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                                        DESCRIPTION

                    You can’t manage what you can’t measure, so… How do you actually MEASURE web usability and user experience? In this talk you’ll discover what, why, and how to conduct website user experience & usability benchmarking. You’ll learn how to effectively measure the quality of a website’s user experience across various competitors, within one industry, across time, using an online quantitative research methodology commonly referred to as “unmoderated remote usability testing.” Some of the benefits of UX Benchmark studies are:  • Understanding which firm is delivering the best customer experience in a specific industry and why  • Identifying where your company stands against its competitors  • Quantifying areas of excellence versus areas of improvement

                    
                                        Citation preview

                    Page 1
						

Big Design ConferenceMay 2010
 Writen by:
 Alfonso de la Nuez
 Partner & CMO
 [email protected]
 How to Conduct
 Web UX & Usability Benchmarking
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www.userzoom.com
 Introduction
 • Let me get to know you
 • Why did you show up to my conference?
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www.userzoom.com
 Introduction
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www.userzoom.com
 1. Defining Web UX Benchmarking? Why is it important?
 2. How to conduct UX Benchmarking studies
 3. Results you must have
 4. Examples
 Four things we’d like to talk to you about today

Page 5
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 What is UX Benchmarking & why is it important?
 Definition of Benchmarking:
 The process of comparing the business
 processes and performance metrics
 including cost, cycle time, productivity, or
 quality to another that is widely considered
 to be an industry standard benchmark or
 best practice.
 It provides a snapshot of the performance
 of your business and helps you understand
 where you are in relation to a particular
 standard.
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www.userzoom.com
 What is UX Benchmarking & why is it important?
 Definition of UX:
 It’s about how a person feels about using a system.
 It highlights the experiential, affective, meaningful
 and valuable aspects of HCI and product ownership,
 but it also covers a person’s perceptions of the
 practical aspects such as utility, ease of use and
 efficiency of the system.
 User experience is subjective in nature, as it is
 about an individual’s feelings and thoughts about
 the system. User experience is dynamic, because it
 changes over time as the circumstances change.
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 What is UX Benchmarking & why is it important?
 Ok, so… how then do we define UX
 Benchmarking?
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 What is UX Benchmarking & why is it important?
 Common UX research challenges today
 • Difficulties obtaining objective, statistically significant, actionable
 data
 • Obtaining idea adoption from stakeholders
 • Issue of ‘accountability’
 • Geographic/demographic limitations
 • Research is costly and time-consuming
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 What is UX Benchmarking & why is it important?
 Some may wonder: Is UX Benchmarking…
 ?

Page 10
						

www.userzoom.com
 What is UX Benchmarking & why is it important?
 Not really.
 Here’s how I’d define UX Benchmarking:
 • The process of comparing a website’s performance, specifically in
 relation to UX metrics, including among others effectiveness,
 efficiency, overall satisfaction and quality perception, to another that
 is widely considered to be an industry standard benchmark or best
 practice
 • UX benchmarking provides a snapshot of the performance of your
 website and helps you understand where you are in relation to a
 particular standard.
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 What is UX Benchmarking & why is it important?
 Why is it now more important than ever before?
 It’s all aboutcompetitiveness, productivity, &efficiency
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 What is UX Benchmarking & why is it important?
 ‘You can’t manage what you can’t measure’
 Attributed to Peter Drucker, Mgt Guru
 The question is:
 How are you actually measuring UX and defining your benchmark?
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 1. Defining Web UX Benchmarking? Why is it important?
 2. How to conduct UX Benchmarking studies
 3. Results you must have
 4. Examples
 Four things we’d like to talk to you about today
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 How to conduct UX Benchmarking studies
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 What is UX Benchmarking & why is it important?
 10 must-dos with UX Benchmarking
 1. Define measurable & comparable UX-related KPIs (key performance indicators)
 2. Select competitors to benchmark against
 3. Define target audience
 4. Identify common site activities/tasks
 5. Conduct research using scenario-based testing
 6. Gather both quantitative & qualitative data
 7. Use the quantitative data to test for statistically significant differences
 8. Use qualitative data to support your findings and understand the why 
 9. Research at least twice a year to measure design changes and trends in
 expectations
 10.Use the right research solution/tool
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 How to conduct UX Benchmarking studies
 Graph from Bill Albert, Bentley University
 • OUS are a great way to
 go
 • Perfect complement to
 other types of research
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 How to conduct UX Benchmarking studies
 Let’s talk software solutions
 • You need a solid, reliable solution
 • On-demand software application that empowers businesses to manage & conduct online UX research
 • Feature-rich, versatile software solution, designed for task-based online usability surveys (or unmoderated remote usability testing)
 • Allows researchers and digital marketeers to manage benchmarking studies.
 UZ Self-Serve Edition
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 Once you have
 - defined measurable & comparable UX-related KPIs
 - selected competitors to benchmark against
 - defined target audience
 How to conduct UX Benchmarking studies
 Create a study script11
 Launch the study, collect data, monitor progress22
 Analyze results33
 … the 3-step process is fairly simple
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 How to conduct UX Benchmarking studies
 Creating a study script using the UZ Editor 11
 Creating a study is EASY
 • Test structure built in
 • Preview options
 • Advanced scripting
 • Ask questions depending on users’ online behavior
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 Feature-rich, advanced scripting capabilities:
 High-level of flexibility
 Advanced task validation criteria (by question, by page interception, by
 time...)
 Advanced questionnaires tool (all type of questions: Choice, scales,
 open...)
 Insert multimedia (images, videos, flash, applets, sounds...)
 Manage advanced logic/branching & conditions
 Behavioral questionnaires (by interception)
 Randomization: tasks, answers...
 Piping capabilities
 Mandatory questions
 Time-out options
 Sample & data quality control
 Multi-lingual studies support (including Asian languages).
 …and more
 How to conduct UX Benchmarking studies
 Creating a study script using the UZ Editor 11
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 How to conduct UX Benchmarking studies
 Creating a study script using the UZ Editor 11
 Partners of
 Choose the user recruitment yourself
 • Panel
 • Intercept
 • Private mailing list
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 Launch the study, collect data, monitor progress
 How to conduct UX Benchmarking studies
 22
 • Hundreds of users can be tested
 • Participation in the natural context…
 • …from geographically spread locations
 • No human moderation needed
 • Our browser bar connects users with our secure servers
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www.userzoom.com
 1. What is UX Benchmarking & why is it more important than
 ever?
 2. How to conduct UX Benchmarking studies
 3. Results you must have
 4. Examples
 Four things we’d like to talk to you about today
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 Analyze data real-time using UZ Analytics
 Results to look for
 33
 Effectiveness + efficiency ratios
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 Analyze data using UZ Analytics
 How UserZoom works
 33
 Qualitative feedback collected
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 Analyze data using UZ Analytics
 How UserZoom works
 33
 Ratings
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 Analyze data using UZ Analytics
 How UserZoom works
 33
 NPS (Net Promoter Score)
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www.userzoom.com
 1. What is UX Benchmarking & why is it more important than
 ever?
 2. How to conduct UX Benchmarking studies
 3. Results you must have
 4. Examples of industry benchmark studies
 Four things we’d like to talk to you about today
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 Example 1: Healthcase industry study (USA)
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 Example: Healthcase industry study (USA)
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 Study Design Introduction:
 Based on what you know, how negative or positive is your image of PROVIDER?
 Which of the following brand attributes, if any, do you associate with PROVIDER?
 Post-task:
 Self-Reported Success
 Ease of Use
 Satisfaction with amount of time to complete task
 What did you learn that you previously did not know?
 What did you like?
 What did you dislike?
 Problems or frustrations while completing task(s)
 Wrap-up:
 Overall satisfaction
 Likelihood to purchase
 Likelihood to recommend : (Net Promoter Score )
 Post-task brand image
 Post-study brand attributes
 Security and Privacy Likes/Dislikes with site
 IntroductionIntroduction
 ScreenerScreener
 N=200
 AetnaAetna
 n-=50
 BCBSBCBS
 Wrap-upWrap-up
 Task 1Task 1
 Task 2Task 2
 KaiserPermanente
 KaiserPermanente
 UnitedUnited
 Task1:Task1:
 Task 2Task 2
 Task 1Task 1
 Task 2Task 2
 Task 1Task 1
 Task 2Task 2
 n-=50 n-=50 n-=50
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 Brand Perception: Pre/Post
 All sites had a positive lift in brand perception.
 +22%
 +14%
 +2%
 +20%
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 Brand Pillar Metrics:Pre vs. Post Differences
 United showed a 26% increase on the ‘helpful’ attribute and maintained “professional” while other sites had a decrease on these two attributes.
 All sites showed a sharp increase in the “rude” attribute.
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 Overall Satisfaction
 Panelists were most satisfied with Blue Cross Blue Shield and Aetna’s site when researching and getting rates for Medicare Supplemental Insurance.
 Differences of 17% or greater are significant at 90% CI
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 Net Promoter Score (NPS)
   0 1 2 3 4 5 6 7 8 9 10 NPSAetna
 12% 8% 4% 2% 10% 12% 14% 8% 18% 8% 4%-50%
 BCBS 8% 4% 6% 10% 2% 8% 14% 10% 4% 10% 24% -18%KP 18% 6% 8% 4% 4% 6% 6% 16% 8% 8% 16% -28%United
 10% 4% 6% 6% 4% 22% 16% 8% 10% 8% 6%-54%
 When asked if they would recommend PROVIDER to a colleague or friend, all sites had relatively low NEGATIVE NPS with Aetna and United Healthcare being the lowest.
 Detractors Promoters
 NPS% of Promoters
 (9s and 10s)Detractors
 (0 through 6)= -
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 Task 1: Learn & Explore
 Aetna BCBS
 Kaiser Permanente United
 The success rate for the “learn and explore” task, although the frustration rate was above 40% for all sites showing room for improvement.
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 Usability Metrics: Learn & Explore
 Blue Cross Blue Shield had the highest mean usability scores for task 1.
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 Blue Cross Blue Shield Liked Best:Learn & Explore
 Ease of navigation:
 “I liked the ease of finding information directly relating to the Blue Shield’s Medicare Supplement insurance.”
 “it was all user friendly....I think even people who don't use web sites a lot would be able to navigate”
 Comparison charts:
 “clearly divided options for each plan”
 “the graphic showing the differences between the supplemental plans”
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 Top Frustrations: Learn & Explore
 About half of the panelists on all sites had some sort of frustration with learning about Medicare Supplemental Insurance online.
 Opportunities
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 Some takeaways
 1. Measuring & benchmarking Web UX more important
 than ever
 2. Must make it part of your UX strategy
 3. Online, unmoderated usability testing is a great way to
 go
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 41
 USA440 N. Wolfe Rd.Sunnyvale, CA 94085 USA
 Phone: +1 (408) 524 – 74 45Contact: Alfonso de la [email protected]
 UKAylesbury House, 17 – 18Aylesbury Street, LondonECIR 0DB, UK
 Phone: +44 (0) 20 7193 2171Cell: +44 (0) 7900 472 920Contact: Arthur [email protected]
 SPAINAv. Diagonal 419 3º 2ª08008 Barcelona, Spain
 Phone: +34 93 414 7554Cell: +34 93 368 4295Contact: Javier [email protected]
 Thanks so much for your time!
 Check out our upcoming events at www.userzoom.com



					
LOAD MORE                                    

            


            
                
                

                

                
                
                                

                                    
                        
                            
                                                            
                                                        

                        
                        
                            UX Strategy and Strategic UX

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Customer Case study - UserZoom | User …info.userzoom.com/.../images/userzoom-ryanair-case-study.pdfCustomer Case Study Ryanair All-in-One Platform to Rapidly Test Usability & Measure

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            UX Axioms from Madison+UX

                            Design
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Ux revised /UX camp CZ

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Webinar: Retail UX Benchmarking

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            MSI Employment Report · UX Designer Automation Anywhere UX Researcher Bluehost UX Researcher CARFAX UI/UX Designer Detroit Labs UX Designer DNAnexus Product Designer DocuSign UX

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            UserZoom & Key Lime Interactive Healthcare Webinar

                            Health & Medicine
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            UXPADC UX 101 - UX Strategy

                            Design
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            UX, UX Design, UX Process (@Daum/2014)

                            Design
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            UK Online Fashion UX Benchmarking slides

                            Business
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Lean UX and Optimisation - Userzoom : 24 jan 2012 - lean optimisation

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Quick Look - Mobile Banking UX Benchmark Study | UserZoom

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Ignite-UX Overview. Ignite-UX Key Concepts Ignite-UX Detailed Presentation

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            3 Methods to Master Agile UX Testing | UserZoom Webinar

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Mobile Operator UX Benchmarking Study

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Ux camp   why ux matters

                            Business
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            UserZoom Webinar: How to Conduct Web Customer Experience Benchmarking

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Shin UX 2017 - UX strategy - UX review

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Mobile usability studies - exploring mobile user experiences for global brands - UserZoom

                            Business
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Methods of UX Analysis · UX Principles Benchmarking Evaluation of site against time-tested UX principles and general UX myths to identify where there is opportunity to improve Technical

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            UX Revolution?  UX Evolution!!!!!

                            Design
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            UserZoom Webinar: Remote Prototype Testing

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            [UX Series] 1 - UX Introduction

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Strategic UX - UX People

                            Design
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Alfonso de la Nuez - UserZoom - WebCongress San Francisco 2014

                            Internet
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            BENCHMARKING - dinus.ac.iddinus.ac.id/.../docs/ajar/2016_BPK_07_-_Pengenalan_Benchmarking.pdf · •Benchmarking Advantages & Disadvantages . What is Benchmarking? Benchmarking is

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Outranking Your Competition with UX Benchmark Studies | UserZoom

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            UserZoom Big Design Conf May09

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            UX 101 by Ruthless UX

                            Technology
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            UX Meetings vs. UX Workshops - media.nngroup.com · UX Meetings vs. UX Workshops UX MEETING UX WORKSHOP Where things get discussed: A way for people to share information Where things

                            Documents
                        

                    

                                            

        

    


















    
        
            	About us
	Contact us
	Term
	DMCA
	Privacy Policy


            	English
	Français
	Español
	Deutsch



            
                

				STARTUP - SHARE TO SUCCESS

				            

        

    












	



