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Overview

Human-centered design isn’t about design

Learn. Build. Measure.

Dell’s journey to digital-first, design-led business

Transition away from marcom-driven approach

Purposeful, responsive, accessible motion design

3D/AR content

DellUXe longitudinal quality assessment
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Human-centered
design isn’t 
about design

It's about humans, and how we 
design solutions to their real-world 
problems.

New Dell.com HomepageOld Dell.com Homepage



Build

Product

Measure

Data

Stakeholder interviews

Value stream mapping

User interviews

Journey mapping

DellUXe

Insight synthesis

Process flows

Wireframes

Prototypes

User testing

A/B testing

CSAT

DellUXe

Ideas

Learn



“I didn’t have time 

to write you a short 

letter, so I wrote you 

a long one.

Mark Twain

“



Clear

Concise

Useful

Jargon-free offers context

Economical, frontloaded

Directs next actions



Bringing 
Dell along on 
the journey 
to a digital-
first, design-
led business
From user feedback, we are 
considering whether we can 
improve the user experience by 
taking away some of the choices 
we ask users to make.

New ExperienceOld Experience



Transition away from marcom-driven approach

We approach our users from the perspective of understanding what they need and 
matching our solutions to their problems.

Alternatives TestedOriginal Experience



Transition away from marcom-driven approach



Marcom headlines usability research



Purposeful 
animation

Goal
To create purposeful, premium web 
experiences using existing assets and motion 
design principles.

“Show, don’t tell.”
To demonstrate product features with 
engaging, dynamic content while utilizing copy 
as a supporting element.

Accessibility
To give users the ability to easily turn off all 
animations, so only a static experience will be 
displayed.

After

Before



Responsive and accessible animations Current PDP Experience

Desktop Mobile



New PDP experience



3D/AR content

Media gallery usability testing found it to be 
the most preferred media type.

3D viewer usability testing found it to be a 
visually stunning and innovative tool that 
exceeded customer expectations.

Real-world results:

Engagement: Double-digit increase on 
desktop, and near double-digit on mobile.

A/B testing: When compared to video, it had 
lower exit rates and higher conversion with 
new customers

330+
3D models produced 
across all segments 
(YTD)

140+
3D viewers live on 
Dell.com



PowerEdge virtual rack



DellUXe

Dell User eXperience evaluation

• Assess the quality of Dell’s digital 
experiences longitudinally

• Demonstrate accountability for 
continuous improvement

• Prove the ROI of design in the 
language of business stakeholders



Longitudinal qualitative research: DellUXe



centered

Learn about who you are designing for. 
Synthesize that information into meaningful 
insights.

Approach users by understanding their needs and 
matching your solutions to their problems.

Learn. Build. Measure. Find a process that leads 
to tangible outcomes.

Human-

commerce

Summary



Thank you.
Stay in touch!

Karsten.Baker@Dell.com

David.Schlosser@Dell.com
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