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Not best practice!
This workshop is for those struggling to 
implement user research and testing in their 
organization. It does not represent best practice 
in the field but rather a starting point that can be 
built upon.

WARNING!



Do what you can. 
Something is better 
than nothing.



Principles of Lean 
User Research and 
Testing

This section will help you 
establish user research and 
testing within your 
organization.
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The case for user 
research and testing

PRINCIPLES OF LEAN USER RESEARCH AND TESTING

User research and testing provide valuable 
benefits to both you, your stakeholders, and the 
organization at large.



The benefits for you

Be proved right

Testing and research are 
effective methods of 
justifying your approach 
to stakeholders.

Deal with bad ideas

Avoid confrontation by 
suggesting that you 
test a stakeholder's 
terrible idea. 

Avoid criticism later

Protect yourself against 
blame if a project fails 
with a paper trail of 
testing and research.
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Organizational benefits

Risk management

Research and testing 
reduce the chances of a 
project failing or going 
over budget.

Market fit

Research and testing 
increase the chance the 
service will succeed in 
the marketplace.

Speed to market

Research and testing 
reduce debate and time 
wasted on failed 
approaches.
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Appealing to stakeholders

Finance Team

Research and testing 
reduce the chances of a 
project failing or going 
over budget.

Sales and Marketing

Research and testing 
increase the chance the 
service will succeed in 
the marketplace.

Development

Research and testing 
will streamline 
development and 
reduce wasted effort.
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Proving the value

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / THE CASE FOR USER RESEARCH AND TESTING / 

- Start small and grow. Carry out small tests that show the value of user 
testing without delays or expense. Grow from that gradually over time. 

- Involve stakeholders. Invite stakeholders to watch usability testing or 
provide them with summaries of any testing done. 

- Communicate successes. Make sure you put effort into promoting the 
benefits your research and testing have provided through success 
stories. Try to associate dollar values when you can.



Dealing with resistance

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / THE CASE FOR USER RESEARCH AND TESTING / 

People tend to be resistant to change. As a result, you will 
probably meet resistance when attempting to integrate 
research and testing into your working practices.



We cannot get access to our 
audience

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / THE CASE FOR USER RESEARCH AND TESTING / 

Use existing assets

Make use of data, 
anecdotes, online 
comments, and feedback 
relating to your audience.

Use surrogates

Engage with people 
similar to your target 
audience.

Work with colleagues

Work with customer-
facing staff who work 
with the audience 
regularly.



You haven't spoken to 
enough people

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / THE CASE FOR USER RESEARCH AND TESTING / 

Acknowledge that speaking to more people would be better 
and that you would happily do so, given the time and budget. 
However, emphasis that speaking to even a small number is 
better than making assumptions and guessing.



Your results are biased

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / THE CASE FOR USER RESEARCH AND TESTING / 

Minimize bias

You can minimize some 
bias by carefully parsing 
questions. Asking AI can 
prove helpful.

Be aware

Being aware of the 
limitations in your 
research helps offset 
the impact of bias.

Go more in-depth

If people believe your 
results are more biased, 
recommend more in-
depth research.



It will be disruptive and  
take too long

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / THE CASE FOR USER RESEARCH AND TESTING / 

Just do it!

Don't give people the 
opportunity to say no. 
Just do it as part of 
your working practices.

Don't ask

When you start, avoid 
asking for anything to 
allow you to do 
research and testing.

No extra time

Keep your research 
from impacting the 
timeline of the project. 
Build around it.



Finding the opportunity

PRINCIPLES OF LEAN USER RESEARCH AND TESTING

Avoid trying to persuade others to allow you to do 
testing. Instead, take opportunities to covertly 
integrate research into projects with minimal impact.



Use every tiny moment

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / FINDING THE OPPORTUNITY / 

- Use tests that take less than an hour. Many research techniques can take 
less than 30 minutes to set up. These include first-click tests, 5-second 
tests, eye-tracking simulations, and more. 

- Focus on fast results. Focus on tests that use services that can get you 
results back in a matter of a couple of hours. For example, Pollfish can 
get surveys answered in minutes. 

- Use natural breaks in projects. From waiting for feedback to the delivery 
of content there are natural breaks in projects that can be used to run 
quick tests.

https://www.pollfish.com/


Manufacturing excuses

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / THE CASE FOR USER RESEARCH AND TESTING / 

Preparing to present

When you have been 
asked to present a design 
that is a great excuse for 
a bit of research.

Answering questions

A question can give 
you an excuse to do a 
bit of research to 
provide the answer.

Exploring options

When people cannot 
agree on an approach, 
research can be a way 
to break the tie.



Hide the cost

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / FINDING THE OPPORTUNITY / 

Never include research and testing as a line item in an 
estimate unless you work with a user-centric 
organization. It will always be the first thing cut to 
reduce costs.

WARNING!



Do what you can.  
Something is better than 
nothing.
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When to do research or testing

PRINCIPLES OF LEAN USER RESEARCH AND TESTING

When your time and budget are limited, picking 
the most appropriate moments to carry out user 
research is crucial.



Avoid testing and research 
for the sake of it.

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / WHEN TO DO RESEARCH OR TESTING / 

We have a tendency to 
carry out user research 
because that is what you 
are meant to do, without 
a clear reason as to why.

Don't do a 
comprehensive 
discovery phase without 
a clear idea of what you 
want to discover.

General background 
research does not 
provide the best return 
for the time and money 
involved.



Answer unanswered questions

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / WHEN TO DO RESEARCH OR TESTING / 

-Who are my audiences? 

-What are their top tasks? 

-What are the user's goals? 

- Is previous research still valid? 

-Will users spot this element? 

-Will the design generate the proper 
reaction from users? 

-Do users understand the content? 

-Can users find answers to their 
questions? 

-Will users become frustrated?



You won't necessarily 
know the right 
questions to ask 
upfront.
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PRINCIPLES OF LEAN USER RESEARCH AND TESTING / WHEN TO DO RESEARCH OR TESTING / 

Resolve disagreements

Does it work?

It is not common for 
stakeholders to suggest 
your approach won't 
work in practice.

Which is better?

Stakeholders often feel 
they have better solutions 
to a design problem and 
want to use that.

Will users like it?

A stakeholder may not 
personally like your 
approach and believe 
users will feel the same.
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Inappropriate information

Out of date

Sometimes you will 
find yourself working 
with data or personas 
that are out of date.

Biased

It is not uncommon to 
be presented with 
survey results where the 
questions are biased.

Unfit for purpose

Sometimes you will be 
presented with personas 
produced by marketing 
that don't work for UX.



Test early, test often

PRINCIPLES OF LEAN USER RESEARCH AND TESTING

Although your testing can be incredibly 
lightweight, it is essential that you test early in 
the project and that you carry out multiple 
rounds of testing.



PRINCIPLES OF LEAN USER RESEARCH AND TESTING / TEST EARLY, TEST OFTEN / 

Test lightweight 
but often
Testing often doesn't just catch 
more issues, it also hides the 'cost.'



PRINCIPLES OF LEAN USER RESEARCH AND TESTING / TEST EARLY, TEST OFTEN / 

Test early

Cheaper to fix

The earlier you identify 
a problem the easier 
and cheaper it will be 
to fix the issue.

Faster to market

Fixing problems earlier 
is faster, enabling you 
to deliver the final 
service quicker.

Easier to adjust

It is easier to pivot and 
adjust based on 
feedback early when 
the sunk cost is low.



Questions to 
answer while 
designing

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / TEST EARLY, TEST OFTEN / 

-Do they get it? 
-Do they know how to navigate? 
-Can they see it? 
-Do they like it?



Questions to 
answer during the 
build

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / TEST EARLY, TEST OFTEN / 

-Can they find it? 
-Does it answer their questions? 
-Can they use it?



Questions to ask 
post-launch

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / TEST EARLY, TEST OFTEN / 

-Where do people drop out? 
-What is stopping people completing their task? 
-How can we increase conversion? 
-What will work better? 



Finding user research 
participants

PRINCIPLES OF LEAN USER RESEARCH AND TESTING

One of the biggest perceived challenges is finding 
user research participants. However, it is not as 
complicated as you think.



When testing usability

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / AUDIENCE ACCESS / 

-Little point in testing 
with more than six 
people. 

-Even three people will 
catch 75% of the 
problems. 

-You can test with 
anybody with 
comparable ability. 



But they won't 
understand our content

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / AUDIENCE ACCESS / 

-New to the sector. 

-English isn't their first language. 

-They have cognitive disabilities.

Any content we publish online should be made accessible to the 
widest possible audience. Keeping it easy to understand helps those:

It also helps everybody process information faster.



Testing aesthetics

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / AUDIENCE ACCESS / 

Testing how people feel about your design aesthetics is harder. You will 
need to closely represent your audience and test with more people.

-Culture 

-Social group 

-Psychology 

-Personal experiences 

-Trends 

-Socioeconomic factors



Using 
recruitment 
services

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / AUDIENCE ACCESS / 

-Many testing tools will recruit participants 
for you for as little as a $1 per person. 

-Askable will recruit users without tying 
you to use a particular platform.

https://www.askable.com/eu


Should you use internal testers?

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / AUDIENCE ACCESS / 

Friends and family

Anybody outside of the 
organization is 
normally preferable to 
using employees.

User adjacent

If you use employees, 
favor those who work 
regularly with end 
users.

Beware bias

Recognize that internal 
testers will have a 
deeper understanding of 
the offering than users.



Be smart about your tools

PRINCIPLES OF LEAN USER RESEARCH AND TESTING

When starting out on your user research journey, 
it is unwise to ask for a big investment in tools.



Avoid enterprise platforms

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / BE SMART ABOUT YOUR TOOLS / 



Use the tools you have

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / BE SMART ABOUT YOUR TOOLS / 



Make use of free tools

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / BE SMART ABOUT YOUR TOOLS / 



Start with free plans

PRINCIPLES OF LEAN USER RESEARCH AND TESTING / BE SMART ABOUT YOUR TOOLS / 

-Lyssna. Great for quick tests, such as first-click 
and 5-second tests. 

-Maze. A good all-round platform for a variety of 
usability testing. 

-UX Metrics. The perfect tool for card sorting and 
tree testing. 

-Lookback. My preferred platform for facilitated 
usability testing. (Not free, but close!) 

-Pollfish. A great platform for running surveys.

https://www.lyssna.com/
https://maze.co/
https://uxmetrics.com/
https://www.lookback.com/
https://www.pollfish.com/


Conclusion
Getting started in user research doesn't 
have to be time-consuming or expensive.

PRINCIPLES OF LEAN USER RESEARCH AND TESTING

Don't wait for permission, just start.

You can achieve a lot without needing a 
budget or asking for extra time.



Next
Doing Upfront User Research



Doing Upfront 
User Research

If you can, spending time at the 
project's outset doing user research 
can prove valuable later.
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How to approach 
upfront research

DOING UPFRONT USER RESEARCH

Considering the constraints of time and budget we will 
probably face, it is important to have a clear plan for 
addressing any initial research we do.



Why not skip upfront research?

DOING UPFRONT USER RESEARCH / HOW TO APPROACH UPFRONT RESEARCH

Confusion

Without user research, 
there will be assumptions 
and misunderstandings 
that will cause chaos later.

Disagreement

Different stakeholders 
will disagree over the 
approach, leading to 
iteration hell.

No context

You won't understand the 
context within which the 
project is happening, 
leading to poor solutions.



The minimum you need to know

DOING UPFRONT USER RESEARCH / HOW TO APPROACH UPFRONT RESEARCH

- Who is your audience? Having a 
clear picture of who you are 
designing for that all stakeholders 
agree with is crucial for success. 

- What are their needs? You need to 
know what users want to achieve 
and how they want to achieve it. 

- What is their overall experience? At 
least some sense of what has 
brought users to this point and what 
they will do next is helpful. 

- Where are they encountering 
friction? If there is an existing 
experience, it is essential to know 
how it is failing users.



But, keep it lightweight

DOING UPFRONT USER RESEARCH / HOW TO APPROACH UPFRONT RESEARCH

Consolidate

There is often existing 
research or 
information available 
that can save you time.

Workshop

A single workshop can 
be enough to give you 
the basics to get 
started.

Do more later

There is nothing 
stopping you doing 
more research later as 
questions emerge.



Identifying your audiences

DOING UPFRONT USER RESEARCH

Step one is always to work out who your 
audiences are and how you would like to think 
about them.



You cannot serve everybody equally

DOING UPFRONT USER RESEARCH / IDENTIFYING YOUR AUDIENCES

Existing Employee

New Employee

HR Managers

Joiners/Switchers



- Business Alignment. Prioritize groups 
directly contributing to key metrics 
such as revenue, market share, or 
strategic growth areas. 

- User Impact. Groups whose needs, if 
met, would significantly enhance 
overall user satisfaction and 
engagement should be prioritized. 

- Needs. Prioritize user groups with the 
most acute pain points, especially if 
these are barriers to project goals. 

- Growth potential. Larger or rapidly 
growing segments may offer more 
value in the long term, justifying their 
prioritization. 

- Regulatory requirements. Legal and 
regulatory requirements might 
influence which user groups need to be 
prioritized. 

- Feasibility. Consider the practical 
aspects of reaching and engaging each 
user group.

Prioritizing your audiences

DOING UPFRONT USER RESEARCH / IDENTIFYING YOUR AUDIENCES



Why segment your audience?

DOING UPFRONT USER RESEARCH / IDENTIFYING YOUR AUDIENCES

Different Questions

Different audiences have 
different questions, so 
segment your audience 
using groups with 
similar questions.

Different Tasks

Different audiences 
also want to do 
different kinds of 
tasks, so segment by 
those as well.

Different needs

Some users have specific 
needs to comprehend 
content due to language 
or cognitive requirements.



Be careful using demographics 

DOING UPFRONT USER RESEARCH / IDENTIFYING YOUR AUDIENCES

There is a temptation to focus on demographics 
when segmenting audiences as you would in 
marketing. However, demographic groups are not 
as important as use cases.

WARNING!



Segment based on needs

DOING UPFRONT USER RESEARCH / IDENTIFYING YOUR AUDIENCES

Existing Employee

They want to know how 
to switch health 
insurance packages.

Prospective employees

They want an overview 
of the healthcare options 
available to employees.

New Employee

They need to know how 
to pick and enroll on a 
healthcare plan.

Managers

They need to know how 
to approve healthcare 
plans and support staff 
in choices.



Understanding user needs

DOING UPFRONT USER RESEARCH

Once you know your audiences, the next step is 
understanding their needs and what drives them.



- Questions. What questions is the user 
seeking to answer? 

- Objections. What might cause them 
not to act, or to abandon the 
experience? 

- Goal. What is it they are ultimately 
trying to achieve? 

- Tasks. What actions do they need to 
take to achieve their goal? 

- State of mind. How are using feeling 
during the experience? 

- Influence. What is influencing the 
experience the user is having? 

- Challenges. What pain points are the 
users facing during the experience? 

- Touchpoints. What different ways are 
users interacting during the 
experience?

What is useful to know

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

PRIMARY SECONDARY



Consolidate what you know

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

Existing User Research

Existing Service Testing

Customer Facing Staff

Site Analytics

Social Media Team

CRM Data

Search Terms

Personas



Identify the gaps

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

Missing 
Information

Out of Date 
Information

Suspect 
Information



Fill the gaps 
with surveys

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

Surveys are excellent when you 
identify specific information you 
want to know or check.



How to run a good survey

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

- Keep it short. People abandon longer 
surveys, and colleagues love to add 
questions to them. 

- Ask actionable questions. Ask yourself 
what you can do with the answer you get 
from a question. If you can't act on it, 
don't ask the question. 

- Favor closed questions. Reviewing 
answers to open-ended questions can be 
time-consuming, although AI can help. 

- Check your wording. It is easy to bias a 
survey with a poor choice of words. Use 
AI to ensure your questions are neutral.



Barriers to Surveying

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

Data Protection

I recommend 
keeping surveys 
anonymous to avoid 
getting delayed by 
compliance issues.

Survey Fatigue

Ask people to opt-in 
to a user research 
group to avoid 
sending multiple 
requests.

Poor Participation 

Consider using a 
platform like 
PollFish, which will 
recruit participants 
for you.

https://www.pollfish.com/


Fill the gaps 
with interviews

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

User interviews can be a luxury, but 
they are an excellent way of 
connecting with your audience and 
making it easier to empathize.



How to run interviews

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

- Identify topics and starter questions. 
Identify the topics you wish to discuss 
and have some questions, but try to 
remain flexible. 

- Build Rapport. Begin your interviews 
with light, non-threatening questions 
to make participants feel comfortable. 

- Listen more, talk less. Encourage 
participants to do most of the talking, 
and resist the urge to fill silences with 
your thoughts or leading questions. 

- Ask follow-up questions. Probe 
deeper into interesting or unexpected 
answers with follow-up questions. 
Ask why a lot!



Using your interviews effectively

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

Quotations

Use quotes from your 
interviews regularly 
with stakeholders to 
keep them focused 
on user needs.

Transcription

Ensure you have a 
transcription of the 
sessions, preferably 
with highlights marked 
for future reference.

Highlight Reel

If time allows, create 
an edited video of the 
best comments to 
share with 
stakeholders.



DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

Use the right 
tool if you can
Zoom, Google Meet, or Teams will 
do the job, but Lookback will make 
it much easier to use the interview 
content.



Don't worry about 'doing it wrong.'  
Your participants won't know!

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS



Questions to ask

DOING UPFRONT USER RESEARCH / UNDERSTANDING USER NEEDS

- Background and context. Ask about 
the participants, their pain points, 
and their goals in using the service. 

- How they use the service. How do 
they typically use the service, and 
what challenges do they encounter? 

- Needs and opportunities. How 
satisfied are they with the service, and 
what areas would they like to see 
improved? 

- Open-ended feedback. Always try to 
end by asking if there is anything you 
have not covered or if they have final 
thoughts they would like to share.



Name of Person

Questions and Tasks

What tasks are users 
trying to complete? What 

questions or objections do 
they need answering?

Journey

Where is the user in their 
experience and what (if 
any) interactions have they  
already had?

Feeling
How is the user feeling 

about the experience?

Influences
What people, things, or 
places influence them?

Pain Points
What pain points are the 

users experiencing that 
they hope to overcome?

Goals
What is the users 
ultimate goal? What are 
they trying to achieve?



Mapping users' journeys

DOING UPFRONT USER RESEARCH

Mapping the user journey is not always strictly 
necessary, but it can be a helpful tool where 
ambiguity exists about the user experience.



What is journey mapping?

DOING UPFRONT USER RESEARCH / MAPPING USERS' JOURNEYS

- A Story. It is not meant to be 100% 
accurate. It is based on real insights, 
but is more of a story of a hypothetical 
experience. 

- An Archetypical User. Every user's 
experience is unique and so each 
should have their own map. Instead 
we imagine an archetypical user who 
has common characteristics. 

- A Simplified Journey. Real user 
journeys vary massively and often 
include many branches and a lot of 
back and forth. A journey map 
simplifies this. 

- Insights into the User. A journey map 
aims to uncover insights about the 
customer in much the same way as a 
persona. The difference is that it 
shows how those insights change over 
time.



BOAGWORKS



Why map the journey

DOING UPFRONT USER RESEARCH / MAPPING USERS' JOURNEYS

- Context. Mapping the journey 
provides context for your project, 
allowing you to see events before and 
after the current interactions. 

- Identify failings. A journey map 
makes it easier to identify friction and 
gaps in the user's experience, 
especially between organizational 
silos. 

- Planning. A journey map can help 
identify projects that would address 
shortcomings in the user experience. 

- Alignment. A journey map can ensure 
all stakeholders have the same picture 
of the user's experience and what 
work needs to be done.



A journey mapping workshop

DOING UPFRONT USER RESEARCH / MAPPING USERS' JOURNEYS

Often the best way to create a user journey map is to run 
an in-person workshop, that takes about 3 hours.



Who to invite

DOING UPFRONT USER RESEARCH / MAPPING USERS' JOURNEYS

End users Customer facing staff Those with data Executive sponsor

MOST VALUABLE LEAST VALUABLE



Deciding on scope

DOING UPFRONT USER RESEARCH / MAPPING USERS' JOURNEYS

1 2 3 4 5



Discover Research Purchase Delivery Post-Sales

Task

Questions

Touchpoints

Emotions

Influences

Weaknesses

Decide on stages



Discover Research Purchase Delivery Post-Sales

Task

Questions

Touchpoints

Emotions

Influences

Weaknesses

Decide on insights

Touchpoint confusion
Touchpoints refer to any 
form of interaction between 
the user and your 
organization.

-Website 
-App 
-Social 
-Email 
- In-store 
-Phone



Generating the ideas

DOING UPFRONT USER RESEARCH / MAPPING USERS' JOURNEYS



Prioritize the ideas

DOING UPFRONT USER RESEARCH / MAPPING USERS' JOURNEYS



Upfront Testing

DOING UPFRONT USER RESEARCH

Your existing digital service and those of your 
competitors offer a unique opportunity to 
identify what works and what doesn't.



Why test at this stage?

DOING UPFRONT USER RESEARCH / UPFRONT TESTING

Check Assumptions

It allows you to 
validate the feedback 
you receive from 
stakeholders.

Low cost of testing

You don't need to 
build anything to 
test, making this 
testing inexpensive.

SWOT

A chance to identify 
strengths, weaknesses, 
opportunities, and 
threats.



What you want to know

DOING UPFRONT USER RESEARCH / UPFRONT TESTING

Do they get it?

Can they use it?

Can they find it?

Does it answer them?

What frustrates them?

What do they like?



Usability testing

DOING UPFRONT USER RESEARCH / UPFRONT TESTING

You meet with users and guide 
them through a series of tasks, 
questioning them along the way. 

Facilitated testing is great for 
getting to know users and 
understanding the issues they 
have.

Facilitated Testing
Users are asked to complete 
tasks independently while being 
encouraged to think out loud. 

Unfacilitated testing allows you 
to test with more people but 
provides less in-depth insights.

Unfacilitated Testing



Monitoring

DOING UPFRONT USER RESEARCH / UPFRONT TESTING

Analytics

Analytics help you to 
identify where users 
are abandoning your 
digital service.

Heat maps

Heat maps can 
indicate where on a 
page users are 
struggling.

Session recording

Session recordings 
help you to 
understand why 
users are struggling.



More to come on testing 
live digital services.

DOING UPFRONT USER RESEARCH / UPFRONT TESTING



Conclusion
Keep your upfront research lean to hide the cost.

DOING UPFRONT USER RESEARCH

But take the time to identify your audiences.

And to understand their needs.

Consider mapping the journey and testing 
if time and budget allow.



Next
Planning Your Information Architecture



Working With 
Information 
Architecture

Time can be wasted debating the best 
ways to organize information and 
functionality. User research and testing 
can remove this waste and improve the 
final deliverable.
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Why use my proposed approach?

PLANNING YOUR INFORMATION ARCHITECTURE /

Improve findability

An inability to find the 
content and features 
required is a common 
point of friction.

Less Pushback

Because I am 
suggesting a data-
driven approach, it is 
harder to criticize.

Less debate

A process for defining 
your IA will avoid 
internal debates that 
delay the project.



Identifying the users top tasks

PLANNING YOUR INFORMATION ARCHITECTURE

It is essential to identify the 20% of your content or 
features that 80% of users will primarily be interested 
in. Tailor your information architecture around this key 
content to optimize user experience.



Introducing top 
task analysis

PLANNING YOUR INFORMATION ARCHITECTURE / IDENTIFYING THE USERS TOP TASKS / 

Top task analysis is a user-centered 
method that identifies the most crucial 
tasks users aim to achieve on a website, 
streamlining the design for enhanced 
usability and satisfaction.



The steps involved in 
top task analysis

PLANNING YOUR INFORMATION ARCHITECTURE / IDENTIFYING THE USERS TOP TASKS / 

1. Gather a long list of potential tasks. 

2. Rationalize this list into something more manageable. 

3. Get users to vote on what tasks matter the most. 

4. Analyze the results.



Top Task  
Analysis Lite

PLANNING YOUR INFORMATION ARCHITECTURE / IDENTIFYING THE USERS TOP TASKS / 

Top task analysis can be time-
consuming to complete so I have 
adapted the process to be much faster, 
while still providing a similar quality of 
results.



1. Gather some potential tasks

PLANNING YOUR INFORMATION ARCHITECTURE / IDENTIFYING THE USERS TOP TASKS / 

Existing User Research

Existing Service Testing

Customer Facing Staff

Site Analytics

Social Media Team

CRM Data

Search Terms

Personas



Skipping step 
one is an option
Because we will run a survey allowing 
people to suggest tasks, it is not strictly 
necessary to gather tasks in advance. 
However, seeding the survey with at least 
some tasks improves results.



2. Create a survey
1. Create a new survey with PollUnit. 

2. Populate that survey with some initial tasks. 

3. Ask users to vote for existing tasks or suggest 
new ones.



3. Clean the results
Remove duplicates

There will be a significant 
number of suggested tasks that 
are similar. We need to combine 
these tasks and their associated 
votes.

Simplify wording

We want to be able to use the 
results in card sorting and so we 
want the description of each 
task to be as clear and concise as 
possible.

PLANNING YOUR INFORMATION ARCHITECTURE / IDENTIFYING THE USERS TOP TASKS / 



Chat GPT can help
I want you to act as a data analyst. The 
attached file is the results of a top task 
analysis.  The "ideas" column contains 
suggestions for tasks users might want to 
complete on an HR website, and the "votes" 
column is the number of times a user voted 
for that task.  

Please complete the following steps in order. 

1. Simplify each entry into the "ideas" 
column to less than 3 words while still 
attempting to maintain meaning. 
2. Identify any ideas that are conceptually 
similar. 

3. Combine similar ideas into a single row 
with a clear and concise name. Also add 
together the votes for any ideas that have 
been combined. 
4. Output the new list of tasks with their 
associated combined votes in a new CSV file 
with the same columns. 

The goal is to end up with a simplified list of 
less than 70 ideas with their associated votes. 

Ask any questions you need to complete this 
task successfully.



The top 3rd of 
your list are 
your top tasks



From top tasks to top-level 
navigation

PLANNING YOUR INFORMATION ARCHITECTURE

Your site's top-level information architecture 
should be defined primarily by your top tasks.



Why focus on 
your top tasks?

PLANNING YOUR INFORMATION ARCHITECTURE / FROM TOP TASKS TO TOP-LEVEL NAVIGATION / 

It is crucial to make the primary tasks 
of your users readily accessible on your 
website as they are the most vital 
actions that people want to perform. It 
is imperative to ensure that smaller 
tasks do not impede the visibility of 
the top tasks.

Why focus on 
top-level 
Navigation?
If users get the first click was correct, 
they have an 87% chance of 
completing the action correctly, as 
opposed to just 46% if the first click 
was wrong. 



Using card sorting to establish 
your top-level navigation
Open card sorting

We will use open card sorting to 
build our top-level navigation 
around our top tasks.

Closed card sorting

We will use closed card sorting 
to check that the top-level 
navigation also works for tiny 
tasks.

PLANNING YOUR INFORMATION ARCHITECTURE / FROM TOP TASKS TO TOP-LEVEL NAVIGATION / 



Recommended tool
UXMetrics is easy to use and reasonably 

priced compared to competitors.



Open card sorting in action



Analyzing your 
results
1. Go to the results page and click groups. 

2. Select groups that are conceptually 
similar and merge them. 

3. Visit the cards tab to identify which card 
belongs to which group.



Chat GPT can help
I want you to act as a data analyst. The 
attached file contains the results of an open 
card sort. The column titled "Card_Name" 
identifies all of the cards in the sort. 
Subsequent columns contain the names of 
groups users created. The cell values show the 
number of times a particular card was 
assigned to a group.  

Complete the following steps: 

1. Identify any groups that are conceptually 
similar. 
2. Combine conceptually similar groups. The 
goal of this step is to reduce the number of 
groups down to no more than 7.  

2. Give each new group a clear and concise 
name based on the groups combined to create 
it. 
3. Add together the values of any combined 
groups for each row. 
4. Output the new list of cards and groups 
with their associated combined values in a 
new CSV file with the same columns. 

The goal is to assign each card to one of seven 
or less master groups based on the value of 
each cell.



Information architecture tips
- Fewer options are better. We can only 

easily hold four items in our short-
term memory, so you tax the user 
when you have more than four 
options. 

- Group options. For options exceeding 
four, group similar ones together. For 
instance, categorize product and 
company information distinctly. 

- Keep label shorts. Labels must be no 
more than one or two words to aid 
scannability.  

- Avoid ambiguity. Labels must clearly 
describe their contents to prevent 
users from wasting time on sections 
they don't understand.  

- Be distinct. Each section should be 
distinct to avoid user confusion on 
where to find information within the 
IA hierarchy. 

- Don't fear clicks. Users will click 
multiple times if they feel confident 
about the direction and page loading 
is quick.



Expanding your draft 
information 
architecture

PLANNING YOUR INFORMATION ARCHITECTURE

After establishing a top-level navigation focused 
on primary tasks, the next step is to extend it to 
accommodate all content.



PLANNING YOUR INFORMATION ARCHITECTURE / EXPANDING YOUR DRAFT INFORMATION ARCHITECTURE / 

Two step process
1. Integrate more tasks

While our top-level navigation 
serves our main tasks, we also 
need to verify that it 
accommodates secondary tasks.

2. Accommodate sub sections

For larger sites, a single 
navigation level is insufficient. 
We must establish a process to 
create sub-sections.



Assigning tiny tasks with  
closed card sorting



Creating a closed 
card sort
1. Create a new closed card sort. 

2. Create a group for each of your top-
level sections, plus an additional one 
called "Not sure." 

3. Add all your tasks as new cards. 

4. Publish and share your online card 



Analyzing your 
results
1. Go to the results page and click cards. 

2. Check for cards with a low agreement score.  

3. Check for cards that are often assigned to 
"not sure."



PLANNING YOUR INFORMATION ARCHITECTURE / EXPANDING YOUR DRAFT INFORMATION ARCHITECTURE / 

IA is not an exact science

You will need to make a 
judgment call

You'll need to decide what 
agreement score is acceptable 
and how to handle uncertain 
items, considering your 
organization's culture, audience, 
and content type.

General rule of thumb

Typically, an agreement score of 
50% is adequate. Items marked 
as "not sure" are usually 
assigned to the second most 
popular category. Tree testing 
can alleviate any stakeholder 
concerns.



Creating lower level sections
If you have a large number of "tasks" assigned to a 
single top-level section you will need to organize 
those tasks into sub-sections.

PLANNING YOUR INFORMATION ARCHITECTURE / EXPANDING YOUR DRAFT INFORMATION ARCHITECTURE / 

Avoid having more than 7 child elements within a 
parent.



PLANNING YOUR INFORMATION ARCHITECTURE / EXPANDING YOUR DRAFT INFORMATION ARCHITECTURE / 

Two approaches to sub-sections
More card sorting

For site sub-sections with lots 
of content, a targeted audience, 
or high importance, consider a 
dedicated card sorting exercise 
for that area.

An educated guess

Sometimes, existing knowledge 
and research are enough to 
identify appropriate sub-
sections. Use tree testing to 
validate these assumptions.



Chat GPT can help

Act as an information architect. You 
have been asked to organize the content 
I will give you into sub-sections within 
a University HR website's "benefits" 
section. 

Avoid having more than seven sub-
sections. Keep the labels of each section 
to one or two words. Avoid ambiguity in 
labeling or two labels being too similar. 

Assign content to sub-sections based 
on conceptual similarity. 

The goal is to ensure users can easily 
find any content within the hierarchy. 

Are you ready for the content, or do you 
have questions?



Testing your information 
architecture

PLANNING YOUR INFORMATION ARCHITECTURE

However you create your initial information 
architecture, it is essential to test it to ensure people 
can find the content and features they need.



Tree testing
Tree testing allows us to test our 
assumptions and content that had 
a low agreement or was assigned 
to the "not sure" group.



What to test with tree testing

PLANNING YOUR INFORMATION ARCHITECTURE / TESTING YOUR INFORMATION ARCHITECTURE

Content with a low 
agreement scores
If content scored low 
in closed card 
sorting, assess if 
users can find it in 
the final information 
architecture.

Content assigned 
to "not sure"

We need to ensure 
that content marked 
as "not sure" by 
users is included in 
the final information 
architecture.

Top tasks in sub-
sections

Ensure top tasks 
remain accessible, 
even when nested 
within sub-sections.



Running tree 
testing
1. Create a new tree test. 

2. Input the site hierarchy. 

3. Create a series of tasks. 

4. Set the correct destination 
for each task.



Analyzing your 
results

-The success score and where those 
who failed ended up. 

-The directness and what route people 
took. 

-The time it took people, on average, 
to complete the task.

For each task pay attention to:



Fixing issues found 
in tree testing
If many users look for content in incorrect locations, 
it's crucial to move that content to where they 
expect it to be. When user opinions about content 
location vary, use cross-linking to direct them to the 
correct spot.

PLANNING YOUR INFORMATION ARCHITECTURE / TESTING YOUR INFORMATION ARCHITECTURE / 



Conclusion
Starting with your information architecture enables 
you to focus on identifying the users top tasks.

PLANNING YOUR INFORMATION ARCHITECTURE /

Those top tasks can be used to inform your top level 
navigation through the use of open card sorting.

Navigation can be validated and expanded through a 
combination of closed card sorting and tree tests.



Next
Testing Your Design Concepts



Testing Your 
Design Concepts

Even with just a design mockup, it's 
worth carrying out lightweight testing 
with users.
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What is a 
design concepts
Design concepts are high-fidelity, non 
interactive mockup of critical pages in 
the user interface.

TESTING YOUR DESIGN CONCEPTS /



Why test design concepts

TESTING YOUR DESIGN CONCEPTS /

Better Product

Testing significantly 
reduces the chance of 
developing something 
that is not fit for 
purpose.

Resolve 
disagreements

Testing can ensure 
momentum by quickly 
resolving disagreements 
over approach.

Saves money

Testing can identify 
issues early when the 
cost of fixing them is 
significantly lower.



What you want to learn

TESTING YOUR DESIGN CONCEPTS /

Do they like it?

Does the design 
visually appeal to the 
audience and 
communicate the 
correct impressions?

Do they get it?

Did they understand 
the interface and 
what they could do 
with it?

Can they use it?

Did the user see 
critical elements and 
will they be able to 
navigate 
successfully?



TESTING YOUR DESIGN CONCEPTS /

Consider dividing aesthetics 
and usability testing
Testing aesthetics, usability, and comprehension 
simultaneously may hinder understanding of user 
preferences for different design approaches.



TESTING YOUR DESIGN CONCEPTS /

Test usability with wireframes Test aesthetics with style tiles



TESTING YOUR DESIGN CONCEPTS /

Basic requirements
Testing low-fidelity wireframes without basic content and 
navigation will be largely pointless.



Lyssna

TESTING YOUR DESIGN CONCEPTS /



Testing comprehension

TESTING YOUR DESIGN CONCEPTS

When testing comprehension, we are essentially 
attempting to understand whether users 
understand what the page is about and what 
actions they can take from it.



Why test whether 
they get it.
Users spend about 8 seconds on a page 
before deciding if it's helpful. If not, they 
will abandon it.

TESTING YOUR DESIGN CONCEPTS / TESTING WHETHER USERS "GET IT."



Who to test with
Ideally, you would test with those who are your 
average user. However, there is an argument that 
content should be comprehensible to anybody. Not 
everybody will have industry knowledge.

TESTING YOUR DESIGN CONCEPTS / TESTING WHETHER USERS "GET IT."

-New to the sector. 

-English isn't their first language. 

-They have cognitive disabilities.



5 Second Tests

TESTING YOUR DESIGN CONCEPTS / TESTING WHETHER USERS "GET IT."

A 5-second test involves showing 
users the design for only five 
seconds, after which they are 
asked to recall specific details or 
first impressions, assessing the 
clarity and effectiveness of its 
visual communication.













User interviews
An alternative approach is interviewing some users 
and showing them your design concepts.

TESTING YOUR DESIGN CONCEPTS / TESTING WHETHER USERS "GET IT."

More in-depth

Can ask followup questions

Can see non-visual cues

Long lead-time

Takes time to run

Often smaller numbers



Testing aesthetics 

TESTING YOUR DESIGN CONCEPTS

Testing the aesthetics of your design approach is 
probably the most valuable test you can conduct 
at the design concept stage.



Why test aesthetics

TESTING YOUR DESIGN CONCEPTS / TESTING AESTHETICS 

Better Design

Testing the design 
aesthetic with users 
ensures the design is 
as compelling as 
possible to your 
audience.

Fewer arguments

Aesthetics are 
divisive and that can 
lead to conflict. This 
results in 
compromises that 
please nobody.

More objective

Stakeholder's 
preferences should 
not define the 
direction. Testing 
introduces 
objectivity.



Who to test with

TESTING YOUR DESIGN CONCEPTS / TESTING AESTHETICS 

Use your primary audience

When testing aesthetics, it's 
crucial to involve your actual 
audience as design preferences 
vary based on background.

Rely on numbers

To avoid personal bias, test with 
a statistically significant 
number of people if you can't 
use your primary audience.



TESTING YOUR DESIGN CONCEPTS / TESTING AESTHETICS 

Agree on brand 
keywords

Agree with stakeholders which words 
you want the design to communicate.

Brand deck is an excellent tool for 
determining these words.

https://app.branding.cards/


Preference test
Simple preference testing is an 
excellent way of seeing how well 
your aesthetics resonate with 
your audience.

TESTING YOUR DESIGN CONCEPTS / TESTING AESTHETICS 



TESTING YOUR DESIGN CONCEPTS / TESTING AESTHETICS / PREFERENCE TESTING

Testing different 
versions
If you have multiple style tiles or 
different approaches, you can compare 
them directly.

Testing against 
competition
Alternatively, you can see how your 
design approach compares to that of 
your competitors.









Run a semantic 
survey

TESTING YOUR DESIGN CONCEPTS / TESTING AESTHETICS 

A semantic differential survey can 
be used to see if the design 
matches the brand keywords you 
seek to communicate.

https://boagworld.com/design/testing-design/#the-semantic-differential-survey






Testing usability 

TESTING YOUR DESIGN CONCEPTS

The earlier you begin usability testing in the 
project, the more benefits you will get from it.



Why test usability

TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY 

Address concerns

Stakeholders may 
have concerns about 
the experience, and 
testing can address 
them.

Catch issues early

The earlier you catch 
usability issues, the 
cheaper it is to 
correct them.

Better product

Testing early and 
frequently leads to a 
better product, 
fostering user loyalty.



Who to test with
If your audience doesn't have physical or cognitive 
impairments, you can conduct usability testing with 
anyone outside the organization who is unfamiliar 
with the digital service.

TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY 



5-Second test
A 5-second test involves showing users 
the design for only five seconds, after 
which they are asked to recall specific 
details or first impressions, assessing 
the clarity and effectiveness of its visual 
communication.

TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY 



What are you looking for?

Did they get it?

Did they understand 
the interface and what 
they could do with it?

Did they see it?

Which elements on the 
page did they spot and 
did they see a 
particular action?

What stood out?

Which elements stood 
out more than others? 
Is that the right 
elements?

TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY / 5-SECOND TESTING



First Click Test
First-click testing is a technique 
that analyzes the initial click made 
by people using an interface.

TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY 



Why first click testing?

TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY / FIRST-CLICK TESTING

If users get the first click was correct, they have 
an 87% chance of completing the action 
correctly, as opposed to just 46% if the first click 
was wrong. 

“First Click Usability Testing” by Bob Bailey and Cari Wolfson

http://webusability.com/firstclick-usability-testing/








Eye tracking
RealEye enables eye-tracking studies 
without special equipment, but it 
remains time-consuming and costly.

TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY 

https://www.realeye.io/


TESTING YOUR DESIGN CONCEPTS / TESTING USABILITY / EYE TRACKING

Eye Tracking 
simulation
Because eye-tracking is expensive 
and time-consuming, simulation 
software is often a more viable 
alternative.

I use Attention Insights to estimate 
where user attention will go.

https://attentioninsight.com/


Conclusion
Testing early brings considerable benefits. 

Focus testing of design concepts primarily on 
aesthetics. 

But, if possible, also test comprehension and 
usability. 

TESTING YOUR DESIGN CONCEPTS



Next
Testing Your Prototypes



Testing Your 
Prototypes

Prototypes provide the best 
opportunity to test the usability and 
effectiveness of any digital service you 
build.
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TESTING YOUR PROTOTYPE /

Why bother testing 
with a prototype

Realistic

A prototype more 
closely represents the 
actual user experience, 
resulting in more 
realistic results.

Interactive

A prototype provides 
an opportunity to test 
how a user interacts 
with the service.

Longer journeys

A prototype allows you 
to test how users 
handle longer and 
more complicated 
journeys. 



Facilitated 
testing
In facilitated testing, you guide 
the user through the tasks you 
wish them to complete, asking 
questions throughout the 
experience.

TESTING YOUR PROTOTYPE /



Unfacilitated 
testing
In unfacilitated testing, 
participants use the interface 
without a moderator guiding the 
session. However, they are 
encouraged to think out-loud 
during the interaction.

TESTING YOUR PROTOTYPE /



TESTING YOUR PROTOTYPE /

Facilitated vs Unfacilitated

-Easier to run. 
- Increased numbers. 
-More natural behavior. 
-Faster results. 
- Better for 'is it working' testing.

Unfacilitated

-Guided interaction. 
-More adaptable. 
-Easy clarification. 
-Observable non-verbal queues.  
- Better for 'why isn't this working' testing.

Facilitated



TESTING YOUR PROTOTYPE /

Remote Testing

Broader Reach and Diversity

Cost-Effectiveness

Efficient Scheduling

Technical Issues

Limited Control Over the Testing Environment

Non-verbal Cues Are Harder to Interpret

High Scalability Potential for Distractions



TESTING YOUR PROTOTYPE /

In-Person Testing

Richer Qualitative Feedback

Controlled Environment

Better Engagement

Higher Costs

Geographic Limitations

Scheduling Challenges

Immediate Clarification Scalability Issues



TESTING YOUR PROTOTYPE /

What to test
- Ease of Use: How easily can users navigate 

and understand the prototype? 

- Navigation: Is the prototype easy to 
navigate? Are the navigation elements 
logically and consistently placed? 

- Learnability: How fast can new users learn 
the prototype? Any confusing features? 

- Efficiency: How efficiently can users 
complete tasks?  

- Satisfaction: How likely are users to use 
the prototype as a real product? 

- Accessibility: Test with screen readers, 
keyboard navigation, and other assistive 
technologies. 

- Content Comprehensibility: Is the text 
content easy to read and understand? 

- Conversion Paths: Identify any drop-off 
points or barriers to conversion. 

- Interactivity: Test interactive elements for 
functionality, user-friendliness, and error 
handling.



TESTING YOUR PROTOTYPE /

Who to test
If you cannot simply gain access to your actual users, 
then testing anybody with comparable cognitive and 
physical abilities is normally enough.



TESTING YOUR PROTOTYPE /

How many rounds 
of testing to do
During the development of the service, 
consider testing 3 people every month on 
the same day. Test in the morning and 
then decide on what actions to take over 
lunch (preferably with pizza!)



Preparation 
It is essential to take some time before running 
usability testing to be clear about what you want to 
achieve, how you will test and what you will say.

TESTING YOUR PROTOTYPE /



TESTING YOUR PROTOTYPE / PREPARATION / 

Practicalities

- A quiet, private room 

- An appropriate internet-enabled device 

- A clock or watch 

- The ability to take notes 

- A screen recording app

In-Person



TESTING YOUR PROTOTYPE / PREPARATION / 

Plan your tasks and 
scenarios

Identify

Start by identifying the 
tasks you want users to 
test based on the 
questions you have.

Prioritize

Prioritize the tasks, as 
you may not get 
through every task in a 
particular user session.

Transform

Turn your tasks into 
scenarios that a user 
can associate with.



TESTING YOUR PROTOTYPE / PREPARATION / 

How to transform a task
Task: Make an appointment to see a skin therapist.  

Scenario: You’re unhappy with the appearance of your 
skin lately and have decided to have a facial. You go to 
the website looking to book in a time for the 
treatment.



TESTING YOUR PROTOTYPE / PREPARATION / 

Prepare a welcome
-Offer them refreshments. 

- Introduce yourself and explain the 
session agenda and duration. 

-Emphasize that you’re testing the site, 
not the participant, so there are no 
wrong answers. 

-Ask the user to think out loud: say 
what they see, are thinking about and 
are trying to do.  

-Make it clear they are not going to 
offend anybody with negative 
comments. 

-Ask permission to record them and 
stress that the recordings won’t be 
used for any other purpose.  

-Let them know if additional 
stakeholders are observing from 
another room.  

-Ask if they have any questions.



How to run facilitated 
usability testing
Facilitated usability testing can be tiring and a 
little overwhelming when you start, so it is worth 
planning carefully.

TESTING YOUR PROTOTYPE /



TESTING YOUR PROTOTYPE / FACILITATED TESTING / 

Outline of a 
schedule
-40 minutes long. 

-20 minutes apart. 

-No more than 6 a day. 

-Split over lunch.



TESTING YOUR PROTOTYPE / FACILITATED TESTING / 

Tips for testing

Try to relax people

Ask about expectations

Prompt people to talk

Do not lead people

Allow people to struggle

Prompt only if stuck

Watch for nonverbal cues

Answer questions at end

Ask clarifying questions



How to run unfacilitated 
usability testing
Unfacilitated usability testing is considerably 
easier to set up and run.

TESTING YOUR PROTOTYPE /









Working with the 
results
Usability testing is invaluable for informing and 
improving your work. But it is also a valuable tool 
for winning over stakeholders.

TESTING YOUR PROTOTYPE /



TESTING YOUR PROTOTYPE / WORKING WITH THE RESULTS / 

Prioritizing issues

User Impact

Start by categorizing 
issues based on their 
severity with a focus 
on "show stoppers."

Business Impact

Consider how each 
issue affects your key 
user goals and 
business objectives.

Effort

Some issues are 
quick fixes, while 
others require more 
time and resources.



TESTING YOUR PROTOTYPE / WORKING WITH THE RESULTS / 

Encourage attendance

In-Person

People who attend 
sessions in-person 
usually are highly 
influenced.

Streaming

Consider streaming 
in your office so 
people can see it 
while they work.

Discuss

Attendees should be 
allowed to discuss 
what to do about the 
results.



TESTING YOUR PROTOTYPE / WORKING WITH THE RESULTS / 

Use the recordings

Highs and Lows

Identify the best and 
worst points in 
sessions and save 
them as usable clips.

Distribute

Create a summary 
video of these clips to 
distribute to 
stakeholders.

Present

Use clips regularly in 
presentations to 
justify your chosen 
approach.



Conclusion

TESTING YOUR PROTOTYPE /

Prototyping probably provides the best opportunity 
to test. 

Remote, unfacilitated testing is the fastest option. 

Facilitated, in-person provides more significant 
insights if time allows. 

Make sure you utilize the results not just to improve 
the service but to engage with stakeholders.



Next
Testing Existing Websites or Apps



Testing Existing 
Websites or Apps

Once a digital service is up and 
running, it gives us a great chance to 
see how people use it. This helps us 
learn a lot about how to make it even 
better.
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TESTING EXISTING WEBSITES OR APPS /

Why post-launch 
testing and iteration 
are crucial to success

Once a digital service goes 
live, we can observe user 
behavior at scale.

Natural Behavior at Scale
Post-launch optimization 
consistently delivers dramatically 
improved conversion and 
customer retention. 

Delivers Results



TESTING EXISTING WEBSITES OR APPS /

Post-Launch Process

-Identify the top problem page. 

-Diagnose the problem with the page. 

-Propose one or more solutions. 

-Test your solutions. 

-Launch the best solution. 

- Identify the next top problem and 
repeat.



Identifying points of 
friction
Before you can improve the experience you first 
need to identify under-performing pages and the 
specific points of friction on those pages.

TESTING EXISTING WEBSITES OR APPS



TESTING EXISTING WEBSITES OR APPS / IDENTIFYING POINTS OF FRICTION

Warning signs in analytics

Exit pages

Bounce pages



TESTING EXISTING WEBSITES OR APPS / IDENTIFYING POINTS OF FRICTION

Other signs to 
look out for.
-Rage Clicks. 

-Dead clicks. 

-Excessive scrolling. 

-Quick backs.



TESTING EXISTING WEBSITES OR APPS / IDENTIFYING POINTS OF FRICTION

Narrowing 
down the 
exact issue
-Heat maps. 

-Session recordings.



Testing smaller 
changes
If your solution involves a minor change, AB 
testing is the best way to test its effectiveness.

TESTING EXISTING WEBSITES OR APPS



TESTING EXISTING WEBSITES OR APPS / TESTING SMALLER CHANGES

Test multiple solutions

Variation Three

Variation Two

Variation One

Original Version

Incoming Traffic

70%

10%

10%

10%

100%



TESTING EXISTING WEBSITES OR APPS / TESTING SMALLER CHANGES

When to use AB testing

Changing text

Implementing and 
testing changes to 
headings, links, or 
copy can be done 
easily.

Changing buttons

Changing the styling 
or copy of buttons is 
often an effective 
way of addressing 
friction.

Changing images

Images can distract 
or guide attention, so 
changes to images 
can have significant 
impact.



TESTING EXISTING WEBSITES OR APPS / TESTING SMALLER CHANGES

Change one or 
more elements 
at a time

Original Version

Variation with a single change Variation with multiple changes

Original Version

MultivariateA/B Testing



TESTING EXISTING WEBSITES OR APPS / TESTING SMALLER CHANGES

What tool to use



TESTING EXISTING WEBSITES OR APPS / TESTING SMALLER CHANGES

How to use AB 
testing tools
-Use a WYSIWYG editor to make 

simple changes to a page. 

-For more ambitious changes 
redirect traffic to an alternative 
version.



Testing larger 
changes
Not everything can be easily AB tested. In such 
situations, testing a prototype is the best option.

TESTING EXISTING WEBSITES OR APPS



TESTING EXISTING WEBSITES OR APPS / TESTING LARGER CHANGES

When to use prototyping

Multiple screens

If your solution 
involves changes 
across multiple 
screens, AB testing 
will struggle.

Complex interaction

You cannot quickly AB 
testing changes to 
complex interactions 
without building 
them.

Costly build

To AB test, you need 
to build the changes, 
and that can prove 
costly in many 
situations.



TESTING EXISTING WEBSITES OR APPS / TESTING LARGER CHANGES

Test with 
usability testing

Facilitated

Remote

Unfacilitated

In-person

Seriously consider ongoing testing of 
three people one morning every month.



Rinse and repeat
After fixing one problem, revisit your analytics to 
identify the next page with the highest bounce 
and exit rates.

TESTING EXISTING WEBSITES OR APPS



Conclusion

TESTING EXISTING WEBSITES OR APPS /

Post-launch testing and iteration are 
invaluable. 

Have a prioritized backlog of friction points 
you add to regularly. 

For more minor fixes use AB testing. 

For larger fixes, prototype and test first.



User Research

Principles

Design Comps

Architecture

Existing Services

I genuinely want to help, so email me 
anytime to paul@boagworld.com.

Fast and Budget-
Friendly User 
Research and 
Testing

Prototypes


