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Who we are… 
 



 

About User Vision 

Operating since 2000 

Presence in Edinburgh (Head office), London and Dubai 

Team of full-time qualified consultants 

Over a century of combined experience across diverse sectors 

Deliver services in UX Research, Strategy, Design and Evaluation 

Working with clients across the globe (more than 50 locations across 5 continents)  
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Customer 

experience: 
n. the overall experience and satisfaction a 

user has when using a product or system 

Useful 

Desirable Usable 

Valuable 

Accessible Findable 

Credible 

We specialise in shaping the best 
customer experience… 
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Approximately two-thirds of customers will cross more 

than one channel.   

…across various platforms… 
 

Introduction to User Vision 5 



Multichannel commerce no longer makes sense. As consumers are increasingly connected 

through a wide array of Internet-connected devices, the traditional multichannel 

commerce experience is becoming obsolete. Customers no longer interact with companies 

from a “channel” perspective; instead, they interact through touchpoints.                                     

 

…and multiple touchpoints 
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User-Centred Design 

starts a story about an 

ideal interaction 

between an individual 

and an organisation 

and the benefits each 

realises from the 

interaction. 

By applying User-centred design principles… 
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Our Services 
 



…and using the right tools at the right time… 
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Diary Studies…  
 



…a form of human behaviour research, 
relying on users to document specific 
personal experiences over a prolonged 
period of time. 



Various issues around the practicalities 
of diary studies and how they are used 
in a participant day to day life.  



Traditional Methods over Mobile  
 



ACCESSIBILITY RECALL RICHNESS COMMUNICATION 

Mobile Diary Studies  
 

 

MULTIPLE ADVANTAGES OVER TRADITIONAL METHODS 

Requires user to 

adopt new 

behaviours  

Makes use of 

existing and current 

behaviours  

Enables instant 

documentation,  

‘in the moment’  

Often recorded 

retrospectively 

with data being 

remembered 

inaccurately   

Often single 

media format 

Multimedia 

platforms 

Disconnect with 

the facilitator  

Facilitator can react 

direct to participants  

Generates on online 

community  

Issues with 

Traditional Methods 

Issues with 

Traditional Methods 

Issues with 

Traditional Methods 

Issues with 

Traditional Methods 

Benefits of 

Mobile Studies  
Benefits of 

Mobile Studies  

Benefits of 

Mobile Studies  
Benefits of 

Mobile Studies  



Tools on the market… 
 



Mobile Ethnography Tools 

16 



Mobile Ethnography Tools 
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http://www.nativeye.com/dashboard 

http://www.nativeye.com/dashboard








Customer insights from the diary studies 
feed into producing personas and 
customer journey maps 
 



Persona 
 



 Jen “There is always room for 
negotiation. It’s about a win-win 
and I won’t deviate” 

About Jen: 

Jen (27) works in the financial services and is 
looking to replace her old car before it comes too 
expensive 

Information needs: 

• Will gather information from all 
available resources 

• She embraces web technologies to 
search for her ideal car but ignores its 
shortcomings (She use different sites as 
no one place offers it all) 

• Will consult with people to ensure that 
they are not missing anything 

Principle car buying behaviours: 
• Talk to family early 
• Will use all available channels mixing 

online/offline tools to gather research and do it 
at home, on the move and at the dealer 

• Compare finance in detail but will take the 
option most suitable for them 

• Convenience – dealer finance – less 
hassle 

• Price – personal loan - cheapest 
• Responds well to dealers as they look for a 

competitive opportunity 
• Will visit as many dealers as required and go 

numerous times 
• Will understand car finance and what it offers 

(because they have researched it) 
 

Attributes: 

Technology usage: 

She is a heavy user of technology using 
smart phone, tablet and desktop/laptop to 
access the next to keep in contact with 
friends/family, shop for good deals and 
check her finances. 

Early Late 
Engage 

family/friends 

Will compare Won’t compare 

Review finance 

Dealer Bank 

Finance selection 

Multiple Single  
Visits to dealerships 

Positive Negative 

Dealer interaction 

Drivers /Goals: 

• To have got the best deal possible by knowing that the 
worked hard to identify it was the best they could have 
achieved 

• To have played the system and won 
• Not to compromise and will walk away if the deal does not 

work for them. 



Customer Journey Maps 
 



 Jen 



The future… 
 
Internet of things, smart devices, seamless recording 







Engage early. 

 

Engage often. 
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