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About UserTesting 

Є Fast customer feedback 
for high-confidence 
decisions without 
delaying the project 

ƺ Results in about two hours 

ƺ No research expertise 
needed 

ƺ More than 100,000 videos 
every month 





cog{ ck͂}k Learned So Far 

Є We still struggle with mobile 

Є U{͂z all about context 
ƺ `ok i|z{vtky k wkypkuik pzu͂{ g {gzṟ p{͂z g tpuklpksj vl ivtwk{pun distractions 

Є Two imperatives 
ƺ aujkyz{guj {ok |zky͂z ykgs wyvhskt 

Ё Zv{ ~og{ ~k ~gu{ {okt {v jv̱ ~og{ {ok¡͂yk {y¡pun {v giivtwspzo 

ƺ Plan for distraction 

Є In a complex journey, the computer, phone, tablet, and real world 

experience must all be on the same page 
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Four Customer Journeys  

Є The Quick Beer After Work 

Є The Long, Long Ride to Disneyland 

Є How to Ship a Package 

Є How to Make an Ice Cream Sundae 

Note: These are not customer-confidential studies 
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The Quick Beer After Work  

Є Find a restaurant via smartphone and 

walk to it 

Є Did it meet your expectations? 
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Lessons? 
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Lessons? 

Є Ujku{pl¡ {ok |zky͂z ykgs wyvhskt 

ƺ Zv̰ ̾U ukkj {v iovvzk g hgy̿ 

ƺ ekz̰ ̾U ~gu{ g hkky̿ 

Є Plan for distraction 

ƺ Warn people before they invest time 

Є Your job is done only when the user 

finishes their journey successfully 

Є Note: She blamed herself, not the 

site 

# 



The Long, Long Ride to Disneyland 

Є Plan your trip from the hotel to the 

theme park 

Є Take us along for the ride 
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