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Lucky accidents
happen to everyone,
but we need to be
systematic about
spo!ing them



"the user is too stupid ..."



"the user is too smart..."



Bug Feature



Bug
Wrong
Feature
Right



Bug
Unexpected

Feature
Expected





bugs/features => BEAM!
Bugs
Exploits
Acceptable
Mismatch



Mismatches and Exploits are
hidden product opportunities





Step 1:
Learn how
people
are misusing
your product









Lizardman’s
Constant Is
4%
https://slatestarcodex.com/2013/04/12/noisy-poll-results-and-reptilian-muslim-climatologists-from-mars/





Step 2:
Zoom in on
one
behaviour
change



Lean Analytics, Alistair Croll and Benjamin Yoskovitz





After paying to use a Canadian Voice to read a word 
document script in English, I received an error message 
saying your software can only read Latin.

This is Nonsense, and I will be reporting it to the 
Canadian Consulate in Britain



Help your users escape the suck zone!

Badass - Making Users Awesome, Kathy Sierra



Roadsign ⇨ Bumpers ⇨ Alternative Route





Step 3:
Remove obstacles
to user success



Success rates?

— Microsoft 30%
— Bing 10-20%
— Google 10-20%
— Slack 30%
— Netflix (early on) 10%

Trustworthy Online Controlled Experiments, by Ron Kohavi, Diane Tang and Ya Xu







Twyman's law: Any figure that looks
interesting or different is usually wrong

Tony Twyman, quoted in The Teaching of Statistics by A. S. C. Ehrenberg, 1975





Set both targets
and constraints
"guardrail metrics"











Solve for one
Extend to many

Mismatch - How Inclusion Shapes Design, Kat Holmes





Step 4:
Detect
Unintened
Impacts





LZRD
Learn how people are 
misusing the product

Zoom in on one behaviour 
change

Remove obstacles to user 
success

Detect unintended 
impacts



www.lizardoptimization.org


