
Contents

Preface ................................................................................................................... xi

W h y  R e s e a r c h  I s  G o o d  a n d  H o w  I t  F its  in t o  

P r o d u c t  D e v e l o p m e n t ....................................................1

CHAPTER 1 I n t r o d u c t i o n ..........................................................................3

L earn ing from  L E G O  ........................................................ 4

In  C o n c lu s io n ........................................................................10

D o  a U s a b i l i t y  T e s t  N o w ! ................................. 11

A  N a n o -u sa b ility  T e s t ......................................................... 12

A  M icro -u sab ility  T e s t ......................................................12

W h a t D id  Y ou  Learn? ......................................................17

W h a t to  D o  N e x t ...............................................................19

ch apter  з B a la n c in g  N e e d s  T h r o u g h  I t e r a t iv e

D e v e lo p m e n t  .................................................................... 21

S u ccess for E n d  U sers I s .................................................. 2 2

S u ccess for th e  C o m p a n y  I s .......................................... 2 4

S u ccess for A dvertisers I s .................................................24

A S ystem  o f  Balance: Iterative D e v e lo p m e n t . . .  2 9

W h ere  U ser  R esearch  Fits I n .......................................36

E xam ple: A  S ch ed u lin g  S e r v ic e ....................................38

U s e r  E x p e r ie n c e  R e s e a r c h  T e c h n iq u e s  . . .  45

R e s e a r c h  P l a n n i n g ........................................................ 47

S ettin g  G oals fo r  R e s e a r c h .............................................4 8

In tegrating  R esearch  and  A c t io n .................................5 5

T h e  F orm at o f  th e  P l a n .................................................. 64

B u d g e ts ......................................................................................6 5

E xam ple: R esearch  P lan  for C o m p a n y  X  6 6

M a in te n a n c e ...........................................................................7 2

v i i



V l i l  Contents

C o m p e t i t iv e  R e s e a r c h .................................................. 7 3

W h e n  C o m p etitiv e  R esearch  Is E ffective  . . . .  7 4

C o m p etitiv e  R esearch  M e t h o d s ................................ 7 5

A n a lyz in g  C o m p etitiv e  R e s e a r c h ..............................88

E xam ple: A  Q u ic k  E valu ation  o f  M a tch .co m  . .  90

A c tin g  o n  C o m p etitiv e  R e s e a r c h ..............................92

c h apter  6 U n iv e r s a l  T o o ls :  R e c r u i t i n g  a n d

I n t e r v i e w i n g .......................................................................95

R e c r u it in g  .............................................................................95

I n t e r v ie w in g ....................................................................... 129

c h apter  7 F o c u s  G r o u p s ................................................................... 141

W h e n  F ocus G roups A re A p p r o p r ia te ...............142

H o w  to  C o n d u c t F ocus G r o u p s .............................. 147

M o r e  T h a n  W o rd s: O b j e c t - B a s e d

T e c h n i q u e s ........................................................................179

W h e n  to  U se  T h e m .........................................................180

D ia lo g ic  T e c h n iq u e s ..................................................... 181

W ritin g  th e  S c r ip t ............................................................183

G enerative T echniques: M a k in g  T h i n g s  188

A ssociative T echn iques: Card S o r t in g ..................... 201

ch apter  э F ie ld  V is i t s :  L e a r n in g  f r o m

O b s e r v a t io n  .................................................................... 211

W h a t A re F ield  V isits? .................................................. 2 1 3

H o w  A re Field  V isits U sed? .......................................215

T h e  F ield  V isit P r o c e s s ...................................................2 1 9

N o t e  T a k i n g ....................................................................... 2 3 7

W h y  C a n ’t Y ou  Just A sk  P e o p le ? ..............................2 3 8

C o n c lu s i o n ..........................................................................241

ch apter  io  D ia r y  S t u d i e s ................................................................. 2 4 3

W h e n  to  D o  a D iary  S t u d y .......................................2 4 4

H o w  to  D o  a D iary  S t u d y ..........................................247

C o n c lu s i o n ..........................................................................2 7 0



Contents IX

c h a p t e r  i t  U s a b i l i ty  T e s t s ..................................................................2 7 3

W h e n  to  T e s t ....................................................................... 2 7 3

H o w  to  D o  I t .....................................................................2 7 5

H o w  to  A n alyze  U sab ility  T e s ts ................................. 3 1 4

A n atom y  o f  a U sab ility  Test R e p o r t ..................... 3 1 9

C o n c lu s i o n .......................................................................... 3 2 6

CHAPTER 12 S u r v e y s  ................................................................................ 3 2 7

W h e n  to  C o n d u c t S u r v e y s ..........................................3 2 8

H o w  to  F ie ld  a S u r v e y ...................................................3 2 9

H o w  to  A n alyze  Survey  R e s p o n s e s ........................3 5 9

F o llo w -u p  and O n g o in g  R e s e a r c h ........................3 7 6

c h a p t e r  і з  G lo b a l a n d  C r o s s -C u lt u r a l

R e s e a r c h ............................................................................. 3 8 5

W h a t Is G lobal and  W h a t Is

C ro ss-C u ltu re? .................................................................... 3 8 5

R esearch  P la n n in g ............................................................3 8 8

M u ltilin gu a l R e s e a r c h ...................................................3 9 2

R e c r u it in g ............................................................................. 3 9 3

F ield  In terv iew s and O b s e r v a t io n ........................... 3 9 5

G lobal and C ross-C u ltural S u r v e y s ........................ 4 0 0

A n a ly z in g  th e  D ata  .........................................................4 0 2

C ou rse  C o r r e c t io n s .........................................................4 0 3

B u ild in g  Y our G lobal R esea rch  P rogram  . . . .  4 0 3  

c h a p t e r  1 4  O t h e r s ’ H a r d  W o r k : P u b l i s h e d

I n f o r m a t io n  a n d  C o n s u lt a n t s  ........................... 4 0 5

P ublished  I n f o r m a t io n ...................................................4 0 6

H ir in g  S p e c ia lis ts ...............................................................4 1 0

c h a p t e r  i s  A n a ly z in g  Q u a l i t a t iv e  D a t a ................................. 423

T h is  Is N o t  a F ish in g  T r ip .............................................4 2 4

A n  Ideal P rocess for Q u alita tive A nalysis . . . .  4 2 4

T ypical A nalysis P la n s ......................................................4 47

C o n c lu s i o n ..........................................................................451



X  Contents

c h a p t e r  1 6  A u t o m a t i c a l ly  G a th e r e d  I n f o r m a t io n :

U s a g e  D a t a  a n d  C u s t o m e r  F e e d b a c k  . . . 4 5 3

U sa g e  D a t a ..........................................................................4 5 4

C u sto m er  F e e d b a c k ........................................................ 4 6 8

E xp lore  th e  D ata, T h e n  G o  O b s e r v e !  4 7 5

part in  C o m m u n i c a t in g  R e s u l t s ....................................... 4 7 7

chapter  17 R e s e a r c h  in t o  A c t io n :  R e p r e s e n t in g

I n s ig h t s  a s  D e l i v e r a b l e s ..........................................4 7 9

C h o o s in g  the R ig h t  D e l iv e r a b le s ........................... 4 8 0

R ep resen tin g  P eop le: P e r s o n a s .................................4 8 2

R ep resen tin g  S ituations: S c e n a r io s ........................ 501

R ep resen tin g  A ctiv itie s and P r o c e s s e s  5 0 7

R ep resen tin g  System s: E x p er ien ce  M o d e ls  . . 5 2 2

P u ttin g  It A ll T o g e t h e r .................................................. 5 2 8

A Final W arning .............................................................. 5 3 0

chapter  i s  R e p o r t s ,  P r e s e n t a t io n s ,  a n d

W o r k s h o p s ..........................................................................531

Inform al R e p o r t in g ........................................................ 5 3 2

P reparing and P resen tin g  Form al R e p o r t s . . . 5 3 2

T h e  P r e s e n ta t io n .............................................................. 5 4 5

T h e  W o r k sh o p .................................................................... 552

E x ten d in g  th e  R ea ch  o f  R esearch  ........................5 5 6

C o n c lu s i o n .......................................................................... 557

c h ap ter  19 C r e a t in g  a U s e r - C e n t e r e d

C o r p o r a t e  C u l t u r e ..................................................... 5 5 9

W ork  w ith  th e  C u rren t P r o c e s s ..............................5 6 0

W h a t I f  It’s Just T o o  D iff ic u lt? ....................................5 6 8

F o llo w in g  and L e a d in g .................................................. 5 6 9

R e fe r e n c e s ............................................................................................................. 571

I n d e x .........................................................................................................................5 7 7


