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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 fast-paced digital landscape, user testing has become a recognized necessity,
not just a luxury. It’s widely acknowledged that engaging with users directly yields
invaluable insights that can dramatically enhance product design and functionality. Yet,
despite this awareness, many organizations still struggle to integrate user testing into
their development cycle systematically. The result? Ad-hoc testing that leads to ad-hoc
results—inefficient, inconsistent, and often costly.

The solution is clear: Establish a robust user testing practice. By setting up ongoing user
tests and making them a standard part of business operations, companies can ensure that
they consistently capture and apply user feedback, transforming sporadic insights into a
continuous improvement loop that drives product success.

This guide is designed for anyone looking to formalize their user testing efforts—from
UX researchers and designers to product managers and digital strategists. Whether you
are starting from scratch or seeking to refine an existing program, this resource offers a
structured approach to integrating user testing into your project lifecycle. You’ll find
practical advice on setting up efficient testing processes, tips for ongoing user
engagement, and strategies for embedding user insights into every phase of product
development.

Embrace the discipline of regular user testing to mitigate risks, enhance user satisfaction,
and achieve superior product performance. As we explore these principles together, [ am
here to guide you through establishing a sustainable user testing practice that aligns with
your business objectives and delivers consistent, measurable results.

Warm regards,

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

Birdseye View: Gain a comprehensive overview of the user testing lifecycle. This section helps
you understand the sequential flow and interconnectivity of the different phases of user testing,
setting the stage for deeper dives into each specific phase.

Phase 1: Pre-Planning: Learn the importance of setting clear objectives and aligning your
team's goals before launching user tests. This section covers the essentials of resource allocation,
timeline setting, and defining success metrics, ensuring your testing is targeted and effective.

Phase 2: Test Design: Discover how to design tests that yield actionable insights. This section
guides you through selecting the appropriate user testing methods, crafting tasks, and preparing
test materials that align with your specific objectives.

Phase 3: User Testing: Explore the practical aspects of conducting user tests. This section
provides strategies for recruiting participants, facilitating sessions, and collecting data, ensuring
you gather high-quality feedback from your tests.

Phase 4: Analysis & Actions: Unpack how to analyze the data collected from user tests and turn
them into actionable insights. Learn techniques for interpreting results, reporting findings, and
making informed decisions to improve your product.

Part 2: User Testing Tips and Best Practices

Creating an Effective Test Plan: Understand how to build a robust test plan that guides your
testing efforts. This section helps you structure your testing process, ensuring each stage is
methodical and results are reliable.

Creating an Effective Discussion Guide: Learn to develop a discussion guide that keeps
interviews focused and productive. This section emphasizes crafting questions that elicit detailed
responses and guide user interactions without bias.

Crafting an Effective Findings Report: Tips and Best Practices: Master the art of reporting
your findings. This section offers tips on synthesizing data into compelling insights, formatting
your findings for different audiences, and leveraging your results to advocate for user-centered
design solutions.
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1.1

User Testing Process
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Birdseye View Graphic

To provide you with a bird’s-eye view of this process, I have created a visual representation that
encapsulates the entire approach. This graphic serves as a guide to the details that will follow,
enabling you to grasp the overarching structure before delving into the nuances.

User Tesling Process
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Phase 1: Pre-Planning

Before conducting user testing, it’s crucial to engage in some pre-planning activities to ensure
that the testing process runs smoothly and that you achieve your desired outcomes. This phase
involves several key activities:

Gain Stakeholder Buy-in

Securing stakeholder buy-in before investing in user testing is crucial, as it aligns support and
resources, addresses concerns, and fosters collaboration. By educating stakeholders about the
process, highlighting benefits, sharing success stories, creating a business case, and emphasizing
data-driven insights, you can demonstrate the value of user testing and prevent potential project
delays and conflicts.Identify Test Goals

Identify Test Goals

One of the first things you should do is identify your test goals. Document your learning
objectives and describe the digital websites, mobile apps, or channels that will be a part of the
usability test. Your test goals should be specific and measurable. By setting clear goals, you can
ensure that your user testing activities align with your business objectives. Some common goals
for user testing might include improving the user experience, identifying usability issues, and
understanding user preferences and behavior.

Prepare Product or Design for Testing

Once you’ve identified your test goals, you’ll need to prepare your product or design for testing.
You’ll need to determine how to represent your designs, whether it’s through paper sketches,
whiteboards, wireframes, or a prototype. If you are testing on a live site, you’ll need to determine
which sample pages or screens will be a part of your test. Preparing your product or design is an
essential step in user testing, as it helps you to ensure that you’re testing the right elements and
that you’re not wasting participants’ (or your teams) time.

Identify Ideal Participants

Identifying the ideal participants for your user testing is critical to its success. You’ll need to
determine which user group you want to represent and identify which of your personas or
customer segments are in scope. Once you’ve identified your target users, develop screening
questions to ensure that you’re targeting the right participants. When creating your screening
questions, be sure to ask questions that are relevant to your test goals and are not leading. It’s
also important to determine how many participants you need based on how statistically relevant
your user testing results need to be.

Recruit Participants

Once you’ve identified your target participants, you’ll need to recruit them. Determine where
you’ll get your participants and offer an incentive (or a strong reason) to participate. It’s common
to offer some sort of incentive, such as cash or a gift card, for participants’ time. When recruiting
participants, be sure to communicate clearly about what you’re testing and why, how long the
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test will take, and what the incentive is for participating. You should also ensure that you’re
recruiting a diverse group of participants that are representative of your target user group.
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Phase 2: Test Design

After completing the pre-planning phase, it’s time to move on to test design. This phase involves
crafting the details of your user testing process. Here are some activities to help you design your
test:

Write Test Plan

The first thing you should do is develop a test plan that lists all the details of the usability study
you’re preparing. Work with stakeholders and design team members to refine the test plan. By
creating a comprehensive test plan, you can ensure that all necessary details are accounted for
and that your team is aligned on the testing process.

Write Questions

Once you have your test plan, you can begin to document the profile questions you want to ask
your target participants. These questions are used for categorizing results and understanding
participant characteristics. You should also document additional qualitative questions you want
to ask participants. Consider your learning objectives when crafting these questions. It’s
important to avoid leading questions and to ask questions that are specific and relevant to the
scenarios and tasks being tested.

Craft Scenarios and Tasks

Next, create specific scenarios that address your learning objectives. Scenarios provide context
for the user about why they might be arriving at the experience being tested. For each scenario,
list the tasks that you would like the user to attempt to complete. Be sure to write clear, specific
instructions for each task. Crafting scenarios and tasks can help you to better understand how
participants interact with your product or design and can provide valuable insights into usability
issues.

Create a Measurement Plan

Document what data you want to capture during the usability test. For example, if understanding
“task completion time” or “number of clicks” is a goal of the test, then this is a data point you’ll
need to capture. Develop a plan for capturing each data point, whether it be through a question or
by having the facilitator and notetakers observe and record the data. Creating a measurement
plan can help you to ensure that you capture all necessary data points and can help you to more
easily analyze the data post-testing.

Create a Discussion Guide

Develop a discussion guide that outlines how each individual session should be structured. The
discussion guide should include an introduction to the study, a description of the scenarios and
tasks, and questions to ask participants after completing each task. By developing a discussion
guide, you can ensure that each testing session is structured in the same way and that you’re able
to gather consistent data across all participants. Work with members of the research team to
revise the discussion guide as needed. By following these test design activities, you can create a
structured and effective user testing process that will help you to achieve your desired outcomes.
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Phase 3: User Testing

Now it’s time to actually conduct your user test. This is where the real work happens! Here’s
how to make the most of this phase:

Conduct a Pilot Test

Conducting a pilot test prior to the actual study helps in identifying and rectifying any potential
issues during the real test. This way, everything runs as smoothly as possible. The pilot test
includes running through all the questions, tasks, and scenarios a couple of days before the study,
ensuring that all materials and equipment are ready, making necessary adjustments after the pilot
test, and preparing all required documents such as consent forms and task sheets.

Conduct Usability Tests

Once you’ve conducted your pilot test, it’s time to move on to the actual study. Conduct the
actual study by uniformly administering the user test to each participant, promptly documenting
notes after the test, and, if time permits, debriefing with the research team. Stay flexible and open
to feedback, and be prepared to make adjustments to the test plan, as the goal is to learn as much
as possible from the participants.
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Phase 4: Analysis & Actions

The final step of the user testing process is to analyze the results and develop actionable findings.
This stage is critical in ensuring that the product is optimized for user experience.

Document Observations

The first step in analyzing user testing results is to document observations. Each member of the
research team should provide their final observations about each user participant. These
observations should be compiled into one place and organized for easier evaluation.
Additionally, a quick report with any quantitative data points or metrics should be developed.
This report will help the team understand the data collected and make data-driven decisions.

Analyze Results

Once the observations have been documented, the team should review and discuss them. This
includes analyzing metrics such as completion rates, task success rates, and time on task. The
team should identify themes and insights across all users and tests. Where possible, isolate
results by customer segments/attributes to get deeper insights. This process helps the team
understand how users are interacting with the product and identify any issues or areas for
improvement.

Identify Issues and Determine Severity

As the team analyzes results, they should identify any issues and determine the severity of each
usability issue encountered. The severity of an issue is determined by its impact on the user
experience. High-severity issues may include anything that prevents users from completing tasks
or using the product. Medium-severity issues may include anything that makes the product less
efficient or less intuitive to use. Low-severity issues may include minor usability issues that do
not significantly impact the user experience.

Brainstorm Recommendations

For key observations and issues, the team should brainstorm what actions should be taken next.
In some cases, these may be improvements to the experience design. In other cases, this might
involve collecting more research. The goal is to identify actionable recommendations that will
improve the user experience.

Prepare Findings Document

The final step in the user testing process is to prepare a findings document. This document
should summarize the results, issues, and recommendations. It should be clear and concise,
making it easy for stakeholders to understand the key takeaways. The findings document will
serve as a guide for the next steps in product development.
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1.2

User Testing Tips and Best
Practices
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Creating an Effective Test Plan

An effective test plan outlines the strategy and procedures for user testing. It acts as a roadmap,
aligning testing with project goals. In this section, you will learn what makes a testing plan
effective and how to create one.

A comprehensive test plan should cover all aspects of usability testing. This includes
understanding core objectives, methodological considerations, participant selection, test design,
and data handling. It serves as a roadmap that guides all stages of the process, ensuring that user
testing focuses on specific learning goals to avoid wasting users’ time and to ensure desired
outcomes.

Benefits of Having a Test Plan

Having a test plan is not merely a procedural necessity; it’s a strategic tool that enhances
communication, coordination, cost understanding, and guidance for those involved in usability
testing.

Benefit 1: Facilitates Interaction with Stakeholders

A well-defined test plan plays a pivotal role in enhancing the interaction with stakeholders. It
brings about transparency by enabling stakeholders to understand the goals, procedures, and
expected outcomes, thereby promoting trust and alignment with the project’s vision. Moreover,
by clearly outlining the testing process, it fosters collaboration between different parties such as
developers, designers, and business analysts. Not just that, it creates a framework for regular
communication and feedback, ensuring that all parties are engaged and can contribute their
insights at the appropriate stages.

Benefit 2: Facilitates Interaction with Design Team Members

One of the key advantages of having a thorough test plan is the facilitation of interaction with
design team members. A detailed document ensures that the design team members are on the
same page regarding user testing objectives and methods. This alignment helps in maximizing
the relevance and efficiency of the test by enabling designers to provide their expertise and input
into usability tests at the right stages.

Benefit 3: Keeps the Usability Test Team Organized and On Track

Keeping the usability test team organized and on track is another essential benefit of a test plan.
It achieves this by clearly stating the roles and duties of each team member, reducing confusion,
and ensuring that everyone knows their part in the project. Additionally, by outlining the
schedule for different phases of testing, it enables team members to manage their time
effectively. Regular checkpoints and tracking mechanisms within the test plan further allow the
team to assess progress, make necessary adjustments, and avoid delays.

Benefit 4: Helps in Understanding the Cost Breakdown

A well-structured test plan is instrumental in understanding the cost breakdown of the testing
process. It provides a comprehensive view of the resources required, from human resources to
technology, allowing for accurate budgeting. It also plays a vital role in cost control by
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identifying potential risks and outlining mitigation strategies to avoid unexpected costs and
ensure that the project stays within budget. Additionally, a well-articulated test plan aids in
understanding the return on investment by linking costs to specific goals and outcomes of the
testing process.

Benefit 5: Guidance for Moderators — Provides Direction Throughout the Process
Providing direction throughout the process to moderators is a crucial aspect of a test plan. It sets
clear guidelines and expectations, ensuring consistency across different test sessions. For new or
less experienced moderators, the test plan serves as a valuable reference and training tool,
providing detailed instructions and protocols to follow. This structured approach ensures that
moderators maintain quality and adhere to the defined standards and ethics of testing, making it
an invaluable asset in the overall process.

What is Included in a Test Plan

By carefully considering and detailing each of these components, the team ensures that the test is
purposeful, well-executed, and capable of delivering valuable insights that inform design and
development decisions. Here are components that you might include in a test plan.

1. Purpose: Overall Aims of the Test

The purpose of the test anchors the entire planning and execution process. It defines what the test
aims to achieve and sets the direction for the testing activities. This could include understanding
user behavior, identifying usability issues, or validating design decisions. Clearly articulating the
purpose ensures that all team members and stakeholders understand the test’s fundamental goals,
keeping the process aligned and focused.

2. Learning Objectives, Hypothesis, and Assumptions: Target Outcomes and Suppositions
This section identifies the specific learning objectives that the test is designed to meet, such as
understanding user preferences or testing a particular feature’s effectiveness. Hypotheses may be
formed based on prior research or assumptions, which the test aims to confirm or refute. These
elements guide the design of the test, ensuring that it targets relevant aspects of user experience
and provides valuable insights.

3. Methodology: e.g., In-Person, Remote, Moderated, Unmoderated

The methodology outlines the approach to be taken in conducting the test. It can include
decisions about whether the test will be in-person or remote, moderated or unmoderated, and so
on. These decisions impact the design of the test and the resources required, such as technology
or personnel. Choosing the right methodology is crucial to ensure that the test is conducted
effectively and that the results are valid and reliable.

4. Participants: Sample Size, Selection Criteria, Recruitment Plan

This part of the test plan details who will be participating in the test, including the sample size,
selection criteria, and how participants will be recruited. This ensures that the test includes a
representative sample of the target user population. Details about incentives for participation and
any required consent forms might also be included here. Having a clear plan for participant
selection and recruitment helps ensure the test’s success and validity.
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5. Logistics: Schedule, Location, Testing Environment, and Equipment

Logistics cover everything related to when and where the test will take place, the setting in
which it will be conducted, and the equipment needed. This includes considerations about the
physical or virtual location, timing, accessibility, technological requirements, and any potential
distractions or challenges that must be managed. Proper planning of logistics is vital for smooth
execution and a comfortable experience for participants.

6. Testing Design: Scenarios, Tasks, Questionnaires, Including:

e Tasks/Scenarios — The design of tasks and scenarios is a core component of the test plan,
outlining the specific activities that participants will engage in. These should be realistic
and reflective of actual user interactions with the product or service. Thoughtful design of
tasks and scenarios helps in understanding how users would behave in real-world
situations.

e Questions — The questions section includes any queries to be asked during or after the
test to gather additional insights from participants. These questions can help in
understanding user perceptions, preferences, or difficulties, providing a richer context to
the observed behaviors

e Metrics — Defining the metrics to be used allows for the quantitative assessment of the
test results. Metrics might include success rates, error rates, time taken for tasks, and user
satisfaction levels. These measurable outcomes enable an objective evaluation of
usability and provide clear indicators of success or areas for improvement.

7. Data Collection Methods

This defines the ways in which data will be collected during the test, whether through
observation, recording, surveys, or other means. A clear plan for data collection ensures that
valuable information is captured systematically.

8. Analysis Plan

The analysis plan outlines how the collected data will be processed, analyzed, and interpreted.
This includes statistical methods, coding schemes for qualitative data, and the approach to
drawing conclusions and recommendations.

9.Team Roles

Defining team roles clarifies the responsibilities of each team member, including facilitators,
observers, analysts, and others. This ensures a coordinated effort and clear accountability
throughout the testing process.

10. Timeline and Budget

Finally, the timeline sets out the schedule for all stages of the testing process, from planning
through to reporting. The budget provides a detailed breakdown of the projected costs, including
participant incentives, equipment, staff time, and other resources. Both elements are vital for
effective project management and control.

Steps to Create a Test Plan
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1. Definition of Purpose and Goals: Setting Clear Objectives for Evaluation

The first foundational step in creating a test plan is to articulate the purpose and goals. These
objectives guide the entire testing process, addressing questions such as, “What are the questions
you want to answer?” and “What specific facets of the user experience are you targeting?” By
honing in on these vital aspects, the plan ensures that the test remains aligned, focused, and
garners data that is pertinent to the intended inquiries.

2. Scheduling and Location Selection: Optimizing Time and Place

The next phase involves the careful selection of the schedule and location for the test. Timing
must be set to accommodate the availability of participants, while the location must be free from
distractions and conducive to a comfortable testing environment. These decisions are critical for
smooth execution and participant engagement.

3. Detailed Session Information: Structuring Test Sessions

Session information, including the length, number of participants, and format (individual or
group), needs to be precisely defined. This planning helps establish a consistent and structured
test, contributing to uniform data collection and comparability across different sessions.

4. Equipment Determination: Ensuring Necessary Tools and Functionality

Listing the essential equipment, such as cameras or screen recording tools, is vital for the test
plan. This step involves not just identifying what’s needed but also making sure that all the
equipment is in proper working order. Ensuring functionality prevents technical glitches from
hampering the user experience during the test.

5. Assignment of Team Roles: Clarifying Responsibilities

Roles for team members involved in the test, such as the moderator or observer, should be
clearly assigned. This delineation helps each team member understand their responsibilities,
promoting coordination and a smooth test execution.

6. Participant Recruitment: Targeting the Right Audience

Details about the participants, including demographic information and selection criteria, should
be outlined in the test plan. Recruiting participants who represent the target audience is crucial,
as it ensures that the insights gathered are pertinent and reflective of the actual user base.

7. Hypotheses and Assumptions: Guiding Research-Based Inquiry

Including hypotheses or assumptions to be tested anchors the testing process in research. These
hypotheses guide the design of the test, with the intention of validating or refuting them based on
empirical data.

8. Test Design: Crafting Realistic Scenarios and Tasks

The test plan should elaborate on the design, including scenarios, tasks, and any supplementary
materials like prototypes. Ensuring that these elements are realistic and relevant to the service or
product being tested is pivotal to obtain genuine insights from the participants.

9. Outlining Specific Tasks or Scenarios: Simulating Real-World Use
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Particular tasks or scenarios must be described in the test plan, designed to mirror real-world
applications of the product or service. These simulations provide insights into how users may
interact with the offering in their everyday lives.

10. Question Documentation: Gathering In-depth Feedback

Questions to be asked during the test must be thoughtfully designed and documented. These
questions aim to evoke feedback and gather insights, further enriching the understanding of the
user’s experience with the product or service.

11. Defining Measurable Metrics: Evaluating Success Objectively

Lastly, the test plan must identify the metrics that will gauge the success of the test. These
metrics should be quantifiable and closely tied to the defined goals and objectives of the test,
providing an objective assessment of the test’s performance and uncovering areas for
enhancement.

Considerations When Creating Your Test Plan

1. Collaborate with Stakeholders: Establishing Core Elements

When creating a test plan, engaging in collaborative discussions with stakeholders such as the
site or product owner and development team members is vital. This initial phase focuses on
reaching a consensus on the major elements that will guide the test plan. The usability specialist
often leads these discussions, ensuring that the plan aligns with the shared vision and goals of the
stakeholders involved.

2. Involve Team in Refining the Plan

After identifying the core elements, the specialist takes charge of drafting the initial version of
the plan. This draft is then circulated among management and team members for review and
feedback. It is through this collaborative process of commenting and revising that the final plan
is honed. The usability specialist revises the written plan to reflect the agreed-upon decisions,
ensuring that the final version accurately captures the team’s insights.

3. Tailor the Test Plan to Your Specific Needs

Acknowledging that not every test plan is created equal is essential. The unique shape and
content of a test plan are heavily influenced by the specific goals, scope, and needs of the project
at hand. By understanding these factors, the test plan can be tailored to meet the distinctive
requirements of the project, rather than following a one-size-fits-all approach.

4. Embrace an Iterative Process

The process of creating a test plan is inherently iterative and may require continuous
adjustments. Elements such as scenario details, discussion questions, and other aspects of the
plan may evolve throughout the development process. Embracing this iterative nature allows for
flexibility and adaptability, ensuring that the plan remains responsive to changing needs and
insights as they arise.
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Creating an Effective Discussion
Guide

An effective discussion guide structures questions for user interviews. It ensures consistency and
helps in exploring specific areas of interest. In this section, you see how to build a discussion
guide that keeps your team on point.

There are a lot of moving pieces even in simple usability tests. A discussion guide is a document
that outlines how each individual session should be structured to ensure usability tests run
smoothly and yield the desired insights. If a usability session is a “play”, then the discussion
guide is its “script”. Here are some tips on how to create and implement an effective discussion
guide.

Importance of creating a discussion guide

The importance of creating a discussion guide lies in its ability to bring structure,
comprehensiveness, and consistency to the testing or research process.

e Smoother Tests, with Less Bumps: A well-crafted discussion guide acts as a roadmap
for the entire testing session, allowing all parties involved to move cohesively like a well-
oiled machine. It offers structure and ensures that everyone involved, from researchers to
participants, understands how the session will be run. By sharing this guide with
researchers ahead of the test, it helps in minimizing surprises and allows for smoother
transitions between different sections or topics. This level of coordination ensures that the
session is both efficient and professional, reducing potential bumps or awkward
moments.

e Assurance That All Questions and Tasks Are Covered: The discussion guide serves as
a comprehensive checklist, ensuring that all questions and tasks crucial to the research are
addressed. By laying out the critical elements in advance, it provides a clear path to
acquiring the necessary metrics and insights required for decision-making or
recommendations. This systematic approach leaves no room for essential questions or
tasks to be inadvertently skipped, thus maximizing the quality and relevance of the
collected data.

e A Guide for Each Participant Helps When Comparing Notes and Analyzing Results
Later: Providing a blank guide for each participant to every person involved in the test
can be a potent tool for note-taking and observation. As the session progresses,
researchers can jot down their notes and observations, making sure they align with the
structured format of the discussion guide. This consistent approach across different
sessions or participants facilitates easier comparison and analysis later on. Having this
organized record enables researchers to revisit their findings, draw more accurate
conclusions, and make well-informed decisions or recommendations.
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What to include in a discussion guide

Here’s a closer look at the essential elements that can be included in a discussion guide. As
always, these items are for inspiration only; adapt to meet your needs:

End-to-End Session Flow: The end-to-end session flow is the blueprint for the entire
session. It details the sequence of activities, interactions, and discussions that will take
place during the session. This includes the introduction, main discussion topics,
transitions between different segments, and the conclusion. By having a well-defined
session flow, moderators can ensure a smooth and natural progression of the conversation
while covering all planned areas.

Scenarios/Tasks: In usability testing or other types of interactive sessions, scenarios or
tasks are often designed to gauge how participants react to specific situations or
challenges. These scenarios should be realistic, relevant, and aligned with the study’s
objectives. They guide participants through a series of actions or decisions, allowing
observers to understand their thoughts, behaviors, preferences, and potential difficulties.
Questions: The questions section outlines the specific inquiries that will be posed to
participants. These can be open-ended to encourage participants to share their thoughts,
feelings, and experiences freely, or they may be more structured, targeting specific
information. Questions should be crafted thoughtfully to avoid leading or biasing
responses. They should also be sequenced logically to create a natural and engaging
conversation flow.

Guidelines/Rules: Establishing clear guidelines or rules is essential for creating an
environment where participants feel comfortable and understood. These can include
assurances about confidentiality, the expected code of conduct, time management, and
any specific instructions regarding participation. Clear communication about what is
expected from participants and what they can expect from the moderator helps build trust
and facilitates open and honest responses.

Inclusion of Visual Aids or Props: Depending on the type of discussion, visual aids
such as charts, images, or prototypes might be used to facilitate understanding or provoke
responses.

Probe Techniques: Moderators may include specific prompts or probes to delve deeper
into a subject if participants’ initial responses are vague or require further exploration.
Adaptation for Different Audiences: If the guide is used across various groups or
demographics, it might need adjustments to ensure that the content, language, and
approach are suitable for different participants.

How to create and implement a discussion guide

Here are steps that you can take to create and implement your discussion guide.

1.

Determine the session flow: Begin by determining the end-to-end flow of the user
testing session. This should include the introduction, setup, tasks, debrief, and closing.
Having a clear outline of the session flow will help ensure that all necessary components
are covered and that the session stays on track.
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2. Identify scenarios and tasks: Once the session flow is established, identify the scenarios
and tasks that participants will be asked to complete. These should be based on the
learning objectives for the user testing and should be designed to help elicit the desired
insights. For example, if the goal of the user testing is to evaluate the ease of use of a new
mobile app, scenarios might include navigating to a specific feature, completing a
purchase, or submitting a form.

3. Develop questions: Along with scenarios and tasks, develop a list of questions to ask
participants throughout the session. These questions should be designed to help gather
qualitative feedback about the user experience, as well as any pain points or areas of
confusion.

4. Set guidelines/rules: In addition to tasks and questions, set clear guidelines and rules for
the user testing session. For example, participants should be asked to think aloud during
the session, and researchers should avoid leading questions or influencing the
participant’s behavior.

5. Review and revise: Once the discussion guide is complete, review it with the rest of the
user testing team to ensure that all necessary components are included and that the guide
is clear and easy to follow. Revise as needed to ensure that the guide is tailored to the
specific learning objectives and user testing context.

6. Implement the discussion guide: Finally, implement the discussion guide during the
user testing sessions. Make sure that all researchers are familiar with the guide and that it
is followed closely during the sessions. Encourage note-taking during the session to
ensure that all feedback and observations are captured accurately.
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Crafting an Effective Findings
Report: Tips and Best Practices

An effective findings report synthesizes insights from user testing or other research efforts into
actionable guidance. It plays a crucial role in communicating results and facilitating decision-
making. Here are key tips for creating a findings report that drives improvements.

Organizing the Report Clearly for Better Understanding
Ensure the report is easy to understand and follow with a clear, intuitive structure. A well-
organized report helps readers quickly grasp the key findings and recommendations.

Including a Summary Slide to Highlight Key Insights
Add a summary slide or page at the beginning to highlight the most important insights and
recommendations. This provides readers with a quick overview of the report’s key points.

Using an ‘Observation — Recommendation’ Format for Clarity

Present each observation followed by a proposed solution, and provide detailed explanations.
This format makes it easier for readers to see the connection between findings and actionable
steps.

Adding an Appendix to Provide Detailed Information

Include an appendix with the test plan details, methodology, and any additional information or
data. This keeps the main report concise while providing detailed information for those who need
it.

Creating Engaging Visuals to Illustrate Your Points

Include screenshots with callouts to illustrate key points, use graphs to emphasize quantitative
data, and link to video clips demonstrating important findings. Engaging visuals make the report
more compelling and easier to understand.

Tailoring Communication to Your Audience for Better Reception

Match the formality level to your audience. For agile development teams, use simple bulleted
lists or spreadsheets. For larger or formal audiences, provide more detail and structure. Tailoring
the communication ensures that the report is well-received and understood by all stakeholders.

Optimizing Format Selection for Accessibility

Choose the format that best suits your organization and audience needs. PowerPoint
presentations are common, but Word documents may be required for some stakeholders.
Selecting the right format makes the report more accessible and usable.

Distributing the Final Report to Encourage Learning

Share the report with all relevant parties, including stakeholders, project managers, and team
members, to encourage organization-wide learning and insight. Broad distribution ensures that
everyone benefits from the findings and can act on the recommendations.
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Providing Supporting Data to Enhance Credibility
Include comprehensive supporting data to substantiate the insights, making the findings more
trustworthy and applicable. Supporting data enhances the credibility and usefulness of the report.
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Sell the Value of User Testing

User testing helps in shaping user-centered products, emphasizing user feedback's role. This
approach demonstrates the tangible benefits of investing in user testing. In this section, you will
learn how to communicate tangible benefits of investing in user testing.

However, there may be stakeholders or decision-makers who are not acquainted with the
principles of user testing or its advantages. If you find it challenging to obtain buy-in, the
following methodologies can serve as compelling arguments for the indispensability of usability
testing.

Enlightening Decision-Makers on the User Testing Process

The first step in emphasizing the importance of user testing is to educate the stakeholders about
the process. This involves explaining how user testing works, where it fits into the development
process, the required investment in terms of time and resources, and why traditional analytics
may not be sufficient. Utilizing videos and live examples of user testing can make this education
process more engaging and illustrative, such as showcasing videos like the Toshiba Usability
Test.

Emphasize the Benefits of User Testing

User testing serves as a diagnostic tool early in the design phase, acting as a safeguard against
wasted time and resources. Its implications extend to the enhancement of usability and the
overall user interaction, contributing to heightened customer satisfaction and loyalty. Key
aspects to accentuate include alignment with business objectives, rectification of usability issues,
facilitation of product adoption, emphasis on value-driven work, resolution of internal disputes,
and cultivation of empathy towards users.

List of Benefits To Get You Started

Here is a list of benefits to present to decision-makers about the value of usability testing. Make

them applicable by adding your own examples and references:

e Reach Business Goals: Usability-tested products align more closely with user needs,
increasing the likelihood of achieving business objectives.

o Identify Usability Issues Early: By catching problems before launch, usability testing saves
time, money, and preserves brand reputation, minimizing the risk of failure.

e Boost Product Adoption and Usage: Improved design decisions reduce bounce rates and
increase adoption and repeat usage, enhancing customer delight.

e Focus on What Matters: Direct feedback ensures the design and development team
concentrate on value-added aspects, avoiding the common pitfalls of guesswork.

o Settle Internal Debates: Usability tests act as a definitive “tiebreaker” when internal parties
disagree on design aspects, as user feedback is the ultimate guide.

o Foster User Empathy: Engaging in user testing cultivates a greater understanding of users’
needs, influencing product creation in a more user-centric direction.

Highlight the Pain of Not User Testing
To emphasize the importance of user testing, it’s crucial to identify where existing user
experiences are failing and how user testing can help rectify these issues. For instance, you could

Establishing a User Testing Practice 22
© 2018 Tiffany L. Britt, MBA



conduct simple, informal tests to gain firsthand insight into where users might be struggling or
encountering issues. Alternatively, you could analyze what competitors are doing well to
understand where your experiences might be falling short. Regardless of your approach, try to
use visuals or videos to illustrate these challenges, rather than just discussing them. This
approach offers a clearer understanding of the issues and emphasizes the need for user testing.

Leverage Success Stories

Sharing success stories is a powerful way to convince stakeholders of the value of user testing.
These stories can be drawn from peer companies in your industry, which demonstrates that user
testing is a proven practice among competitors; from out-of-industry companies, illustrating its
universal applicability; or even from internal successes within your own organization. By
highlighting specific examples of how user testing has led to improvements such as enhanced
usability or increased customer satisfaction, and presenting them in an easily digestible format
with quantifiable results, you can make a compelling case for the importance of integrating user
testing into the design process.

Predict Objections to Implementing User Testing

Understanding why user testing is not a standard practice is essential for addressing challenges.
Reasons may include feeling overwhelmed, a lack of time or resources, misunderstandings about
the value of user testing, fear of negative feedback, or a limited scope in the design process. By
recognizing and addressing these challenges, UX professionals can make a strong case for user
testing, ensuring it becomes an integral part of the design process.

Reframe User Testing as Another Facet of Data Analysis

Reframing user testing as another aspect of data analysis helps companies understand the
concept better and become more comfortable with it. By linking user testing with something
familiar, like quantitative data analysis, it highlights the tangible information that testing
provides. This connection emphasizes user testing’s role in delivering both quantitative metrics
and qualitative insights into the design process, showcasing its essential contribution to making
informed decisions and enhancing the user experience.

Craft a Business Case, If Required

Some companies demand a business case to consider investing in user testing. Crafting this case
involves mapping the organization’s goals, evaluating the costs and gains, clarifying how user
testing aligns with the broader strategy, and enumerating the monetary implications of bypassing
user testing. The key is to understand how your company’s leaders make decisions and the
factors that resonate with them. Tailoring the business case to speak their language ensures that
the value and necessity of user testing are communicated effectively, making it easier for them to
recognize its importance in achieving the company’s objectives.

Steps for Creating Business Cases
o Step 1: Define the Business Objectives Understand the company’s goals and how user
testing aligns with them. For instance, identifying usability issues through testing could
help in achieving objectives like increasing sales.
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o Step 2: Identify the Costs and Benefits of User Testing Evaluate the expenses such as
testing costs, hiring, and time for analysis against the benefits. Improved user experience
often leads to reduced frustration and increased revenue, typically outweighing the costs.

o Step 3: Show How User Testing Fits Into the Overall Strategy Demonstrate how user
testing supports broader company strategies. If the goal is to boost sales, user testing can
reveal obstacles in the purchasing process, enabling targeted improvements that enhance
conversion rates.

o Step 4: Outline the Financial Costs of Not Having User Testing Consider the potential

financial losses without user testing, such as lost revenue from poor usability or

increased support costs. Understanding these helps decision-makers appreciate the value
of user testing.
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