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The UX Research onboarding will help familiarize you with Terakeet’s UXR

methodologies, best practices, and ethical considerations necessary to conduct

effective user research for our clients. It aims to standardize our approach,

ensuring consistency and quality across our research endeavors.

SESSIONS

1

UXR Onboarding
+ Overview

Introduction to user
research at
Terakeet and
review of key UXR
methodologies and
best practices.

2

UXR Methods
Deep Dive

Walkthrough of
common delivery
research methods
and client research
scenarios.

3

Prep, Materials,
& Resources

Guidance on setting
up the research,
templates and
delivery examples,
best practice
documents, and
helpful links.

a4

Synthesis &
Deck Creation

Overview of the
research synthesis
process and tips for
sharing research
results with clients.
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l. Understanding User Research



Objective of User
Research
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At Terakeet, user research is a vital part of the user experience design

process that helps to understand the motivations behind user

behaviors, uncover problems that need solving, and develop relevant

solutions for our clients.

WHY WE DOIT

1

Identify user needs, pain points,
and/or desires within an
experience

This information guides the development
of features and functionalities that better
align with user expectations.

2

Validate/invalidate assumptions
about user behavior and
preferences

This can reduce the risk of implementing
less ideal experiences and/or gain
confidence in moving forward with
proposed implementations.
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When Is Research Useful?

BEFORE WEBSITE DESIGN
(NEW CLIENT)

Understand User Needs & Goals:
You can identify who your users
are, what they want, and how
they interact with similar
websites. This helps define the
website's primary objectives and
ensure it solves real user
experience problems.

AFTER A SITE OR PAGE
LAUNCH

Track User Behavior:

After a site is live, ongoing
research like user surveys,
analytics, or feedback forms helps
you monitor how users interact
with the site and what might need
refinement.

DURING WEBSITE/PAGE
REDESIGN OR OPTIMIZATION

Identify Pain Points:

If users are already interacting with
your site but you're not seeing the
desired outcomes (e.g., high
bounce rates, low conversions),
research can uncover where users
are getting stuck or frustrated.

LIMITED DATA OR
UNCLEAR GOALS

Clarify Uncertainty:

If you’re unsure about your
website’s goals or aren’t seeing
the expected performance, user
research helps clarify what’s
missing or misunderstood,
ensuring you're aligned with
your audience's needs.

WHEN INTRODUCING NEW
FEATURES OR CONTENT

Test New Ideas with Target Users:

If you're introducing new types of
content, features, or services, testing
them with real users through surveys
or focus groups can give you insight
into how well they're received and
whether they’re intuitive.

TARGET DEMOGRAPHIC
ORPRODUCT CHANGES

Understand Your Audience:

If the client is targeting a new
demographic or changing their
product/service offerings, user
research helps ensure that the
site’s design and messaging
resonate with this audience.
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Delivery Research Process
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Il. Preparing for User Research
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Steps to Prepare for

Research

Align on what to

research

Identify audience
or personas

Create a
research plan

Find and recruit
participants

Conduct a
practice session

Work with the Strategy
Director and Customer
Success Manager to
define the goals and
identify key research
questions that will
provide insights into
user behaviors, needs,
or pain points.

Focus on the target
demographic but be
aware of diversity
within the group and
ensure representation
across various
demographics.

Share with client
ahead of executing the
study to ensure the
research methods and
objectives are aligned
with their expectations
and business goals.

Define participant
criteria that aligns with
the audience and
research objectives.
Recruit through
Respondent, screening
for desired criteria.

Prepare research
materials, establish
note-taking guidelines,
and conduct a dry-run
(or two) ahead of the
actual sessions to
make any necessary
tweaks and ensure
everything flows
smoothly.
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lll. User Research Methods
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Common User Research Methods

INTERVIEWS

Interview participants directly to
learn more about the user, their
mindset, expectations,
motivations, and barriers.

This is a broad research method
and is useful when we are not
positive about what the user
needs from the product or
website.

CONTENT TESTING

Evaluate participants’
comprehension of content within
an article or page through
highlighter, recall, and/or cloze
testing.

CARD SORT

Card sorts allow participants to
organize content or concepts
into groupings representing
content, features, or concepts
to be sorted by participants
according to possibly
predefined categories/criteria.

USABILITY TESTING

Establish tasks for
participants to complete
within a product or prototype
to evaluate the usability.

TREE TESTING

Evaluate the effectiveness of a
website’s information architecture
by having participants complete
tasks using the navigation offered
through the client site.

SURVEYS

Collect information from participants
by giving them a set of questions to
answer, this approach is useful for
gathering quantitative data to
provide insight into demographics,
pattems, behaviors, etc.
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Conducting Research Sessions

This phase varies for each research method. It can include moderated sessions with users or unmoderated research via surveys /
remote tools. The Moderated & Unmoderated Research Session Expectations guide includes further details on how to set up and run

your sessions.

Scripts + Notes

Follow the discussion guide to ensure

each session is consistent and take
clear and concise notes. Always get
consent from participants to record
the interview.

Line of questioning on points of
interest are encouraged, however, be
mindful of time and that the
information may not be relevant to the
problem statement/research goal.

Moderator Tips

Be an objective, impartial moderator.
Avoid leading or biasing participants,
withhold praise or criticism, and
probe users to share what they are
thinking.

Let users struggle when completing a
task and let them do most of the
talking. This will provide more
accurate data.

Usability Test Demo - Steve Krug

Tools

There are many research tools that
can reduce the effort required by the
moderator / researcher and help
reduce natural human biases.

Each tool has a different focus area
from heat maps and click tests to
unmoderated user interviews and
surveys.


https://docs.google.com/document/d/1aE1iIhyChFG1o8W1nOnhBKSuhnXjDJtx2ZXgAFXIbN4/edit?tab=t.0
https://www.youtube.com/watch?v=1UCDUOB_aS8
https://www.youtube.com/watch?v=1UCDUOB_aS8
https://www.youtube.com/watch?v=1UCDUOB_aS8
https://www.userinterviews.com/ux-research-tools-map?_gl=1*pa4dj7*_gcl_au*MTY5NzgwNzI1My4xNzM5Mjg1MTc2#top
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IV. Analyzing & Sharing Data
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Data Analysis

In order to share research with others, the data

2, Doveta“ needs to be consolidated and analyzed to determine

what the results mean without incorporating biases.

UX Research platforms like Dovetail or Condens can

co nd ens be used for analysis, if included in the budget.

Other Al tools such as ChatGPT can be leveraged
but be sure to omit any identifiable participant or

. ChatGPT client information beforehand and double check

results to ensure accuracy.
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Data Analysis &
Sharing Findings

Follow data compliance Adhere to ethical Focus on the research
requirements principles outcomes rather than
the methods

Comply with relevant laws, regulations, institutional Prioritize participant wellbeing and rights by Emphasize the value of the research in solving real
and client policies. Handle data responsibly by saving obtaining informed consent, protecting user problems and achieving strategic objectives. By
the notes in the account’s Google drive and privacy, minimizing harm, and ensuring highlighting outcomes, you shift the conversation from
maintaining meticulous documentation. transparency. how data was collected to what it means for the user

Avoid biases, and communicate results experience and business goals, making the research
When sharing findings, remove participants' data that honestly. more tangible and compelling.

could potentially identify them. If we need to share
personal information, that must be stated in the
beginning of the session to be sure we have proper

consent.
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V. Tools & Resources
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Tools

Dependent on research methodology, we use a combination of tools to
support all phases of the research process.

. . Optimal Workshop is often
Zoom is used for conducting used to conduct unmoderated
moderated research sessions OW research, such as tree tests or
since we have the capability

card sorting.
ZOOTTI to record.

Maze is a platform for
prototype testing, website
testing, interviews, card sorting,
and surveys

‘ Respondent is our go-to Condens supports centralized Figma / FigJam can be used
platform for recruiting storage, collaborative analysis for affinity mapping, organizing
participants and sharing of qualitative data insights, and demonstrating

‘ from user interviews. results with visuals

See the Abridged UX Research Tools Database for more tools to support your research



https://docs.google.com/spreadsheets/d/160xqqhzawoPUgUGzUbGfuYZsB6N1_OmcyNUnKfyIDhg/edit?gid=239736302#gid=239736302

Recommended Reading

What does this mean? Tips for testing your words. By John Waterworth
Triangulation: Get Better Research Results by Using Multiple UX Methods by NNG B2
Secondary Research in UX by NNG —

Research Skills Framework: Researchers Researching Researchers by ResearchOps
Atomic Research Cheat Sheet by glean.ly



https://userresearch.blog.gov.uk/2015/07/01/what-does-this-mean-tips-for-testing-your-words/
https://userresearch.blog.gov.uk/2015/07/01/what-does-this-mean-tips-for-testing-your-words/
https://www.nngroup.com/articles/triangulation-better-research-results-using-multiple-ux-methods/
https://www.nngroup.com/articles/triangulation-better-research-results-using-multiple-ux-methods/
https://www.nngroup.com/articles/secondary-research-in-ux/
https://www.nngroup.com/articles/secondary-research-in-ux/
https://www.researchskills.net/
https://www.researchskills.net/
https://drive.google.com/drive/folders/1BYuuOFSNExdagFoxgan3XKACFiqpRjev
https://drive.google.com/drive/folders/1BYuuOFSNExdagFoxgan3XKACFiqpRjev
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How do | decide which type of
research is best for my study?
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Research Methodologies

Dimensions to consider:

Attitude vs Behavior

This distinction can be summed up by
contrasting "what people say" versus "what
people do" (very often the two are quite
different).

The purpose of attitudinal research is usually
to understand or measure people's stated
beliefs, which is why attitudinal research is
used heavily in marketing departments.

Qualitative vs Quantitative

The distinction here is an important one, and
goes well beyond the narrow view of
qualitative as “open ended” as in an open-
ended survey question.

Rather, studies that are qualitative in nature
generate data about behaviors or attitudes
based on observing them directly, whereas in
quantitative studies, the data about the
behavior or attitudes in question are gathered
indirectly, through a measurement or an
instrument such as a survey or an analytics
tool.

Context

Context has to do with how and whether
participants in the study are using the product
or service in question.

This can be described as:
® Natural use of the product
® Scripted use of the product
® Not using the product during the
study
° A hybrid of the above
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User Research Methods
Deep Dive

UXR Session 2



Research Methodology

O,

“No research
without action, no
It is important to select the appropriate methodology that will actio n Witho ut

provide the data required to answer the problem statement and

There are many research methodologies that can be used to
gather data on users attitudes (thoughts & opinions) and
behaviors (what users do). These are typically measured either
qualitatively or quantitatively.

research”

meet research goals. This part of the process is complex, but
researchers should methodically choose the best research
method to help find the appropriate information that align with
the research goals and objectives.

Timelines depend on method and number of participants. KURT LEWIN
Increasing number of participants may lead to an increase in German-American social psychologist (1890-1947)
time to conduct and analyze; however, the methodology can be
altered to include unmoderated sessions to reduce research
effort / time.



https://www.nngroup.com/articles/which-ux-research-methods/

TERﬁKE ET UXR Onboarding: Research Methods | 2025

Research Methods

Brief Overview

INTERVIEWS

Interview participants directly
to learn more about the user,
their mindset, expectations,
motivations, and barriers.
This is a broad research
method and is useful when
we are not positive about
what the user needs from the
product or website.

Evaluate participants’
comprehension of content
within an article or page
through highlighter, recall,
and/or cloze testing.

CARD SORT

Card sorts allow participants to
organize content or concepts
into groupings representing
content, features, or concepts
to be sorted by participants
according to possibly
predefined categories/criteria.

Establish tasks for
participants to complete
within a product or prototype
to evaluate the usability.

TREE TESTING

Evaluate the effectiveness of
a website’s information
architecture by having
participants complete tasks
using the navigation offered
through the client site.

MODERATED SESSIONS

Complete face-to-face
sessions with participants
virtually.

SURVEYS

Collect information from
participants by giving them
a set of questions to
answer, this approach is
useful for gathering
quantitative data to provide
insight into demographics,
pattems, behaviors, etc.

UNMODERATED SESSIONS

Provide activities for participants
to complete without having to
meet with each participant.
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Crafting Effective
Research Questions

Asking Good Questions Guide

Seventeen Types of Interview Questions

&K

No Leading Questions

Create questions that allow users to make
decisions on their answer without being swayed

by the question itself.
Example: “How did the change improve your experience?” vs

“How did the change make your experience better or worse ?”

Ly
2

Catered to Objectives

Ensure each question asked is aligned with the
objectives of the research. There is no need to
ask questions outside of the objective as each
question should have a purpose in trying to
learm information to solve client problems.

=

Open Ended

Ask questions that don’t allow users to
answer with a simple “yes” or “no” response

to elicit more information, when applicable.
Example: “Did those changes enhance your experience?”
vs. “How did the changes affect your experience ?”

Clear and Concise

Formulate direct questions that are clear
and to the point to ensure participants
understand what each question is asking
without too much extraneous information.


https://docs.google.com/document/d/1RsuTAtR8slBYox-F5yDTkCg6vCzcIcrcmf6oOFsvSqw/edit
https://portigal.com/seventeen-types-of-interviewing-questions/
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How do | decide which type of
research is best for my study?
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Research Methodologies

Dimensions to consider:

Attitude vs Behavior

This distinction can be summed up by
contrasting "what people say" versus "what
people do" (very often the two are quite
different).

The purpose of attitudinal research is usually
to understand or measure people's stated
beliefs, which is why attitudinal research is
used heavily in marketing departments.

Qualitative vs Quantitative

The distinction here is an important one, and
goes well beyond the narrow view of
qualitative as “open ended” as in an open-
ended survey question.

Rather, studies that are qualitative in nature
generate data about behaviors or attitudes
based on observing them directly, whereas in
quantitative studies, the data about the
behavior or attitudes in question are gathered
indirectly, through a measurement or an
instrument such as a survey or an analytics
tool.

Helpful Resource: When to Use Which User-Experience Research Methods by NNG

Context

Context has to do with how and whether
participants in the study are using the product
or service in question.

This can be described as:
® Natural use of the product
® Scripted use of the product
® Not using the product during the
study
° A hybrid of the above


https://www.nngroup.com/articles/which-ux-research-methods/
https://www.nngroup.com/articles/which-ux-research-methods/
https://www.nngroup.com/articles/which-ux-research-methods/
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Research Methods
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User Research

Research Methods focused on learning from users of the product/website



B

User Interviews
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What are user interviews and when should | use them?

1 2 3
Talk to users directly Gain insights Learn from users
User interviews involve This broad research Use this method to learn
talking to users face-to- method is useful when we more about the user,
face (digitally) to ask are not positive about what their mindset,

them to provide their the user needs from the expectations,

thoughts on the problem product or website. motivations, and barriers
you are trying to solve in regards to the product
or learn more about. Helpful to collect: or website your research
This is generally the ® Qualitative data is based around.

basis in which other ® Quantitative data

research methodologies ® Behavioral

could be incorporated. observations

@ Attitudinal feedback

Helpful Resource: User Interviews 101


https://www.nngroup.com/articles/user-interviews/
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Types of Content
Testing

Cloze Test Recall Test Highlighter Test

This test is like a “mad libs” that helps with This test assesses how memorable the content These tests are effective for understanding what’s
comprehension. was. clear or unclearin a passage of text.
The process: The process: The process:
[} Choose the content to be tested [ ) Choose text to be tested [ ) Choose the content to be tested
o Take out every 5th word and replace it [} Create questions the will assess the [} Copy the full content into a Google doc
with a blank space comprehension of the text [} Define what highlighter colors mean (usually
° Ask participants to fill in the blank spaces [} Have the participant go through the green = good; red = not good)
and then score the test. content [ ] Have participants read and highlight the text
[ ] Ask the participant questions about what [ ] Review the passage to find
they read to assess how memorable the themes/sentences that need to be rewritten
content was

Helpful Resource: 3 Effective Methods for Content Tests (Beyond Usability Testing) by dScout


https://dscout.com/people-nerds/content-testing
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Top Jobs to Be Done

User Interviews

Client Example

Jobs To Be Done

The goal of this study was to learn more about and identify
the needs of the users within specific topics in the financial

space, so the UX team conducted in-depth user interviews.

Participants were chosen based on age to fit within the
specified user types, as well as participants with arange of

experience with digital payment methods and tech abilities.

From this study, the team was able to identify tasks users
wanted to accomplish within the site and topics users

wanted to learn more about.

This study resulted in delivering:

° Key User Profiles

. Customer Journey Maps
These deliverables will help guide future design
implementations through identifying areas the client is

excelling in as well as opportunities for improvement.

Ensure Long-term Financial
Security for Family
Protect Sensitive Data

and Avold Fraud
Maintain Control After

Life-Changing Events Occur
Daily Monitoring of
Financial Health to
Adopt Latest Tech to Avoid Inaccuracies
Stay Current and Avold
Embarrassment

Reduce Financiol
Taking on Provider Anxiety with Control
4 Role with Competence ond Planning

FINANCIALLY-FOCUSED FELIX

Financial health and monitoring

Fenancially — —e

Focused Felix

-
aencinsl 100wt pemcg o | §4.5. westh management O, | BechgIAG enenre sccuracy.

GOt e ¥y prreter e et g, el

e s oy v

® Pevmy o

T e eme et

—— -9

Become Financlally Free of
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https://docs.google.com/presentation/d/1ZB2GGylYjGZgwfuZvNd5GAU62-Z_1r8JXe0eKNu3YMc/edit#slide=id.g305ea57f48c_0_0

TERWKEET UXR Onboarding: Research Methods | 2025

User Interviews

Client Example

User Needs & Motivations

This study centered around wanting to better understand

how potential prospects interact with the current site

structure and perceive the law firm’s online presence.

The insights garnered from this research study helped the

team in making informed decisions about:

the website design
content strategy
overall user engagement tactics

future research considerations

This research directly initiated tree testing and usability

testing to define the redesign of the main navigation.

Users expressed a
desire for active and
up-to-date content

Complex legal jargon
disconnects users

Poor communication
leaves users feeling lost
or forgotten

Usability

Users demonstrated a
preference for concise,
skimmable content

Users preferred to use
search over navigating
through litigation areas

Users experience some
difficulty navigating
specific-case information

Users responded
positively to FAQ and
help resources

ish | just generally

Brand

Motley Rice online presence

perceived as trustworthy,
professional, and serious

Majority of users miss
Motley Rice’s historic
achieves as they browse

Boldness trademark tagline

does not match with user
expectations in hero

intelligent when

he law. | don't


https://docs.google.com/presentation/d/1-ceVFc2bC66T3Y9zNDisYj1JTd50AQR-xT2HFlGWL-M/edit?usp=sharing

Card Sort
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What is a card sort and when should | use it?

1
Define categories

Card sorts require
participants to organize
content, features, or
concepts to be sorted
into categories either
predefined by the study
or defined by participants
themselves.

2
Guide participants

Implementation of this
method involves guiding
participants through each
portion while encouraging
them to think aloud to
describe why they are
categorizing items the way
they are.

3
Gain insights

Use this research method
when you want to learn more
about how users link
concepts together and/or
how they might want to see
categories organized in the
navigation, on a hub page, or
other instances were items
might be organized into
groups.

*Ideally card sorts are completed in a platform like Optimal Workshop where data is analyzed within the platform.

Helpful Resource: Card Sorting: Uncover Users’ Mental Modals for Better Information Architecture


https://www.optimalworkshop.com/
https://www.nngroup.com/articles/card-sorting-definition/
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Card Sorts:
Open vs. Closed

Open Card Sorts Closed Card Sorts
® No defined categories ® Defined categories
® Participants create categories ® Participants organize

cards into predefined

This method is useful to get a more .
categories

holistic view of users' mental models,

LT IS A S UL O This method is useful to either

T ST W e creeneetonorieem T T —

to best organize content into [ i ] [Smm,,“][ e ]

categorize certain items

Card 5 | SaRLE | Card 8 client-defined categories.

[ Shorts ] E [ Tank Tops ] [ Hats ]
Card 2 Card &4 Card1
cat? cards

Source & helpful article: : i -sorting-



https://www.nngroup.com/articles/card-sorting-definition/
https://www.nngroup.com/articles/card-sorting-definition/
https://www.nngroup.com/articles/card-sorting-definition/
https://www.nngroup.com/articles/card-sorting-definition/
https://www.nngroup.com/articles/card-sorting-definition/
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Client Example

Card Sorts

Main Navigation Redesign

The main navigation housed 7 primary categories and over
50 secondary categories while continuing to expand the

amount of content within the site.

New Navigation

The problem: Proposal
[} The navigation was difficult to use and
understand
[ ) Information was difficult to find

The team conducted a hybrid card sort to learn how
categories and subcategories could be better organized.
The study:

Users were given categories to organize content into as
well as the option to add additional categories. The
information gathered from this study guided new navigation
structure and organization to better match user
expectations.
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Card Sort
Associated Labels

Cramotherapy

- Aadation

B0 NN Surgery
B B K

B2 R M s
B} TA &8 75
48 &0 4 4
4 W B M
48 &8 43 a8
T T I TR
i2 ] T i2
B T 4 2
a7 4 a

What o Mesotreboma?

P v Mesommedome

Pernonesl Mesotheboms

SH oMo Metsathedboma

L L

Symotoma

Canen

Ouagross

“ages

LUt Expectancy

ARsrrative Oncology Thempy

Clnical Triaky of Experimantal Traatwants

L1

Traatrewnt Oplions
Ll Dociors
3 88 Cance Canla

43 53 48

7 M W

4 9 ¥ N N
] 7 M N M
12 8 ¥ 2 M
2 14 2 M &
Treatment

Trestment Options
Surgery
Cremomer spy
ATvanedter sy
Emergng

Merotheboms Oocton

Chirvcat Triaty

Cancar Carens
Veteran Trostment Certery

Alermativs Trestment

Finging & Cure

Treatimens Masr Yiou ored Oneer Siate Resounces

Cars Corters o Veberans

Vel with Cancod

41 Cancer Support Gulde

M e
M e

Support Groups

I Long Distancs Suppoit

Asbestos Exposure

Wrat is AsDeston?
Asberton Compariey
Asbeston In e Home
Aabeston Exgosere s
Secondary Exporure
Mapardous Products
Ab-fiak Occupation
Asbenion Jobebes

Erposere She by State

Veter o WM MesoMatarma

Support Rescurces

Patwne Rescurcey
S9o G onps

Survivir Siories

Nutrion & Exeeche

Nusrtion & Déet
Caregrver Resources

Mea<a Dapenses 40 Cancer
End of Lite Care

what 35 Expect

10 of Lite Decisons



TERﬁKE ET UXR Onboarding: Research Methods | 2025

Lo 0 (K
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After observing and learning from the common category
and subcategory organizations from the card sorting POSt

It

system. Treatment  Asbestos Exposure  Support Resources  Legal  AboutUs

study, the team was able to create a new navigation

The team continues to monitor the effectiveness of the What Is Mesothelioma? Stages

new navigation organization through usability testing and RSN iioineticom

Request Free 2024,
. . . . Portoroal Moscrwiorma

user interviews. This allows the team to continue to Mesothelioma Guide

. . . . o Sarc W Moot eiory
improve the user experience in being able to find the - Se—— B
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information they are looking for and improve the overall
user flow through the site. Diagnosis

Prognosis




Tree Testing
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What is tree testing and when should | use it?

1

Informatlon ArChIteCture Your credit card has gone missing. What do you do?

Tree testing is used to test how
effective a website’s information

architecture is and/or to test a new * Home
structure for a website’s information Everyday banking
architecture.

Cards
2

Personal loan
Task Oriented e _——
In tree testing sessions, participants are Open and apply
given tasks to complete that users might My praofile

want to accomplish when going to the
website using the current or proposed
structure.

HeIpfuI Resouroes Itge Iesi ng 101 by Optlmal Workshop



https://www.optimalworkshop.com/learn/tree-testing-101-tree-testing-overview/
https://www.nngroup.com/articles/tree-testing/
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Tree Testing Current Navigation vs. Proposed Navigation

Client Examples

Navigation Restructure

HIZME CATEGORY SUB-CATEGORY

g
E

SUR-CATEGORY

- [
1 ¥}

&
z

"
B

The implemented navigation was oversimplified to
the point that users would have difficulty in

"
P

finding the information they were looking for
through the use of the navigation links. Instead,
they would use the site search feature to help
them navigate.

Chose to use tree testing to:
®  Test current navigation
() Learn more about information users are
looking for
(] Observe how users currently understand
legal jargon used throughout the site and
within the navigation
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Tree Testing

LitigaticmPracticn Aress

Client Examples

Ayigiinn Mpruing mama Absun gnd Megie Fepnppartanas

e Porassil 1o p ded Wrksglul Srems L aliekiamer
Disbrins Lamaait Paein Ciigm Waman'y Hashs Lempsas

Navigation Restructure

Led to a navigation restructure proposal to be
tested in prototype usability testing before moving
forward with implementation.

Potential outcomes upon implementation:
() Increase conversion rate
(] Decrease bounce/exit rate
() Increase page visits
() Decrease time on page




TERﬁKE ET UXR Onboarding: Research Methods | 2025

Surveys
What are surveys and when should | use them?

1 2 3
Anonymous feedback Learn from users Experience monitoring
Collect information from Provide insight into Use surveys within the
participants by giving demographics, patterns, client site to consistently
them a set of questions behaviors, etc. through monitor how users interact
to answer. answering radio-select with the site and what
and/or scaled questions. might need refinement.

Helpful Resources: Types of sampling for market research by SurveyMonkey
Question and Questionnaire Design by Jon A. Krosnick and Stanley Presser



https://uk.surveymonkey.com/market-research/resources/types-of-sampling/
https://web.stanford.edu/dept/communication/faculty/krosnick/docs/2009/2009_handbook_krosnick.pdf

Ny N B
\' B

\ .

Content Testing
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What is content testing and when should | use it?

1

Focus on content

Content testing involves
providing users with
content from or related to
the client site and
learning how users
understand, remember,
and interpret the content.

2

Comprehensive
Experience

This method is useful to
improve the full
experience of client sites
by ensuring the content
users are interacting
with matches their
needs, potentially
improving conversion
rates, user retention, and
acquiring new users.

3

Partner with the
content team

Use this as an opportunity
to team up with your client
content team - they could
provide insights into what to
look for or ask participants
as they are the subject
matter experts.

You can also give the
content team some great
insights to help them create
content in the future.

Helpful Resource: How to Test Content with Users by NNG


https://www.nngroup.com/articles/testing-content-websites/
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Types of Content
Testing

Cloze Test Recall Test Highlighter Test

This test is like a “mad libs” that helps with This test assesses how memorable the content These tests are effective for understanding what’s
comprehension. was. clear or unclearin a passage of text.
The process: The process: The process:
[} Choose the content to be tested [ ) Choose text to be tested [ ) Choose the content to be tested
o Take out every 5th word and replace it [} Create questions the will assess the [} Copy the full content into a Google doc
with a blank space comprehension of the text [} Define what highlighter colors mean (usually
° Ask participants to fill in the blank spaces [} Have the participant go through the green = good; red = not good)
and then score the test. content [ ] Have participants read and highlight the text
[ ] Ask the participant questions about what [ ] Review the passage to find
they read to assess how memorable the themes/sentences that need to be rewritten
content was

Helpful Resource: 3 Effective Methods for Content Tests (Beyond Usability Testing) by dScout


https://dscout.com/people-nerds/content-testing
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Content Testing

Client Example

Highlighter & Recall Test

The team conducted a series of content testing

over several months at the beginning of each
cycle of page-level audits. The goal of these
studies was to identify what portions of the
articles presented to participants were helpful,
confusing, and/or redundant as well as
understand what pieces of content were most
memorable.

These insights helped guide:
® Content creation & improvements
() Page template optimizations
o Labels
o Layout
® CRO testing & projects

|
What Is Annual Percentage Rate (APR) And

How Does It Work In Real Estate?

FERRLUARY 29,2004 | -MINUTE READ
AUTHOR: DAN RAFTER

Looking L the most afcrdatie monpage 1an7 When shappeng wimn lendens, you might foous
Oty 0n The nderent rates Tt aach Quoten. Tht seernd Jogical. The leper your interssl rite, the
e your montnly mongages payment.

B Dhre 5 & MOMS SCCLNNG Medture of YOUF MONOA0R'S TUS CORL IS ALl DERCniage e,
W50 nown 3 13 APRL When 3000w 1or The Most sondabie MOongage ioan, B mom
Important 45 look ot s fgure

What Is APR?

PR e ow Tor MONgage e each yeor. 'y
20 oven Mo sfectve way of measuring your loan's anvual cont han Ry nteredt tate.

Why? Because your APR or YOus oy for your
n

eternst you's Oaty = of your boan.

foon, 50 gve you ot st

What does APR include?

© ane termst tade: Your lencler will Charge you Inferest On B money that you Somow and
Wil e That fierest mte when CHOUTNG your monthly Daymens. The Mgher yOur rate,
e e your monthiy Daymests. I your interest rte i T.2%, you'll pay more each
morth $han f your rafe was 5%,

o Dicument freparston fees Your lerder usuady Charges fees Y rooienyg The
Socuments that youl 300 during your loan's closing. This cost i Inciuded In your
mangages APR

o Unoerwiting fees: Lnowrseieng Sees COvY Ihe 00nts Of I Seoanech Il your Mnder's
Wrderariens peciorm when Setermining £ you'ne wiling and able 10 COvr your few
MONGA0H DaryTnt. Unerwriters wil review yOur Credit soore, Dank statements, W23
0 payheck sl 10 verfly your InCome and htony with iy your bils.

* Origration fee: Your APT a0 Inchues e origination e you'l pay 10 your lender for e
WOrk £ 3008 whie SrQeating YOour morgage. Because APR inchudes this and ofher fees.
L s higher than your O 's Infiereat rate.

.

How To Build Credit: A Helpful Guide And
FAQs

SCOTT STEINBERG

13 - MINUTE READ

UPDATED: JUN 30, 2023

I yeu're locking 1 buy & usse o ca, Of tike out & loan of sty nd, you's find hat laarring
how to bulkd credit i one of the most important inancial sicils that you can ever add to yout
RO The reascn for s is because fnancial institutions such as banks, credit unions,
oniine financial technology (“fimech”) companies and credit card providers will look 10 your
Credit 5000 10 get a sense of how creditworthy you are, and how well you manage your funds.
Based on your Cradit SO0, AMong Other Facions, Byl Setermine whethir they're wiling 10
e you oy — 8nd On WhCHh SPeGC Condnions and terms,

Bulding good cradit 8 & process that takes Tme 50 oot — It Soesn't L8 hagoen overnight
But, thece are 850 soveral steps That you can take 1o Secure a betler credit scone for yoursel!
without haning %0 do & signiicant amount of heavy Ifing. Simply read on 10 find out how you
can build your Crodit history and boost your overall Credit scom,

Why Is Building Good Credit Important?

Think you mIght Heed 10 take cut & home, auto, perscral o student 10an? In ol instances,
loeders will Jook 10 your cradit history and Crodit 3000 10 docide whether you'ro & sale bat in

he¥ eyes.
Your credit history is effectively & mcond of your borrawing History and mpayment habits over
frecoding months and years.
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Content Testing

Client Example

Capital One

Cloze Test

Within the full research study that included a variety
of different research methods, participants were
asked to fill in the blanks of the prompt using a list of
predetermined words. Participants were asked to
think aloud and expand on their word choices during
the exercise.

This study helped the team better understand:
() How users view the terms “starter” versus
“builder” credit cards
() Users need for simpler terminology in the
financial/credit card space

CONTEXT

Read the following carefully.

Looking for a way to [blank] your credit? Check
out this Credit Card! It's perfect if you're [blank]
to credit or working on [blank]. You'll get a
credit line to make responsible purchases that
[blank] your credit history. Plus, no need to
worry about crazy fees - this card keeps it
simple with a competitive APR and no annual
charges. Whether you're [blank] credit or
bouncing back from [blank] credit, this card
can help you show off your credit skills and
pave the way for a [blank] financial path ahead.


https://docs.google.com/presentation/d/1wC9o5HGgxd-4zFocBkmbUX-g9N5uYvsfKc8nupVY4NM/edit?usp=sharing

Usability Testing

TECHNOLOGY
INNOVATIVE
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What is usability testing and when should | use it?

1 2 3
Testing the experience Guide participants User interactions
This type of testing starts To test the prototype Use this testing method
with defining what the or product, to learn how users
test objective would be to participants should be interact with elements
then move forward with guided through the within the product or
creating tasks and usability activities and prototype to understand
success criteria to watch their if the experience matches
evaluate the usability of interactions, asking how users are actually
the live page or probing questions as interacting with and
prototype. necessary. manipulating the product
or prototype.

*This can be completed in

moderated or unmoderated

settings.

Helpful Resource: 3 Effective Methods for Content Tests (Beyond Usability Testing) by dScout


https://www.gov.uk/service-manual/user-research/using-moderated-usability-testing
https://www.dxw.com/2022/06/unmoderated-testing-beis-rpr/
https://dscout.com/people-nerds/content-testing
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Qualitative vs.

Quantitative

Usablllty Te5tlng Focused on the how Focused on the numbers
Observational findings Based on metrics
Data about behaviors and Data about behaviors and attitudes

_attitudes
Direct observation of behavior Indirect observation of behavior
Measured from direct observation Measured through a tool or
in face-to-face meetings or instrument such as a survey
rnrnrrlingc
Generates anecdotal data to Generates measurable data to
explain user behaviors quantify and/or compare
-behaviors

Helpful Resource: Quan vs Qual


https://www.nngroup.com/articles/quant-vs-qual/
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Usability Testing

Client Example

lllustration CTA placed first Box CTA placed first

How To Get A Moctgage

How To Get A Mortgage
Preapproval gag

Preapproval

CTA Design Testing

When testing CTA designs to improve CRO, the
team wondered if illustrations affected
conversions/interaction rates. To test this, a
usability test was conducted in which participants
interacted with a prototype including the CTA
designs in question.

Each participant was asked to move forward with
applying for a loan using any of the CTAs within
the page. Participants were split into two
experiences to view each CTA type first within the
article to combat bias

The results showed that once users were ready to 2w By Themprnegn

move onto the next steps, they interacted with ‘». y oo

the most convenient location first. This finding ———— ——
guided future testing ideas to improve ik St <oy

conversions.
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Competitive Research

Research Methods focused on learning from direct competitors of the product/website



Heuristics Evaluation
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What is a heuristic evaluation and when should | use it?

1

Usability Heuristics

A heuristic evaluation is a
method of evaluating a
product or site using the
10 usability heuristics as a
basis to identify design
problems in a user

interface.

2

Baseline Data

This broad research method
is useful when a starting
with a new client and/or as
a consistent check-in to get
baseline data and insights
on the client site as well as
find opportunities for
improvement and/or future
user research.

3

Learn from competitors

Use this method to learn
more about what the
client’s direct competitors
are doing on their sites in
comparison to the client’s
site to understand what
areas the client is
excelling in and what
areas are lacking to help
focus UX initiatives.

Helpful Resource: How to Conduct a Heuristic Evaluation by NNG


https://www.nngroup.com/articles/ten-usability-heuristics/
https://www.nngroup.com/articles/how-to-conduct-a-heuristic-evaluation/
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Usability Testing

Using the Google Sheets Checklist, rate the client against the identified competitors
to create a graph to better understand how the client compares to the competitive
landscape.

*The checklist is meant to be a starting point and can/should be adjusted to meet each client’s needs.

100.00%

T5.00%
50.00%
0.00%

Evaluation Score

mym'mum Malch between L.Iurmh-nl.um m-nulmand Erroe prevenlion  Recognition rather  Flexibilty and Hdpumﬁu Hupml Brand Trust
ffmwlm than recall efciency of use mr.ammm


https://docs.google.com/spreadsheets/d/1k9nd3Ye5_meIGgD_SovxJoeB64HRj5RaSSu4-_AZptY/edit?usp=drive_link
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B Caplne Bt Chase Chime ‘WellsFargo

Heuristic Evaluation Heuristic
Rankings

Client Example 75%
S0
_ -

Competitive Benchmark 2024

% —_
Masch Babwesn System Consstancy and Halp and Brard Trust
ard the Real World Standards Documentation
A competitive heuristic evaluation was conducted to
gain a comprehensive understanding of the .. .
" . Priority Matrix ‘
competitive landscape for, , specifically S
focusing on how competitors are gaining customer Otce Lo  Grow g pupe o= EOR NGO
. by et 30 LEAN out article key takeaways hieracchy of articie headers
trust and increase user engagement. 10 50O ciacoww sty of vaked cootert for more ety for bettar scarnebiity
L. Revisht makn categories Add a table of contents Visuslly éiflerentiote buttons

From the study, the team was able to understand a5 o bettar sign with user 10 Songer arctes for St b CHAA

\ orasbomniois b i proved undentandin
how is performing in the 4 identified

LJ =

categories against competitors and create next

steps, organized by priority and effort level, to

ASd visuals ke chants, dlagrams,
Annabs ” wpdated tables. and wlogr sphics
decide on what projects to implement next on the 10 make anticies =o(0 €nQaging and Ces

account. Incorporating more explicit vocial proot
o UgACanTly bOME pertoned
trustworcoss


https://docs.google.com/presentation/d/1qCVC2TuygmuTJb-N6pfIujZD7SgWTP3BnG-1PV5f7lY/edit?usp=sharing

UX Research Onboarding | 03.2025

User Research Prep,
Materials and Resources

UXR Session 3
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User Research Prep,
Materials & In this session, we will share

Resources Overview ® Guidance on defining the problem & research goals, designing
questions, and conducting a dry run

® An overview of key templates to support asset creation and help you
conduct research more effectively

ADDITIONAL RESOURCES

1 2

UXR FYIs & Findings Confluence

This document includes tips for setting You can find even more UXR
up research and lessons learned from resources in the UX Confluence

previous studies. Hub.



https://drive.google.com/drive/folders/156x4ry0AHDz0lLBr-5OGWF-Y3IYeL5ah
https://terakeet.atlassian.net/wiki/spaces/DOD/pages/2243887151/UX+Resource+Library#User-Research
https://terakeet.atlassian.net/wiki/spaces/DOD/pages/2243887151/UX+Resource+Library#User-Research
https://terakeet.atlassian.net/wiki/spaces/DOD/pages/1995964430/UX+Hub
https://terakeet.atlassian.net/wiki/spaces/DOD/pages/1995964430/UX+Hub
https://docs.google.com/document/d/1x8OeSXbkLTe2Di_sJJ_LSG9BGpLk19bq9kla8V9AMCY/edit?tab=t.0
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Preparing for Research
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Define the Problem & Research Goals

Problem Statement p what we want to learn and why

How might we understand tech-savvy money managers’ core
jobs, pivotal moments in their financial journey, and unmet social
and emotional needs to deliver solutions that resonate deeply,

enhance empathy, and improve user experiences.

Research Goal -» how we will learn it

Understand user needs in order to identify key moments in time,
emotional and social drivers (jobs to be done) behind the
adoption and use of financial tools, and “help me” statements

that uncover unmet customer needs and goals.

Scope

Financial management via digital
tools

Target Users

Tech-savvy money managers

Goal

Deliver solutions that will improve
user experiences

Measure

User sentiment across interactions
with digital tools
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Asset Creation | Research Plan

What it is

Overview of the research including goals and objectives,
assumptions/hypotheses, methods and approach, and proposed
timeline.

When to use it

Once the initial brief has been shared or the client has agreed to
an initial research idea, this document provides more detailed
information on the main objectives and how we plan to conduct
the research.

This information is helpful to share with the client stakeholders

before beginning the research to establish a schedule and ensure

alignment on research objectives and methods.

TERWKEET

(Project Name) Research Plan

Precared tor Key Staheholders Namve(s ). Chent Organiestion Neme
Pregared by Your Neme
Date Dute



https://docs.google.com/document/d/1ETTcfiYgBFM9MAETnHMSn11lUt1i1RwiAijGXMYXzPo/edit?tab=t.0
https://docs.google.com/document/d/1ETTcfiYgBFM9MAETnHMSn11lUt1i1RwiAijGXMYXzPo/edit?tab=t.0
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Participant
Recruitment
RECRUITMENT INCENTIVES
Recruiting the right participants Incentives motivate participants to
ensures that the insights gathered engage, ensuring diverse and reliable
are representative of the actual feedback while compensating them
user base, leading to data-backed for their time and effort.

decisions and user-centered .
Factors to consider:

designs. Ensure representation i
® Level of involvement

across demographics, such as age " .
graphics, ge, ® Time commitment

gender, socio-economic status, or . .
® Activity complexity

cultural background.
Calculators

® Ethnio Incentive Calculator

Respondent is the platform

typically used for participant ® User Interviews Incentive

recruitment. Calculator

This How-to guide will walk you
through creating a project. *Contently | “Money Fit |°"CCG | -



https://docs.google.com/document/d/11VrtEcodmh8NCQO2Clx83XVQM4i55tMVPkXft_WAAgA/edit?tab=t.0
https://docs.google.com/document/d/11VrtEcodmh8NCQO2Clx83XVQM4i55tMVPkXft_WAAgA/edit?tab=t.0
https://docs.google.com/document/d/11VrtEcodmh8NCQO2Clx83XVQM4i55tMVPkXft_WAAgA/edit?tab=t.0
https://ethn.io/incentives/calculator
https://ethn.io/incentives/calculator
https://www.userinterviews.com/lp/ux-research-incentive-calculator
https://www.userinterviews.com/lp/ux-research-incentive-calculator
https://www.userinterviews.com/lp/ux-research-incentive-calculator

TERﬁKE ET UX Research Onboarding|03.2025

Screener TER®KEET

(Project Name) Survey Screener

o o Pregaced tor Key Stakehoiders Name(s ). Chent Organaation Kame
What |t IS Prepared by Your Narme
Date Date

A set of questions designed to filter and select participants who

. . . Logistics
meet specific criteria relevant to the research goals.

Screening Took

Dot whant phationmis) you will ste 10 rechust DABCOants. Inckude detals Sbout how you will
nvite theen 10 partopate [emad sORCtanons. Linkeda o other 500 media Doats, Intercepta.

The screener helps ensure that the users chosen for the study -
®  Most secruling wil e Gone within cur recruting platform, Apagcodemil . See
have the characteristics, behaviors, or experiences necessary to SRRSO TSPUan 16 SIS for guiduings on vaing espcndest 1
o We have 1ied 10 use Optmal Workshop and Survey Monkey for tecnating in the past, but
provide valuable insights. I sl anios opmbor et iimisasapobsadti ey
D 10 under 31and Row e phattorm morks 80d harve 3 Backaup phan If Sarticpants need
10 be enchydec
Methedology
When to use it Detadd what type of study you plan 10 run, !he time regured, the Incentive you wil offer, and the

1otal sumbet of perucpants noeded

o Conduct 8 &y nun of the study 1 detenmine the time reqeired
Incentive Gepends on the type of study participents, and Time reQured. Lne the

Screeners are typically used during the participant recruitment
OGNS 10 determine & range of whit you should offer as an InCentive.
process to confirm that participants fit the desired demographic, O e

Shows M BQerune feaponses

usage habits, or other relevant factors. Demographics
Detanl 3y Gemographucs that you want 10 INChute 15 NATOw S0w your DTSN taret
sutence. in Respondent 1o, these will be Inchuded 83 preliminary QUestions pooe 1o your
SCreening QuesTonnare. 10 other 100, yOu 080 INChude them as sCresning Questions # needed
¥ yous 4o not have 3 cledr 1099cn 30 tarpet based on & demographic, donl inckude them
Demographics may Inckude

o Jobnduatry
o Emgloyment Job Tate



https://docs.google.com/document/u/0/d/14-p1Gpku_MpSQPjW50tzBqWWYhjs5irMDA6WTDClXu8/edit
https://docs.google.com/document/u/0/d/14-p1Gpku_MpSQPjW50tzBqWWYhjs5irMDA6WTDClXu8/edit
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Discussion Guide TER®KEET
(Project Name) Discussion Guide
Date Date

A user research discussion guide is a structured outline used to

facilitate and organize user interviews and studies. It’s an S e L ! "% Dot e o

essential tool for gathering consistent, meaningful, and relevant M can be helpful 10 Creste & ducussion gukde 10r each session RN the start and end tmes
for each section. This will help keep you o0 track without getting datracted figuring out the

data during qualitative research that typically includes a list of

key topics, questions, and prompts designed to elicit insights into

users' behaviors, needs, preferences, and experiences. BN DR Over o

cnsent

When to use it

The discussion guide is built out prior to conducting research Logistics
o Research sessions will be xx minutes max

sessions and used to ensure that the conversation stays focused o Wowilsim focx
while allowing for flexibility to explore interesting responses or e

Svidual Terskoeet accourts

follow up on important details.

] actrony
DISCUSSION J

GUIDE Determine what questions you want to answer.
- IEMPLATE Consider pros / cons for each question type in order

to obtain the right information while minimizing

potential challenges (bias, analysis, accuracy, etc.).


https://docs.google.com/document/d/1Vdbv3OKQQM61tI7ECko614anXe0wptH7hPJZzHEzWZk/edit?tab=t.0#heading=h.zhs6cefr7uoo
https://docs.google.com/document/d/1Vdbv3OKQQM61tI7ECko614anXe0wptH7hPJZzHEzWZk/edit?tab=t.0#heading=h.zhs6cefr7uoo
https://docs.google.com/document/d/1Vdbv3OKQQM61tI7ECko614anXe0wptH7hPJZzHEzWZk/edit?tab=t.0#heading=h.zhs6cefr7uoo
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User Interview Guide

What it is

A comprehensive resource guide for developing and
documenting usability studies including an interview
questions list, screener survey tutorial, incentive
calculator, tag manager, note-taking template, and
analysis spreadsheet.

When to use it

This document can be used throughout the planning
process, research sessions, and analysis to help you
organize your research.

USER

Hey there 5 Veeloomss 10 The guabitative usability [esting Templine paci hrowghl 1o v by Liser Intenews.

b o e thy beemplate for wousr oves whuce T Make 2 pooy Here

The Bomplate i it o e pround contral for your qualitative ussbility testing study, I inchade multiphe parts b Lke you Trom luneing your study 1 snalyring
woasr reslts. Hopefully, this bemplate prowides. s cheap and eamy way for poophe b3 et started with rewearch and makor. maint sining the praction saver for busy
1edtri.

Inberview Chaesion LisL et of 50 interesew Guestions 1of o o chadms from, maling FrIng your propect Bal mch easie
Serepre Survry Tulerisl, & guick tuterial o il veu bulid 5 great screener sufvey Based on the Isbirview guestion you selected
Earticioant Incenthes Cabculator, o data-backed calculstor 1o Rl you Snd the right incemtive for your studiey

bt Guiche, b pabdie 1o Reading. Seations &3 vonu Cin iy o brack, even I youTe few o reseandy,
it [T - k, ]

Testing Tk Mrager. & g mutnger 8 hels you ind your fole-1akers beep (it of 1pocie uiability Hiue of Behivior sbrierved during the teitken This makes it
anber b0 now, quantitathesly, Bow muny of your esers experimond 3 pheen problom when you o i snabime your Sndings.

Mot Taies Templaes. 2 setol 5 temolies Do-gsiritate 10 yous note ks, s oSl ith (e MHErveey qutinons 3 DEParior Ligs s SEReCT 10 wse i our
ttuchy i yons oo more sestions, you £an shwini Ml more cogles of this template

Anatyih Soreacihet. & sheet b el you guithiy 10an Uhvough ard oode vour feseirch Rotes. I1's ebomatically updated mith the notes wou Like Suring research, 10
werything \ in one place.



https://docs.google.com/spreadsheets/d/17tuJiZN1n5dGP2Vbpc7Hk86W4s0ZV--ThnkbsWSJRRc/edit?gid=123966766#gid=123966766
https://docs.google.com/spreadsheets/d/17tuJiZN1n5dGP2Vbpc7Hk86W4s0ZV--ThnkbsWSJRRc/edit?gid=123966766#gid=123966766
https://docs.google.com/spreadsheets/d/17tuJiZN1n5dGP2Vbpc7Hk86W4s0ZV--ThnkbsWSJRRc/edit?gid=123966766#gid=123966766
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Note-Taking Template

[DATE]
Task & (] P2 - ]
What it is
Taak
A note-taking guide and analysis sheet for consistently collecting T—
and organizing user feedback and observations. Othar notes {non vartal
custs, vty b8 it important)
. Task 1 Time Stamp
When to use it
Task Tirma
This spreadsheet can be used by the note-taker during
. . . . Numbayr of allivnpis
moderated interviews and usability study sessions.
Uisor axpeciabion
. . Task
Notes should be clear and concise. They should include only
P . ‘ierbial reRpOnas
what is important based on the question asked and they should
. Othar nobes {non vorbal
accurately represent what is seen/heard. s, why s i important)
Task 2 Tira Slamp
Task Tima
Q Numbser of aliempds
NOTE TAKING . .
——— Include two UXDs in each session — one Uisar dpaciation
b designated to documenting feedback in Ouation ovder
the spreadsheet while the other is fully Crrarsll
Liloart Scale Rafing

dedicated to facilitating the interview and

Example: engaging with the participant.

© MLPI Navigation Stud


https://docs.google.com/spreadsheets/d/1fF8KAPhqEPaIjKRU6Z83b5o0NkW9C-BCQpQUxVU2wRI/edit?gid=178275328#gid=178275328
https://docs.google.com/spreadsheets/d/1fF8KAPhqEPaIjKRU6Z83b5o0NkW9C-BCQpQUxVU2wRI/edit?gid=178275328#gid=178275328
https://docs.google.com/spreadsheets/d/1INJTUay2Nvi_HRlwelyDKE6umQ04XBrk/edit?gid=51179349#gid=51179349
https://docs.google.com/spreadsheets/d/1INJTUay2Nvi_HRlwelyDKE6umQ04XBrk/edit?gid=51179349#gid=51179349
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Conducting a Dry Run

Before initiating formal interview sessions, it is essential to conduct a preliminary test run to ensure that all technical and logistical components
are properly configured and functioning seamlessly. This proactive measure helps identify and address any potential issues inadvance,
ensuring a smooth and efficient interview/data collection process.

Here are some guidelines to
ensure your study is set up
for success.

ASSETS

Assets should be the same for all
participants.

o Changing scripts, prototypes,
questions, etc. in the middle of
sessions will hurt the reliability of
your findings and lower your
confidence in results.

Test assets during the dry run to
make any necessary updates.

« Include potential follow-up
questions and anticipate
challenging user responses and
next steps.

TECHNOLOGY

Test all technology that will be
used during the session to work
out any issues.

e This includes remote tools,
video/audio recordings, screen
sharing, prototypes, etc.

TIMING

Research sessions and surveys
should be kept short (under 45
min).

« This helps maintain focus
throughout and improve the data
collected.
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Additional Research Templates
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UX Competitive Benchmark

What it is

A competitive analysis that assesses how the site’s current user
experience compares to industry standards and top competitors
across 12 heuristic categories to identify top opportunities to
improve site performance.

When to use it

At the beginning of an engagement with a new client and
annually thereafter to uncover any new issues or opportunities.

UX COMPETITIVE UX COMPETITIVE
BENCHMARK BENCHMARK
- TIEMPLATE = SLIDES TEMPLATE
Example:

o Client UX C itive Benct |

Summany
T 0, e e M s 4 (LT S AOT s EOM YTV} (X, i Tl 0 e sl 4 o e i e Bl B

o LS e ] o P Ry e

B Mana b e et t e
R ]

M1 g el e i

L, e Tt
B R e mraseed T R B P bl (Pasiad L] it Pl Ml

T Herdy el Trale
3 Herdh orove—erd o Ore dres

A Coumete ik

Trg M oo T [0 P (A, 50 DR SN B

100 000

TH.00%

§ 50.00%

g

s
25.00°%
000, —

Visibainy of | | ! . y g " Recopnition |
system status | 0T rather than recall| *



https://docs.google.com/spreadsheets/d/1k9nd3Ye5_meIGgD_SovxJoeB64HRj5RaSSu4-_AZptY/edit?gid=751299700#gid=751299700
https://docs.google.com/spreadsheets/d/1k9nd3Ye5_meIGgD_SovxJoeB64HRj5RaSSu4-_AZptY/edit?gid=751299700#gid=751299700
https://docs.google.com/spreadsheets/d/1k9nd3Ye5_meIGgD_SovxJoeB64HRj5RaSSu4-_AZptY/edit?gid=751299700#gid=751299700
https://docs.google.com/presentation/d/104-2osgLZO2On6TuMyCeLknPU4spj-Of0aaOnzhIfmM/edit#slide=id.g23169b2f9d8_0_0
https://docs.google.com/presentation/d/104-2osgLZO2On6TuMyCeLknPU4spj-Of0aaOnzhIfmM/edit#slide=id.g23169b2f9d8_0_0
https://docs.google.com/presentation/d/104-2osgLZO2On6TuMyCeLknPU4spj-Of0aaOnzhIfmM/edit#slide=id.g23169b2f9d8_0_0
https://docs.google.com/spreadsheets/d/1WAn26AMufnMzeS89Z5vz5SfBACvmS_aXn18DpsTMqeE/edit?gid=751299700#gid=751299700
https://docs.google.com/spreadsheets/d/1WAn26AMufnMzeS89Z5vz5SfBACvmS_aXn18DpsTMqeE/edit?gid=751299700#gid=751299700
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Client Discovery Questions

What it is

A list of general client and UX research practice questions to
consider at the beginning of a new engagement.

When to use it

During the Define phase of a project to obtain alignment and
understand the high level workings of the client and what they
are looking for from the Terakeet partnership.

CLIENT

TER®KEET
Discovery Questions
Durwg P Drfo shase of & progect 18 sngontant 10 26k SRCOWTY PAEBONG ta (0L
Srert e e Vsl e gt et e S rage of P (et ) et ey are brheg 1o

e e Tt a Ve g

Thr 18 & Vatng et T st b Camander

General Chent Questions

Who unes your watate?

15 Do 3 40ecHC Uner Dase(s| pou e opeizng forY

VI e 0w Dusiann goats, ORR, main 3%

A e oy g It Gomng 5 e et Gt
Wit Somt wher euperiersin resasrch mean % pou T

A Barn any pobions of "5d lage” we Shoukt be sware of)

UXR Practice

* Do you e & UK e et f 50, Ao iy Seoche e dedicaied i 1Y
Wil Torshnet 2o atse ko colabonsie 300 Paaact with S lam?
® Wit doet eer ressanch Kook e insematy?
What 1ok Goms your s une Sodey
WG types of SRt ww A
TV A Of reeainh 00 yiu Oumanlly heve T
Who et Irae shuten (rderrad b, comiracton, offer agence |
What 5 Prove shudes fnd?
s 2y o T RCOTNOUONE been ImpMmentes
Can e G0t 000N 10 Wy Previows Whades?
© AS Pare (P e T Sy e Sa0 i D T (A D e aged
o Hm e e o vewed ety
e poccin imecied poalively 10 frdogs @ e paer?
e Pra Srdings been acked woon o Implmected previoustyT
o Wit avwa of B s o hnclonaity Goss teseanch sty ooss o)
* How GoR your Wam deckie what sudes 10 ren?
05 you Nave & RmSnag o bt of prortped iades?
© 1 PMINg by N e sany & SO
o Wt s e Bgpet Chalienge wih B LOUN prscion Koty
What i B Bggest powive wih e LIOR cractics odey
Ay maor pain ot veesl on e whe Bt you woukd e 10 see Sddwased”



https://docs.google.com/document/d/1Lbzyy22grEqlbZeT2TJC7xweJ4n6Gp8uxR5fnUdXtzM/edit?tab=t.0
https://docs.google.com/document/d/1Lbzyy22grEqlbZeT2TJC7xweJ4n6Gp8uxR5fnUdXtzM/edit?tab=t.0
https://docs.google.com/document/d/1Lbzyy22grEqlbZeT2TJC7xweJ4n6Gp8uxR5fnUdXtzM/edit?tab=t.0
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User Research Synthesis
& Deck Creation

UXR Session 4
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Synthesis Methods & Platforms
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2. Analyze

Resea rCh Syn thes | s Refer back to the research objectives to create a narrow, focused scope

P when analyzing data. This will help avoid analyzing all observations, which
rocess e , - .
is time-consuming and may not even answer the original questions.

Integrate numerical data with qualitative insights for a more
comprehensive understanding of user behavior.

There are many research tools that can be used during the conduct phase
to reduce analysis effort, or the analysis can be done manually using Excel
or an affinity mapping exercise.

O

1. Consolidate

000

Review observations on a question/task basis and compare across
participants.

Organize and centralize all research data from various sources
(interviews, surveys, usability tests) into a central repository or tool.

Systematically categorize and tag data points based on themes,
user types, or research objectives to facilitate easier retrieval and
analysis.



https://www.nngroup.com/articles/thematic-analysis/
https://www.userinterviews.com/ux-research-tools-map?_gl=1*pa4dj7*_gcl_au*MTY5NzgwNzI1My4xNzM5Mjg1MTc2#map
https://gradcoach.com/qualitative-data-coding-101/
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Common Research Synthesis
Methods

There is no one right way to conduct user research and many methods can be combined for a

comprehensive analysis.

AFFINITY MAPPING

Cluster themes, identify . r
common pain points, and
prioritize design E :

improvements.
JOURNEY MAPPING
Cudtemar Jour M
Visualize the user experience _"‘--—_-ﬁ- =
across different touchpoints, |__
making it ideal for identifying s [ ol

pain points and opportunities.

THEMATIC ANALYSIS

Tagging data segments with Q
labels to categorize them % % %
helps capture recurring = %
patterns or ideas. a3 @

EMPATHY MAPPING

—] [wmns |
Categorize information from W fL_; I |
interviews to support AR —
understanding of user o PV |
emotions, thoughts, and I ' ‘l
[ s ] - |

behaviors. [t [ —
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Translating Insights into Client
Recommendations

(1] Identify Key Patterns

® Look for recurring themes across data sources
® Pay attention to outliers and unexpected findings

© Prioritize Actionable Findings

® Focus on insights that can drive meaningful
improvements

® Consider feasibility and potential impact of
recommendations

© Contextualize Insights

® Consider broader user environment and external factors
® Connectinsights to business goals and objectives

(4] Develop Clear Action Points

® Translate insights into specific, actionable strategies
® Provide concrete next steps for implementation
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Sharing the Results
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Communicating the
Results

Research findings should always be delivered to the team; however, the medium,
language, and style may vary depending on the intended audience.

Tailor the presentation

® For an internal team, a short deck and open discussion on priority /next steps may work well.

® For an external team or presentation to executives, a more formal deck with an executive overview and
focus on action-oriented next steps might work better.

Both meetings should result in alignment on the highest priority next steps and owner for each.
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Sharing Findings with
the Client

A [x]

Focus on Results & Next Steps Keep It Engaging!

Client presentations should focus more on Google slides is usually the preferred

the results rather than how the research was method for sharing findings but if using a

conducted. word document, be sure to format in a way
to help the client understand key findings by

Finalizing research involves prioritizing the highlighting and bolding key points.

findings and creating / aligning on actionable
next steps. Priority should be established by
the full team based on cost, impact, and
effort.

Consider leveraging Figma to connect
research findings to the site designs and
convey key results to clients.

Client Research Readout Deck Examples:
® MLPI Navigation Research Study Readout Deck
® Finserv Research Readout Deck


https://docs.google.com/presentation/d/1WI8s-QjaJ6CvVV6aUnuV3D0OIc6K_LIn-IImeex5piI/edit#slide=id.p1
https://docs.google.com/presentation/d/1WI8s-QjaJ6CvVV6aUnuV3D0OIc6K_LIn-IImeex5piI/edit#slide=id.p1
https://docs.google.com/presentation/d/1NIq5XsCLGQe0Jn8w4Cm397QL4k-CnkvI2jqzArxMl2A/edit#slide=id.g2c5a8f430a0_0_0
https://docs.google.com/presentation/d/1NIq5XsCLGQe0Jn8w4Cm397QL4k-CnkvI2jqzArxMl2A/edit#slide=id.g2c5a8f430a0_0_0
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UX Research Readout Slides —— —

Litigation Status

What it is
Google Slides templates with examples from previous delivery .
account user research presentations to help guide the creation of S o —-

a deck readout. ==

e User Inberssrws

When to use it . er—

These slides can be used at the final stage of the research el
process to consolidate and share findings with the client. S

, Summarizing .
UXR READOUT | [CLENTYs e S
Cpportunity

SLIDES
TEMPLATE — . T



https://docs.google.com/presentation/d/1k_qIbMnlaFdChF1zxT_zG0w95p4bvf4CVoKmvHj-Mac/edit#slide=id.g274af451dff_0_593
https://docs.google.com/presentation/d/1k_qIbMnlaFdChF1zxT_zG0w95p4bvf4CVoKmvHj-Mac/edit#slide=id.g274af451dff_0_593
https://docs.google.com/presentation/d/1k_qIbMnlaFdChF1zxT_zG0w95p4bvf4CVoKmvHj-Mac/edit#slide=id.g274af451dff_0_593
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Leveraging Figma to Share Results

Upcoming Changes

Soro right ske of screen 16 ravigate e full
prototype.

Cwtat vy

Tebshaaith banafn®

) Asign e blake Pet issurance
Eagy™ with used stions

et Loty

1D Bimply desipa. highikghing third:
Pty kagas snd gusE

) Break up nen inna dmaler,
digeaiitis churky

et b T

(D) Waplors remarsing the kons 5
nimpliy the Lection

) Add maee cat images

-

We Make Using

°
o 3 ‘Pol E
R > t Insecance Easy
P B [
A N
N s
-
5 ﬂ =

Awaed-Winnng Pet
Insurance That Chechs
Al the Right Boxes

OComprebaniive Plans For Your Pesce of Mind
o
Q"b
O rramn e

©» Pot Health logurance That's on Your Side

g e ® 6

Access the
full report



https://docs.google.com/document/d/11C_Zq0geLaHC-44QghPONYzuHkmCltZYsFA_ALuxrrk/edit?tab=t.0
https://docs.google.com/document/d/11C_Zq0geLaHC-44QghPONYzuHkmCltZYsFA_ALuxrrk/edit?tab=t.0
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The Topline Report

A Topline Report is a modular
document that highlights facts
and insights. It is intended to be
easy to read, brief, and concise.

@

Provide links to additional
information within the document
to allow the reader dive deeper.

[Example] Topline News

Research Topline: Project Scholar Pricing and <¢—
Feature Ranking

-« If we support academics, they will support us <

Highlights (or Guidance):

* Money is a imiting factor for academic researchers across the globe.

* Researchers aren't asking for the world; only 100 miion data points or less.

To win the hearts and minds of academics, we should prioritize a package that includes
Historical Data Access and de-prioritize both a "no-code” solution and predetermined
datasets ——

Levels of Certainty - Quick Guide
* @ High

. More Likely Than Not
* @ Less Likely Than Not
¢ @low

Far definitions on level of certainty, see key below.

What's Happening:

@ + [Point of View] For our academic customers our initial price point should be between
$75-$500 per research project while providing 100 million data points or less.

* Researchers get funding for data from multiple sources (e.g. grant, University, out of pocket),

3-10 words to highlight the
section

Tells the stakeholder what the
whole section is about

A paragraph or list of bullet items
that highlights the overall
document in a concise manner

Provides a guide to communicate how
confident each claim is throughout the
report

Provide your insights for each claim
supported by data and signify the
level of certainty (if applicable)


https://docs.google.com/presentation/d/1QIm_bEafUHABKpkQxbvW30KIO_6NHQwrtvpf9XlAU3Y/edit#slide=id.p1
https://docs.google.com/presentation/d/1QIm_bEafUHABKpkQxbvW30KIO_6NHQwrtvpf9XlAU3Y/edit#slide=id.p1
https://docs.google.com/presentation/d/1QIm_bEafUHABKpkQxbvW30KIO_6NHQwrtvpf9XlAU3Y/edit#slide=id.p1
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That’s all, folks!
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