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Objective: 
Discuss how designers can 
influence the implementation of 
delight on the product roadmap



Defining Delight



What is delight?

- Customer delight is a way for companies to create lasting competitive 
landscape.

- Two ways to describe delight:

Theoretical Practical



The Theory Behind 
Delight

Plutchik's Framework 
(theory of emotion)

Surprise JoyDelight







A More Practical Approach

- Users know that humans are behind the product
- They feel helped as they use the product
- Feeling helped creates an emotional connection



How People Feel About Delight

- Nice interactions? Nice UI?
- Two types of delight:

Deep DelightSurface Delight



How People Feel About Delight

Surface Delight

- Nice UI
- Thoughtful reminders
- Personalization
- Needs a place on the roadmap
- But only valuable when functionality is met

Deep Delight

- Acts like an assistant
- Knows what you will need
- Anticipates frustration
- More holistic
- Happens when all users needs are met: 

functionality, reliability, usability, and 
pleasurability 



Delight in Discovery



Delight - Focused Discovery

- Avoid getting in a problem → solution mindset
- Delight is more than satisfaction
- Establish a positive emotional connection



Identify Emotional Motivators

Emotional Motivators

- User interviews / surveys
- What makes makes them feel joy, surprise, 

satisfaction?

Emotional Demotivators

- User interviews / surveys
- Easier to identify
- What makes the user annoyed, frustrated, 

sad, angry?
- Identify the demotivator and come up with 

solutions that will swing emotional 
connection in opposite direction



Delight on the Roadmap



Balancing Delight

- Squeeze in delightful features
- Avoid a backlog of only technical improvements
- Aim for a min of 10% of delight on roadmap



Deciding What Should Be Prioritized

- Biggest emotional demotivators
- Look for opportunities to produce emotional motivation



Measuring Delight







Happiness 
Tracking Survey
(HaTS)

- A mix of NPS and CSAT
- Designed to track:

- overall satisfaction
- likelihood to 

recommend
- perceived 

frustrations
- attitudes towards 

common product 
attributes



Why measure perception over time?

We need to:

- measure specific 
interactions

- measure the impact of 
these specific 
interactions on the 
overall brand perception

- measure continuously 
over time



What can we do tomorrow?

Include delight as a pillar in our strategy!


