Look Ma, No Lab

Remote vs. Lab UX Research

and some other things, too

Me & B|P

» Bolt|Peters Founded in 2001
= 163 user research studies
= 1,792 one-on-one interviews

= Clients like Greenpeace, Autodesk,
Washington Post, HP, Pandora, and Blue
Shield
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Transform the personal, social, and
cultural role of technology

-inagood way.

How we do it




Ummm What is UX Research?

In-Person

Remote

Automated

Qualitative (and not Quantitative, for today)




Who cares?

Stop the arguing.
Designers and Developers and Executives love to make decisions. Just not the same
one, usually.

Achieve goals.

Thousands more donations to non-profits, millions of dollars more in sales, etc.

Unseen Behavior.
Blue Shield. Large Insurance Company. Harvard Business Review.




My Customer Number?

blue @ of california

“From this last B|P study, we learned that external
users never knew what their assigned customer was,
or what it meant. Blue Shield had assumed they
knew, but customers had no idea.

The number is printed on everything, but people
never saw it. This changed more than just the
website, because they realized it was a bigger
problem than only online. Customers needed
education to understand that this number was
important & what it meant.”




blue @ of california

And Then...

sNumber was taken off the web interface, for
now.

=Customer service now knows to explain to
customers or brokers what the number is.

="Removed from voice recognition system

Process for Both Methods is the
Same

1. Recruit
2. Observe
3. Analyze & Report

Wow.




The Whole Remote Thing

Remote Research

Live Intercept
Technological Ecosystem
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. Analyze...
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o
. and Report

1. Here’s what we found.
2. Here’s what you should do.

3. This is the supporting data so you don’t
argue.

4. Please fix it.

Measurable Gains

= Restoration Hardware sales increase: 216%
= Legal Software site revenue increase: 325%

» Large Insurance Company conversion increase
25% (millions and millions of dollars)
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The Whole Lab Thing
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The B|P Facﬂlty

To capture and observe player experience du
testing, B[P uses individual stations for---ch gmm
to imteract on their own, in an environment that
represents their real-workd setup.

Individual Game Stations
Each player will have a private area, two
computers, and headphones. While playing
they can speak withs the faciSrator in the live
observation room, They recrive
remotely through a headset patch to the
pe Ebe pan rotate, o cxmera i setup at-—-ch
ividual gaming station to capture the player's
IJ|r|'|| expressions and body language.

Live Observation Room
See following page.

Live Observation Room

During the gaming sessions, stakeholders

£ mers live from the

observation room st B[P. Because f the open
v o the faeil ask observers b

speak quietly and Dot carse or lusgh at

particpante

Remote Observation

Live metrics progress is always available
online with alogin. Outside observers can
wiew Eve video and audio of pre and pest
seasion group intendews, and B{P is working

L

game seeeen and pas
without a drastic increase in the carrent
20ml mbit bandwidth at the BIP facHity.

Executive Observers
B(P miggests taking the folawing steps to
ensare 2 amooth observational experience
for—'s executive stakeholders who may
attend the in-person research sessions:

» Complete the pilot stage and 1-2
successtul rounds before executive

stakehc 3 are invited 10 obeerve at
the B[P facility.

s Double the catering budget for those
evenings.
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Methods

Pros Cons Ballpark Costs &
Duration
Remote logistics, geographic | facial expressions $5k - $45k
diversity of users not visible. | 1 _ 4 Weeks
Only 10-15 users.
In-person facial expressions, logistics, cost $15k - $60k
collaboration 4 - 6 Weeks
Automated large sample data - no human $10k - $30k
1,500 users involvement 2 - 3 Weeks

More Comparisons

Peter Merholtz made this table

Lab Usability |Remote Usability Field Research
Timing
Preparation (Plan, Protocol)|1-2 weeks 1-2 weeks 1-2 weeks
Recruiting 1-2 weeks 1-2 weeks 1-2 weeks
Conducting Interviews 3 days 3 days 4 days (5-6 with travel)
Analysis 1-2 weeks 1-2 weeks 1-2 weeks
Totals 4-7 weeks 4-7 weeks 4-7 weeks
Expenses
Incentives $600-1200 $600-$1200 $1200-1800
Equipment (Camera, tapes) $400-600($50 (audio tapes) |$400-600
Travel $0 $0 $0 - $3000 (Air, ground, lodging, meals)
Facilities $0 - $1,000/day 30 $0
Phone charges $0 $200 $0
Totals $1000-4800 %850 - 1450 $1600 - 5400
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And another comparison

Pros Cons When to Use

Moderated Logistics, geo. No facial Not enough time for
diversity, native  expressions. Only in-person, Deep
environment small sample. insight

Automated Large sample No human Large internal
data - 1,500 involvement. audience. Verify Ul
users decisions

Remote Card Speed, Large Can miss interaction  Answer IA questions

Sorting Sample in a hurry

When to Use Remote versus Lab

Lab Top Secret Testing Material. Everything at Google. Video
games. Physical devices.

Collaboration, Rapport w/ Participants
Collaboration and Buy-In. Large audience for live sessions.

Remote Everything else
Anything live on the intertube. Dispersed audience.

International
Fast timeline
“Technological Ecosystem”
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Why its time for Remote Methods

1.

Everyone (well almost) is online!

Catch users in their native environment
Travel for work sucks
No time for in-person ethnography

Rich interactions are possible (broadband
penetration, audio, visual, AJAX/Flash)

Its less expensive

Remote Research Landscape

Qualitative (Moderated)

Ethnio

UserVue

[ 5
7] =]
= o
o
= f Pt o
o _ =
@) MindCanvas WebSort g
UserZoom
RelevantView
KeyNote
SurveyMonkey
ClickDensity Offermatica
ClickTale
Web Quantitative (Automated)
Analytics
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Questions

boltpeters.com | nate@boltpeters.com
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