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the voice of customers
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CUSTOMER OBSESSION

"Our vision is to be earth's most customer-centric company;

— Jeff Bezos



Innovation takes collaborative genius, diversity, and conflicts
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Why is it so challenging?

It looks so easy
Different goals

Over simplified interpretation



How do design research
influence & impact
product development?



Choose the right
research methodologies
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Approve the key points from different angles

Different research methods
Quantitative vs. qualitative
Attitudinal vs. behavioral

Relevant findings from other teams’ research

Different groups of participants
Different customer segmentations;

Customers have used/not used similar products.

Different designs

Concept testing different design concepts to understand customer values



Involve stakeholders In
design research



Why to involve stakeholders in design research?

Create empathy for customers.
Increase acceptance of research findings.
Motivate the team to fix customer frustrations directly observed from research.

Help everyone understand and appreciate the user experience effort.



How to involve stakeholders in design research?

Plan together
Invite stakeholders to participate user research as much as possible
Be transparent

Involve all disciplines in defining next steps



Format matters when
delivering research insights



Choose the right format to present
research insights to stakeholders

High level executive summaries
Bullet points, easy to understand summaries
With key takeaways

Summary delivered as soon as possible

Research report discussion

Focus on surprising findings and actionable insights

Video clips
Video clips are memorable and understandable.

Show many voices in video/quotes to make key points



Choose the right format to document
research insights to stakeholders

Track key metrics
Define the right UX metrics align with project goals

Keep track key metrics to measure changes and improvements over time.

Full research report
Insights need to be backed up with data/evidence.
There is a danger of letting the data speak for itself

Qualitative data IS data, not just anecdotal.



“the most important person in the room — the customer”




Research’s role in influence and impact

Research is NOT to bring strong points
to fight between disciplines or teams.

Research is a secret weapon
to bring a team together with customer centric mindset.
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