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Hi There, I’m Tiffany! Your UX and Tech Mentor.

As a UX & Technology leader specializing in website and app
development within large organizations, I’ve created this resource
from the valuable lessons I've learned. Dive in and make the most
of it!

In today’s digital landscape, user experience (UX) has become a critical factor in the
success of products and services. As a result, managing a UX team has emerged as a hot
topic in the tech industry. Companies are recognizing the need to invest in UX design and
to have skilled professionals in place to deliver exceptional user experiences. However,
managing a UX team comes with its own set of challenges, and requires a unique skill
set. In this resource, we’ll explore the key aspects of managing a successful UX team,
and offer tips and best practices for navigating this exciting field.

This resource covers the key aspects of managing a successful UX team: People
Operations, Design Operations, and Business Operations. By focusing on these three
key areas, we can build and manage a highly effective UX team that delivers exceptional
user experiences, fosters a culture of innovation and creativity, and drives business
success.

Who Should Read This Resource?

This resource is designed for anyone who is involved in managing or leading a UX team,
including UX managers, team leads, project managers, and design directors. It’s also
suitable for designers who are interested in learning more about the management side of
UX design, and for product managers who work closely with UX teams.

Whether you’re new to managing a UX team or have years of experience under your belt,
this resource offers insights, tips, and best practices for navigating the unique challenges
of this exciting field.

What to do after you complete this resource?

It’s important to note that the content outlined in this resource is based on a variety of
external sources, along with my own personal experience in developing and managing

A Comprehensive Guide to Building & Managing a UX Team
© 2019 Tiffany L. Britt, MBA



UX teams. However, every organization and team is unique, and what works for one
team may not work for another. That’s why I highly recommend that you do your own
research, experiment, and find what works best for your team.

One of the key principles of UX design is testing and iteration, and the same holds true
for managing a UX team. Don’t be afraid to try new approaches, gather feedback from
your team, and iterate until you find the right formula for success.

At the end of the day, the goal of managing a UX team is to deliver exceptional user
experiences that drive business success, while fostering a culture of collaboration,
creativity, and growth. So, keep experimenting, keep learning, and keep pushing the
boundaries of what’s possible in UX management.

Warm regards,

Tiffany Britt, MBA
www.MsTiffanyBritt.com
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What’s Inside?

Part 1: People Operations

Ensuring a high-performing team and culture. This involves promoting a safe and nurturing
environment, growing and inspiring the team, and establishing processes for effective
communication and collaboration.

Part 2: Design Operations

Developing an approach to strategy and design work and ensuring high-quality output. Design
Operations includes educating teams and the rest of the organization on design thinking and
processes, providing on-the-job training, and implementing tools and technologies to streamline
design workflows.

Part 3: Business Operations

Creating the conditions for success by developing supporting processes that allow project teams
to focus on delivery. This includes setting project goals and objectives, defining project scope,
managing timelines and budgets, and establishing metrics for measuring success.
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01:

People Operations

Managing a UX team has become a hot topic in the tech industry, as companies recognize the
need to invest in UX design to deliver exceptional user experiences. However, this comes with
its own set of challenges and requires a unique skill set. In this resource, we are exploring People
Operations, which focuses on ensuring that we have a high-performing team and culture. This
involves promoting a safe and nurturing environment, growing and inspiring the team, and
establishing processes for effective communication and collaboration.

Provided here is a list of strategies and considerations for building a UX capability and leading
and managing UX teams.
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1.1 Vision, Principles, Values

Creating a vision, principles, and values for your UX team can help align your team’s goals and
actions with the overall business objectives. It’s important to take the time to define these
elements to ensure that your team understands its purpose and how it contributes to the
organization’s success. Here are some tips on how to create a vision, principles, and values for
your UX team:

Team Charter / Vision
A team charter or vision is a statement that defines the team’s purpose, goals, and objectives. It
should describe what the team wants to achieve and how it will contribute to the organization’s
overall success. When creating a team charter, consider the following:

e What is the team’s mission?

e What are the team’s goals and objectives?

e What is the team’s role in the organization?

o How will the team contribute to the organization’s overall success?

Team Values
Team values are the guiding principles that define how team members behave and interact with
each other and with stakeholders. They should reflect the team’s culture and should be aligned
with the organization’s values. When creating team values, consider the following:

e What behaviors are important to the team?

e What values should guide team members’ interactions with each other and with

stakeholders?
o What values are important for achieving the team’s goals and objectives?

Team Principles
Team principles are the guidelines that define how the team works together to achieve its goals
and objectives. They should be based on the team’s values and should be aligned with the
organization’s principles. When creating team principles, consider the following:

e What principles should guide the team’s decision-making and problem-solving?

e What principles should guide the team’s collaboration and communication?

e What principles should guide the team’s approach to design and development?

Team Metrics /| OKR

Team metrics or objectives and key results (OKR) are the measures of success that the team will
use to evaluate its progress towards achieving its goals and objectives. When defining team
metrics or OKRs, consider the following:
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e What are the key performance indicators (KPIs) that the team will use to measure its
progress?

e What are the team’s objectives and how will they contribute to the organization’s
success?

e What are the key results that the team wants to achieve and how will they be measured?

Resources
e “Creating a Team Charter” by Mind Tools
e “How to Define Your Team Values” by The Predictive Index
e “10 Principles for Leading an Effective UX Team” by Nielsen Norman Group
e “How to Set and Achieve Your OKRs” by Atlassian

Checklist
e [ ] Create a Team Charter / Vision
e [ ] Document Your Team Values
e [ ] Document Your Team Principles
e [ ] Create and Document Your Team Metrics / OKR
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Organizational Design

Building a UX department from scratch can be a daunting task, but with the right organizational
design, it can be a rewarding and fulfilling experience. Here are some tips on how to create an
effective organizational design for your UX department:

Team Roles
Before you start building your UX team, it’s important to define the roles and responsibilities of
each team member. Some common roles in a UX department include:
e UX Designer: Responsible for designing and prototyping digital products that meet user
needs and business goals.
e UX Researcher: Responsible for conducting user research to inform the design process
and validate design decisions.
e UX Writer: Responsible for crafting clear and concise copy that helps users complete
tasks and achieve their goals.
e UX Developer: Responsible for implementing the design and ensuring that it is
responsive and accessible on all devices.
Depending on the size and scope of your UX department, you may need to create additional roles
or combine roles to fit your organization’s needs.

Team Structure
The structure of your UX department will depend on the size and complexity of your
organization. Some common structures include:

o Centralized: All UX professionals report to a single manager or director.

e Decentralized: UX professionals are distributed throughout the organization and report to
different managers or directors.

e Hybrid: A combination of centralized and decentralized structures, where some UX
professionals report to a central manager while others report to different managers or
directors.

When deciding on a team structure, it’s important to consider factors such as communication,
collaboration, and decision-making.

Career Paths
Establishing career paths for your UX team can help retain top talent and provide opportunities
for growth and development. Some common career paths in a UX department include:
e Individual Contributor: A UX professional who focuses on designing or researching
digital products.
e Team Lead: A UX professional who manages a small team of designers or researchers.
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e Manager: A UX professional who oversees multiple teams and is responsible for the
strategic direction of the UX department.
e Director: A UX professional who leads the entire UX department and works closely with
other departments to ensure a cohesive user experience across all products and services.
It’s important to provide training, mentorship, and advancement opportunities for your UX team
members to help them progress along their chosen career path.

Enterprise Integration
Finally, it’s important to ensure that your UX department is integrated with the rest of the
organization. This includes:
e Collaborating with other departments, such as marketing and engineering, to ensure a
cohesive user experience across all touchpoints.
o Establishing processes and workflows that enable UX professionals to work effectively
with other teams.
e Educating stakeholders about the value of UX and the role it plays in achieving business
goals.

Final Thoughts

Building a UX department from scratch requires careful planning and execution, but with the
right organizational design, you can create a team that delivers exceptional user experiences and
drives business success. By integrating UX into the broader organization, you can ensure that
your UX department is aligned with the needs and goals of the business.

Resources
o Creating an Effective Organizational Structure
(**https://www.thebalancecareers.com/how-to-create-an-effective-organizational-
structure-1918825*%*)
e 5 Steps to Building an Effective Team Structure
(**https://www.smartsheet.com/content/5-steps-building-effective-team-structure**)

e How to Structure a UX Team for Success (**https://www.nngroup.com/articles/structure-

ux-team-success/**)

e The 4 Key Roles You Need to Build a Great Design Team
(**https://www.fastcompany.com/3067826/the-4-key-roles-you-need-to-build-a-great-
design-team™**)

o How to Integrate User Experience Design into Your Business
(**https:// www.nngroup.com/articles/integrating-ux-business/**)

e The ROI of UX Integration in Enterprise Software Development
(**https://www.toptal.com/designers/user-experience/ux-integration-roi**)
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Checklist
e [ ] Define Team Roles
e [ ] Define Team Structure
e [ ] Outline Career Paths
e [ ] Document Enterprise Integration Plan
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1.3 Recruiting & Hiring

Hiring the right UX professionals is crucial for the success of any organization. UX professionals
play a critical role in creating products that are user-friendly, intuitive, and engaging. Here are
some tips and best practices for recruiting and hiring UX professionals:

Candidate Profile(s)

Before starting the recruitment process, it’s essential to have a clear understanding of the skills,
experience, and qualities you’re looking for in a candidate. Create candidate profiles that outline
the ideal candidate’s qualifications, such as education, work experience, technical skills, and soft
skills.

Job Descriptions

Craft a clear and concise job descriptions that accurately represents the role and responsibilities
of the UX professional you’re looking to hire. The job description should provide a clear
understanding of the expectations and requirements of the position, including the necessary skills
and experience.

Recruitment Plan

Create a recruitment plan that outlines the steps you’ll take to attract and hire the right UX
professionals. Consider using a combination of recruitment channels, such as job boards, social
media, professional networks, and referrals. Also, think about attending industry events and
conferences to meet potential candidates in person.

Interview Process

Develop an interview process that effectively evaluates candidates’ skills, experience, and
cultural fit. Consider conducting multiple rounds of interviews, including a phone screen, a
technical assessment, and an in-person interview. Also, use behavioral and situational questions
to assess how candidates would handle different scenarios they might encounter on the job.

Compensation Model(s)

Develop compensation models that align with industry standards and the candidate’s experience
and qualifications. Be transparent about the compensation model and provide candidates with a
clear understanding of their earning potential.
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Freelancer/ Agency Model/ Pool

Consider using a freelancer or agency model to fill short-term staffing gaps or provide
specialized skills on a project-by-project basis. Another option is to maintain a pool of pre-vetted
UX professionals that you can tap into when needed.

Final Thoughts

Recruiting and hiring the right UX professionals requires a deliberate and thoughtful approach.
By following these tips and best practices, you can develop a comprehensive recruiting and
hiring plan that attracts top talent and builds a strong UX team.
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Resources
e How to Hire the Best UX Designer (**https://www.toptal.com/designers/ux/hiring**)
e 10 Tips for Hiring a Great UX Designer (**https://blog.hubspot.com/marketing/ux-
designer-hiring-tips**)

Checklist
e [ ] Candidate Profile(s)
e [ ]Job Description
e [ ] Recruitment Plan
e [ ] Interview Process
e [ ] Compensation Model(s)
e [ ] Freelancer/ Agency Model/ Pool
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1.4 Training and Development

As companies grow and evolve, it’s essential to ensure that teams are continuously improving
their skills and knowledge. This is especially true in design teams, where technology and trends
change rapidly. However, training programs are not limited to design teams only. Non-design
team members can also benefit from learning about design principles and user experience.

In this guide, we’ll discuss the steps involved in creating effective training programs for both
design teams and non-design team members.

Develop Training Goals

The first step in creating a training program is to establish clear goals. These goals should align
with your company’s mission, vision, and strategy. The goals should be specific, measurable,
achievable, relevant, and time-bound (SMART). Consider the following questions when
developing your training goals:

e What skills do your design team members need to improve?

e What design principles are essential for your non-design team members to learn?

e What do you hope to achieve by implementing these training programs?

Once you have established your training goals, you can move on to the next steps.

Training Program (For Design Team)

Design teams require specific technical and creative skills to deliver successful projects. A
training program for a design team should cover the following topics:

e Design principles and best practices

e Design software and tools

e Collaboration and communication

e User research and testing

e Project management and workflow

Consider the following tips when creating your training program for design teams:
e Assess the current skill level of your team members to identify knowledge gaps.
e Use a variety of training methods, such as workshops, online courses, mentoring, and
hands-on projects.
e Schedule regular training sessions to ensure ongoing learning and development.
e Encourage team members to share their knowledge and expertise with each other.
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Training Program (For the non-design team members)

Non-design team members may not require the same technical and creative skills as design
teams, but they still need to understand the principles of good design and user experience. A
training program for non-design team members should cover the following topics:

o Design thinking and user-centered design

o Basic design principles and aesthetics

e How to provide effective feedback

e How to work collaboratively with design teams

Consider the following tips when creating your training program for non-design team members:
e Assess the current skill level of your team members to identify knowledge gaps.
o Use a variety of training methods, such as workshops, online courses, and presentations.
e Provide opportunities for non-design team members to work with design teams on
projects.
e Encourage team members to share their knowledge and expertise with each other.

Final Thoughts

Implementing training programs for design teams and non-design team members is a valuable
investment in your company’s success. By developing training goals, creating effective training
programs, and providing ongoing learning opportunities, you can improve the skills and
knowledge of your team members, and ultimately improve the quality of your projects.

Resources

e How to Develop a Training Plan (**https://www.thebalancecareers.com/how-to-develop-

a-training-plan-2276098**)
e Tips for Developing Effective Employee Training Programs
(**https:// www.businessnewsdaily.com/4851-employee-training-tips.html**)

Checklist
e [ ] Training Goals
e [ ] Training Program (For Design Team)
e [ ] Training Program (For the Organization)
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Team Management

Effective team management involves a lot more than just delegating tasks and tracking progress.
It also means investing in the growth and development of your team members as individuals. By
implementing activities focused on individual career planning, skills assessment, and regular
performance discussions, you can help your team members reach their full potential while also
improving the overall success of your team.

Here are activities that you can implement in your team management to facilitate individual
growth and development.

Individual Career Plan / Roadmap

An individual career plan is a personalized roadmap that outlines career goals, learning
objectives, and development opportunities for each team member. By working with your team
members to create a career plan, you can help them identify areas for growth and development,
while also aligning their goals with the goals of the team and the organization. Career plans
should be regularly reviewed and updated to ensure that they remain relevant and effective.

Skills Audit

A skills audit is a process of assessing the skills and knowledge of each team member to identify
gaps and areas for improvement. This can involve self-assessment, peer feedback, and manager
assessments, and can be done through surveys, interviews, or other assessment tools. By
conducting a skills audit, you can help your team members identify areas for development and
provide targeted training and development opportunities.

One-on-Ones

One-on-one meetings are a great way to provide regular feedback, coaching, and support to
individual team members. These meetings can be used to discuss progress, set goals, identify
challenges, and provide ongoing support and guidance. One-on-one meetings should be
scheduled regularly (e.g. weekly or bi-weekly) and should be focused on the individual needs
and goals of each team member.

Quarterly Performance Discussions

Quarterly performance discussions are a formal opportunity to review progress, set goals, and
provide feedback to each team member. These discussions should be focused on both short-term
and long-term goals, and should involve a review of performance metrics, feedback from peers
and stakeholders, and a discussion of any challenges or opportunities for growth. Quarterly
performance discussions can be used to adjust individual career plans and set new goals for the
coming months.
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Annual Performance Discussions

Annual performance discussions are a more formal review of progress and growth over the past
year. These discussions should involve a comprehensive review of performance metrics,
feedback from peers and stakeholders, and a discussion of individual goals and achievements.
Annual performance discussions can also be used to review and update individual career plans,
set new goals for the coming year, and provide feedback and recognition for a job well done.

Final Thoughts

Implementing these activities as part of your team management process can help you to build a
more engaged, motivated, and effective team. By investing in the growth and development of
your team members as individuals, you can improve their job satisfaction, increase retention
rates, and ultimately contribute to the overall success of your team and the organization.

Resources

e Creating a Career Development Plan (**https://www.thebalancecareers.com/how-to-
create-a-career-development-plan-525460**)

e UX Career Path (**https://uxdesign.cc/ux-career-path-a-guide-to-advancing-your-ux-
career-715f34094d61**)

e Creating a Career Development Plan (**https://www.thebalancecareers.com/how-to-
create-a-career-development-plan-525460**)

e The Ultimate Guide to Creating a Professional Development Plan

(**https://www.glassdoor.com/blog/guide/creating-a-professional-development-plan/**)

Checklist
e [ ]Individual Career Plan / Roadmap
e [ ] Skills Audit
e [ ] One-on-Ones
e [ ] Quarterly Performance Discussions
e [ ] Annual Performance Discussions
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Team Development

As a team leader or manager, creating rituals and routines can be an effective way to build a
cohesive team, establish team values, and increase productivity. Here are three key rituals and
routines you can implement for your team.

Team Building Activities

Team building activities are a great way to bring your team together and build relationships.
These activities can include anything from group outings, to team lunches, to virtual games. The
goal is to create an environment where team members can get to know each other, share ideas,
and have fun. When planning team building activities, consider the interests of your team
members and make sure the activities are inclusive and engaging for everyone.

CX Visioning Rituals

Customer experience (CX) visioning rituals can help your team develop a shared understanding
of your customers and their needs. These rituals can include customer journey mapping, empathy
mapping, and persona development. The goal is to create a visual representation of your
customers, their pain points, and the moments that matter most to them. This can help your team
develop a customer-centric mindset and drive customer-focused decision making.

Team Visioning Rituals

Team visioning rituals can help your team develop a shared understanding of your team’s goals
and values. These rituals can include vision and mission statement development, goal setting,
and values identification. The goal is to create a sense of purpose and direction for your team,
and to align everyone around a common goal. This can help your team stay focused, motivated,
and working towards a shared vision.

Final Thoughts

When creating rituals and routines for your team, it’s important to keep in mind that these
activities should be fun, engaging, and relevant to your team’s goals and values. Encourage team
members to share their ideas and provide feedback, and be open to trying new things.

In conclusion, creating rituals and routines can be a great way to develop your team and increase
productivity. Whether you’re planning team building activities, CX visioning rituals, or team
visioning rituals, the key is to create an inclusive, engaging, and fun environment for your team
to come together, learn from each other, and achieve your goals together.
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Resources
e 7 Fun and Engaging Team Building Activities (**https://www.themuse.com/advice/7-
fun-and-engaging-team-building-activities**)
e 50 Team Building Activities for Remote Teams (**https://www.teambonding.com/50-

team-building-activities-remote-teams/**)

Checklist
e [] Team Building Activities
e []CX Visioning Rituals
e [ ] Team Visioning Rituals
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Design Operations

Now, we are going to dive into Design Operations, which is all about developing our approach
to work and ensuring high-quality output. Design Operations includes educating teams and the
rest of the organization on design thinking and processes, providing on-the-job training, and
implementing tools and technologies to streamline design workflows.

After completing this section, you will have the foundations necessary to: develop your team’s
approach to work, ensure high-quality work, educate teams and the rest of the organization, and
provide on-the-job training.

The content that follows can be divided into two different sections:

Section 1: Implement Design Tools, Systems, and Standards
Here are some tips for creating tools, systems, and standards to guide your UX design teams and
keep them on the same page.

Section 2: Implement Research Tools, Systems, and Standards
Here are tips on creating a research hub to house information from multiple places in one place
so that it easy to access (and easy to use).
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Implement a Design System

A design system is a collection of reusable components, guidelines, and assets that help
designers create consistent and cohesive user experiences across an organization’s products and
services. A well-designed design system can save your team time and resources, and ensure that
your products have a consistent look and feel.

Some tips for creating a design system include:
o Identify the key design patterns and components that are common across your products.
e Define clear guidelines and standards for typography, color, layout, and other design
elements.
o Create a library of reusable design assets, such as icons, buttons, and illustrations.
e Test your design system with real-world examples to ensure that it works well in practice.
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Implement Standards / Governance
Documentation

Standards and governance documentation provides guidance on how your team should approach
design, development, and project management. This can help ensure that everyone on your team

is on the same page and working towards the same goals.

Some tips for creating standards and governance documentation include:
o Identify the key areas where you need to establish standards and guidelines, such as
design, development, and project management.
e Define clear, concise standards and guidelines that are easy to understand and apply.
e Provide examples and best practices to help illustrate your standards and guidelines.
e Regularly review and update your standards and guidelines to ensure that they remain
relevant and effective.
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Implement Technical Author
Documentation

Author documentation provides guidance on how to use the tools and systems that your team has

created. This can help ensure that everyone on your team is using the same tools and following
the same processes.

Some tips for creating author documentation include:
o Identify the key tools and systems that your team uses, such as your design system,
project management tools, and research tools.
e Provide clear, step-by-step instructions on how to use each tool and system.
e Include screenshots and examples to help illustrate your instructions.
e Regularly update your author documentation to reflect changes and updates to your tools
and systems.
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Establish Research & Design Tools /
Owners

Research and design tools are essential for your team to create high-quality user experiences. It’s
important to ensure that your team has the right tools for the job and that someone on your team
is responsible for maintaining and updating these tools.

Some tips for managing research and design tools include:

o Identify the key research and design tools that your team uses, such as prototyping tools,
usability testing tools, and survey tools.

e Assign ownership of each tool to a specific team member who is responsible for
maintaining and updating it.

e Provide training and support to ensure that everyone on your team knows how to use
each tool effectively.

e Regularly review and update your tools to ensure that they remain up-to-date and
effective.
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Create Build Book / Templates

A build book is a collection of templates and guidelines that help your team create consistent and

high-quality deliverables, such as wireframes, prototypes, and design specifications.

Some tips for creating a build book include:

o Identify the key deliverables that your team produces, such as wireframes, prototypes,
and design specifications.

o Create templates and guidelines for each deliverable that help ensure consistency and
quality.

e Provide examples and best practices to help illustrate your templates and guidelines.

e Regularly review and update your build book to reflect changes and updates to your
deliverables.
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2.6 Develop Strategic Artifacts

Artifacts are tangible representations of a design solution that help to communicate design
decisions, facilitate collaboration, and guide implementation. They can take many forms, such as
wireframes, prototypes, design patterns, user flows, and personas. Here are some tips for creating
artifacts that are useful for UX design teams:

1. Identify the purpose and audience: Before creating any artifacts, it is important to identify
the purpose and audience of the artifact. This helps to ensure that the artifact will
effectively communicate the intended message and be relevant to the stakeholders who
will be using it.

2. Use consistent templates and formats: Using consistent templates and formats for
artifacts can help to streamline the design process and make it easier for team members to
understand and use the artifacts. For example, creating a template for wireframes or using
a specific design pattern library can help to ensure consistency across projects.

3. Keep artifacts up-to-date: It is important to keep artifacts up-to-date as the design
evolves. This helps to avoid confusion and ensures that team members are working with
the most current information.

4. Share artifacts with the team: Sharing artifacts with the team can help to facilitate
collaboration and ensure that everyone is on the same page. This can be done through
collaborative tools such as shared documents or project management software.
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Establish a User Pool for Research

A user pool is a database of users who are available for research studies. It can be a valuable

resource for UX research teams as it provides a way to quickly recruit participants for studies.

Here are some tips for creating a user pool:

1.

Define the criteria: Before creating a user pool, it is important to define the criteria for the
types of users you want to recruit. This might include demographic information, interests,
behaviors, or other characteristics that are relevant to your research.

Recruit participants: There are many ways to recruit participants for your user pool,
including online surveys, social media, and user testing platforms. It is important to be
transparent about how the user’s information will be used and to obtain their consent
before adding them to the user pool.

Keep user information up-to-date: It is important to keep user information up-to-date as
people’s circumstances may change over time. This can be done through periodic check-
ins or by allowing users to update their information themselves.

Use the user pool responsibly: When recruiting participants from the user pool, it is
important to use the information responsibly and ethically. This might include limiting
the number of times a user is contacted or allowing users to opt-out of future research
studies.
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Create a Research Hub or Folder

In today’s fast-paced business environment, companies need to conduct research on an ongoing
basis to stay ahead of the competition. However, research is only useful if it is properly stored
and shared among internal teams. A centralized research folder can help ensure that research is
easily accessible and utilized by relevant stakeholders.

What is a Research Folder?

A research folder is a centralized location where all research conducted by a company is stored.
It can include various types of research such as market research, user research, competitor
analysis, and more. This folder can be hosted on a cloud-based platform such as Google Drive,
Dropbox, or OneDrive or can be hosted on a local server.

How to Create a Research Folder
Creating a research folder is relatively simple, but it is important to consider a few things before
getting started. Here are some tips for creating a research folder:

1. Determine what research you want to include: Decide what types of research you want to
include in the folder. This could include market research, user research, competitor
analysis, or any other type of research that is relevant to your business.

2. Decide on a structure: Determine how you want to structure the folder. Consider creating
subfolders for each type of research or for each project. This will make it easier for
internal teams to find the research they need.

3. Assign ownership: Assign ownership of the research folder to a specific person or team.
This person or team will be responsible for managing and updating the folder.

4. Set permissions: Set permissions for the folder to ensure that only authorized personnel
have access to the research.

What Can Go Inside a Research Folder
A research folder can include various types of research. Here are some examples of what can go
inside a research folder:

1. Market research: This could include reports, studies, and analysis of the overall market in
which your business operates.

2. User research: This could include personas, user journeys, usability testing reports, and
other user-centered research.

3. Competitor analysis: This could include reports, analysis, and data on competitors and
their products.
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4. Industry reports: This could include reports from industry organizations or publications
relevant to your business.

5. Internal research: This could include research conducted by internal teams, such as sales

or customer service teams.

How to Keep a Research Folder Up to Date

Keeping a research folder up to date is crucial for ensuring that it remains relevant and useful to

internal teams. Here are some tips for keeping a research folder up to date:

1. Assign ownership: Assign ownership of the research folder to a specific person or team.

This person or team will be responsible for managing and updating the folder.

2. Establish a schedule: Establish a regular schedule for updating the research folder. This
could be monthly, quarterly, or yearly.

3. Develop a process: Develop a process for adding new research to the folder. This could
include a form that must be filled out or a specific naming convention for new files.

4. Regularly review: Regularly review the contents of the research folder to ensure that
outdated research is removed and that the folder remains organized and relevant.
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Conduct and Document Stakeholder
Research

Stakeholder research is the process of identifying, understanding, and engaging with the
individuals or groups that are impacted by a product or service. These stakeholders can include
users, customers, partners, employees, and other relevant groups. The goal of stakeholder
research is to gain insights into the needs, preferences, and expectations of these stakeholders
and use that information to design and develop products and services that meet their needs.

Benefits of Stakeholder Research
There are several benefits to conducting stakeholder research:

1. Gain a deeper understanding of user needs: By engaging with stakeholders, you can gain
insights into their needs, pain points, and preferences. This information can be used to
create products and services that better meet their needs.

2. Improve customer satisfaction: By designing products and services that meet stakeholder
needs, you can improve customer satisfaction and loyalty.

3. Reduce development costs: By understanding stakeholder needs early in the development
process, you can avoid costly design changes later on.

4. Create more effective marketing campaigns: By understanding stakeholder needs, you
can create more effective marketing campaigns that resonate with your target audience.

Examples of What Happens When You Do Not Have Stakeholder

Research
When stakeholders are not taken into consideration during the design and development process,
the following can occur:
1. Poor user experiences: Products and services may not meet the needs of users, resulting
in poor user experiences and low adoption rates.
2. High development costs: Design changes may be required later on in the development
process, resulting in higher development costs.
3. Low customer satisfaction: Products and services may not meet the needs of customers,
resulting in low customer satisfaction and loyalty.
4. Ineffective marketing campaigns: Marketing campaigns may not resonate with target
audiences, resulting in low engagement and sales.

Creating Stakeholder Research
To create stakeholder research, you should follow these steps:
1. Identify your stakeholders: Determine who your stakeholders are and what groups or
individuals are impacted by your product or service.
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2. Define your research goals: Determine what you want to learn from your stakeholders
and how you will use that information.

3. Choose your research methods: Determine the best research methods to use based on
your research goals and stakeholder needs. Methods can include surveys, interviews,
focus groups, and usability testing.

4. Conduct your research: Engage with your stakeholders and gather the necessary data.

Analyze your data: Analyze the data to identify key insights and patterns.

6. Use your insights to inform your product or service design: Use your insights to create
products and services that meet stakeholder needs.

N

Responsibility for Stakeholder Research

Stakeholder research is typically the responsibility of the UX team or product team, but it can
involve input and collaboration from other departments such as marketing, sales, and customer
support.

Resources for Learning About Stakeholder Research
There are several resources available for learning about stakeholder research, including books,
articles, and online courses. Some good resources include:
1. “Designing for the Digital Age: How to Create Human-Centered Products and Services”
by Kim Goodwin
2. “The User Experience Team of One: A Research and Design Survival Guide” by Leah
Buley
3. “Don’t Make Me Think: A Common Sense Approach to Web Usability” by Steve Krug
4. UX Research and Strategy courses on Udemy, LinkedIn Learning, and Coursera

Stakeholder Research in Large Organizations

In large organizations, stakeholder research can be more complex due to the number of
stakeholders involved and the need for coordination across departments. It is important to have a
clear process for conducting stakeholder research and to establish clear roles and responsibilities.
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Conduct and Document Customer
Research

In order to design successful products and experiences, it is essential to understand the needs,
behaviors, and preferences of the target audience. Customer research is the process of gathering
and analyzing data about customers in order to inform product design and development. In this
resource, we will explore the importance of customer research, how to conduct it effectively, and
who is responsible for creating it.

What is Customer Research?

Customer research is a method of gathering data about the target audience of a product or
service. This data can be used to inform product design, marketing, and business strategy.
Customer research typically involves a mix of qualitative and quantitative research methods,
including surveys, interviews, usability testing, and observation.

Benefits of Customer Research:

Customer research has many benefits, including:
1. Improved understanding of customer needs and preferences.
More effective product design and development.
Increased customer satisfaction and loyalty.
Improved marketing and messaging.
Enhanced business strategy and decision making.

bl

Examples of What Happens When You Do Not Have Customer Research:

When companies fail to conduct customer research, they risk designing products and experiences
that do not meet the needs of their target audience. This can lead to a range of negative
outcomes, including:

Low adoption rates and sales.

High customer churn and low retention rates.

Negative reviews and feedback.

Poor user experience and usability.

Inability to compete effectively in the market.

kv =

How to Create Customer Research

Creating effective customer research involves several key steps:
1. Define research goals and objectives.
2. Identify the target audience and create a sampling plan.
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3. Select appropriate research methods and tools.
4. Collect and analyze data.
5. Draw insights and make recommendations.

Who is Responsible for Creating Customer Research?

Customer research is typically the responsibility of UX designers, product managers, and market

researchers. However, it is important for all stakeholders involved in product design and
development to have a basic understanding of customer research principles and methods.

Good Resources to Learn About Customer Research
There are many resources available for learning about customer research, including:
1. Online courses and tutorials.
2. Books and articles on UX design and research.
3. Conferences and events.
4. Peer networks and mentorship programs.

How are Things Different for Large Organizations Concerned with

Customer Research?
Large organizations may face additional challenges when conducting customer research,
including:

1. Coordination and communication between teams and departments.

2. Handling large volumes of data and information.

3. Ensuring consistency and standardization across multiple products and initiatives.

What to Include in Customer Research
Effective customer research should include the following elements:

1. Demographic and psychographic data about the target audience.
Insights into customer needs, pain points, and motivations.
Feedback on product usability, design, and functionality.
Competitive analysis and market trends.

Recommendations for product design and development.

bl
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Conduct and Document Competitor
Research

Competitor research is an essential part of the UX design process that helps UX teams
understand the competition in the market and what users expect from digital products. In this
resource, we will explore what competitor research is, the benefits it offers, examples of what
happens when you don’t conduct competitor research, how to create competitor research, who is
responsible for conducting it, good resources to learn about it, and what to include in it.

What is Competitor Research?

Competitor research is a process of collecting and analyzing information about a company’s
competitors to gain insights into their strengths, weaknesses, strategies, and product offerings. It
involves researching and analyzing the competition’s products, services, target audience,
marketing strategies, user experience, and other factors that impact the user’s decision-making
process.

Benefits of Competitor Research:
Conducting competitor research provides several benefits, including:

1. Understanding the competition: Competitor research helps UX teams to gain insights into
their competitor’s strengths, weaknesses, and strategies, which can be used to identify
opportunities and gaps in the market.

2. Identifying user needs: By analyzing the competitor’s products and user experience, UX
teams can identify what users expect from a digital product and what they don’t like
about existing products.

3. Improving product features: By analyzing the competitor’s products, UX teams can
identify the features that are most popular among users and improve their product
accordingly.

4. Gaining a competitive advantage: By identifying the competition’s weaknesses and gaps
in the market, UX teams can create a product that provides a competitive advantage over
other products in the market.

Examples of What Happens When You Don’t Conduct Competitor Research:
1. Missing opportunities: Without competitor research, UX teams may miss out on
opportunities to create a unique product that meets the user’s needs.
2. Copying the competition: Without competitor research, UX teams may end up creating a
product that is a copy of the competition, rather than a unique product that offers a
competitive advantage.
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3. Failing to meet user needs: Without competitor research, UX teams may create a product
that doesn’t meet the user’s needs, resulting in poor user experience and low user
adoption rates.

How to Create Competitor Research
The following steps can be followed to create effective competitor research:
1. Define the scope of research: Identify the products, services, and companies that are
direct competitors and define the research objectives.
2. Gather information: Conduct research on the competition’s products, services, target
audience, marketing strategies, user experience, and other factors.
3. Analyze the information: Organize the data and analyze it to gain insights into the
competition’s strengths, weaknesses, opportunities, and threats.
4. Draw conclusions: Use the insights gained from the analysis to draw conclusions and
make recommendations for improving the product.

Who is Responsible for Conducting Competitor Research?
Competitor research is the responsibility of the UX team. However, other stakeholders, such as
product managers, marketing teams, and business analysts, may also be involved in the process.
Good Resources to Learn about Competitor Research:
1. “The User Experience Team of One: A Research and Design Survival Guide” by Leah
Buley
2. “Competitive Analysis: Understanding the Market Context” by Nielsen Norman Group
3. “How to Conduct a Competitive Analysis for Your Business (Plus a Free Template)” by
HubSpot

How are Things Different for Large Organizations Concerned with

Competitor Research?

Large organizations may have more competition to analyze, making the research process more
complex. They may also have more resources to invest in competitor research, such as dedicated
research teams or access to third-party research firms.
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Conduct and Document Market

Research

What is Market Research?

Market research is the process of gathering and analyzing data about a target market to better
understand customer needs, preferences, and behaviors. This research can be used to inform
business decisions and strategies related to product development, marketing, and sales.

Benefits of Market Research
Market research provides several benefits for businesses, including:

1.

Improved understanding of the target market: Market research helps businesses better
understand their target market’s needs, preferences, and behaviors. This information can
be used to create products and services that meet customers’ needs and improve customer
satisfaction.

Reduced business risk: Market research can help businesses identify potential risks and
opportunities in the market, allowing them to make informed decisions that reduce risk
and maximize profitability.

Increased competitiveness: By analyzing the competition and staying up-to-date on
industry trends, businesses can stay competitive and better position themselves for
success.

Examples of What Happens When You Don’t Have Market Research

1.

You may create products or services that do not meet customers’ needs, resulting in low
sales and customer satisfaction.

You may miss out on new market opportunities or fail to identify potential risks.

You may have difficulty staying competitive in your industry.

How to Create Market Research
The process of creating market research involves several steps, including:

1.

Defining research objectives and questions: Before conducting research, it is important to
clearly define what you want to learn and what questions you need to answer.

Choosing research methods: There are several research methods to choose from,
including surveys, interviews, focus groups, and observational studies.

Gathering data: Once you have chosen your research methods, it’s time to gather data
from your target market.

Analyzing data: After gathering data, you need to analyze it to identify patterns and
trends.
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5. Reporting findings: Finally, you should report your findings to key stakeholders and use
the information to inform business decisions and strategies.

Who is Responsible for Creating Market Research?

Market research is typically the responsibility of the business’s marketing department or a
designated market research team. However, it can also involve input from product development,
sales, and customer service teams.

Good Resources to Learn About Market Research
There are many resources available to learn about market research, including online courses,
books, and industry associations. Some popular resources include:

1. The Market Research Society

2. American Marketing Association

3. Coursera’s Market Research Course

How are Things Different for Large Organizations Who are Concerned

with Market Research?

Large organizations may require more extensive market research due to the size and complexity
of their target market. This may involve more in-depth research methods, such as surveys or
focus groups, and may require a dedicated market research team.

What to Include in Market Research

Market research should include a range of data points, including customer demographics, buying
habits, preferences, and needs. Additionally, it may include data on the competition, industry
trends, and potential risks and opportunities in the market. The specific data points will depend
on the business’s research objectives and questions.
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Create a Trends and Outlook Report

A trends/insights/outlook report is a document that provides an overview of current and future
trends and insights in a specific industry or field. The report usually includes data and analysis
on consumer behavior, market trends, and technological advancements, among other things. In
this article, we will explore the benefits of creating a trends/insights/outlook report, as well as
how to create one and who is responsible for creating it.

What is a Trends/Insights/Outlook Report?

A trends/insights/outlook report is a comprehensive document that provides an overview of the
current and future trends in a specific industry or field. It typically includes data and analysis on
consumer behavior, market trends, and technological advancements. The report can be used by
businesses, organizations, and individuals to gain a better understanding of the industry and
identify opportunities for growth and innovation.

Whats included:

A trends and outlook report may include a look at emerging technologies such as virtual and
augmented reality, as well as shifts in user behavior towards mobile and voice-enabled devices.
The report might also offer recommendations for how UX teams can leverage these trends to
improve user experiences and drive business success.

Benefits of Trends/Insights/Outlook Report

The benefits of having a trends and outlook report include staying ahead of the competition by
anticipating changes in user needs and preferences, identifying new opportunities for growth and
innovation, and aligning the organization’s UX strategy with broader industry trends and best
practices. Let’s take a closer look:

1. Understanding the industry: A trends/insights/outlook report provides an overview of
the current state of the industry and the factors that are driving its growth. This
information can help businesses and organizations to identify opportunities for growth
and innovation.

2. Staying ahead of the competition: By staying up-to-date with the latest trends and
insights, businesses can stay ahead of their competitors and be better positioned to
capitalize on emerging opportunities.

3. Identifying new opportunities: A trends/insights/outlook report can help businesses to
identify new and emerging markets, as well as new products and services that may be in
high demand.
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4. Improving decision-making: By providing insights into the industry, a
trends/insights/outlook report can help businesses and organizations to make more
informed decisions.

Examples of What Happens When You Do Not Have Trends/Insights/Outlook Report

Without a trends/insights/outlook report, you risk missing important opportunities for growth and
innovation. You may also be less prepared to compete in the industry, since you may be unaware
of emerging trends and technologies. UX teams who lack a trends and outlook report risk falling
behind their competitors and failing to meet evolving user needs. They may miss out on new
growth opportunities or fail to adapt to changes in the market, ultimately resulting in reduced
customer satisfaction and lower business performance.

How to Create a Trends/Insights/Outlook Report
Creating a trends/insights/outlook report requires a significant amount of research and analysis.
The process typically involves the following steps:

1. Identify the industry or field: Determine the industry or field that you want to focus on.

2. Gather data: Collect data on the industry, including market trends, consumer behavior,
and technological advancements.

3. Analyze the data: Analyze the data to identify trends and insights.

4. Write the report: Use the data and analysis to write the report, including an overview of
the industry, the current state of the market, and future trends and opportunities.

Who is Responsible for Creating a Trends/Insights/Outlook Report?
The responsibility for creating a trends/insights/outlook report typically falls on the research or
marketing team within an organization. However, anyone with an interest in the industry can
create a report, including consultants, analysts, and industry experts.

Resources to Learn About Trends/Insights/Outlook Report
There are many resources available to learn about trends/insights/outlook reports, including
online courses, webinars, and industry publications. Some good resources to consider include:
e Nielsen
e QGartner
o Forrester
e McKinsey & Company
o Harvard Business Review
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How Are Things Different for Large Organizations Concerned with
Trends/Insights/Outlook Report?

For large organizations, creating a trends/insights/outlook report may involve more resources and

a more comprehensive approach.
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Create Website Analytics
Dashboards and Reports

In today’s digital age, having a website is essential for any business or organization. However,
having a website alone is not enough. It is also important to measure and analyze its performance
to gain insights that can help improve the user experience and achieve business goals. This is
where website analytics comes in.

What is Website Analytics?

Website analytics is the process of collecting, measuring, and analyzing data related to website
performance and user behavior. It involves the use of tools and techniques to track and measure
various metrics such as website traffic, user engagement, conversion rates, and more.

Benefits of Website Analytics

There are several benefits to conducting website analytics, including:

1. Understanding user behavior: Website analytics can provide valuable insights into how
users interact with your website, what content is most popular, and what areas of the
website need improvement.

2. Measuring website performance: Analytics can help you measure the success of your
website in achieving its goals, such as driving traffic, generating leads, and increasing
sales.

3. Improving user experience: By understanding user behavior and preferences, you can
make informed decisions about how to improve the user experience on your website.

4. Identifying issues and opportunities: Analytics can help you identify issues with your
website, such as slow loading times or broken links, and opportunities for improvement,
such as high-performing content.

Examples of What Happens Without Website Analytics

Without website analytics, businesses may miss out on important insights into user behavior and
website performance. For example, they may not know which pages are most popular, which
pages have a high bounce rate, or what keywords users are searching for to find their website.
This lack of information can result in missed opportunities to improve the user experience and
achieve business goals.

Creating Website Analytics

To create website analytics, you need to choose a website analytics tool and implement it on
your website. Some popular website analytics tools include Google Analytics, Adobe Analytics,
and Piwik PRO. These tools typically require you to add a tracking code to your website, which
will allow them to collect data about your website visitors and their behavior.
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Who is Responsible for Creating Website Analytics?
In most cases, website analytics is the responsibility of the digital or marketing team within an
organization. This team may include web developers, digital marketers, and data analysts.
However, website analytics can also be outsourced to third-party agencies or consultants.
Good Resources to Learn About Website Analytics
There are many resources available to help you learn about website analytics, including:
1. Online courses and certifications: Platforms like Udemy and Coursera offer online
courses and certifications in website analytics.
2. Web analytics blogs: Blogs like Google Analytics Blog and Occam’s Razor provide
insights and best practices for website analytics.
3. Analytics software documentation: Most website analytics tools provide extensive
documentation on how to use their software.

Large Organizations and Website Analytics

For large organizations, website analytics can be particularly complex due to the large volume of
website traffic and the need to measure performance across multiple websites and digital
channels. In these cases, it may be necessary to use enterprise-level analytics tools and to have a
dedicated team responsible for website analytics.

What to Include in Website Analytics Reports

When creating a website analytics report, it’s important to include relevant data that can help you
make informed decisions about improving the website. Here are some things you might consider
including:

1. Traffic overview: Start with a summary of website traffic over a specific period, such as a
month or a quarter. This can include metrics like the number of visitors, sessions,
pageviews, and bounce rate.

2. Traffic sources: Break down traffic by source, including organic search, paid search,
social media, direct traffic, and referral traffic. This can help you understand where your
visitors are coming from and adjust your marketing efforts accordingly.

3. User behavior: Analyze user behavior on your website, including the pages that visitors
view most frequently, the average time spent on each page, and the conversion rate for
each page.

4. Conversion tracking: If you have specific conversion goals, like filling out a form or
making a purchase, track those goals and report on their performance over time.

5. Mobile performance: As mobile usage continues to increase, it’s important to track how
your website performs on mobile devices. Include metrics like the number of mobile
users, the bounce rate for mobile users, and the average time spent on the site by mobile
users.
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6. SEO metrics: Track search engine optimization (SEO) metrics like keyword rankings,
click-through rates, and backlinks. This can help you optimize your website for search
engines and improve your visibility in search results.

7. Recommendations: Finally, include recommendations for improving the website based on
the data you’ve collected. This might include suggestions for improving page load times,
optimizing content for specific keywords, or making changes to the user experience.

Overall, the goal of a website analytics report is to provide actionable insights that can help you
make data-driven decisions about improving your website. By including the right data and
presenting it in a clear and concise way, you can use analytics to optimize your website for better
user experiences, increased conversions, and improved search engine rankings,
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Business Operations

Now, let’s delve into the world of Project or Business Operations, a cornerstone for paving the
way to success. This phase is all about crafting the essential supporting processes that empower
project teams to excel in their delivery. It involves defining the project's scope and objectives,
managing timelines and budgets, and setting up metrics to track success. Are you excited to learn
more? Let's get started!

Here's a breakdown of what we’ll cover:

e Establishing Vision for Your UX Team First, we'll set a clear and inspiring vision for
your UX team. This vision will guide all project activities and help align the team's
efforts with the broader business objectives.

e Implementing Management Systems In this section, we focus on the backbone of
project operations: relationship management, communication, budgeting, and financial
modeling. We'll explore strategies for managing stakeholder expectations, enhancing
communication with team members and executives, and ensuring efficient allocation of
resources.

¢ Developing Workflow Learn about the structured UX process used in large
organizations to coordinate and manage the development of digital products. This part of
the journey is about fine-tuning the workflow to ensure that every phase of product
development is streamlined and effective.

By understanding and implementing these key areas, you’ll be well-equipped to lead your
projects to success with clarity and confidence. Let’s dive into each section and explore how you
can apply these practices to enhance your project or business operations.

A Comprehensive Guide to Building & Managing a UX Team 44
© 2019 Tiffany L. Britt, MBA



Document Vision, Strategy, and
Goals

Documenting a business strategy and goals is an essential part of achieving success in any
organization. To begin with, it’s important to start with a clear understanding of the company’s
mission and vision statements. These statements guide the organization and help to ensure that
everyone is working towards the same goals. Once these are established, the next step is to create
a business strategy that outlines how the company will achieve its objectives. This includes
identifying target markets, determining product offerings, and identifying ways to grow and
expand the business.

One major benefit of documenting a business strategy and goals is that it provides a clear
direction for the entire organization. With a documented strategy, everyone knows what they
need to do and how they can contribute to the success of the company. This promotes
collaboration and teamwork among team members, which can lead to increased productivity and
better results.

On the other hand, failing to set clear business strategy and goals can lead to confusion and
inefficiency within the organization. Without a clear direction, team members may work on
projects that are not aligned with the company’s overall goals, or may not prioritize work in a
way that is most beneficial to the organization. This can result in wasted time and resources,
missed opportunities, and ultimately, failure to achieve the desired outcomes.

In summary, documenting a business strategy and goals is a critical step in achieving success for
any organization. By providing a clear direction for the company, it promotes collaboration and
teamwork, increases productivity, and helps to ensure that everyone is working towards the same
objectives. On the other hand, failing to set clear business strategy and goals can lead to
confusion and inefficiency within the organization, ultimately hindering the company’s ability to
achieve its desired outcomes.

If UX teams do not have an understanding of the business strategy and goals, they may end up
creating user experiences that do not align with the overall direction and objectives of the
company. For example, they may design a product or feature that solves a specific user problem,
but does not generate revenue or support the company’s growth strategy. This can lead to a lack
of buy-in from stakeholders, conflicts within the organization, and ultimately, a negative impact
on the company’s bottom line. Without a clear understanding of the business strategy and goals,
UX teams may also struggle to prioritize design projects and may waste time and resources on
efforts that do not contribute to the company’s success.
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Create a UX Roadmap

What is a UX Roadmap?

A UX roadmap is a strategic document that outlines the plans for UX improvements and
enhancements for a product or service over a certain period of time. It helps the UX team to align
their efforts with the overall business strategy, customer needs, and technology trends.

What is included in a UX Roadmap?

A typical UX roadmap includes a timeline of UX goals, initiatives, and milestones to be
achieved within a specific period of time. It may include UX research plans, design and testing
activities, feature prioritization, and implementation plans. It can also include user personas, user
stories, and scenarios.

How to create a UX Roadmap?

Creating a UX roadmap involves a collaborative effort between the UX team, product owners,
and stakeholders. It starts with defining the product vision and goals, understanding user needs
and behavior, identifying UX pain points and opportunities, and prioritizing UX initiatives. The
UX roadmap should be regularly reviewed and updated to reflect changes in business objectives,
customer needs, and market trends.

The Benefits of having a UX Roadmap

A UX roadmap provides a clear direction for the UX team and stakeholders on how to improve
the user experience of a product or service. It helps to align UX efforts with business objectives,
identify and prioritize UX initiatives, and communicate the UX strategy to the wider
organization. It also helps to avoid last-minute design decisions and reduces the risk of design
rework.

An Example of what happens when teams do not have a UX Roadmap
Without a UX roadmap, UX efforts may be misaligned with business objectives, resulting in
poor user experience and wasted resources. UX design decisions may be made ad hoc, leading to
inconsistent and confusing user experiences. Product features may be developed without
considering user needs and behavior, resulting in low user adoption and retention rates. In the
absence of a UX roadmap, the UX team may struggle to justify their design decisions to
stakeholders, resulting in a lack of buy-in and support for UX initiatives.
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UX Metrics and Benchmarks

What are UX Metrics and Benchmarks?

UX metrics and benchmarks are quantitative and qualitative measurements used to evaluate the
user experience of a product or service. They are used to track and analyze user behavior,
engagement, and satisfaction in order to identify areas of improvement and assess the
effectiveness of design decisions. UX metrics and benchmarks can include a wide range of
measurements, such as click-through rates, task completion rates, time on task, user satisfaction
scores, and more.

What is Included in a UX Metrics and Benchmarks?

A UX metrics and benchmarks report should include a set of key performance indicators (KPIs)
that are relevant to the goals of the project or organization. This may include metrics related to
user engagement, task completion rates, user satisfaction, conversion rates, and more. In addition
to KPIs, the report should also include benchmarks against which to compare the metrics, such
as industry averages, past performance, or competitor metrics

How to Create UX Metrics and Benchmarks?

Creating UX metrics and benchmarks involves identifying the goals of the project or
organization, defining relevant KPIs, collecting and analyzing data, and establishing
benchmarks. It’s important to ensure that the metrics and benchmarks are aligned with the
overall business strategy and goals. Data can be collected through a variety of methods, such as
surveys, user testing, analytics tools, and more. The collected data can then be analyzed to
identify trends and patterns, which can be used to inform design decisions and prioritize
improvements.

Examples of Typical UX Benchmarks
Some typical UX benchmarks include:
o Task completion rate: the percentage of users who successfully complete a task
o User satisfaction score: a score assigned by users to rate their satisfaction with a product
or service
o Conversion rate: the percentage of users who take a desired action, such as making a
purchase or signing up for a service
e Time on task: the amount of time users spend completing a specific task

The Benefits of Having UX Metrics and Benchmarks
The benefits of having UX metrics and benchmarks include:
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o Identifying areas of improvement: UX metrics and benchmarks can help identify areas of
a product or service that need improvement, allowing for more effective and efficient
design decisions.

e Tracking progress: by regularly measuring and analyzing UX metrics, teams can track
progress over time and ensure that improvements are being made.

o Justifying design decisions: having data-driven metrics and benchmarks can help justify
design decisions to stakeholders and demonstrate the value of UX investments.

What Happens When Teams Do Not Have UX Metrics and Benchmarks
Without UX metrics and benchmarks, teams may struggle to identify areas of improvement,
make informed design decisions, and track progress over time. This can result in a less effective
and less efficient design process, which may lead to lower user satisfaction and reduced business
outcomes. Additionally, without data-driven metrics and benchmarks, design decisions may be
based on assumptions or personal preferences rather than user needs and preferences.
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Budgeting / Financial Management

A budget and financial model for UX projects is a detailed plan that outlines the costs and
resources required to execute a UX project, and the expected return on investment (ROI). It is a
critical aspect of UX project management as it ensures that projects are delivered within the
allocated budget and that they generate a positive ROI. A budget and financial model helps
organizations evaluate the feasibility and potential profitability of a UX project, and it provides a
framework for managing resources and expenses.

Creating a budget and financial model for UX projects involves several steps. Firstly, it is
important to identify the goals and objectives of the project and the resources required to achieve
them. This includes determining the scope of the project, the timeline for completion, the UX
team’s labor costs, and any other expenses associated with the project. Once these elements are
identified, the project manager can create a detailed financial plan that outlines the anticipated
costs and expected ROL.

The benefits of having a budget and financial model for UX projects are numerous. Firstly, it
ensures that the project is completed within the allocated budget and that resources are used
efficiently. Secondly, it provides a framework for measuring the success of the project by
comparing actual expenses and ROI against the anticipated outcomes. Finally, it allows
organizations to evaluate the profitability of a project and make data-driven decisions about
future investments in UX.

When teams do not have a budget and financial model for UX projects in place, several issues
can arise. For example, the project may exceed the allocated budget, resulting in a loss of
resources and investment. Additionally, there may be no clear way to evaluate the success of the
project or make data-driven decisions about future UX investments. Finally, without a financial
plan, it can be difficult to prioritize UX projects and allocate resources effectively, resulting in
missed opportunities and a lack of progress towards achieving strategic goals.
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Relationship Management

Effective relationship and stakeholder management is critical for the success of UX projects. In
the UX field, there are often many stakeholders involved in a project, including executives,
developers, designers, customers, and end-users. It is essential to manage positive relationships
with each of these groups to ensure that everyone is aligned with the project goals and
understands the value that UX brings to the organization.

To create and manage positive relationships, it is crucial to establish trust with stakeholders by
being transparent, communicating regularly, and providing updates on the progress of the
project. It is also essential to understand each stakeholder’s needs, motivations, and expectations,
and to tailor communication and interactions accordingly. Relationship management can involve
a range of activities, such as conducting interviews and surveys, hosting stakeholder meetings
and workshops, and creating project status reports.

The benefits of effective relationship and stakeholder management are numerous. First, it can
help ensure that all stakeholders are aligned with project goals and understand the value of UX.
This, in turn, can help secure funding and resources for the project, as well as increase overall
support and buy-in. Second, it can help to identify potential roadblocks or issues early on in the
project, allowing teams to address them before they become significant problems. Third, it can
help to build trust and credibility for the UX team, both within the organization and with external
partners and vendors.

On the other hand, when teams are not intentional about stakeholder and relationship
management, it can lead to a range of negative outcomes. For example, stakeholders may not
understand the value of UX, leading to decreased support and funding for UX projects.
Misunderstandings or miscommunications between stakeholders and UX teams can also lead to
delays, increased costs, and suboptimal outcomes. Additionally, poor stakeholder management
can damage the credibility and reputation of the UX team, which can have long-term
consequences for future projects.
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Communication

A solid communication plan is essential for a UX department to ensure that all stakeholders are
aware of the value of UX and the contributions the team is making to the organization. A good
communication plan will help educate people about the importance of UX, showcase UX
projects and successes, and advocate that UX teams be included in future work and that UX
receives adequate funding.

To create a communication plan, start by identifying the key stakeholders and their
communication preferences. Develop a message that clearly conveys the importance of UX and
its impact on the organization. Consider different communication channels, such as email, social
media, presentations, or newsletters, and create a schedule for regular updates.

In a communication plan, include an overview of the UX team’s objectives and how they align
with the overall goals of the organization. Share examples of successful UX projects and the
impact they had on user satisfaction or business metrics. Communicate how the UX team works
with other departments and how they can support them in achieving their goals.

When there is no communication plan in place, stakeholders may not understand the value of UX
or the impact it can have on the organization. This can lead to a lack of support or funding for
UX projects and initiatives. It can also result in a lack of understanding of the UX team’s role
and responsibilities, which can lead to miscommunication and misunderstandings. Without a
solid communication plan, UX teams may struggle to gain the support and resources they need to
be successful.
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This section is about promoting UX within the organization. It involves creating an internal
communication plan, implementing an internal training plan, showcasing UX work, sharing best
practices, and running pilots and UX workshops to raise awareness and get buy-in from

stakeholders. There are many ways to evangelize UX and get people excited about it in a large
organization. Here are some tips and ideas:

1. Showcasing success stories: Share success stories and case studies that demonstrate the
value of UX. Show how UX can improve user satisfaction, increase conversion rates,
reduce errors, and save money in the long run. Use data and metrics to back up your
claims.

2. Inviting stakeholders to UX workshops: Hold UX workshops and invite stakeholders
from different departments and levels of the organization. Demonstrate UX methods,
share insights, and collaborate on real-world projects. This will help build relationships,
increase understanding, and promote UX awareness.

3. Creating UX events: Host UX events, such as design sprints, hackathons, or UX design
challenges. Invite employees from different departments to participate and showcase their
skills. This will help create a culture of innovation and creativity, and showcase the value
of UX.

4. Designing engaging UX deliverables: Create engaging and visually appealing UX
deliverables that are easy to understand and communicate. Use storytelling, visuals, and
interactive elements to make the deliverables memorable and impactful.

5. Collaborating with other departments: Collaborate with other departments, such as
marketing, sales, or customer support, to create a shared vision of UX. Show how UX
can support their goals and objectives, and how they can benefit from UX insights.

6. Educating senior leadership: Educate senior leadership on the importance of UX and its
impact on business outcomes. Use data and metrics to show how UX can reduce costs,
increase revenue, and improve customer satisfaction. Get their support and sponsorship
for UX initiatives.

7. Incorporating UX into the organization’s values: Incorporate UX into the organization’s
values and culture. Communicate the importance of UX in the organization’s mission
statement, vision, and values. This will help create a culture of UX and make it a part of
the organization’s DNA.

Overall, getting people excited about UX and securing funding for UX in a large organization
requires a mix of communication, education, collaboration, and innovation. By showcasing the
value of UX and engaging stakeholders across the organization, you can create a culture of UX
that supports business goals and delivers a better user experience for your customers.
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Define Your Workflow

Creating digital products in a large organization involves a detailed and collaborative UX
process. This process is essential to ensure that the end product not only meets user expectations
but also aligns with business objectives. By engaging multiple teams—including researchers,
designers, developers, and stakeholders—every phase of the product development is refined to
enhance user satisfaction and business performance.

Below are the phases that are typically included in the UX process. Use this list as inspiration as
you develop your own

Stage 1: Intake

The intake phase is all about gathering and managing new ideas that can potentially elevate the
user experience across your digital platforms. During this stage, we identify, prioritize, and
assess new ideas to decide which ones are worth pursuing further.

Stage 2: Discovery

Discovery is a deep dive into understanding what your users need, what your business aims to
achieve, and how you stack up against the competition. This stage typically involves user
interviews, surveys, and thorough market research. The primary goal here is to collect as much
relevant information as possible to inform the subsequent phases.

Stage 3: Strategy

With insights from the Discovery stage in hand, the team crafts a strategic plan that outlines the
project's goals, scope, and methodologies. This plan also includes identifying key performance
metrics to ensure the project's success.

Stage 4: Design

In the Design phase, our team develops wireframes, prototypes, and visual designs that cater to
user needs while aligning with the strategic objectives of the project. Usability testing is often
conducted during this stage to confirm that the designs are intuitive and effective.

Stage 5: Development

This stage is where designs are transformed into a functional product. The development team
takes over to code, test, and debug the product, ensuring it adheres to the design specifications
and truly meets user expectations.
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Stage 6: Delivery / Launch

Once the product is fully developed, it’s time to roll it out. This stage involves training
stakeholders on how to use the new product, launching targeted marketing campaigns to promote
it, and developing comprehensive communication strategies to support its release.

Stage 7: Optimization

After launch, our work is not done yet. We continuously monitor the product’s performance and
gather user feedback to optimize and enhance the product. Techniques like A/B testing, post-
launch usability testing, and routine maintenance are employed to ensure the product remains
effective and relevant.
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