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How a trailbuilder
started to use 
ux design 
in planning?
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Creating stories
One trail at a time
Mission Evolution Through UX Introduction
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« A user interface is like a joke. 
If you have to explain it, it’s not that good.»
— Martin LeBlanc, CEO @ Iconfinder
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It's all about the experience!
It's all about how the user feels 

at each step of the process... 
What will be their last words?

UX
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What’s the 
difference?



Avoid
Obstacles



Understanding
(with empathy)

customers
expectations

Lorem ipsum dolor sit amet
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avoid 
Usage distortions
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design 
Relevant fixes
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Create a Wow factor
design a memorable experience

UX DESIGN
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4 reasons to consider while taking 
Into Account the emotions experienced

1
Emotions are related to 

lived experience.

2
They rule our 

decision-making. The 
commitment passes

by emotions.

3
They command 
our attention.

4
They convey 
personalities
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ux is so 
Much more

Helpful, ease of use, 
aesthetics, brand…

ux 
Product and service

Needs, motivations, 
knowledge

Human factor

Situation, mobility, frequency, 
technology

Usage Context
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What are the risks 
Of not using UX?
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Business Challenges

1
There is a gap between the 
intention of companies to 

offer a great user 
experience and the 

application of UX practices.

2
Lack of budget is the 

main reason for which 
companies don’t perform 
tests or improve the user 

experience.

3
Lack of time… 

UX activities must start 
very early in the process, 

not at the same time 
as production.

4
Process, silos, etc…
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Risks of a project without UX
1. Delivering a product or a service that isn’t adapted.

2. Not respecting the best practices of design

3. Lost of income ($) and inability to base product improvement on hard data

4. Deliver a product that lacks consistency in the multichannel user 
experience, disjointed experience and poor perception
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Generally, the correction effort 
costs 30x more than developing 
a good feature from the start.

Source: Susan Weinschenk, behaviorism specialist
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« ROI » IS measureD BY

Financial 
profitability

Increase in 
transaction traffic 

(sales and market share)

Increased innovation and 
employee productivity

Decreased development of 
maintenance and redesign

Decrease in support, 
training requirements 
and operational costs

Increased customer satisfaction 
and trust and loyalty

Reduction of acquisition costs

Enhancement of the brand image

Reduction of 
internal costs

Brand       
reputation
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What is the cost of UX in a project ?

The UX factor isn’t an expense, 
it’s an investment!



Ux Design for trails | Sentiers Boréals

« Questions about whether design is necessary 
or affordable are quite beside the point: 
design is inevitable. The alternative to good design 
is bad design, not no design at all. »

— Douglas Martin
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Every dollar invested in UX Design
generates an output between 2$ and 100$. 
Source: The American Genius + UX Alliance

Investing a MINIMUM in UX:
5% to 10% of the total budget 
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The human at 
the center of

The experience
Customer  service

Publicity
Brand reputation

Selling process
Price fairness

Product delivery

Conviviality
Information architecture
Interactive design
Visual aspect
User search
User experience

CX uX 
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what consumers have to say

73%
of consumers say incompetent 
customer service is the number 

one reason to change their 
usage pattern and habits.

40%
of consumers say the ease of 

interacting with customer service is 
the factor that most influences their 

ability to purchase again

72%
of e-commerce site visitors leave 

the site after two minutes 
if they cannot find 

what they are looking for!
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Empathy in design
« Could a greater miracle take place than for us to 
look through each other’s eyes for an instant? »

- Henry David Thoreau
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clients user
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clients user
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Data
collection
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two types of data
Qualitative 
Observational findings, 
emotions and human behaviours
Quantitative 
Metrics and actual data
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Analytics (Quantitative)
User
Data about the user 
i.e. Demographics

Technical
Data about the technical aspects 
i.e. Travel Time, Distance
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Empathetic (Qualitative)
User
Story about the user 
i.e. Persona

Technical
Points of friction during the interaction 
i.e. User experience Mapping
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Difference between tools
Quantitative
General perception of an experience
i.e. Survey

Qualitative
Nuance and explanation of feelings 
i.e. Ethnographic interview
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UX DATA
For empathic

strategies
DATA AWARE

DATA INFORMED

DATA DRIVEN



Ux Design for trails | Sentiers Boréals

quality of the results
Assumptions are too often based on the client's or 
designer's judgments and perceptions of a concept.
Using experience-based UX data creates a new base of 
concrete, empathetic, and conscious information about 
what is important to them.
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Creating an engagement and an 
emotional attachment in relation to 
a brand, a product, an organization… 
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user experience map
Steps

Emotions

Verbatims

questions

Benefits

irritants

opportunities

The city is 
secluded…

yeah! It will 
entertain 

them

Finding 
lodging

Social 
programs

How much more does 
it cost?

Living far away from 
the soccer field

Finding partners for 
sports deal
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mesure
The impact of UX

Amusing

Satisfying

Pleasant

Motivating/
rewarding

Emotionally fulfilling

Entertaining

Encouraging
creativity

Prepossessing

Motivating/
energizing

Easy to 
remember Profitable 

(ROI)

Efficient

Easy to 
learn

Usable
Useful

Reliable

Performant

perception

performance

User 
experience
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The user
At the heart 
Of the process

Marketing

Strategy

Customer 
service

Engineering 

Product

transversal 
and agile UX
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«It is very difficult to provide good service if the employees 
responsible for it are not happy! If you make your collaborators 
happy, they will be more invested and the company will win 
in the end. »

- Tony Hsieh

UX benefits, HR and customer service

Happy Collaborator = Better Customer Service
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When do we start
UX Design?
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Want to learn more?
Friday, April 21st
One-day Workshop
Inscription required



Contact us
1360, rue Denison Ouest, atelier 101

Saint-Alphonse-de-Granby, Québec  J0E 2A0

450 525-3581    RBQ: 5727-7683-01 info@sentiersboreals.com

Creating stories,
One trail at a time


