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A D O P T I N G  A  R E S E A R C H  M I N D S E T  
T I P S  A N D  L E S S O N S  F R O M  U X  R E S E A R C H  AT  S H O P I F Y

D A L I A  E L - S H I MY 
S E N I O R  U X  R E S E A R C H E R ,  S H O P I F Y
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The UX research team
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The role of UX research

• Understand behaviours/needs/expectations around the product 

• Make recommendations accordingly 

• See those recommendations through 

• Ask questions, find answers, share knowledge 

• Encourage empathy across all practices
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The role of UX research
Research & Development

Engineering User experience

Design Front-end developmentContent strategy Research

DataDevelopment

Product
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U S E R  R E S E A R C H  ≠  U S A B I L I T Y T E S T I N G



8http://uxmag.com/sites/default/files/uploads/anderson-richard/sandersdiagram.jpg

http://uxmag.com/sites/default/files/uploads/anderson-richard/sandersdiagram.jpg
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W E ’ R E  A LWAY S  L O O K I N G   
T O  T R Y O U T  N E W  T H I N G S
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S O  H O W  D O  W E  C H O O S E   
T H E  R I G H T  T E C H N I Q U E ?
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Getting shit done
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Questions: 
• What potential problems might we solve? 
• How might we gather context on the problem?

Getting shit done

Research methods: 
• Existing research and data 
• Observations, interviews, diaries, internal workshops
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Questions: 
• What are the root problems? 
• What are the biggest challenges we might focus on?

Getting shit done

Research methods: 
• Profiles/segments/personas 
• Interviews, co-design/participatory workshops
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Questions: 
• How might we be scrappy and effective 

when testing assumptions and 
hypotheses?

Getting shit done

Research methods: 
• Lo-fi prototype testing 
• Clickable mockups
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Questions: 
• Can people use what we’re building? 
• Is what we’re building addressing the initial 

problems and goals?

Getting shit done

Research methods: 
• High-fidelity usability tests 
• Diary studies 
• Beta testing
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Questions: 
• Are people using it in the way we thought they would? 
• Did we successfully solve the problem we identified?

Getting shit done

Research methods: 
• Forums/social media monitoring 
• Open-form feedback forms
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Questions: 
• What incremental improvements might be worthwhile? 
• What revisions should we make to our roadmap?

Getting shit done

Research methods: 
• Retrospectives 
• Post-mortem 
• Analysis of support tickets
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S O  W H AT  D O  Y O U  D O  W H E N  Y O U  D O N ’ T  H AV E  
D E D I C AT E D  R E S E A R C H E R S ?



Graphic  
design

Psychology Psychology Industrial 
Design

Industrial 
Design

Design/MBA 

Art History Public 
Relations

Accounting 

Anthropology

Electrical 
Engineering

Computer 
Science

Commerce/ 
Marketing

Commerce/ 
Marketing

The UX research team
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W E ’ R E  A L L  D R AW N  B Y A  S E N S E  O F  C U R I O S I T Y…  
A N D  A  C O M P U L S I O N  T O  A S K  Q U E S T I O N S .
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Photo by Bob Mazzer
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A N Y O N E  C A N  A D O P T  A  R E S E A R C H  M I N D S E T
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I T ’ S  A  M AT T E R  O F   
A S K I N G  Q U E S T I O N S ,   
F I N D I N G  A N S W E R S ,   

S H A R I N G  K N O W L E D G E ,   
A N D  E N C O U R A G I N G  E M PAT H Y.  
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Tip #1: 

A C C E P T  T H AT  T H E R E  I S  N O  “ O N E - S I Z E - F I T S - A L L”  
M E T H O D  



35

We need to run 
a usability study 

to…
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We’d like to learn 
more about… 
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GSD phase Research question Research method

Idea
What potential problems might we 

solve? Existing research and data

Think What are the root problems?
Interviews, co-design/participatory 

workshops

Explore
How might we test assumptions  

and hypotheses?
Lo-fi prototype/mockup testing

Build
Can people use what  

we’re building? 
High-fidelity usability tests, diary 

studies, beta tests 

Launch
Are people using it in the way we 

thought they would? Forums/social media monitoring

Tweak
What improvements might be 

worthwhile? 
Analysis of support tickets, 

retrospective



Findings
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MethodQuestionPhase
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Tip #2: 

A L L O W  T H E  U S E R ’ S  R O L E  T O  B E  F L U I D
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Having a one-way conversation
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Having a two-way conversation
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Co-designing
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Tip #3: 

C H O O S E  T O  B E  P R O B L E M - O R I E N T E D
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Tip #4: 

A S K  E A R LY,  A N D  A S K  O F T E N
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Im
pa

ct

Impact of research over time
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Tip #5: 

F I N D  I N F O R M AT I O N  A L L  A R O U N D  Y O U
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Analytics Support
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Tip #6: 

T I G H T E N  Y O U R  F E E D B A C K  L O O P
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Quantitative 
e.g. Analytics 

Qualitative 
e.g. Forums, Support,  

Social media, User research Uncover 
hypotheses

Uncover 
patterns
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Tip #7: 

S H A R E  T H E  I N S I G H T S ,  N O T  T H E  A N E C D O T E S





What happens after a store visit?

That’s okay! Sometimes an 
interesting observation can remain 

just that, until you have further 
reason to dig into it.

Share what you’ve learned with your 
team, and make sure to include 

references.

Yes NoYes

Not really

No

Yes

Quantitative Qualitative

Reach out to usersLook at analytics

What kind of 
information can help you 

determine if it’s a 
pattern?

Do you need to 
dig further into this to 

see if it might be a 
pattern?

Identify where you’ve heard this 
before

Are you 
curious whether 

other users might be 
experiencing the 

same thing?

Is this completely novel 
to you?

So you learned 
something interesting
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Tip #8: 

C O N S I D E R  T H E  I M PA C T  O F  S M A L L  C H A N G E S
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“Now there is a constant tweaking of formats and systems.  For the 
'creatives' who work behind the scenes this might seem easy and 
inconsequential - little incremental changes in a constant quest for 
better efficiencies, or striving to make an interface seem cleaner or more 
intuitive blah blah - but for process workers at the other end of the 
system it is just bloody annoying. It's as though every week or two when 
you opened your desktop on your computer the icons had been changed, 
and subtly re-arranged, and some of them had been done away with and 
new ones added.  Some things might work better, and some might not, 
and it might only take you a day or two to get used to the new system - 
and you do get used to it.  Then in a couple of weeks it all changes again 
and on and on.”

Consider the impact of quick wins vs. full releases

What’s the tradeoff?
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Tip #9: 

D E V E L O P  E M PAT H Y F O R  Y O U R  A U D I E N C E  T O O
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Tip #10: 

B E  C O N TA G I O U S
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With one researcher  
for every  
140 employees…
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… we need everyone  
to think like  
a researcher.
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#1: Accept that there is no “one-size-fits-all” method  
#2: Allow the user’s role to be fluid 
#3: Choose to be problem-oriented 
#4: Ask early, and ask often 
#5: Find information all around you 
#6: Tighten your feedback loop 
#7: Share the insights, not the anecdotes 
#8: Consider the impact of small changes 
#9: Develop empathy for your audience too 
#10: Be contagious

10 tips for adopting a research mindset



71

B E I N G  A  R E S E A R C H E R  I S N ’ T  J U S T  A B O U T   
R U N N I N G  S T U D I E S  A N D  W R I T I N G  R E P O R T S .
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I T ’ S  A B O U T  A D O P T I N G  A  M I N D S E T  O F   
A S K I N G  Q U E S T I O N S ,   
F I N D I N G  A N S W E R S ,   

S H A R I N G  K N O W L E D G E ,   
A N D  E N C O U R A G I N G  E M PAT H Y.  
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T H A N K  Y O U !
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Apply online: 
https://www.shopify.com/careers 

Or shoot me an email: 
dalia@shopify.com

Come work with us, we’re hiring!

https://www.shopify.com/careers
mailto:dalia@shopify.com?subject=

