. The respondent’s different roles and experiences led to that some 
of the questions was outside their area of expertise and could therefore not be answered.  

6.2 Questionnaire 
The questionnaire and its related answers was interpreted and compiled out of the 
document where the selected survey tool automatically had saved it. The quantitative 
data was structured and interpreted out of the research questions and thereafter analysed 
in a statistic manner. I also find it interesting, in some cases, to study links between 
different components and groups of respondents. The number of respondents was in 
total 24 and since the questionnaire was posted at different UX forums on LinkedIn, and 
it was impossible for me to say how many active members that using them, I could not 
measure the respondent rate. In order to the respondents different roles and experiences 
in some cases the questions was outside their area of expertise. The respondents had 
then the opportunity to do not answer the questions, which was an alternative that 
utilized.   

6.3 Interviews and Questionnaire  
The separate analysis of the interviews and the questionnaire resulted in identifications 
of components, links between features, components, respondents and their opinions and 
a compilation of the respondents overall point of views. Conclusions of the thesis and 
recommendations to GE Healthcare Life Sciences was thereafter based on a further 
analyse where the identified findings out of the interviews and questionnaire were 
analysed in relation to each other and together with the conclusions from the 
Benchmarking study. 
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7 Empirical Results 
In this chapter the interviews and questionnaire are summarized. The material is not 
produced in its entirety and the compilation only shows material important and relevant 
for the results. 

7.1 Results from the Interviews 
The interview questions and its sequent answers are structured in three sections in order 
to answer the research questions, namely:  
 

1. How to develop UXIG in a successful way 
2. What should successful UXIG contain 
3. How to implement UXIG in a successful way 
 

In most of the cases no distinct groups of categories could be identified but in the cases 
they could, they are presented. All the quotes in the following part are translated from 
Swedish to English by the author since all the interviews were in Swedish. 

7.1.1 How to Develop UXIG in a Successful Way  
This first section provides 11 questions about the process of developing UXIG, its main 
users and about development tools. 
 
Who develops UXIG? 
Who, and how many, the creators of UXIG are and who is caring the responsibility of 
the guidelines are up to the organization´s attitude, culture and management. This was a 
point of view that the majority of the respondents shared and they meant further that 
how an organization priorities the area of UXIG, its premeasured business value and 
how much they are willing to investigate in the guidelines are important key questions 
deciding this. Some of the respondents told that organization´s often uses consultants 
with expertise within the area of UX in the creation part of the guidelines while a few 
others meant that it is common that a core team established, working close to the UXIG 
and spread their message further to other users.  
 
How to start the developing process?  
The respondents disagree in how to successfully start the developing process of UXIG. 
Some of the respondents meant that the best way to start were to put up a long-term 
plan for the guidelines based on the main users of the document. Another interviewee 
gave the recommendation to start by making a list of requirements based on national, 
European and international standards. Several respondents meant that the guidelines 
should be based on the organization´s previous projects and current standards, systems 
and applications. The best way to start the developing process was, according to them 
by identifying the deficiencies in the current components. 
 
Other respondents recommended starting the process by study and analysing how other 
successful companies have created their guidelines and ask themself questions like 
“why is Apples products and design so appealing?”19  A distinctive component that 
several of the respondents mentioned was the importance of, in an early stage, preparing 

                                            
19 Quote from one of the respondents 
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and involving the users in the creation. “The users are the experts of the systems and 
their knowledge and experience is therefore invaluable”20.  
 
Should the document of UXIG be further developed over time? 
All the respondents shared the point of view that the guidelines have to be a living 
document that updates continuously. Some of the respondents mentioned the 
importance of a dialogue between the users and creators of the document since the 
guidelines have to be adopted in many different types of projects. 
 
Could the same document of UXIG be developed to be used for new projects and 
project updates? 
All of the respondents, answering this question had the opinion that guidelines for new 
projects and for updates could be collected in the same document of guidelines. Some of 
the respondents advocated dividing the information in separate chapters since the user 
needs different background knowledge in the two situations. 
 
A majority of the interviewed software developers shared the point of view that more 
than one UXIG document makes the development process more complex.  
 
Could the same document of UXIG be developed to be used for internal- and 
external jobs? 
The general opinion of the respondents was that it depends on the users of the 
guidelines and the users of the created systems differences in requirements and 
regulations in the two cases. Also here some of the respondents meant that guidelines 
with different purposes should be divided into different chapters. 
 
Should organization-specific guidelines for UX be integrated in the same document 
as the used platform´s guidelines?   
As mentioned before, GE Healthcare Life Sciences develops almost all their systems on 
a Microsoft Windows platform. Questions they now are asking themselves are,  
 

• Should Microsoft Windows existing guidelines be integrated with their own 
organization-specific guidelines? 

• Should the organizations designers/developers use two separate documents in 
their creation of software systems - one for the platform and one organization-
specific? 

• Should GE Healthcare Life Sciences create a whole new document, without 
Microsoft’s existing guidelines (ignoring the platforms guidelines)? 

• Should they fully follow Microsoft’s UXIG? 
 
The majority of the interviewed, including all the software developers’, had the opinion 
that the use of one document, where all the relevant UXIG where assembled, best 
facilitating their work. This would mean that Microsoft Windows existing guidelines 
should be integrated with the organization-specific guidelines. Some of them 
recommended not changing the look of the original components in a drastic way since 
they already have a functioning design and that the develop process of a new design, 
and guidelines according to it, would cost lots of extra work.  
 
                                            
20 Quote from one of the respondents 
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Do an organizations culture, attitude and management affect the creation of 
UXIG? 
“The management’s responsibility and consents are of the outmost importance. They 
decide fully if guidelines will exist at all”21. This was a recurring opinion in the 
interviews and all the respondents clarified that it is important for the UXIG 
development process to get full support and attention from the management. Some of 
the respondents meant that the only way to get that consent and support was to show the 
management “how to make it profitably”.  
 
The majority of the respondents also meant that the organization´s internal culture, 
politics, current processes and the employer’s attitude to changes affects the creating 
process of guidelines. According to them, the document of UXIG has to be matched and 
linked to these factors, which they could be through a deep contact and communication 
between the documents user, the creators, the management and the end users of the 
created systems.    
 
Who do you think is the user of UXIG? 
The consensus of the respondents was that all the designers, developers and other 
persons involved in the creation of software systems should have to know where to find 
the UXIG, what they are, when to use them and who to contact for help in the area of 
system design. Almost all the respondents had the opinion that there must be a 
responsible person/group for the design, in each project, making sure the developed 
system follows the UXIG and to act as a helping hand in difficult and doubtful 
situations. Some of the interviewees also emphasize the importance of really knowing 
who the user of the document is during the creation of it.  
 
How much previous knowledge does a user need to have in order to understand 
the UXIG? 
Some of the interviewees meant that the purpose of UXIG is not to teach the developers 
and designers from scratch within the area. That would, according to them, cause a 
whole profession and therefor a basic previous knowledge about UX and design must be 
a requirement. A few respondents meant that it is important to make clear where to find 
the needed prerequisites.  
  
Other respondents thought the users have to grow and mature into the UXIG by 
educations, tasks and support from people with experience of using UXIG. Some of the 
respondents meant that one component that leads to hardness in getting the UXIG on an 
understandable level for the users is that they in many cases are created by usability- 
and UXs experts, often hired consultants, with competence within the area of guidelines 
but that not knowing the organization. 
 
Could people with different roles use the same document? 
“As a user of UXIG you want to know what you need to know without missing 
something important”22.  
 
The majority of the respondent group of software developers advocated a separate, clear 
and concise document with guidelines especially for them and that additional 
information should be available on other places. This opinion differed from most of the 
                                            
21 Quote from one respondent 
22 Quote from one of the software developer 
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non-software developers who meant that much of the information was trans-boundary 
and that the same document of UXIG could be combined for different roles, even 
though it might make it long. One of the respondents told that they, at his/her 
organization, have divided the information for different roles into various chapters in 
order to facilitate for the documents users.   
 
Could the development tools help a programmer following the UXIG? 
 ”Do not reinvent the wheel” was a quote that reiterated in several of the interviews and 
aimed to describe the usefulness in having a collection of pre-designed components, 
source code and templates adopted to the organizations graphical profile, ready to 
implement. Pre-designed components give the developer frames and a base that could 
be reused instead of being reconstructed. According to several respondents, this type of 
components will help the user follow the standards. It saves time, recourses and money, 
but also, according to one of the respondents, makes it difficult for a software developer 
to really realize what is going on since you lose control of the details. By design 
components ready-to-implement, one of the respondent meant, “The design guide 
transfers to an object and extends the UXIG”. This means, according to the same 
respondents that, “The guidelines are removed and replaced by code and templates”.  

7.1.2 What Should Successful UXIG Contain  
This second section provides 9 questions concerning the contents and design of the 
UXIG.  
 
One of the respondents meant that he/she sees two purposes and aims in using a 
document of UXIG, 
 

• “To be educated on a higher level”.  
• “To look up specific components or details”.  The majority of the respondents 

thought that this is the most common purpose when using it. 
 
How users of the UXIG, according to the same respondents, prefers them to be 
structured and contain, depends on the user’s role and purpose in using it. 
 
Does the length and structure of the document affect whether or not the UXIG are 
being used? 
”Less is more” 23, “as short as possible”24, “concise and very good rather than verbose 
and not so good”25, “the human being is lazy in nature and it is obvious that less reading 
is better”26. 
 
The majority of the interviewed respondents meant it is difficult to justify the use of a 
UXIG if it is too long. Some of the respondents saw a division of topics and information 
into different concrete, distinct and independent sections and chapters as necessity in 
order to not frighten the users. One of the respondents meant that the relevance of each 
specific guideline should be pointed out, e.g. “importance A”: must be follow and 
cannot be overlooked, “importance B”: is nice to have, but not necessary.  

                                            
23 Quotes from one of the respondents 
24 Quotes from one of the respondents 
25 Quotes from one of the respondents 
26 Quotes from one of the respondents 



 
 

46 
 

 
 
Is the navigation in the document of UXIG important? 
The majority of the respondents meant that the number of pages is less important if an 
elaborate navigation and navigation tools exist. A great structure and conditions for 
navigation are, according to some of the respondents, the most important component for 
a document being used and enable the user to find the right information when needed it.  
 
Should the document of UXIG contain explanatory descriptions? 
“Some users of the document getting frustrated when they do not understand why a 
requirement or restriction exist while other´s just want to know what to do and how to 
do it”27. 
 
In what extend the respondents thought the document of UXIG should contain 
description of why a function- or design strategy should be created in one particular 
way, varied. The majority of the respondents meant that the document of UXIG should 
contain descriptions, optional to read. One respondent pointed at the importance in 
explaining what catchwords and philosophies means in the contents of the guidelines 
and tell at what level the catchwords are meant to be applied.  
  
Should the document of UXIG contain explanatory pictures and relevant 
examples? 
 “An image says more than 1000 words”28. 
 
All of the respondents agreed that images and examples related to the documents 
information facilitate the understanding. The respondents meant that relevant examples 
and images also make the guidelines more intuitive, interesting and funnier to read. 
According to the majority of the respondents, examples and images helps the reader to 
get a broader perspective of the UXIG.  
 
Should the document contain an overall introduction describing the background- 
and purpose of the document?  
The respondents agreed that an introducing containing information about its purpose 
and background facilitates the users understanding and reading and helps the reader to 
get a broader perspective of the UXIG. Some of the respondents meant it has to be 
selectable to read. 
 
Should the guidelines be written in a strict way? 
As mention above, some of the respondents could see different purposes in using UXIG. 
Short, strict and concrete guidelines are, according to many of the respondents, easier to 
interpret, implement and resulting in similar looking systems than guidelines written in 
a more general manner. But even though they are strict, the majority of the respondents 
meant that the guidelines have to give room for exceptions, since UXIG cannot cover all 
possible situations.  
 
 
 

                                            
27 Quotes from one of the respondents 
28 Quotes from one of the respondents 
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Should the document of UXIG contain different levels of guidelines (General 
design principals, platform specific style guides and domain or product specific 
style guides, corporate style guides and international standards)? 
Many of the respondents made clear that their organization´s document of UXIG exists 
of two layers, 

• A general layer on a high, overall level containing basic knowledge and giving 
the overall framework (this corresponds to the general design principals). 

• A detailed layer on a low level focusing on the design of components and could 
contain e.g. code information. This layer does not say much without the overall 
framework (this corresponds to the platform specific style guides and domain or 
product specific style guides). 

 
All of the respondents more or less agreed that both of the layers are needed. One of the 
respondents meant that his/her experience are that a user starts looking at the high, 
general level and wondering what to create and thereafter reads the details.  
 
One of the respondents said that his/her current organization has a UX platform above 
the UXIG, including corporate style guides and a brand- and a copy platform. The UX 
platform does, according to the respondents, not say much concrete and could not be 
called a strategy.  It contains information and explanations regarding the target groups, 
how to work in different types of segment, goals and what to measure against when 
developing systems for the current organization. The UX platform mirrors down on the 
underlying UXIG and helps the users answer questions like, what should be done for 
different audiences, what their needs and problems are and what design concepts could 
solve them. 
 
Should the document of UXIG contain descriptions of international standards? 
The majority of respondents from the interviews meant that international standards 
should be available to reach by using a UXIG, but not necessarily be placed in the 
document. The majority of the interviewed software developers were not interested in 
them at all, one of the software developers even said: “I do not want the UXIG to be 
polluted with such information”. 
 
One of the respondents meant that the document of UXIG at his/her organization clearly 
indicated when the guidelines follow and when it does not follow the international 
standards, and if not, what the standard says instead.  
 
Do the culture, attitude and management of an organization affect the contents of 
UXIG? 
All the respondents agreed that the management, culture and attitude of an organization 
had a key role in questions regarding the guidelines content. To what extend the 
document of UXIG is elaborated, strict, contains descriptions, pictures and examples is, 
according to some of the respondents, largely up to the management, how they priorities 
and how much money, resources and time they want to invest in them. 

7.1.3 How to Implement UXIG in a Successful Way  
This third section contains 8 questions concerning the implementation and anchoring of 
UXIG and how they are used in practice. The majority of the respondents mentioned 
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during the interviews that they thought it is quite simple to develop UXIG but hard to 
get people following them. 
 
How does an organization anchor UXIG in a successful way? 
“Willingness could not be forced but must be attracted”29. 
 
About half of the respondents advocated courses for the intended users of the UXIG 
document with the purpose making them more interested in using them and get a better 
understanding in how to use them. One of the respondents told that he/she had 
experiences from courses where the focus was to go through all the UXIG but just 
ended up with all the attendance fell asleep within an hour. He/she has, during the latest 
years, instead promoted coursers focusing in how to use the UXIG and their contents in 
a summarily way, with practical assignments. Other respondents meant that coursers 
and knowledge could easily be forgotten if a user is not involved in a project where they 
could make use of the knowledge instantly. They meant it is a very complex subject and 
the UXIG reflect too many situations for a person to read up on.  
 
One of the respondents brought up the importance to find a good way of working with 
the UXIG in the current organization, it has to reflect the organization´s culture, the 
employer’s way of working and prioritize. The respondent meant it is also essential to 
has a supporting organization standing behind them saying, “It should be like this” or 
“if you don´t use them, then…”  
 
The majority of the respondents meant that the UXIG needs to have an owner working 
as a responsible organ and seeing the guidelines and its related systems out of a holistic 
perspective. Many of the respondents said it could often be easier to anchor the UXIG 
in an organisation, at different levels, if they already are anchored in a core team that 
could spread them further and give support. This could, according to about a handful of 
the respondents, be done by review-processes and discussions focusing at what to do, 
what the purpose of the implementation of UXIG is, how and who they will affect and 
where to leave comments about them.  
 
A majority of the respondents meant that it is extremely important to, in an early stage, 
think about how to distribute them, prepare, integrate and involve the users and anchor 
the UXIG at a mental plane. One of the respondents highlighted the conflicts and 
discussions involved in the process of developing and implementing UXIG as 
awareness raiding for an organization and very important for its anchorage. Discussions 
makes the employers actually read the guidelines and pay attention to them, according 
to him/her. 
 
One of the software developers meant, if the UXIG do not feels meaningful he/she 
would not use them, independent of integration method. A consensus out of the 
software developers was that they wanted to know why the UXIG are implemented and 
how they are going to affect them. They all agreed that if they in some way could be 
involved in the creation of the UXIG they would in a greater extend trust them.  
 
A few of the respondents made clear that it is important for the process of anchoring to 
let the users know what the UXIG are based on and where they are coming from. It is, 

                                            
29 Quotes from one of the respondents 



 
 

49 
 

according to them, important that the users do not perceive the UXIG as random 
thoughts from someone. To get the users realize the value of the UXIG one of the 
respondents said a good idea is to test the employer’s relation to the guidelines and 
knowledge about them. 
 
To get used, the respondents recommended to make the document easy to read and use, 
clearly, fun and showing successful projects when the guidelines have been used. Some 
of the respondents meant that the process of anchor the guidelines could be harder if the 
developing- and implementing process involves consultants, not knowing the 
organization and it is culture.   
 
What resistance could the UXIG meet in the organization, during the 
implementation? 
“It is always hard to get a lot of people to think and act the same way”30. 
 
According to mostly of the interviewees, resistance could come up from a vary set of 
sources. Many of the respondents had experienced resistance from the organizations 
developers during the implementation of UXIG. The respondents said the developers 
had expressed a feeling of inhibitory and, according to one of the software developers, a 
sense that the organization “steps on their skills and creativity and making them feel 
limited”. One of the respondents said that him/her current organization meets the 
greatest resistance from the owner of the products since they, according to him/her, 
often have a clear picture of what is the best solution in their specific services. At the 
same time, some of the respondents meant that it could be nice to get thoughts and 
design concepts served. 
 
One of the respondents meant that resistance from the organizations employees could be 
solved in a hard or soft way. He/she meant that the hard way means that an 
organization´s management “pointing with the whole hand” and the soft way means that 
the management and creators of UXIG have a dialogue with the users where they 
clarifies the purpose, business value and why the design should be coordinated. 
 
Does the implementation and anchoring look different internationally? 
An international organization has more aspects to take into account and, according to 
respondents working at international organizations, the UXIG sometimes have to be 
adopted to the geographical markets, its audiences and their requirements, needs and 
competitions.  
 
To achieve that the same principals being used at offices all over the world the UXIG 
have, according to a few of the respondents working at international companies, to be 
clearly defined and have people from the organization working as a network for the 
global organization traveling around and make sure they are being correctly understood, 
followed and giving them directives in new projects. Some of the respondents clarify 
that no one can keep track of everything that develops and happens at a big international 
organization. It is therefore hard, from an international perspective, to follow up 
projects and be in place when new projects are started. 
 
 

                                            
30 Quotes from one of the respondents 
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How to reach the documents user with updates? 
One of the respondents meant his/her current organization launches updates according 
to the UXIG as news items at an internal SharePoint-page in the same way as other 
news. When bigger updates had been made some of the respondents said lectures 
(maybe online?) could be a good alternative to create awareness of them. It is important 
to tell why the updates have been constructed and it has, according to the majority of the 
software developers, to be possible to discuss them, on a forum or directly with the 
creators. 

Another respondent said his/her current organization using an internal UX-portal where 
all information and updates according to them are available and where it is possible to 
ask questions and leave comments. The organization also organizes forums for the 
organization´s core team that is working closest to the UXIG where e.g. problems and 
updates are being discussed and thereafter is shared to the rest of the organization. 

Some of the respondents meant the creator of the UXIG is responsible that the online-
document of UXIG always are the latest version and it is thereafter up to the developers 
or designers of the systems to keep track of always using the latest version. 
 
In what way and where should the guidelines be available? 
All of the respondents that answering this question thought the availability of the 
document and the fact that users could find them were extremely important. All the 
respondents thought the UXIG should be available online. A majority of them also 
meant that they have to be printable. One of the respondents said the guidelines should 
be available at as many places as possible since “people absorb information in different 
ways and by different media”. Some of the respondents mention that it is always 
important to clarify and show when a document was latest updated to avoid the risk of 
following an old version. 
 
One of the respondents said that the UXIG at his/her organization are available as html-
pages on a SharePoint-page, making it possible to link to and easy to search on for 
specific information. Another of the respondents told about a successful concept at 
his/her organization where they had made a short, easy to grab and fun version of the 
UXIG in a virtual format. All the components and concepts where separately described 
at one page and was set up at toilets, in corridors and other places where people could 
see them.   
 
Another respondent said he/she would get a better overview and easier understand the 
thoughts and links around and between components if the UXIG could be put together 
as a design package, including e.g. brand, hardware and software.  
 
Do the culture, attitude and management within an organization affect the process 
of implementation of UXIG? 
The majority of the respondents’ thoughts the organizations management, culture and 
its overall attitude in great extend affect the implementation and anchoring of the 
UXIG. The respondents said the UXIG have, during the implementation, to be matched 
to all of these factors and it is the management of an organization that decides how to do 
it and how much resources, money and time it will cost. The respondents mention 
factors as encouragement and support from the management, the internal politics, the 
organization´s priority’s, in what way- and how effective the organization takes 
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decisions and how fast they get an impact (which is related to the size of the 
organization), as important and could determine if an implementation become 
successful. 
 
Also here, the respondents meant the communication between the creators of the UXIG, 
the management, the users of them and the end users of the systems, is the most 
important factor to get them anchored in a successful way.  
 
How to know if the UXIG are being used? 
 “Guidelines are worthless if they do not get used31”.  
 
Almost all the respondents meant it is important to perform usability tests after an 
implementation to make sure the UXIG are being used, understood and also to get a 
picture of its value in terms of time- and resource savings. A few of the respondents 
mentioned that it is always hard to count the business value out of UX-questions since it 
is never completely clear how other, outer and inner, components affect the situations. 
 
Again, the majority of the respondents said that an organization needs overall 
responsible persons who examines and tests the out coming systems and make sure they 
matches each other. Many of the respondents prefers UX/HCI/design reviews where 
inventories about how the employers and out coming systems follows the UXIG. One of 
the respondents said they, within his/her company, tests the employers designed- and 
developed systems and if a test is showing that the systems do not match the 
requirements in the guidelines, they get “low scores” leading to a disappointed 
management. 
 
Interviews could, according to another respondent, also be used as method to see how 
the respondents interpret and uses the guidelines. One of the respondents meant this 
method is better than testing since it does not provide pressure and stress in the same 
way.   
 
Should the creators of software systems always use the UXIG? 
All the respondents told that the document of UXIG should not contain “haves” and 
should be used “if it is possible”.  They agreed with the fact that a document of UXIG 
could not contain solutions to all specific situations and the users must therefore, in 
some cases, make their own decision of what is best according to circumstances and 
situations. In these cases, the UXIG could work as a frame containing inspiration, tips, 
thoughts, examples and explanations, helping the user taking these own decisions.  
 
One of the respondents said “There must be room for exceptions, freedom, 
compromises and specific adaptations” in the UXIG since developers and designers 
sometimes finds motive in using other solutions then the one that is defined in the 
document. It is then important the user has someone supporting them, listening to why 
he/she thinks it fits better and helping the user with the practical solutions. Some of the 
respondents meant it could be a good idea to define the requirements importance in 
relation to others and point out what have to be followed and what requirements that are 
nice if a user follows. 

                                            
31 Quotes from one of the respondents 
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7.2 Results from the Questionnaire 
A summarize of the 24 respondents opinions are presented by descriptions, diagrams 
and charts below. The presentation starts with a compilation of questions related to the 
respondents and its current organization. Thereafter the questions with sequent answers 
to the questionnaire are structured in three sections in order to answer the research 
questions of the thesis, namely,  
 

1. How to develop UXIG in a successful way 
2. What should successful UXIG contain 
3. How to implement UXIG in a successful way 

 
In most of the cases, no distinct groups of categories could be identified but in the cases 
it was possible, it is also presented. 

7.2.1 The Respondents and its Organizations 
The respondents represented a varied set of organizations from the private- and public 
sector. The respondents had various long work experiences, all of them had 
experiences working with at least one of the five alternatives in the questionnaire; 
developing of hardware, software, UX or interaction-/, graphical design and 11 of the 
24 respondents claimed to be consultants. As figure 11 shows, 46 per cent of the 
respondent’s answered that their current organizations have UXIG, 50 per cent said no 
and 4 per cent did not know. 
 

 
Figure 11: Illustration of how many per cent of the respondent’s current organizations 
that had UXIG 
 
As shown in figure 12, the majority, 71 per cent of the respondents, said their current 
organizations have responsible people for their UX design, 21 per cent said they do not 
and the design is therefore up to the developers/designers and 8 per cent did not answer 
the question. 
 

 
Figure 12: Illustration of how many per cent of the respondent’s current organizations 
that had responsible people for their UX design 
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7.2.2 How to Develop UXIG in a Successful Way 
This section is about the process of developing UXIG, development tools and whom 
they are being developed for. It starts with two quotes, from two different respondents, 
about the developing process, its preparations and communication: 
 
“A wide survey and series of initial implementations should be considered before final 
standards are developed”  
 
“UXIG need to not be developed in a vacuum or by designers that are disconnected from the 
trenches” 
 
Development and updates over time 
The relevant results related to updates of the UXIG document over time, are the following 
three quotes, said by three different respondents: 
 

• “I believe that guidelines like product lines must be given room to grow as we learn 
better embodiments” 

• “It is super important that all users see the same copy at the same time” 
• “The guidelines must always be viewed as a living resource that will need to evolve 

and grow and adapt over time. Redesign and redevelopment cycles should be used for 
on-going implementation and alignment”.  
 

Development tools 
14 of the 24 respondents had previous experiences of working with development tools. 
It was mainly these persons that had opinions in the question about in what way 
development tools can help designers/developers follow the UXIG in their creation of 
systems and products. Several of them selected more than one alternative, which 
resulted in a percentage over 100 per cent. The majority of the respondents were 
positive and meant the development tools could help the users in following the 
guidelines. As figure 13 shows, 57 per cent of the respondents’ thought the tools could 
help by provides components – ready to implement and 62 per cent that the tools could 
help by giving the developers information and tips about how to design/develop 
according to the UXIG. 5 per cent of the respondents did not think a development tool 
could help the users follow the UXIG at all and 29 per cent of them had no opinion in 
the question.  
 

 
Figure 13: Illustration showing in what way the respondents thought development tools 
could help designers/developers follows the UXIG in their creation of systems and 
products 
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One of the respondents left a comment saying, “The guidelines should support the 
information that the development organization needs and be all inclusive to support all 
platforms and applications”. 
 
The users 
As could be seen in figure 14, 63 per cent of the respondents thought that the UXIG 
should be adapted to beginners without previous knowledge rather than to experienced 
developers and designers (25% fully agreed, 38% agreed). 
 

 
Figure 14: Illustration showing at what level of knowledge the respondents thought the 
UXIG should be 
 
As shown in figure 15, 65 per cent of the respondents thought that all designers in an 
organization should use UXIG, 48 per cent that all developers should use them, 57 per cent 
that the responsible organ in a project should use them and 4 per cent had no opinion in the 
question. The majority of the respondent’s answered by choosing more than one alternative 
to the question, which resulted in a percentage over 100 per cent. Four of them also added an 
alternative answer, beyond the predefined alternatives, saying that the marketing department 
for print, stakeholders and marketing people also is core users of UXIG. One of the 
respondents pointed out that if a developer and designer should be seen as users of the UXIG 
or not depends on their role.  
 

 
Figure 15: Illustration showing whom the respondents thought was the user /users of 
the UXIG  

7.2.3 What Should Successful UXIG Contain 
This section is about the content and structure of a UXIG document. It starts with two 
quotes, from two different respondents, about contents and structure of a UXIG 
document: 
 

• “In general, I believe if you want people to use something, it needs to be 
executed perfectly, without inconsistency, confusing elements, being too 
complex or give a poor overview” 
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• “The document should have good navigation by breaking the UI elements into 
logical chunks that can be easily consumed (navigation, form widgets, user 
feedback, etc.)”. 
  

Explanatory pictures and relevant examples 
Figure 16 shows that the respondents were positive to explanatory pictures and figures 
and figure 17 shows that so was also the case for relevant examples.  83 per cent 
respectively 80 per cent of the respondents agreed or fully agreed that explanatory 
figures/ pictures and relevant examples was important for their understanding while 
none of them disagreed or completely disagreed.

 
 
 
 
 
 
 
 
 
 

 
Explanatory descriptions and introduction, background and description of the 
purpose  
Figure 18 shows that the UXIG should, according to the majority of the respondents, 
contain descriptions of why the design should be in a certain way (46 per cent fully 
agreed, 25 per cent agreed). Figure 19 shows that the majority of the respondents also 
thought that it should include an introduction to the subject, background and describes 
its purpose (33 per cent fully agreed, 29 per cent agreed). One of the respondents left 
the following comment “I prefer that the document starts with an instruction blended 
with statistical data and author/book/online referencing”.   

 

Figure 16: Illustration showing the       Figure 17: Illustration showing the  
respondents attitudes to figures and         respondents attitudes to relevant  
pictures in the UXIG         examples in the UXIG 
 

   Figure 18: Illustration showing the            Figure 19: Illustration showing the 
   respondents attitude towards including      respondents attitude towards including 
   descriptions of why a design should be      an introduction to the subject, background 
   in a certain way              and description of its purpose 
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Strict and detailed 
As figure 20 shows the majority of the respondents thought the UXIG should be written 
as detailed as possible (54 per cent agreed or fully agreed against 21 per cent disagreed 
or completely disagreed) but, as shown in figure 21, not in a strict manner telling 
exactly what to do (50 per cent against 21 per cent). These statements are not fully 
persuasive since a relatively large part of the group of respondents thought differently. 
 

 
 

 Levels of guidelines 
As the four figures below shows, the majority of the respondents wanted the UXIG to 
contain all surveyed levels of guidelines. Figure 22 shows that the UXIG, according to 
the majority of the respondents, should contain international guidelines, figure 23 shows 
they should contain general design principles, figure 24 that they should contain 
platform specific style guides and figure 25, domain/product specific style guides. The 
result shows that it is common to advocate and agree in the importance of one or two of 
the alternative levels and disagree to the importance in the others. The result shows a 
link between the seen importance in international standards and general design 
principles in the same way as platform specific style guides and domain/product 
specific style guides. No distinct groups of respondents could be identified and several 
respondents answered they neither agreed or disagreed if the levels of UXIG were 
important to include in a UX guideline which made it difficult to draw any conclusions. 
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1 - Completely disagree 1 4% 
2  0 0% 
3  5 21% 
4  6 25% 
5 - Fully agree 11 46% 
 

Figure 20: Illustration showing the    Figure 21: Illustration showing the  
respondents attitudes to the creation      respondents attitudes to a UXIG, written 
of a detailed written UXIG     in a strictly way 
  

Figure 22: Illustration showing the  Figure 23: Illustration showing the 
respondents attitude towards including respondents attitude towards including 
international standards in the UXIG  general design principles in the UXIG 
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One of the respondents ended up by pointing at the fact that a UXIG cannot contain and 
cover all situations that can arise by saying: “you cannot have everything nailed down, 
it's about research and testing to come up with a solution that works for the particular 
type of users and tasks involved”. 

7.2.4 How to Implement UXIG in a Successful Way 
These questions are about the UXIG availability and how to implement them. 
 
The availability of the UXIG and its location in the organization 
One of the respondents left a comment saying, “It is super important that they are in a place 
that is easy to access” which according to the questionnaires answers and as could be seen in 
figure 26, seemed to be online (87 per cent). One of the respondents meant that “it is a 
generation issue” and many of the respondents selected more than one predefined alternative. 
30 per cent of the respondents advocated having the document of UXIG in an internal offline 
document and 30 per cent wanted them located in paper format within an organization. Most 
of these respondents wanted the UXIG to be available at a combination of places and forms. 
One of the respondents said it is important that the online- and hardcopy version of the UXIG 
is easy to manage and designed in the same way as the hardcopy. 
 

 
 
 
 
 
 
 
 
 

 
Figure 26: Illustration showing where the respondents thought the UXIG should be 
available 
 
 

Figure 24: Illustration showing the  Figure 25: Illustration showing the 
respondents attitude towards including respondents attitude towards including 
platform specific style guides in the UXIG domain/product specific style guides in the 

UXIG 
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Method of implementation 
As could be seen in figure 27, also in the question asking, how to implement new UXIG in a 
successful way, the respondents advocated a combination of the predefined alternatives in a 
great extend (mostly mandatory- and non mandatory coursers). 48 per cent of the 
respondents meant that the implementation should be done by mandatory courses, 35 per 
cent, by non-mandatory courses, 39 per cent, by mention their existence and 9 per cent had 
no opinion in the question. 22 per cent of the respondents also left own opinions saying the 
implementation should be done by “lunch and learns, meetings”, “convey to developers / 
screen designers” and “intranet promotion and management backed internal memos, by 
example and through internal praise - centres of excellence”. 
 

 
Figure 27: Illustration showing how the respondents thought the UXIG should be 
implemented in an organization  
 
To get the UXIG used in an organization one of the respondents pointed at the importance in 
a supporting management by saying “Management must strongly support the use of these 
documents for everyone to use them as references as well as support keeping the examples 
up-to-date”. Another respondents left a comment according to the updates of the document 
saying; “These standards will change over time so a good rule is to use a wiki or a 
SharePoint site that can be edited by all UX team members and view by the full 
organization”. 
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8 Discussion 
In this chapter the findings from the empirical results and analyses from the interviews 
and questionnaire will be discussed in relation to the research questions and overall 
purpose of the thesis. At first, general findings that partly answering all of the three 
research questions are discussed followed by a separate discussion of each research 
question, namely; how to successfully develop UXIG, what should successful UXIG 
contain and how to successfully implement UXIG.         

8.1 Overall Discussion 
A distinct, open and direct communication between the management of an organization, 
the creators of the UXIG, the users of the guidelines and the end users of the created 
software systems is extremely important to reach successful UXIG. The close 
communication shows to be needed in all the steps, from preparation to the stage when 
the guidelines is implemented, and the information flow and feedback through an 
organization will in a high rate affect the development process, the contents of the 
guidelines, the anchoring and in what extent they really get used. The discussions itself 
is awareness rising for an organization and makes the employers pay attention to the 
existence of UXIG.  
 
It is important that an organization has a person/group of persons that understands and 
knows the UXIG on a deeper level than ordinary developers/designers. That/These 
people should have the responsible for- and makes sure the created functions/graphical 
design follows UXIG, seeing the UXIG and its according software systems out of a 
holistic perspective, working closely related to-, promotes- and spread their messages 
further in the organization and could help and support the other users when they gets 
lost.  
 
The management, culture, the overall goals, and the attitude toward changes within an 
organization are components that highly affect the whole chain of steps when getting 
new UXIG. The management of an organization decides how much focus, recourses, 
money and time that is going to be invested in the UXIG. These decisions determines in 
great extend how to prepare, develop and implement UXIG in the organization, its 
contents, how to start the developing process and who is going to develop it and have 
the responsible for them. To get the management’s full support it is important to be able 
to show them the UXIG benefits, e.g. that UXIG will improve the products UX in a 
positive way and by that also improve the organizations brand identity.  
 
To reach a great impact, the UXIG have to be matched to the culture, politic and 
employers at the organization and have a strong supported from the management. The 
creators of the document of UXIG really has to know who the users of the 
document/end users of the systems are which places high demands on the creators of the 
UXIG and their knowledge and experience within the organization. International 
organizations have more aspects to take into account and adjust the UXIG to. This 
requires higher demands on an overall clarity. How much and in what way the UXIG 
should be adopted according to its global markets is a difficult balance since it is 
important the out-coming systems still fit each other. 
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8.2 How to Develop UXIG in a Successful Way 
The intended users, the purpose, goals according to the UXIG and the way they should 
be distributed and implemented have to be clearly defined in a preparation stage, before 
the development process starts. Identifications of the current systems, its deficiencies 
and benefits within an organization, have to be identified in a stage of preparation, in 
order to match the UXIG with the organization and its processes. Time and recourses 
could be saved by identifying keystones in other companies UXIG and adept them into 
their own organizations UXIG. A risk in doing this is that their design and brand might 
not be unique.  
 
To fully meet the requirements of the users, end-users and market, the contents and 
strategies of using the UXIG, have to be continuously updated to follow trends of the 
markets, the technology and the changes within the current organization. Opinions and 
proposals of new design/development solutions must continuously be collected from the 
documents users through dialogues and feedback tools related to the document of 
UXIG. The document of UXIG has to be related to the used development tools within 
the organization. The programs and used development tools can help the users follow 
the document of UXIG by contain information that support and helps the user follow 
the guidelines and by a related library of ready-to-implement components, that fully 
have to follow the documents updates and graphical profile.  
 
All people having any particular links to design or development of software systems 
have to know where to find the UXIG, when to use it, who it is created for, who to ask 
if needing help and where to leave feedback according to it. Beyond this, the 
group/person working closely to the UXIG and having the responsible for the overall 
design is very important in an organization.  
 
Some basic pre-knowledge within the area of UX and software systems must be needed 
before reading a document of UXIG and it facilitates for the user if the documents 
introducing part tells what has to be known and where to find that information.  
 
Users with different roles within a software project seeing a varying set of information 
as relevant. By creating and adopt one single document of UXIG for all of them, the 
users may feel it/or at least parts of it as irrelevant, redundant and long. Otherwise, it is 
hard to draw a line of what is important and not important to know for different roles 
since much of the information is trans-boundary, general and needed for different roles 
in a varied set of situations and with different frequencies. One and the same document 
reduces the risk that information for specific employers is missing but increases the 
demand of a well-structured document.  

8.3 What Should Successful UXIG Contain 
It is hard to successfully create UXIG for all of its user’s behaviours.  The UXIG are 
being used in different purposes and by people with different roles, which makes them 
want the document to look and act differently. To get used, the UXIG have to facilitate 
the users work and be easy to read and use, clear and in the best cases, fun.  
 
Several parallel documents complicate the process of finding relevant information in the 
actual situations. Documents making the developing process more complex does not get 
used, and UXIG according to e.g. the specific organization/its platform, 
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internal/external projects, new projects/updates of projects, should therefore be placed 
in the same document. This fact leads to that much components and information is 
going to be described and summarized in the same document, which places great 
demands on its structure and navigation. A successful navigation is detailed, structured, 
verbose and includes searching tools, a detailed table of contends, easy ways of getting 
back to the TOC/a global TOC. By focus in the navigation and also divide information 
into distinct sections and chapters the document may feel shorter since it lets the user 
get a quick overview of the whole document and its contents and facilities the way of 
finding information. A well-designed navigation gives the reader the opportunity of 
using the document in purpose of being educated on a high level and look up specific 
components or details.   
 
By rate the importance of different UXIG and information the user could get a quick 
overview of what has to be followed and what to pay the most attention to. A risk with 
that is that a lazy user just reading the most important part.   
 
Independent and distinctive chapters could be time saving or time-consuming 
depending on the user’s purpose of reading the document of UXIG. Independent 
chapters makes it easier to quickly understand details and a single chapter without any 
previous experience but could make the document feel repeated, tedious, long and time 
consuming for a reader who wants to be educated on a higher level and read the whole 
UXIG or several chapters through.  
 
A strict, concrete and detail document of UXIG gives the user less alternative and 
reduces the risk that they interprets and design the systems differently. But since the 
document of UXIG does not cover all specific situations it has to allow exemptions. A 
drawback with strict UXIG could be that the “best” design does not applicants in all 
situations, when following them. 
 
To realize that the UXIG do not cover a situation and have the knowledge to be able to 
create a solution in correspondence with the UXIG, the user has to understand the 
underlying reason to why a design should look like and be created in a specific way. 
One could argue that the document should not contain too much text while descriptions 
could make them more understandable, flexible and easier to apply. 
 
An Introducing chapter about the documents background, its purpose, Arthurs, intended 
users, that tells what pre-knowledge that is needed, where to find that knowledge and 
descriptions telling what the current organization actually means with their used 
catchwords and philosophies, facilitates the users understanding and hopefully catch the 
users’ interest. This part gives the users a broad perspective of the UXIG, which helps 
the users to select an appropriate strategy and solution in specific situations. Also 
relevant images and examples could facilitate the users understanding by make it easier 
to quickly get a broad perspective and overview of the documents important parts, 
where to focus and facilitate the choice of strategy and solution in a specific situation.  
 
The relevance in reading UXIG at different levels depends on the user’s roles and 
purposes in using the UXIG. Platform specific style guides and domain or product 
specific style guides is relevant if the purpose is to specifically read about details for a 
specific situation and general design principals and international standards is relevant if 
the purpose is to getting educated, at a higher level. Overall corporate style guides are 
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needed within some of the purposes of using the UXIG and facilitates the understanding 
of what design strategies that are suitable for different target-groups and segment of 
audiences within an organization and telling what to measure a result, out of an 
implementation, against. 
 
The document of UXIG could contain all of these different types of UXIG as long the 
document is well structured and the users easily could skip, for them, irrelevant parts. 
To facilitate the users way of interpret and gain an understanding of specific guidelines 
an organization could indicate when the UXIG follows- and not follows the 
international standards, and if not, what the standards says in the question. 

8.4 How to Implement UXIG in a Successful Way 
Implementing of new UXIG means a scale change in the organization’s structure. 
Integrated patterns have to changes, which in all types of organizations take time and 
costs money. 
 
The implementation should partly be done by mandatory-, non mandatory coursers or a 
combination of them, where basic knowledge within- and according to the UXIG goes 
through in combination with practical task – getting them involved in the every day’s 
work. It is extremely important that meetings, support and discussions run throughout 
the whole process of implementation. To catch the users’ interest in the UXIG and 
reduce an organizations resident against them, the users have to understand their defined 
purpose and seeing advantages in using them. They have, in an early stage, to get 
knowledge about why they being developed, who is creating them and the chance to 
affect and get involved in their stages of preparation-, development- and 
implementation. The UXIG could, in an early step, be involved in large key project 
showing their advantages and hopefully makes the users want to design/develop in a 
similar way. Another component that could catch an interest is to show the users that 
there is really a plan beyond the design by implement the UX software guidelines in a 
design package together with e.g. UXIG for the hardware. 
 
The UXIG have to be easily found and available at as many places as possible, 
especially online, to satisfy all the users and their needs. In order to facilitate the users 
way of learning and absorb the UXIG, a short version containing the most relevant 
information, could be constructed and ascribed where people often could see it. A risk 
in the creation of a short version of the UXIG is that the users thinks that information is 
enough in all situations and do not spend time reading and look at the full version. 
 
It is important that all the medias clearly shows when the last updates of the document 
of UXIG was and that the latest version always is available to reach, e.g. on a UX 
portal. The users have to be reminded, told, learned and supported in absorb the updates 
by lessons, newsletters and discussions.    
 
The whole idea of UXIG is based on that they getting followed and they have therefore 
always to be used when it is possible. The focus has to be at the holistic perspective of 
all software systems within an organization and meaning it could be necessary to not 
add the best solution for a current situation in purpose to benefit the overall impression. 
The fact that the UXIG cannot be adopted in all situations requires they have to be 
allowing and give room for own decisions. Support and help from a responsible organ 
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within the organization is in these situations extremely important. Discussions, through 
the whole chain of relevant actors, interviews and usability tests can indicate how and if 
the UXIG being used, understood and get a picture of its value in terms of time- and 
resource savings.  
  



 
 

64 
 

9 Recommendations  
Based on the benchmarking study and feedback collected and analysed from the 
interviews and questionnaire I formulated recommendations that will help GE 
Healthcare Life Sciences develop, design and implement UXIG in a successful way. A 
short and concise list of considerations is presented below. 
 

• Procedures around and- the certain way the UXIG are going to be developed, 
distributed, implemented and be available have to be clear and investigated in a 
deep way before the development process takes place. In order to reach the most 
successful method and approach, specific for GE Healthcare Life Sciences, the 
relevance in different approaches and methods must be reviewed in relation to 
predefined goals for- and the purpose of the UXIG. 

• The UXIG within GE Healthcare Life Sciences have to be continuously updated 
in order to match the industry of chromatography and follow their main users 
rapidly changing conditions. These updates have to be done in close relation to 
the users of the document and when an update is made, it-, and a description of 
its purpose, has to be spread in the organization. The date of the latest update has 
to be easily found in the document of UXIG.   

• It is, in order to assure quality and consistency in all the software systems 
coming out of an organization, important to create a core team that is working 
close to the UXIG, continuously reviewing all systems coming out, make sure 
the users use and understand the UXIG in the right way and give their users 
support. This team has to be created in an early stage of the preparatory phase/ 
development process.  

• The users of the UXIG have to be involved in the creation of UXIG in an early 
stage of the preparatory phase/ development process of the UXIG. 

• The whole process of develop- and implement UXIG, in the same way as its 
contents, has to be matched to the organizations culture, internal politics, 
management, the employers attitude, the identity of the organization and its 
previous processes and designed systems. 

• It is important to have an open communication channel between the 
management, creators of the UXIG, users of the UXIG and users of the created 
systems coming out of the UXIG. This channel has to exist in all stages, from 
preparation and development until implementation, anchoring and the stage 
when it is getting used.  

• The use of one single document for users with different roles, in different 
purposes and projects facilitates the users’ way of finding relevant information 
in different situations that may arise. 

• The navigation and structure in the document of UXIG has to be well thought 
out in order to be adapted for different purposes. The document should have 
distinct and independent chapters with easy-to-use searching tools.  

• The UXIG have to be easily found and available at as many places as possible, 
especially online, to satisfy all the users and their needs. 

• The companies used development tools should contain information that helps 
the user follow the guidelines and a related library of ready-to-implement 
components. These components have to follow the documents updates and 
graphical profile.  
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• The document should be designed in a strictly way in order to advocate a 
holistic approach. It has to allow exemptions though. 

• In order to convince the management in the importance of UXIG and get a result 
of what coming out of the UXIG it is important to continuously measure its 
effects and possible gains.   

• Clarity from the management and the creators of the UXIG makes the user get a 
better understanding in the document and of why it is being developed. By 
focusing in the following components this understanding may come easier: 
• Describe the purpose of the document. 
• Tell who the main user of the UXIG is, who the document is going to 

affect, and why. 
• Tell what prerequisites that are needed before reading it.  
• Describe the used catchwords. 
• Describe why a component/function should be designed/developed in a 

particular way. 
• Having overall clear definitions. 
• Give the reader an introduction to the subject and background of the 

document. 
• Tell what and whose thoughts the guidelines are based on. 
• Include figures, pictures and examples related to the UXIG. 
• Include guidelines at different levels in order to give the user a better 

insight, out of an international-, general-, corporate- platform- and 
product- perspective. 

• Show how the UXIG is related to the organizations other products. This 
could be done by release the UXIG for the software’s in a design package, 
including e.g. brand, hardware and software. 
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10 Conclusions 
This chapter presents conclusions and end’s up with suggestions on future 
investigations. 
 
The result of this study is primarily made for GE Healthcare Life Sciences, but is of a 
general nature. Facts that make the result match GE Healthcare Life Sciences is the 
many respondents in the interviews and questionnaire working within large 
organizations having a heterogeneous product portfolio, an international consensus and 
answered the questions out of these experiences.   
 
It is of course naive to believe that all design- and development problems, related to 
software systems in an organization, will be solved and result in time- and resource 
savings by using UXIG. There are many components that have to be correlated with 
each other and factors such as environment and timing influence the software systems in 
the highest degree. 
 
The thesis research part could have been done in other ways, with other methods and by 
selection of other respondents, which may have let to other results. More respondents in 
the interviews and questionnaire and more included methods would mean a more 
reliable result but were not possible to conduct because of the shortage of time.  
 
It is common that unexpired interviewers affect the result by asking leading questions, 
put words in other people´s mouths and focusing at hypotheses instead of events 
(Leedey & Ormond, 2005). This fact was something I had in mind during the interviews 
but I can afterwards establish they were not performed optimally. Two of the 
interview´s conducted by phone as a result of the long distance from my- and the 
respondent’s daily work. This may have affected the result since the respondent’s body 
language and expression could not be seen and by the fact it is easier to build a 
confidential atmosphere through a face-to-face meeting.  
 
It is important for the analysis phase that the asked questions are similar to each other so 
the answers could easily be compared. By the time the thesis took place my knowledge 
within UX and UXIG and my interviewing technic was improved and led to that the 
interview questions was asked in other ways and about new, and for the study, 
interesting subjects. These factors may have been affecting the results.  
 
A plurality of the questions in the questionnaire was misunderstood and interpreted in 
the wrong way even though it was tested before it was going live in a large-scale. 
Afterwards it is easy to conclude that the test should have been done in larger scale. 

10.1 Suggestions on Future Investigations 
• A further study focusing at investigating what information that should be 

included in an UXIG at GE Healthcare Life Sciences.  
• An investigation of how the organizations culture, management, internal politics 

and the employers attitude against the changing conditions, has to be studied in 
order to implement UXIG, matched to specifically GE Healthcare Life Sciences. 

• After the implementation of the UXIG it is important, as a further study, to 
follow up how successful the process of developing, implement and the choice 
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of contents in the UXIG came to be, specifically for GE Healthcare Life 
Sciences. Also how the users understand the UXIG and what affects that could 
be seen coming out of the UXIG.  
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Appendix 1 - The Interview Request 
Hej! 
 
Jag heter Stina Andersson och utför i skrivande stund mitt examensarbete och därmed 
också det sista momentet på civilingenjörsprogrammet STS (System i Teknik och 
Samhälle, http://www.utn.uu.se/sts/cms/) vid Uppsala universitet. 
 
Examensarbetet utförs på företaget GE Healthcare Life Sciences i Uppsala och handlar 
om att ta fram rekommendationer för hur man tar fram och inför riktlinjer för 
interaktion, utseende, branding (lool & feel) etc för programvaror, UXIG – UXIG. 
Fokus i arbetet är inte på själva riktlinjerna utan hur man får dem använda. Detta gäller 
såväl i linjearbete som i utvecklingsprojekten. Eftersom företaget utvecklar hela 
systemlösningar (hård- och programvara) är det extra intressant med erfarenheter från 
riktlinjer i sådana sammanhang. Då en designstrategi och riktlinjer för den fysiska 
utformningen, industridesignen redan är framtagen är min uppgift att titta på 
programvarudelen. Arbetstitel för arbetet är: 
 
“How to successfully develop and implement UXIG for software in a heterogeneous 
product portfolio” 
 
Jag är intresserad av att komma i kontakt, och eventuellt intervjua, personer som har 
erfarenhet av att utveckla UX-riktlinjer och införa dem i en utvecklarorganisation. Detta 
inbegriper även att få marknadssidan med ”på noterna”. 
 
Hälsningar  
Stina Andersson 

Appendix 2 - Interview Questions  
Utveckling  

• Hur ska man starta framtagningen? (tänk/handlingar) 
• Är det ett dokument som utvecklas över tid? 
• Kan ett och samma dokument utvecklas för nystart/ uppdatering av system? 
• Kan ett och samma dokument tas fram för utveckling av interna system och 

system mot kunder? 
• Kan företagsspecifika riktlinjer integreras i ett och samma dokument, med 

riktlinjer för en annan platform, ex. Windows? 
• Hur stor roll spelar företagets ledning och kultur in på riktlinjernas 

utvecklingsprocess? 
• Vad är riktlinjernas huvudsakliga syfte? 

 
Användare 

• Vilka anser du vara riktlinjernas användare?  
• Hur mycket förkunskaper bör en användare ha för att förstå riktlinjerna? 
• Kan ett och samma dokument med riktlinjer användas av olika roller? 
• Vad har de olika användarna för förväntningar på riktlinjerna? 
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Innehåll 
• Ska en bakgrund och introduction till dokumentet ges? 
• Spelar längden av dokumentet någon roll? 
• Ska dokumentet innehålla internationella standarder? 
• Ska dokumentet innehålla generell information och riktlinjer av generells slag? 
• Ska dokumentet vara strikta och riktlinjerna detaljerat beskrivna? 
• Ska ett dokument innehålla beskrivningar och förklaringar till varför en funktion 

ska fungera/se ut på ett visst sätt? 
• Hur stor roll spelar företagets ledning och kultur in på riktlinjernas innehåll? 

 
Implementation 

• Hur förankrar man riktlinjerna i företaget? 
• Vad kan man mötas av för motstånd vid implementationen? Vad gör man åt 

motstånden? 
• Skiljer sig förankring och utvecklingsprocessen på ett internationellt plan? 
• Hur når man ut med uppdateringar? 
• På vilket sätt/var anser du att riktlinjerna ska vara tillgängliga? 
• Hur stor roll spelar företagets ledning och kultur in på riktlinjernas 

implementation? 
 
Användning 

• Hur vet man att riktlinjerna fungerar och används? Hur ska feedback från 
användarna samlas in/när och vad kan den användas till? 

• Hur får man användarna intresserade av riktlinjerna? 
• Ska en användare alltid använda och följa riktlinjerna? 
• Kan utvecklingsverktygen hjälpa en programmerare att följa riktlinjerna, om ja, 

på vilket sätt? 

Appendix 3 - Introduction to the Questionnaire  
My name is Stina Andersson and I'm currently writing my master thesis at GE 
Healthcare Life Sciences. The purpose of the thesis is to evaluate how to develop and 
implement UXIG in a successful way, and also what they should contain.  
 
The hyperlink below leads to a questionnaire, which is a part of the thesis and is aimed 
for persons with experience of developing UX-guidelines and/or implementing them in 
development organisations. 
 
I would be very grateful if you could spare a couple of minutes of your time to fill in the 
questionnaire.  
 
All the respondents in this questionnaire are anonymous. 
 
Thank you in advance! 
 
Stina  



 
 

74 
 

Appendix 4 - The Questionnaire 
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