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Introduction 

 

A fundamental part of customer-centricity is customer understanding, and in order to 

understand our customers, we need to listen to their needs. This is a crucial step when 

it comes to customer satisfaction and the way in which we design both app and web 

interfaces. Understanding the different personas that can be identified of customer 

that interact with various platforms plays a major role in customer understanding- that 

being, behaviours and attitudes of people as they interact with interfaces (Sauro & 

Lewis, 2012).  

Think of it in the sense that, you do not make cars or sandwiches or sell cleaning or 

banking services. You provide experiences and happen to finance the activity with 

sandwiches or cleaning. While yes, you do make the product or provide a service, 

however, your focus should be on the experience of interacting with your company, 

the advertising, the products, the staff; everything.  

 

CX vs UX 

A common misconception is that customer experience (CX) and user experience (UX) 

are the same thing, and these are often used interchangeably.  

CX refers to the perceived experience that a customer assumes with your company 

(Pogrebniak, 2019). Although a seemingly simple definition, it still seems to capture the 

key aspects of the concept, while remaining as relevant today, as it was 20 years ago. 

It is suggested (Pogrebniak, 2019) that we can never fully determine CX as it is always 

based on the subjective response of the customer and is further constructed on the 

basis of either a ‘direct’ or ‘indirect’ interaction that said customer has with the 

company.  

UX, on the other hand, describes an end-user’s thoughts, feelings and impressions 

when they go through a specific interaction. In contrast to CX, it usually refers to self-

contained, stand-alone tasks and environments such as filling and submitting a form, 

buying an item or setting up an electronic device. 

In order to understand customer attitudes and behaviours during interfacing, usability 

and problems thereof are key focal points in customer centricity and customer 

understanding. Thus, usability testing as well as user experience evaluation are 

essential components of UX and further lends itself to Customer Experience Design as 

a whole- that is, leveraging customer-centred strategies to delight customers at each 

step of the conversion journey and nurture strong customer-brand relationships. 

There has been a lot of recent debate surrounding the scope of user experience, and 

how it should be defined (Bevan, n.d.). The definition of user experience in ISO FDIS 

9241-210 is: A person's perceptions and responses that result from the use and/or 

anticipated use of a product, system or service. This contrasts with the revised 
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definition of usability in ISO FDIS 9241-210: Extent to which a system, product or service 

can be used by specified users to achieve specified goals with effectiveness, 

efficiency and satisfaction in a specified context of use. Both these definitions suggest 

that usability or user experience can be measured during or after use of a product, 

system or service. A person's “perceptions and responses” in the definition of user 

experience are similar to the concept of satisfaction in usability (Bevan, n.d.). 

 

Usability Testing 

Usability tests tend to focus on task performance whereas UX focuses on lived 

experiences. As UX is subjective, objective usability measures such as task execution 

time and the number of clicks or errors are not sufficient measures for UX: we need to 

know how the user feels about the system. A user’s motivation and expectations play 

a stronger role in UX than in traditional usability. 

The main focus of evaluation methods is to help in choosing the best design, to ensure 

that the development is on the right track, or to assess if the final product meets the 

original UX targets. 

It is evident that most of the measures are common to conventional approaches to 

user centred design, but three measures are specific to user experience (Bevan, n.d.): 

• The impact of expected UX to purchase decisions  

• Continuous excitement  

• Why and when the user experiences frustration? 

 

Although there is no fundamental difference between measures of usability and 

measures of user experience at a particular point in time, the difference in emphasis 

between task performance and pleasure leads to different concerns during 

development. In the context of user centred design, typical usability concerns include 

(Bevan, n.d.): 

1. Designing for and evaluating overall effectiveness and efficiency.  

2. Designing for and evaluating user comfort and satisfaction.  

3. Designing to make the product easy to use and evaluating the product in 

order to identify and fix usability problems. 

4. When relevant, the temporal aspect leads to a concern for learnability.  

 

Further points of concerns regarding usability include (Sauro & Lewis, 2012): 

1. Usability problems, 

2. Task time. 

 

Usability Problems- if a user encounters a problem while attempting a task and it can 

be associated with the interface, it’s a user interface problem (UI problem) (Sauro & 
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Lewis, 2012). UI problems, typically organised into lists, have names, a description, and 

often a severity rating that takes into account the observed problem frequency and 

its impact on the user. The usual method for measuring the frequency of occurrence 

of a problem is to divide the number of occurrences within participants by the number 

of participants. A common technique for assessing the impact of a problem is to 

assign impact scores according to whether the problem (1) prevents task completion, 

(2) causes a significant delay or frustration, (3) has a relatively minor effect on task 

performance, or (4) is a suggestion (Sauro & Lewis, 2012). 

Task time- this refers to how long a user spends on an activity. It is most often the 

amount of time it takes users to successfully complete a predefined task scenario, but 

it can be total time on a web page or call length. It can be measured in milliseconds, 

seconds, minutes, hours, days, or years, and is typically reported as an average (see 

Chapter 3 for a discussion on handling task-time data). There are several ways of 

measuring and analysing task duration: 1. Task completion time: Time of users who 

completed the task successfully. 2. Time until failure: Time on task until users give up or 

complete the task incorrectly. 3. Total time on task: The total duration of time users 

spend on a task (Sauro & Lewis, 2012). 

 

In the context of user centred design, typical user experience concerns include 

(Bevan, n.d.):  

1. Understanding and designing the user’s experience with a product: the way 

in which people interact with a product over time: what they do and why. 

2. Maximising the achievement of the hedonic goals of stimulation, identification 

and evocation and associated emotional responses.  

Sometimes, the two sets of issues are contrasted as usability and user experience. But 

some organisations would include both under the common umbrella of user 

experience 

 

The concept of user experience both broadens:  

• The range of human responses that would be measured to include pleasure.  

• The circumstances in which they would be measured to include anticipated 

use and reflection on use. Equally importantly the goal to achieve improved 

user experience over the whole lifecycle of user involvement with the product 

leads to increased emphasis on use of methods that help understand what 

can be done to improve this experience through the whole lifecycle of user 

involvement. 

 

UX Evaluation 

Many methods exist for doing traditional usability evaluations, but user experience 

(UX) evaluation differs clearly from usability evaluation. Whereas usability emphasizes 

effectiveness and efficiency, UX includes hedonic characteristics in addition to the 
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pragmatic ones, and is thus subjective (Roto, Obrist, & Väänänen-Vainio-Mattila, 

2009). Therefore, UX cannot be evaluated with stopwatches or logging. The objective 

measures such as task execution time and the number of clicks or errors are not valid 

measures for UX, but we need to understand how the user feels about the system. 

User’s motivation and expectations affect the experience more than in traditional 

usability. User experience is also very context-dependent, so the experience with the 

same design in different circumstances is often very different. This means that UX 

evaluation should not be conducted just by observing user’s task completion in a 

laboratory test, but it needs to take into account a broader set of factors. 

In industry, especially in product development, the main requirements for UX 

evaluation methods is that they have to be lightweight (not require much resources), 

fast and relatively simple to use [19]. Qualitative methods are preferred in the early 

product development phases to provide constructive information about the product 

design. For benchmarking and marketing purposes, light, quantitative measurement 

tools are needed. Examples of UX evaluation methods especially suited for the early 

phases of the industrial product development were lab study with mind maps, 

retrospective interview and contextual inquiry. Examples of the quantitative methods 

applicable for quick evaluations of prototypes were expert evaluation with heuristics 

matrix and AttrakDiff questionnaire (Rotto, et al., 2009) 

 

UX Best Practice 

Gualtieri, Manning, Gilpin Rhymer, D’Silva, & Yu, (2009), discussed a variety of best 

practices for UX design. They suggest that users have great expectations when visiting 

your websites and mobile Apps.  

Gualtieri and team offer their own UX Design Diagnostic tool, which may be 

considered when exploring, discovering, and assessing problem areas within your UX 

design 

Gualtieri et al. (2009), notes three primary benefits of an improved User Experience:   

1. Customers who experience good UX are on average 14.4% more likely to 

consider them for future purchases.  

2. On average, 15.8% fewer customers are likely to consider doing business with 

a competitor than a company with good UX.  

3. Customers are 16.6% more likely to recommend a company that has a good 

UX. 

 

The first question that you, as a UX creator, needs to consider is whether your App is 

useful. This refers to whether the app is able to be used for its intended purpose. You 

need to consider what your clients want from your app, and from there decide is it 

possible to execute these tasks on the app.   
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The next question that needs to be asked is, “is the App usable?” How easy is the app 

to navigate, but over and above that does the App make sense? Is it intuitively built 

or is the sight complicated? 

Finally, is the app or site desirable? Who is the target market, does the language, 

imagery and aesthetic match the group we are targeting? There are a variety of 

factors which influence the desirability of a product. We need to identify what our 

audience wants and deliver it in a format with which they connect. 

Thus, leaving the UX design to chance simply hurts the business. According to Gualtieri 

et al., (2009), the process of leaving UX ‘to chance’ runs the risk of harming conversion 

rates, alienating customers, and running up dev costs. As such, we need to consider 

UX best practices.  

The first step Gualtieri et al., (2009) suggests taking is, Becoming your user. Consider 

the process similarly to the way you would consider a journey map. You need to be 

able to understand who your user is, what they want, and find a way to empathise 

with them. This helps you understand exactly where their pain points are, as well as 

their sparkling moments. 

Test! The process of testing is an essential one, not only when implementing a new UX 

design, but throughout the UX process. As technology, the customer, and user 

preferences evolve, so do their needs from your App. By testing their feelings at 

different points in the process, we are able to find pain points and address or correct 

them before they become an issue.  

Satisfaction Ratings Questionnaires that measure the perception of the ease of use of 

a system can be completed immediately after a task (post-task questionnaires), at 

the end of a usability session (post-test questionnaires), or outside of a usability test 

(Sauro & Lewis, 2012). 

 

Conclusions 

Usability testing proves to be a critical step in the UX as well as the CX design 

processes, respectively. 

Naturally, there are also common characteristics of methods in both industry and 

academia: In the context of UX evaluation, the methods must include the experiential 

aspects, not just usability or market research data. Also, the methods should 

preferably allow repeatable and comparative studies in an iterative manner. This is 

especially important in the hectic product development cycle in industry, but also in 

design research that needs effective evaluation tools for quick iterations. As the 

middle ground, industrial research sets requirements that can use a mixture of fast and 

light, and more long-term, scientifically rigorous methods which may in fact prove to 

be too costly in terms of feasibility. 

A well-executed, smooth running UX design will help retain customers if it proves to be 

useful, useable, and desirable. Thus, running an in-app survey allows for customers to 

rate their experiences during and or after if takes place, with little to no interference. 
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This further allows for less costly and greatly efficient collection of customer data and 

feeds well into customer understanding.  
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