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The “Good Trouble” 
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The late civil right activist and US Representative, John Lewis, once said that “Never, ever be afraid to 
make some noise and get in good trouble, necessary trouble”. He was, of course, referring to a much 
larger cause of social (in)equality in the United States and how voicing out, while often troublesome 
is necessary for a better future. 
 
While Chord X does not have the same lofty ideals, our ambition to contribute to Green Shipping 
through product that complements our users’ daily life, has just about the same kind of challenges – 
albeit with obvious differences. We are dedicated to developing products that are central to the User 
Centric Design (UCD) philosophy so that it compliments what our users want to accomplish. A large 
part of what is intangible that goes into developing a digital product is the “necessary trouble” of 
paying attention to all aspects of users’ needs and wants.  
 
WHAT IS THE USER CENTRIC DESIGN PROCESS 
 
In order to achieve that, Chord X employs the UCD process that allows us to build a product that we 
know our users want and most importantly, would use. For us to do that, Chord X Designers need to 
understand the user requirements and the nuances between each of their use cases – what the pains 
are, how Chord X products are being used in the field and how these products integrate with the 
overall user journey (e.g. how user use them to complement their daily task).  
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It is only through thorough research that Chord X understand what is the ultimate user experience 
that they are going. This allow Chord X to develop and deliver these user experiences in manageable 
chunks that allow the user to ultimately enjoy what they need (or want) economically. Through 
constant development, iterating and testing, Chord X places user experience in the centre and 
minimise the risk of any assumptions that might run awry. 

 
 
HOW DOES THE USER CENTRIC DESIGN FIT INTO THE AGILE – SCRUM 
FRAMEWORK 

 
Nowadays, at the risk of being a cliché, one tends to see the phrase “User Centric Design” being used 
in tandem with modern “Agile” development. Together, they describe the modern user-centred-fast-
iterating-fail-quickly product development cycle that seeks to churn out products that would satisfied 
customer requirement and quickly. 
 
The Agile approach is a product development methodology that is widely utilised in software 
development. It advocates incremental and iterative work sequences - known as sprints. Sprints are 
being planned in such a way that the desired outcome is emphasised over the means, as the 
developers are assumed to know the best way to solve a problem that they are presented with. 
Thereby saving on resources on conceptualising technical details. 
 
The Agile methodology is extremely useful in today’s environment as product development is 
encouraged to develop fast and fail equally quickly (if the product doesn’t quite meet the mark). This 
is as opposed to the traditional “Waterfall” process whereby, typically, an engineer will envisage a 
solution to a problem statement, conceptualise, build and deliver the product in its entirety. All being 
done with minimum touch points with the end users. While it may seem like a faster and fuss-free 
process, the inherent risk of betting on the “wrong solution” is significant when compared to Agile 
fundaments, where product usability is continuously being tested and validated. Thus, ensuring that 

the light at the end of the tunnel is not actually the headlights from 
an on-coming train. 
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The Agile User Centred Design Method: Replacing the “Waterfall” process, is this integration of 
the fast iterations-validations of the UCD process and the Agile Method’s strength in developing 
product in manageable chunks. Both fits into each other like a glove. When used together, the Method 
allows, designers and developers alike, a good opportunity to balance between maximising user 
experience with the reality of bringing to the market a “Minimum Viable Product”. The constant 
validation of the incremental product also means that users are regularly engaged to provide much 
needed guidance and validation of the product usability.  
 

 
WHAT ARE THE COMMON PITFALL IN THAT PROCESS 
 
When executed effectively, the Agile User Centred Method is by far one of the most robust product 
development methodology today. However, as we are getting hooked on consuming, product 
development is always being pressured to deliver more within an ever shrinking time frame. 

To cope with the intensity and rigor of modern product development, developers may resort to cutting 
corners within the Agile Process. Unfortunately, many a times, the first to be cut is the Design 
component of the Process – reducing user-testing and research resources. The perception of “slowing 
down” the development process or the force-field between design and development, which is at times 

 
1 Source: https://medium.com/@realjoselara/agile-scrum-process-in-a-nutshell-
6ec32a59efb#:~:text=Scrum%20is%20described%20as%20a,creative%20deliverables%20with%20constant%20
feedback. 
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quite “intangible” for the average person – often failing to appreciate that the combination of the two 
can create an awesome product.  

Developers may be too eager to get coding or production quickly, liberally assuming user 
requirements on users’ behalf. This is extremely dangerous, especially when developing for a specific 
expertise, and/or a product not being used by the developer. Limited in the understanding of what 
the feature is trying to solve, the solution might mis the mark completely.  

A classic example of  product development without design thinking input is “Chindogu” – a Japanese 
term for inventions that are “un-useless” but yet defy “concise explanation”. Remember those 
infamous umbrella shoes of the 80s, the noodle coolers or the TV remote control mouse that only 
operates on infra-red controller? While fully intended to be whimsical in effect, the Chindogu products 
are often designed to resolve a problem with wanton disregard to the usability of the very solution.  

  
 

 
USER, USER, USER!!!! 
 
The  user is everything and we are not just talking about the Design process. Users should be the only 
focal point, period. It is only through engaging with users that developers, together with designers, 
can produce a viable solution. What makes a user research piece awesome is in the researcher ability 
to go beyond what user wants to what the user actually need. A classic example of this is that Karl 
Benz would never had invented the car if he would have stuck closely to what the user says they want, 
rather than a clear understanding of the user needs. Arguably, Karl Benz would have gone into horse 
breeding rather than mechanical engineering – as horse riders at that time would have readily opted 
for a faster and more efficient horse than an automobile. It is noteworthy to point out that there is 
absolutely no evidence to support the above  that Karl Benz had actually done any user research prior 
to his invention nor the accolade to being an early adopter of the User Design method. 
 

A good product development process however is a balanced one – one that balances the want of a 
perfect design against the reality of development cadence. It is not to say that for the want of 
economic realism, one should sacrifice the opportunity of a good design and that that a good design 
need not to be fulfilled all at once. Much as how products are being developed in manageable chunks 
with the Agile Method, a good design can also be delivered progressively – with better usability as the 
product matures. However, without a thorough user research process at the get-go, developers do 
not even get the opportunity to size up the solution, much less being able to strategise its progressive 
release. 
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Therefore, much as John Lewis had said, the Design Process is perhaps the “good trouble, necessary 
trouble” that we all need to adopt. 


