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Key principles of usability

Early focus on  
users and tasks

Empirical  
measurement 

Iterative design



Measuring tasks 

Time to complete 

Task completion rate 

Accuracy 

Error rate 

Satisfaction



Key principles of usability

Early focus on  
users and tasks

Empirical  
measurement 

Iterative design



“What of technology not for accomplishing tasks but for 
having experiences, for expressing one’s identity, for 
flirting and arguing and living?” 

[Kaye et al., 2007]













Share with your 
team

Get your shit 
together

Yes

Not really

Not really

That’s okay!

Ready to act on this?

‘Why? How?’

Reach out to a 
researcher

‘How many?  
How often?’

Reach out to a 
data analyst

Yes
Is this a pattern?

Not really

Try harder

Are you curious ?
YesLearned 

something interesting?





Curious about customer behaviour? Making decisions about product quality?

Deciding between a small set of options? Concerned with long-term impact?

Use data. Use instinct.
Research!



When you combines statistical trends with stories and 
personal experiences, the collective strengths of both 
provides a better understanding of the research problem 
than either forms of data alone.



- John Creswell

“An approach to research in the 
social, behavioural, and health 
sciences in which the investigator 
gathers both quantitative (close-
ended) and qualitative (open-
ended) data, integrates the two, 
and then draws interpretations 
based on the combined strengths 
of both sets of data to 
understand research problems.”



Let’s talk about qualitative 
research
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Let’s talk about quantitative 
research













So how do we choose  
the right technique?



Findings

35

MethodQuestionStage



Getting shit done



Getting shit done

Idea
Gather initial  

thoughts on impact  
and reasons

Think
Become experts of  

the problem domain,  
both internally  
and externally

Explore
Plan how the problem  

will be solved, 
 and what you will run  
into with the solution

Build
Iteratively build  
and ship small,  

quality components  
of the feature

Launch
Publicly release  

the feature  
to customers

Tweak
Iterate on the solution  

based on customer  
feedback and usage



Questions: 
• What potential problems might we solve? 
• How might we gather context on the problem?

Getting shit done

Qualitative: 
• Looking at existing research (internal and external) 
• Interviews, observations, surveys, diary studies to establish baseline of current problem 
• Team kickoff workshop 
Quantitative: 
• Mining existing data for potential hypotheses or insights 
• Establishing facts, confirming/disproving assumptions

Idea



Questions: 
• What are the root problems? 
• What are the biggest challenges we might focus on?

Getting shit done

Qualitative: 
• Profiles/segments/personas to identify who might be impacted by the project 
• More interviews and observations 
• Workshops with users to further dive into the problem space 
• Team workshops to explore and scope down the problems to be addressed 
Quantitative: 
• Quantify how big are the segments that would benefit from this product

Think



Questions: 
• How might we be resourceful and 

effective when testing assumptions and 
hypotheses?

Getting shit done

Qualitative: 
• Lo-fi prototype/clickable mockup testing 
Quantitative: 
• Define success metrics and measure baselines

Explore



Questions: 
• Can people use what we’re building? 
• Is what we’re building addressing the initial 

problems and goals?

Getting shit done

Qualitative: 
• High-fidelity usability tests 
• Diary studies, beta testing 
Quantitative: 
• A/B tests, instrumentation, 

start building out reports

Build



Questions: 
• Are people using it in the way we thought they would? 
• Did we successfully solve the problem we identified?

Getting shit done

Qualitative: 
• Forums/social media monitoring 
• In-context feedback forms 
Quantitative: 
• Populate reports, monitor success 

metrics

Launch



Questions: 
• What incremental improvements might be worthwhile? 
• What revisions should we make to our roadmap?

Getting shit done

Qualitative: 
• Retrospectives, post-mortem 
• Analysis of support tickets 
• Triangulate previous insights with 

quantitative data 
Quantitative: 
• A/B tests 
• Monitor reports

Tweak



How questions change over time

Are we building  
the right thing?

CompletionInception

Are we building  
the thing right?

http://radar.oreilly.com/2014/02/building-the-right-thing-vs-building-the-thing-right.html



Stage Question Qualitative Quantitative

Idea
What potential problems might 

we solve? 
Existing research, observations, 

diaries, surveys, workshops
Establish facts, confirm/

disprove assumptions

Think What are the root problems?
Identify segments, interviews, 

observations, workshops
Quantify segments

Explore
How might we test 

assumptions  
and hypotheses?

Lo-fi prototype/mockup testing
Define success metrics, 

measure baselines

Build
Can people use what  

we’re building? 
High-fidelity usability tests, 

diary studies, beta tests 
A/B testing, 

instrumentation, reporting

Launch
Are people using it in the way 

we thought they would? 
Forums/social media 

monitoring, feedback forms
Populate reports, monitor 

success metrics

Tweak
What improvements might be 

worthwhile? 
Analysis of support tickets, 
retrospective, triangulate

A/B testing, monitor reports



This framework is also a negotiation tool. 
  
Knowing which method is the correct one to use during 
each stage of your project empowers you  
to say “no” when uninformed requests come down the 
pipeline.



So how do you go from  
quantitative and qualitative  
to mixed methods?



- John Creswell

“An approach to research in the 
social, behavioural, and health 
sciences in which the investigator 
gathers both quantitative (close-
ended) and qualitative (open-
ended) data, integrates the two, 
and then draws interpretations 
based on the combined strengths 
of both sets of data to 
understand research problems.”



Provides detailed perspectives 
Captures the voices of the participants 

Captures complex phenomena 
Is based on the views of the participants, 

not the researcher 
Appeals to people’s enjoyment of stories 

Adapts to context

Is relatively efficient when it comes to 
data collection and analysis 

Draws conclusions for large numbers of 
people 

Investigates relationships within data 
Appeals to people’s preference for 

numbers

Is time-intensive when it comes to data 
collection and analysis 

Studies few people 
Has limited generalizability 

Is subject to the researcher’s biases 

Does not record the words of the 
participants 

Is impersonal 
Provides limited understanding of the 

context of participants 
Is largely researcher driven

Strengths Weaknesses
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If you do qualitative user research, I’m not here to turn 
you into a data scientist. 

And vice versa.



The real power lays in understanding enough about  
both types of methods, and their respective strengths 
and weaknesses, to be able to have  
informed conversations and forge collaborations.



A real life example.





Developer

Data analyst



Sounds great. But how do you 
know what you should instrument?











Developer

Data analyst
Data 

analyst
Developer



Qualitative research informed what to measure, and why. 
Quantitative data added a level of breadth the research 
could not. 

And an understanding of the respective strengths of both 
helped forge an effective collaboration.



So how you actually mix methods?



Three mixed methods designs

1

Convergent  
design 

2

Explanatory  
sequential 

design

3

Exploratory 
sequential 

design



Convergent design

Study large numbers  
of people

Captured detailed  
perspectives 

and complex phenomena



Explanatory sequential design

Discover patterns  
for large numbers  

of people

Enrich them with  
details and context



Exploratory sequential design

Capture the stories  
of few

Draw conclusions  
for large samples



Experiment: 
Is there 

interest?

Data: 
Who might 

be 
interested?

Research 
What might 

be of value to 
user X?

Experiment:  
Is feature Y 
of value?

Yes User X

Research 
How can we 

better 
understand 

user X?

Data 
What else do 

we know 
about user X?

Feature Y

Research 
What does 
the current 
user journey 

look like?

1
Convergent  

design

Explanatory  
sequential design

2

Exploratory 
sequential design

3



So leverage the strengths of each method…

Voices, stories,  
complex phenomena,  

details

Objectivity, efficiency 
statistical trends,  

relationships between data



… to go from anecdote to an insight



Thank you! 
dalia@shopify.com


