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About Me

¸ Director of User Experience Research, Macadamian

¸ Over 15 years of experience in the high technology sector; 12 years 

experience in the field of human factors and usability

ü Diverse range of products and industries

¸ History of our UX Team:

ü User Experience Portion founded in 2001 as Maskery; 

ü Acquired by Macadamian in  2006



Letôs start with youé

What do you know about user research?

What are some the key questions on user 

feedback/research you are looking to have answered 

today?
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Why involve users?

High Tech Products can fail.

.ŜŎŀǳǎŜ ǇŜƻǇƭŜ ŘƻƴΩǘ ƭƛƪŜ ǘƘŜƳ ƻǊ ŎŀƴΩǘ ǳǎŜ ǘƘŜƳ.



Take a guessé

¸ What percentage of software projects succeed?

a) 19%

b) 28%

c) 50%

d) 76%



Why?

¸ When managers were polled regarding the reasons for 

the inaccurate cost estimates, the top four reasons were 

issues that could have been addressed by following best 

practices in usability research. 

These include:

ü frequent requests for changes by users, 

ü overlooked tasks, 

ü users' lack of understanding of their own requirements, and 

ü insufficient communication and understanding between users 

and analysts.

Ref: Barker, DT (2000). Cost benefits of usability engineering.
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Benefit of solving usability issues early in the design process

¸ For 

ü $1 dollar spent to fix a design issue in early design 

ü $10 would be needed to fix the same design issue during 

development 

ü $100 or even more to fix the design issue after product 

release. 

based on R. Pressman (2000), Software 
Engineering: A Practitioner's Approach. and 

Ehrlich and Rohn, Cost-Justification of 
Usability Engineering: A Vendor s 

Perspective, In Bias & Mayhew (1994) 

Cost-Justifying Usability.
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Proper User Involvement is 

Key to Great Design and

Commercial Success



Whatôs the right way to learn from users?
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What is User Centered Design?

¸ An early focus on users and tasks

ü Identifying and profiling key user(s)

ü Identifying primary tasks 

¸ Empirical measurement of product usage

ü Behavioral measures of ease of learning and ease of use

¸ Iterative design in which a product is designed, 

tested and modified repeatedly

ü Identifying key issues early in design when it is easier to 

make design changes

ü Testing early enough to have time in development cycle to 

make changes
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User Centered Design Process



Two Main Types of User Research

¸ Attitudes/Perception (ask)

¸ Behaviours (observe)

¸ Do you think they are always or usually consistent?



Intention vs. Behaviour

Ç Intentions and actual behaviours are often inconsistent

Ç Reasons:
ü People not aware of behaviours and so say what they óthinkô they do or 

would do

ü óSensitiveô or socially unacceptable topics or answers

ü Gap between who we are and who we want to be
Å E.g., Cadillac owners, seniors, etc.

ü Behaviours are often context dependent
ÅWithout providing details of context, people make assumptions which may or may not 

be accurate

Ç Simulating context and behaviours
ü Intent to purchase vs. Purchase decisions exercise

ü Reaction to lists vs. card sorting 
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Common Techniques

Qualitative Quantitative

Attitude/ 

Preference

Focus Groups

Interviews

Surveys

(Online,Telephoneé)

Behaviour/ 

Performance

Usability Walkthrough

Ethnographic Research

Job Shadowing

Usability Testing

Benchmarking



Interviews
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Ç Purpose: 

ü To capture information about the 

usersô motivations, needs, 

restrictions and goals as well as 

their perception, towards a product 

or concept

Ç When to use: 

ü When little or no information exists 

about the intended users

ü To capture user personas and high 

priority usage scenarios for a 

product

ü To identify/clarify user issues and 

goals associated with a product



Interviews (contôd)

Ç Description: 

ü The facilitator interviews representative users 

from each of the identified (or predicted) user 

groups 

ü Interview protocol is developed to gather data 

about the users (e.g., motivations, needs, goals, 

skills), the context in which they work and how 

they perceive the product (or concept)

ü Interviews allow the facilitator to probe for 

additional information (outside of the structure of 

the protocol) should the opportunity arise

Ç Outcomes: 

ü Personas and usage scenarios

ü Barriers to acceptance and suggested solutions

ü Perceptions of competition or other 

products/applications which may be useful 
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Mining Internal Information
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Ç Alternatives to user interviews

ü Interview internal stakeholders who are familiar with target users to 

get needed information

ü E.g., customer support, sales, account managers

ü Analyze customer support calls and problem requests to identify 

ñusabilityò issues

ü Review customer feature requests

ü Review marketing research or customer surveys (collected 

previously)

Ç Risks: 

ü Information is second hand

ü Lack of context

ü Bias



Ethnographic Research ïóDeluxeô

¸ Usually involves 

all primary user 

groups

¸ Can take weeks 

to conduct the 

research

Ç Purpose: 

ü To provide a view of the óreal-worldô conditions 

in which the user operates with the product or 

service; to provide context around the use of 

the product 

Ç When to use: 

ü When you need to know what environmental 

factors may impact how the product is used 

ü When youôre looking for unique or new uses of 

the product

ü Looking for barriers to adoption or 

understanding operational problems in the 

field 


























