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[T]hough I have 
no drachmae to give. Only 
knowledge, which one 
should prefer for it is 
perpetual, not transitory.
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NATALI PANIC-CIDIC

User Researcher - Ubisoft Düsseldorf
UXR Operations | Ubisoft Connect

Background

PhD Candidate Game User Research – Cologne Game Lab x RWTH Aachen

Cognitive Studies M.A. – RWTH Aachen University

Game Studies B.A. – HHU University Düsseldorf

Conferences, Publications & Credits
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PART I 1

THE MINDSET
Learn about our Tool history. 

Stop history from repeating itself.



ABOUT UBISOFT CONNECT
Ecosystem of player services 
& a game launcher

FOR DEVELOPERS
A self-publishing platform

FOR LIVE OPERATIONS
Release management & content distribution

FOR BUSINESS
Digital distribution platform
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MEET PYLON 2.0
PYLON IS A WEB 
TOOL TO MANAGE 
ALL PRODUCTS AND 
PRODUCT RELATED 
CONTENT OF THE PC 
CLIENT.
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DatabaseServer

Players Ubisoft Connect 
Client

BASIC DATABASE STRUCTURE EXPLAINED

Portal

Front-of-stage

Back-of-stage
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Pylon is used across five teams 
to manage: 

• Games & Packages

• Build & Branch Management

• Live events & promotions

• Clients & Services (Rest API & Edge Services) 

• Announcement & Release Management

• Ownership Management for players

MEET PYLON 2.0
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A DECADE OF PYLON

2010
Orbit Back Office
Game management
Limited functions

2013
Grey Back Office
Updated UI & DB
No concept
Decommissioned 2013 

2016
UPlay PC Portal
Merges previous app to 
one frontend

BORA BORA
Fundamental for 2016
Back office rich app
& back-office rest API 
Increase of users to 5 teams,
5 databases
5 frontends
Iteration?

2014

features

issues
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THE PROBLEM
FUNCTION, BUT NOT USER FRIENDLY

LACK OF USABILITY

PRONE TO HUMAN-ERRORS
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88%
USE OUR TOOL WEEKLY TO DAILY
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A DECADE OF PYLON

2010
Orbit Back Office
Game management
Limited functions

2013
Grey Back Office
Updated UI & DB
No concept
Decommissioned 2013 

2016
UPlay PC Portal
Merges previous app to 
one frontend

2021
Pylon Revamp
UX
Backend
Frontend
Test-Automation

BORA BORA
Fundamental for 2016
Back office rich app
& back-office rest API 
Increase of users to 5 teams,
5 databases
5 frontends
Iteration?

2014

features

issues
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BE USER-CENTRIC.
THE KEY
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PART I 2

THE TEAMWORK
Understand the user-centric design mindset



WHO CARRIES 
THE RESPONSIBILITY FOR 

USER-CENTERED DEVELOPMENT?

18PART 2



YOU
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WHAT IS USER-CENTRIC DESIGN?

RESEARCH
Learn about your users, 

their pain points, 
and objectives

ITERATION
Constantly evaluate 

& improve your product -
approximate over define

EMPATHY
Use your research 

insights and humanity to 
understand your users
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WE TAKE CARE OF THIS MINDSET TOGETHER



MEET OUR TEAM

Software Tester

"ANDY"
ANDRIIROMANENKO

Software Tester

OLENA ILLIENKO

Software Tester

"ALEX" 
OLEKSII OKHONKO

UX Designer

MIHYUN KO

User Researcher

NATALI PANIC-CIDIC

Full-Stack Dev

ULF PERSSON

Full-Stack Dev

CHRISTOPHER 
MUTURI

Full-Stack Dev

MOHAMAD
RAHAL

LEA BALTER

Product Owner

"FROST" 
HE JIA XUN

Full-Stack Dev

"SHIRLEY" 
FENG XIA YU

Frontend Dev
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TOOLS ARE ONLY HALF AS USEFUL IT THEY’RE NOT USED COLLABORATIVELY



INTERNAL 
TOOL TEAMS
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Internal tools are developed and utilized within a 
company a solution is being built in.
These internally-facing software solutions are highly 
tailored to the processes an organization has.
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Visibility

VISIBILITY
Fighting against forgetfulness in the sea of internal tools

Dedicated 
Resources

DEDICATED RESOURCES
Man-power availability

Mainten-
ance MAINTENANCE

Adapting the tool to the company mandates

Security

SECURITY
Securing the line between players-database-internal users

CHALLENGES

24PART 2



25

PART I 3

THE FRAMEWORK
Develop your own user experience design, 

research and development UXR framework.



WHAT IS A FRAMEWORK 
& WHY DO YOU NEED ONE?

Add structure Provide necessary 
steps & methods

Guide with 
prioritization

Key player towards user-
centricity
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USER EXPERIENCE RESEARCH 
(UXR) FRAMEWORK
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EXPLORE IDENTIFY PROTOTYPE TEST IMPLEMENT

UXR FRAMEWORK

• Understand your users' feelings
• Share a mindset
• Assess their needs/wishes

Observe

Empathize

Understand

Ideate

Define

• Identify pain points and needs
• Define the problems
• Ideate possible solutions 

Alignment

Feedback

Evaluation

Assessment

• Run a UX review
• Test your ideas with users
• Understand/improve their 

feedback
• Check the feasibility with DEV
• Test the solution with QC/QA

Create the guidelines
• Intro + presentation
• Anatomy
• Hi-fi prototype w/Interaction
• User flow 
• Error cases
• Version history
• etc

• Design from lo-fi mockup to 
hi-fi prototype

• Iterate session with feedback
• Be experimental
• Propose outside the box

Develop
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1ST ITERATION
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Based on user-centric mindset of iteration, the 
framework has undergone three. 

Where to start? Consider various testing methods, 
forms of deliverables, advocates of individual
steps, stakeholders and if any additional
preparation steps are necessary. 

THE MANY ITERATIONS

Revamp start 
08/2020
The first framework
iteration with the goal 
of systematically
approaching the 
revamp process.

30PART 3



2ND ITERATION
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3RD ITERATION
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 It takes iterations to find your solution

 Discover more efficient workflows

 Create overview by streamlining data

 Guide towards user-centricity

 The art of UCD lies in the right mindset, teamwork, & framework

THE ODYSSEY SO FAR
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MIHYUN KO

UX Designer – Ubisoft Düsseldorf
Online Services | Ubisoft Connect

Degree

Integrated Design BA – Cologne International School of Design

Visual Communication Design BA – Yonsei University

Career

Leezm Interactive – UX designer for Samsung devices

(NOW) Ubisoft – UX designer for Pylon 

Certificates & Conferences
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PART I 4

THE SEA OF UX
How can we solve the problems?

Which methods to use when? 

Explore the art of UX



CASE STUDY
Promo tab UX revamp
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WHAT IS A ‘PROMO TAB’

Live event/
promotion setting page

• Main user group: Live Ops

• Settings for localized strings/URLs for each country

• Some IDs to connect with other internal tools

• Set up the release date

• Set up the releasing country list 

• Save settings for testers

BUBBLE_FOR_R6

STRING_FOR_R6
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HOW CAN WE UNDERSTAND USERS?
AND HOW CAN WE MAKE THEM HAPPY?

39PART 4



HOW CAN WE UNDERSTAND USERS?

= what is users’ (hidden) pain points

= what is users’ (hidden) needs

= how users feel about the product/process
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41

User Journey map
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Why this method?

• To understand the context of the task

• To sympathize the sentiment changes

How to

• Gather the information about how users use the Pylon 

• Identify touchpoints, steps, and sentimental info. for mapping

What can we learn

• Get to know context/stakeholders of the task/usage of the product

• Find out pain points/needs/motivations

• Visual outcome to communicate within the team



They are happy with our product.
No problem to work with!

IN THE INTERVIEW, 
USER SAID… 

We asked more in-depth questions…
and observed more how users work in reality…

🙈🙈

BUT… 
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User observation
How to

• Take the notes how user execute the task

• Ask user ‘describe/say loud your thinking’ during the process

• Minimize interruption during the process

• Find the point that users feel uncomfortable

What can we learn

• Hidden pain points

• Sentiment check during the task

• Realistic detailed obstacles for user’s task
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🤦🤦

�

🤦🤦🤷🤷

BUBBLE_FOR_R6

STRING_FOR_R6

😨😨
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��
Germany

GermanyDE Europe Western Europe

🤦🤦🤷🤷
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Interaction step
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Why this method?

• To quantify the observation result

• To analyze from very detail to mandatory task(macro view)

How to

• Record the whole process how user execute the task

• Write down all interactions 

• Note down if there is significant emotional expression/behavior

What can we learn

• Detailed interaction between user and our product

• Find out hidden pain points/needs 

• Quantified data



And users suffered, 
there is no way to test the promo tab 

in a live client without workaround…

61 INTERACTION STEPS
FOR USER

21 STEPS ABOVE ALL WERE JUST 
WORKAROUND STEPS…
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AND HOW CAN WE MAKE THEM HAPPY?

48PART 4



PYLON UX REVAMP GOALS

Seamless 
user flow

Easy to 
understand/

recognize

Listen to the 
users more 

actively

Better 
structure

Functional & 
intuitive Easy to use

Better look but 
not only 

aesthetic
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PROTOTYPING
Iterations
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Prototyping

Why this method?

• To have optimized ver (user-friendly) before developing

How to

• Iteration of (Design-Review-Test-Improve)

• Research benchmark and examples to get insights & inspiration

What can we get

• Enable to test iteratively and get user‘s feedback to improve

• Reduce development effort/risk/workload
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Source link HERE



BUBBLE_FOR_R6

STRING_FOR_R6

BEFORE
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53PART 4 – UX DESIGN

STRING_FOR_R6 BUBBLE_FOR_R6

Germany

1. Iteration (lo-fi)



54

STRING_FOR_R6 BUBBLE_FOR_R6

GermanyWorld wide

PART 4 – UX DESIGN

2. Iteration (lo-fi)
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3. Iteration (lo-fi)



56PART 4 – UX DESIGN

4. Iteration (mid-fi)



57PART 4 – UX DESIGN

STRING_FOR_R6 BUBBLE_FOR_R6

Germany

World wide

5. Iteration (mid-fi)



58PART 4 – UX DESIGN

STRING_FOR_R6 BUBBLE_FOR_R6

Germany

World wide

6. Iteration (mid-fi)



59PART 4 – UX DESIGN

STRING_FOR_R6 BUBBLE_FOR_R6

Germany

World wide

7. Iteration (hi-fi)



STRING_FOR_R6 BUBBLE_FOR_R6

Germany

Worldwide

60PART 4 – UX DESIGN

8. Iteration (hi-fi)
READY FOR DEV

Peer review

• Accessibility check

• Heuristic evaluation

• Tester/dev review

User interview

User test

• A/B test

• observation



BEFORE

61PART 4 – UX DESIGN

Germany

GermanyDE Europe Western Europe

NOW

🤦🤦🤷🤷

🙆🙆
❕



BUBBLE_FOR_R6

STRING_FOR_R6
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TIPS TO FIND BEST TACTICS

Setup the goal of each steps
• Enable to find the methods/tactics which fit the most for your goal.

Involve users in many steps as possible
• Encourage users to say loud their opinions
• Inspire them that this participation will make their daily work more efficient

Share the progress within the team to motivate

Sometimes, there is methods which seems not perfect fit
• We learn from the failure. Try with other tactics 

Collaboration + varied activity will create more creative solution!
•  Enjoy the process with users and your team and share the success!



PART I 5

THE EVALUATION

65

Track your improvements over time with PURE
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HOW TO EVALUATE THE IMPROVEMENT/PROGRESS

Conversion rates
App downloads

Customer reviews
A/B testing performance

Path flow patterns
Error occurrence rate

System Usability Scale (SUS)
Etc…



PURE
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WHAT IS PURE?

Pragmatic Usability Ratings by Experts

Quantify ease of use from qualitative insights

No aesthetic/effective ratings

Easy-to-understand score system
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HOW DID WE USE

• Optimized the way of evaluation to make it simple and fast
• Min 3 UX experts
• Every score should be agreed by all reviewers
• Single interaction shouldn‘t be measured/but counted
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PURE SCORE

Low cognitive load Notable degree of 
cognitive load

Difficult for the target user, 
due to significant cognitive 

load/confusion

Easy to accomplish the 
goal of user

Need some effort to 
accomplish the goal

Some users might fail and 
abandon the task

Less number + green 
is the best!
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PURE COMPONENTS

Interaction 
steps

Fundamental
task

Total score for
this fundamental task
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BUBBLE_FOR_R6

STRING_FOR_R6

BEFORE 1st PURE
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STRING_FOR_R6 BUBBLE_FOR_R6

Germany

World wide

6th ITERATION 2nd PURE
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NOW 3rd PURE
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COMPARATIVE BENCHMARK
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61 INTERACTION STEPS
FOR USER

21 STEPS ABOVE ALL WERE JUST 
WORKAROUND STEPS…

PURE
score
PURE
score

32
0
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PURE Summary

Easy & Affordable

Source: NN Group

Efficient

only 3 UX experts for 
internal expert validation

Conclusive & Measurable

Easy way to demonstrate 
impact of UX to stakeholders 

in a conclusive and 
measurable way

Perfect for comparative 
benchmarking

Able to measure 
improvement of one 

product over time
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THE ART OF UCD
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TEAMWORKMINDSET FRAMEWORK



RESOURCES & PRESENTATION ACCESS
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THANK YOU, 
DEVCOM



C++ DEVELOPERS

WEB DEVELOPMENT (TYPESCRIPT, NODE.JS)

FRONTEND DEVELOPERS (REACT)

TOOLS PROGRAMMERS (C#/.NET)

FULL-STACK DEVELOPERS

HTTPS://DUESSELDORF.UBISOFT.COM/CAREERS

Join us at
Ubisoft Düsseldorf!



LET’S GET 
TALKING

NATALI PANIC-CIDIC
User Researcher

natali.panic-cidic@ubisoft.com

MIHYUN KO
UX Designer

mihyun.ko@ubisoft.com



RESOURCES & REFERENCES

Our 2022 GDC Talk - tinyurl.com/ubigdc22

PURE Method - tinyurl.com/UX-PURE

UXR Framework – ourlink

HCD design Kit - designkit.org/methods

UX methods - uxmethods.org

User-Centric Design Mindset - https://www.justinmind.com/blog/user-centered-design/

Prototype picture source - uxdesigninstitute.com/blog/best-prototyping-tools-for-ux-designers/
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