friction



/ Zoom-a-Zoom-Zoom o

There’s only one winner in the
work-from-home meeting app wars

Zoom

Microsoft Teams

Google Meet

Houseparty

Skype for iPhone

Discord Daily worldwide app downloads, in millions
Google Duo

Google Hangouts

WeChat Work

Skype for Business
Marco Polo - Stay In Touch

Slack
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incidental incidental essential essential incidental
action action action action action

original scenario with friction recognized

a hew essential essential
action action action
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new, elaborated scenario with friction removed



Innovation by
friction elimination:
3 examples




a new way to get content

close

open
connection ,ChOOS@ get file F1 getfile F2  [delplallaile]y
to server S directory D to server S

old scenario with friction

get S/D/F1  get S/D/F2

new scenario with friction eliminated



a new way to get and play music

download upload play Fogtek
pirated track track track 5:::;:93
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CD collection
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Apple iPod
buy play la (2001)
song song >YNC sponé




a new way to join a meeting

add

place
call

signup

signup

talk
to app

hangup

to call

to app

signup create send start join calk
to app meeting link meeting meeting
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some lessons




signup signup place add
to app to app call to call

download upload play
pirated track track track

friction depends on the conditions of use
adding each caller was fine when only a few C/\/\'

buy play la
song song sync .fon);,;

open close
connection getfile F1 getfile F2  [&ellplailely
to server S directory D to server S

friction can inhibit adoption od scnartowith it
iPod took off after iTunes store fully active

talk hangup

get S/D/F1 get S/D/F2
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new scenario with friction eliminated

no friction can mean new modes of use
download in one step -> browsing the web



a surprise



innovation usually starts from
overcoming obstacles in existing scenarios
rather than creating new scenarios

but a paradox
eliminating friction often does lead
to entirely new ways of interacting



