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GET THE SLIDES
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Happily waiting for my food...

@mcruzdrake
testingwithmarie.com
@mariecruz.bsky.social



THE PSYCHOLOGY
OF WAITING LINES

“Waiting is frustrating, demoralizing, agonizing,
aggravating, annoying, time-consuming and
incredibly expensive.”

David Maister



SPEED/TIME

OBJECTIVE PSYCHOLOGICAL
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WAITING PHASES

ACTIVE PASSIVE

Image credit: https://www.smashingmagazine.com/2015/11/why-performance-matters-part-2-perception-management/
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OCCUPIED TIME FEELS SHORTER
THAN UNOCCUPIED TIME1
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PEOPLE WANT TO GET STARTED2
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ANXIETY MAKES WAITS SEEM
LONGER3

@mcruzdrake
testingwithmarie.com
@mariecruz.bsky.social



@mcruzdrake
testingwithmarie.com
@mariecruz.bsky.social



UNCERTAIN WAITS ARE LONGER
THAN KNOWN WAITS4
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UNEXPLAINED WAITS ARE
LONGER THAN EXPLAIN WAITS5
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UNFAIR WAITS ARE LONGER
THAN EQUITABLE WAITS6
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THE MORE VALUABLE THE SERVICE,
THE LONGER THE CUSTOMER WILL
WAIT
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SOLO WAITS FEEL LONGER THAN
GROUP WAITS8
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RESPONSE TIMES: THE 3 IMPORTANT LIMITS

10 SECONDS

1 SECOND

0.1 SECOND

3

2
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WEB PERFORMANCE
Make our page faster!

But it doesn't stop here... Perceived performance is not

the same as the actual performance.  
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SHOW SOMETHING RELEVANT

SHOW SOMETHING FAST
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Above the fold

Below the fold
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1

PROVIDE USEFUL FEEDBACK3
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4 IMPROVE LARGEST CONTENTFUL PAINT
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5 IMPROVE VISUAL STABILITY
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Source: https://web.dev/cls/ 
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6 MAKE IT FUN



https://web.dev/lazy-loading/
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7 LAZYLOADING TECHNIQUES



https://xd.adobe.com/ideas/process/ui-design/designing-interactive-buttons-states/
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BUTTON STATES8



https://calendar.perfplanet.com/2018/improving-perceived-performance-web-app/
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9 ANIMATIONS MATTER!



https://www.keycdn.com/blog/web-font-performance
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10 EVEN FONT MATTERS



WAITING EXPERIENCE MAKES THE DIFFERENCE
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