
Stop Listening to Customers
Discovering Insights Through Observation

Matt Mainini, M.Sc. | Todd Zazelenchuk, Ph.D.



“A Faster Horse”



“Looks like a bug!”12 - 17 - 31 - 40
Nisbett & Wilson, 1977



“How about yellow?”“I’ll Take Black, Please…”
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___ 

People are not very good 
at articulating what they want or need. 
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What User Experience Comes to Mind?
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Questions about whether design is 
necessary or affordable are quite beside the 
point: design is inevitable.  
The alternative to good design is bad 
design, not no design at all. 	 	 	  
	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 – Douglas Martin
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Key Principles of 
User Centered Design 


1. Early Focus on Users and Tasks 
2. Empirical Measurement 
3. Iterative Design



“Designers shooting for usable 
is like a chef shooting for edible.” 

!
	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 - Aarron Walter

Usability (alone) ≠ User Experience
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Experience Design - Plantronics Hub

Unmute



Experience Design - Plantronics Hub



Evaluating UX
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USABILITY

The study of designing 
equipment and devices that 
fit the human body and 
its cognitive abilities.

The extent to which a 
product can be used to 
achieve goals with 
effectiveness, efficiency, and 
satisfaction.
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Market | UX Research

What users do (behavior) 
Identifies user needs 
Uncovers how people perform

What users say (feedback) 
Identifies market needs 

Uncovers what people want



%"of"
Usability"
Problems"
Found"

#"of"Users"Tested"

100%"

75%"

50%"

25%"

0%"
3" 6" 9" 12" 15"0"

Nielsen & Landauer, 1993

How Many Users?



%"of"
Usability"
Problems"
Found"

#"of"Users"Tested"

100%"

75%"

50%"

25%"

0%"
3" 6" 9" 12" 15"0"

Nielsen & Landauer, 1993

How Many Users?



%"of"
Usability"
Problems"
Found"

#"of"Users"Tested"

100%"

75%"

50%"

25%"

0%"
3" 6" 9" 12" 15"0"

Nielsen & Landauer, 1993

How Many Users?



%"of"
Usability"
Problems"
Found"

#"of"Users"Tested"

100%"

75%"

50%"

25%"

0%"
3" 6" 9" 12" 15"0"

Nielsen & Landauer, 1993

How Many Users?



Usability	


5-9
Ergonomics	


12-18

How Many Users?
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Tell Me…

xkcd.com

Our new solution lets you store all your  
social media events in the cloud and  
manage them through one, easy-to-use 
interface on a mobile device. You’d use 
that, wouldn’t you?

Errmm…well,  
I suppose so.
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How much do 
you wear the 
headset?

How many hours per 
day does the target 
user wear the 
headset?

2 Questions…
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Product

Feedback Loop

Measure

LearnBuild



Embracing “Lean”
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UX Research @PLT
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OOBE Testing







Insights to Action



Plantronics Manager
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Plantronics Manager Lite

Browser Chrome

Updates
New  >  Blackwire CS-720

About this Update

Deployment Notes

Product 
Blackwire CS-720
PID: ###-###-####-####

(2)

3   

Update
Firmware
v.12.0
m/d/yy   
Release Notes

Description
[Update description as described by Plantronics 
Administrator.]

Comments (Admin use only)

Notify users
Advertise (pop-up notification)

Cancel Save to Staging

History

Date Event 
m/d/yy        Received from Plantronics.

Note to users (e.g. instructions, etc.)

Home
Updates
New
Archive
Settings
Devices
Software
Packages
Staging
Deployed
Admin
Account
Add Devices
Network Share
Hub Client
User Groups
Metrics
Notifications
Reports
Help
Support
About

Remote Usability Research
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Remote Usability Research



Find MyHeadset



Do users value knowing 
how quickly they found 
their headset?
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Do users value knowing 
how quickly they found 
their headset?

After finding their headset, 
do users complete the 
activity or simply exit the 
app?
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Play Store Reviews



Jerry Terry on Mar 26, 2015 at 8:18 PM

Lifesaver, great app!  l was literally 2 
feet away from my headset and could 
not find it. I sent a tone and found it 
in 34 seconds. It was laying under a 
magazine in my bathroom. Great app!

Real Researchers on Jun 20, 2014 at 4:57 PM

Lifesaver! Love it! Simple! Loud. Works! 
Makes the headset beep loud and tracks 
back its general location. Wonderful.  
I would have paid for this app.

Robert Linz on Feb 13, 2014 at 5:36 PM

I used BackTrack to go to the last place 
I used my headset, then I sent a tone to 
find it in that room. I love Plantronics!

Play Store Reviews
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 Observe first. Listen second.
 UX Research ≠ Market Research 
 Research is a process
 GOOB
 Get engaged!

The Take-Aways…



!
Matt Mainini & Todd Zazelenchuk

Thank you!

Q&A




