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Study Background & Goals

Background

" There is a general sense in the UX community that a mature UX organization leads to a better user
experience, which is associated with increased satisfaction, more loyal customers, and more revenue.

" There are many models that describe maturity but none have been effectively validated to determine
what matters.

" The models generally consist of different stages, with maturity progressing from unrecognized or ad

hoc to institutionalized. They also identify common components to assess, including the importance
of budgets, methods, processes, and attitudes.

Study Goals

" The goal of this study is to empirically validate a model of UX maturity using an industry-wide survey
to benchmark UX practices and understand what factors differentiate mature from immature UX orgs.
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Executive Summary

Methods and Resources
® Mature companies use more UX methods (e.g., eye tracking, benchmarking, competitive studies) and resources for UX
research (e.g., prototypes, video feeds) compared to less mature companies.
® Mature companies assess UX and involve end-users more frequently and at more stages of development.
® Mature companies use more success metrics and define success metrics or KPIs more frequently than less mature
companies.

® Respondents from less mature companies report having a greater number of challenges in their UX process, particularly in
testing designs with end users, securing UX budget and resources, and getting buy-in from executives.

Perceived Value of UX
® Respondents from mature companies have a significantly higher perceived value of UX (29% higher mean score).

® Respondents from mature companies rate company success, UX effectiveness, and job satisfaction significantly higher
compared to respondents from less mature companies.

UX Roles
® Though company size does not differ by maturity, mature companies have significantly more employees who work full-
time in UX.
® Mature companies have had full-time UX roles for longer: 5 to 10+ years at mature companies compared to less than 5
years or no UX roles in less mature companies.

UX Budget
® Mature companies are twice as likely to have dedicated budgets, while less mature companies are 8 times as likely to not
have a dedicated budget.

® More respondents from mature companies report having time and funding for continued education and perceiving this
time and funding as sufficient compared to respondents from less mature companies
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Maturity Model Background & Coverage

Individuals & Organizations
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Steps in A Maturity Model

UX is corporate
business strategy and
all human-facing
UX defined as an issue; UX process well defined; products follow
methods are inconsistent iterative evaluation UX design process.

2. Ad hoc 4. Managed 6. Institutionalized

56— DG

1. Unrecognized 3. Considered 5. Integrated UX

UX is not an issue, Dedicated staff hired; not UX processes consistently
Ul designed mostly applied to all projects integrated into the
by developers product dev life cycle
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Participants

v = SR

WELCOME > o —
] 0O 150 Participants
1. Welcome Page 2. Survey Questionnaire
(16 pages)

Dec 2016 — June 2017
Collection Dates

18 Minutes
= Average Duration
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Characteristics of the Sample



Job Description

Which best describes your role?

40%
35%
30%
25%
20%
15%
10%

5%

0%

38% of respondents were UX researchers, 30% identified as UX generalists,
and 19% were managers/directors.
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Employment Level

What is your employment level?

50%

40%

30%

20%

10%

0%

37%

3%
19% 16% ] 1% 1%
| ]

Senior-level, non- Mid-level, non- Mid-level, supervisory Senior-level, supervisory Entry-level (less than Self-employed / Executive
supervisory (e.g. Senior supervisory (e.g. Manager or Sr. (e.g. Director or VP) two years’ practice) Freelance
or Principal) Manager)

Respondents represented a range of employment levels

with over 90% being in a mid or senior level position.
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Company Type

What type of company do you work for?

100%

90%

80%

70%

60%

50%

40%

30%

20%

1% 86% 8% 4% 2% 1%

0% | —

For-Profit (Corporation, Government/Military Non-Profit Education: University or Not currently working
Privately-Held, or Public) College

The vast majority of respondents (86%) worked for For-Profit companies.
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Company Structure

What best describes the structure of your company?

70%

60%

50%

40%

30%

20%

10%

0%

1%

65%

Split (two or more office spaces, may = Mixed (mostly in one office space, All co-located (in one office space) All distributed (no office space)
also include remote) with some remote)

The majority of respondents’ company structure is split,

with two or more offices, including remote (65%).
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Industries

What industry does your company belong to?

30%
25%
20%
15%
10%

5%

0%

15 industries were represented, with most respondents in software (27%),

Finance (13%), Retail (11%), and Government/Public Sector (8%).
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Product Category

What category of products does your company work on? Select all that apply.

70%
60%
50%
40%
30%
20%

10%

65% 30%

0%
Consumer products or services B2B Internal tools

More than half of respondents’ companies work on consumer products

or services (65%) and B2B (57%)
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Product Platform

What platform(s) of products does your company work on? Select all that apply.

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

Web-based or Cloud-based Mobile application Desktop software Hardware or physical products

95% 72%

0%

Most respondents’ companies work on web-based/cloud-based (95%) and mobile applications (72%).
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Company Size

How many people are employed at all locations of your company?

25%
20%

15%

10%
5%
0%

1to 50 51 to 200 201 to 500 501 to 1,000 1,001 to 10,000 10,001 to 50,000 50,001 to 100,000 Over 100,000

Approximately half of respondents’ companies have between 1,000 and 50,000 employees (45%).
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UX Roles

How long has a full-time UX (or comparable) role existed at your company?

30%
25%

20%

15%

10%

5%
6% 7% 16% 25% 17% 11% 15%

0%
There is no full- Less than a year 1-2 years 2-5 years 5-7 years 7-10 years 10+ years Not sure
time UX role

Across all industries, 42% of respondents indicated that a full-time UX role had existed for over 5 years.
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UX Roles

Which of the following full-time roles exist as part of your UX structure? Select all that apply

80%

60%
40%
20%
0% 68% 63% 63% 61% 56% PASY PASY
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The most common UX roles respondents report having are Researchers (68%),

Interaction Designers (63%), and UX Generalists (63%).
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UX Roles

How many people in your company work full-time in UX?

40%

35%

30%
25%
20%
15%
10%

5%
36% 20% 16% 15% 7% 8%

1to5 6to 10 11 to 20 21to 50 51 to 100 Over 100

0%

Over half of respondents report having fewer than 10 full-time UX employees within their companies (56%).
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UX Activities

Which activities are you involved in during the UX process? Select all that apply.

100%

80%

60%

40%

20%

0%

User research Usability Brainstorming Data analysis Requirements
(surveys, focus testing and ideation generation
groups, etc.)

Prototyping

Static
wireframing

37%

High-fidelity
static design

Content
strategy

Development

Most respondents indicated being involved in user research (86%) and usability testing (86%).
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UX Experience

How many years of UX experience do you have?

40%

35%

30%

25%

20%

15%

10%

5%

0%

Less than 1 year 1-2 years 3-5 years

25%

6-10 years

11-15 years

More than 15 years

The majority of respondents reported having more than 15 years of UX

experience (37%) or 6-10 years of experience (25%).
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UX Training

What type of design or UX training programs have you completed? Select all that apply.

60%
50%
40%

30%

20%

10%
49% 38% 24% 16% 16% 15% 13%

0%

Self-taught Master’s degree 4-year university Other certification Bootcamp (e.g., Online certification
degree General Assembly)

Almost half of respondents are self-taught (49%) and/or have completed a master’s degree (38%).
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UX Structure

Which of the following best describes the structure of your UX team?

50%

40%

30%

20%

10%

0%

3%
-~ e

43%
Single in-house UX team (of any Distributed in-house UX teams (of Ad-hoc teams composed of No UX Team Contracted group of UX
size) any size, across areas, products, individual contributors professionals

locations etc.)

Across all industries, most respondents described the structure of their UX

team as single in-house teams (43%) or distributed in-house (39%).
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UX Distribution

How would you characterize the distribution of UX employees?

50%

40%

30%

20%

10%

0%

Across products Across departments

Across locations

Across clients

Most UX employees are distributed across products (39%) or departments (38%).
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UX Budget

Which of the following best describes your company’s budget for UX?

60%
50%

40%

30%

20%

10%
50% 38% 12%

0%

Dedicated budget There’s no dedicated budget, but | can ask for Nonexistent
it

Half of survey respondents reported having a dedicated budget (50%) with

only a few reporting no budget (12%)
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Most Common UX Methods

Which of the following UX methods have been used in your company within the last 12 months?
Select all that apply.

100%

80%

60%

40%

20%

0%
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At least half of respondents report each of these UX methods being used in their company.
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Less Common UX Methods

Which of the following UX methods have been used in your company within the last 12 months?
Select all that apply.

60%
40%
20%

0%

\ \.

N & &
- O N N

N z RN R
° Q,& *& "DQ 0‘;’ o\ ‘6' Qel.

xS N x§ S ) <

N 3 o =y N \ <

Ry d & N &® & g
& & <& © i & <
& N 5 Q C
® & <& & <&
g <J
@\
&z
o
%\.

Less than half of respondents report these UX methods being used in their company.
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UX Resources

Which of the following resources have been utilized for UX research/testing within the last 1-2 months?
Select all that apply.

100%
80%
60%
40%
20%
83% 43% 42% 41% 39%
0%
Prototypes to provide to Video feeds for Communication tools Access to user participant A dedicated space for A one-way mirror for
participants observation (intercom, instant panels usability testing (e.g., observation
messaging, etc.) research lab)

Most respondents reported utilizing prototypes to provide to participants (83%).
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UX Application

Which of the following best describes how UX methods are applied to products?

70%
60%
50%
40%
30%
20%

10%

|

60%
0%

There is a set of standard methods, but There is no standard set of methods  The same methods are applied to all The same methods are applied to
they are applied flexibly on a case-by- products similar products
case basis

Most respondents reported that a set standard of methods are applied flexibly (60%).
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UX Application

Which projects or products are UX methods applied to? Select all that apply.

5%
—

New iterations of old products New products Products having usability issue UX methods are not applied to any
products

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Most respondents reported that UX methods are applied to new iterations of old products (85%)

and new products (85%), and only 5% reported that UX methods are not applied to any products.
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Where UX Team Fits in Company

Where does the UX team fit in your company? Where should the UX team fit in your company?

B Where UX team fits in company B Where UX team should fit in company
70%
60%
50%
40%
30%
20%
0,
o 34% 29% 24% 60% 17% >% 16% 3% 4%
0% ° . ° . - | — -
UX is part of Product UXis recognized as a separate UXis part of IT UX is part of Engineering UX is part of Marketing
Management function

60% of respondents say UX should be recognized as a separate function; however,

only 24% say that UX is recognized as a separate function.
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Who UX Team Reports to

What level does the UX team report to? Who should the UX team report to?

B Who UX team reports to ® Who UX team should report to
45%
40%

35%

30%

25%

20%

15%

0% I

5%

- 13% [ 40% 23% [ 30% 34% W 21% 22% 8%

C-level Director Manager Not sure

40% say that the UX team should report to C-level; however, only 13% of respondents say

the UX team reports to C-level.
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UX Assessment

In which of the following stages of product development is UX assessed?

Almost Always 7

w

N

Never 1
Concept generation Initial design/development Prototyping/advanced Immediately prior to Post-launch
design launch

Respondents report UX assessment occurs most often during prototyping/advanced

design and initial design/development

© MeasuringU 2017 33



UX Assessment Frequency

Which of the following best describes how often you assess the UX of your products?

50%
40%
30%

20%

10%
0% = i

Never Inconsistently Major releases Minor releases Consistently and Frequently

44% of respondents report that UX is assessed inconsistently and 31% report that UX is

assessed consistently and frequently.
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End User Involvement

In which of the following stages of product development are end-users involved?

Almost Always 7

3.6
Never 1

Concept generation Initial Prototyping/advanced Immediately prior to Post-launch
design/development design launch

Respondents report end users being involved most often during prototyping/advanced design and post-launch.
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Success Metrics

Which of the following success metrics does your company use? Select all that apply.

70%

60%
50%
40%
30%
20%
10%
61% 55%
0%

Sales Profitability Customer User Feedback New Customer NPS Customer Cost Employee
Satisfaction Acquisition Attrition Satisfaction

38% 33%

Respondents report their companies using a range of success metrics.
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UX Challenges

What challenges do you currently face in your UX process? Select all that apply

80%
70%
60%
50%
40%
30%
20%
10%
70% 69% 63% 63% 63% 55% 54% 49% 46%
0%
Improving UX Collaborating Collaborating  Legacy technology Evolving UXand Getting buy-in or Clarifying Testing designs Securing Handing off
consistency across between teams design alongside  understanding requirements with end-users appropriate UX designs to
departments products (multiple from executives budget or developers
testing time resources
points)

Respondents report a range of challenges in the UX process.
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Next Steps

Which of these are coming up for UX in your company? Select all that apply

50%

40%

30%

20%

10%
42% 35% 32% 29%

0%

3%

—
Hire for new positions Continue on the same Maintain current size Increase budget Hire for existing Downsize Decrease budget
path positions

Most respondents reported that next steps involve hiring new positions (42%) and/or continuing on the

same path (35%), with only a few reporting next steps involve downsizing or decreasing their budget.
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Maturity Findings



Self Reported Company Maturity

In your estimation, which of the following best describes the current stage of your company?

50%
40%
30%
20%
10%
3% 3%
— 25%
0% [
Initial — The start of an Growth — At this stage, the = Maturity — Defined by a more Renewal — Defined by a Decline — Declining sales
organization’s expansion... main aim is to generate formal hierarchy of renewal in the structure of  relative to competitors, lower
sufficient revenue for survival management... management, which profit margins...
and expansion... encourages creativity and
flexibility.

The majority of respondents classified their organizations as Mature (47%) or Renewing (25%).
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Self Reported UX Maturity

In your estimation, which of the following best describes your company's level of UX maturity?

60%

50%

40%

30%

20%

10%

0%

Less Mature More Mature
1

= L
s /N A

Unrecognized Ad hoc Considered Managed Integrated Institutionalized

3%
I

UX maturity was “Considered” for 52% of the companies included in the survey.

35% of respondents indicated a higher level of UX maturity.
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Company Size by UX Maturity

How many people are employed at all locations of your company?

30000

25000

20000

15000

10000

5000

Not Mature

18683

Mature

AVG = 15,878

Average company size was 15,878. Company size did not significantly differ by maturity.
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UX Team Size by Maturity

How many people in your company work full-time in UX?

100
90
80
70
60
50
40
_____ Y = = e e e = = = === —

20

) “
0

Not Mature Mature

Mature companies have significantly more employees who work full-time in UX.
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Most Common Ratio of UX Staff to Developers

2 1Researcher
;;z;z 5 Designers
®© © © © 0 0 0 0 0 00 00 00 0 0 0 0 0 0 0 0 0 o
P Y P Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y YYYYS 100Deve|opers
®© © 06 0 0 0 0 0 0 00 00 0 0 0 0 0 0 0 0 0 0 0 o
P Y VP Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y YYS
®© © © © 0 0 0 0 0 00 00 00 0 0 0 0 0 0 0 0 0 o
P Y VY Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y YYYYYS
®© © © 06 0 0 0 0 0 00 00 00 0 0 0 0 0 0 0 0 0 o
P Y P Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y Y YYYS

35% of respondents have a Ratio of 1 Researcher to 5 Designers (1:5 Ratio)
~50% have a ratio of 1 Designer to between 5 and 20 Developers

Mature companies were twice as likely to report a ratio of 1 designer to 6-10 developers (29%) than not
mature companies (12%), who were more likely to report a ratio of 11-20 developers (20%).
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Ratio of Researchers to Designers

What is the approximate ratio of researchers to designers at your company?

40%

35%

30%

25%

20%

15%

10%

5%

0%

35% 11%

1 researcher: 5 1 researcher: 6-10 1 researcher: 11-20 1 researcher: 21-50

designers or fewer designers designers

designers

2%
L

1 researcher: 51-70
designers

1 researcher: 71
designers or more

27%

Not sure

The most common (35%) ratio reported is 1 researcher to 5 designers (1:5 Ratio)
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Ratio of Designers to Developers

What is the approximate ratio of designers to developers/engineers at your company?

25%

20%

15%

10%

5%

10% 18%
0%
1 designer: 5 1 designer: 6-10 1 designer: 11-20 1 designer: 21-50 1 designer: 51-70 1 designer: 71 Not sure
developers or fewer developers developers developers developers developers or more

Approximately 50% of respondents reported having 20 or fewer developers per designer.
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Ratios by Maturity

Researchers: Designers Designers: Developers
50%
® Not mature
40% m Mature
30%
20%
10%
é 8% ELIILI 8% EL
0% ’
1researcher: 1researcher: 1researcher: 1researcher: 1researcher: 1researcher: Not sure 1 designer: 5 1 designer: 6- 1 designer: 1 designer: 1 designer: 1 designer: Not sure
5 designers or 6-10 designers 11-20 21-50 51-70 71 designers developers 10 11-20 21-50 51-70 71
fewer designers designers designers or more or fewer developers developers developers developers developers
or more

Most respondents from mature companies reported a 1:5 ratio of researchers to designers (42%) and a 1:6-10 ratio of designers to developers (29%).

Most respondents from not mature companies reported a 1:5 ratio of researchers to designers (32%) and a 1:11-20 ratio of designers to developers (19%).
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Ratios by Organization Size

o Researchers: Designers Designers: Developers

® Smaller Companies
50% B Large Companies

40%

1! t e e a! ! 1 !é ! ! é! Q!

1researcher: 1researcher: 1designer: 1 researcher: 1researcher: 1researcher: Not sure 1designer: 5 1 designer: 6- 1designer: 1designer: 1designer: 1designer:  Notsure

5 designers or 6-10 11-20 21-50 51-70 71 designers developers 10 11-20 21-50 51-70 71
fewer designers designers designers designers or more or fewer  developers developers developers developers developers
or more

41% of respondents from smaller companies reported a 1:5 ratio of researchers to designers and 47% reported a 1: 6-20 ratio of designers to developers.

Large companies have a more evenly dispersed ratio of both researchers to designers and designers to developers.

*Smaller companies — under 9,999 employees (69% of sample);
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Ratios by Organization Size (Consolidated)

Researchers: Designers Designers: Developers
80%
70% ® Smaller Companies
m Large Companies
60%
50%
40%
30%
20%
10%
59% 18%
0% —
1 researcher: 20 designers 1 researcher: over 21 Not sure 1 designer: 20 developers 1 designer: over 21 Not sure
designers developers

Smaller and large companies have similar ratios of researchers to designers. 61% of respondents from smaller companies

reported a lower ratio of designers to developers compared to more mature companies (1:20 ratio).

*Smaller companies — under 9,999 employees (69% of sample);
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Ratios by Stage Maturity

Researchers: Designers Designers: Developers

70%
60%

B Less Mature
50%

’ B More Mature
40%
30%
20%
10%
OF :ﬁ 2% é 18%

0%

1 researcher: 1researcher: 1researcher: 1researcher: 1researcher: 1researcher: Not sure 1 designer: 5 1 designer: 6- 1designer: 1designer: 1designer: 1designer:71 Not sure

5 designers or 6-10 11-20 21-50 51-70 71 designers developers or 10 developers 11-20 21-50 51-70 developers or
fewer designers designers designers designers or more fewer developers developers developers more

47% of respondents from less mature companies reported a 1:5 ratio of researchers to designers and 50% reported a 1: 6-20 ratio of designers to

developers. More mature companies have a more evenly dispersed ratio of both researchers to designers and designers to developers.

*Less mature — companies in Initial and Growth stages (26% of sample);

© MeasuringU 2017 20 more mature — companies in Maturity and Renewal stages (74% of sample)



90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Ratios by Stage Maturity (Consolidated)

Researchers: Designers

1 researcher:20 designers 1 researcher:over 21 Not sure
designers

Designers: Developers

W Less mature

B More mature

1 designer:20 developers 1 designer:over 21 developers Not sure

Less mature and more mature companies have similar ratios of researchers to designers. 71% of respondents from less mature

companies reported a lower ratio of designers to developers compared to more mature companies (1:20 ratio).
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UX Roles by Maturity

How long has a full-time UX (or comparable) role existed at your company?

® Not mature B Mature

35%
30%

25%

20%

15%

10%

2% 2%
DA 0% 0% 21% W 6% 20% M 17% 14% W 21% 6% M 31% 6% .

0% .

There is no full- Less than a year 1-2 years 2-5 years 5-7 years 7-10 years 10+ years Not sure
time UX role

The majority of respondents from mature companies reported having had full-time UX roles for 5 to 10+ years (75%).

The majority of respondents from not mature companies have had UX roles for less than 5 years or have no UX role (69%).
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UX Roles by Maturity

Which of the following roles exist as part of your UX structure? Select all that apply.

¥ Not mature N Mature

100%
80%
60%
40%
20%

% ERR
O% |

Mature companies are more likely to include all roles, particularly Researchers,

Managers/Directors, Interaction Designers, and Visual Designers.
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UX Structure by Maturity

Which of the following best describes the structure of your UX team?

B Not mature H Mature

60%
50%
40%
30%

20%

10%
4%
10% I 5% 0% 43% 44% 10% 0%
0%

Ad-hoc teams composed of Distributed in-house UX teams Contracted group of UX Single in-house UX team (of No UX Team
individual contributors (of any size, across areas, professionals any size)
products, locations etc.)

Mature companies have UX teams distributed in-house or single in-house UX team:s.
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UX Employee Distribution by Maturity

How would you characterize the distribution of UX employees?

3%
— R

Across products Across departments Across locations Across clients

B Not mature N Mature

60%

50%

40%

30%

20%

10%

8%

0%

The majority of respondents from mature companies report UX employees distributed across products (50%), whereas the

majority of respondents from not mature companies report UX employees being distributed across departments (43%).
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UX Budget by Maturity

Which of the following best describes your company's budget for UX?

B Not mature H Mature
90%

2.5X

80%
70%
60%
50%
40%
30%

20% 8 X

10%
17% 49% 18%
0%

Nonexistent There’s no dedicated budget, but | can ask for it Dedicated budget

2%

Mature companies are twice as likely to have dedicated budgets and not mature

companies are 8x as likely to not have a dedicated budget.

© MeasuringU 2017 56



Perceived UX Value by Maturity

What is the current perceived value of UX at your company?

High value 7

N

5.7

=

No value
Not Mature Mature

Respondents from mature companies have a significantly higher perceived value of UX (29% higher mean score)
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Funding for UX Training/Education by Maturity

Does company provide funding for UX training/education and is this funding sufficient?

¥ Not Mature M Mature

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Does your company provide funding for continued UX training/education? Do you feel the funding provided is sufficient?

More respondents from mature companies report having funding for continued

education (87%) and perceive this funding as sufficient (64%).
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Time for UX Training/Education by Maturity

Does company provide time for UX training/education and is this time sufficient?

¥ Not Mature M Mature

90%

80%
70%
60%
50%
40%
30%
20%
10%
0% 58% 77% 63% 83%

Does your company provide time for continued UX training/education? Do you feel the time provided is sufficient?

More respondents from mature companies report having time for continued

education (77%) and perceive this time as sufficient (83%).
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More Mature Companies Use More Methods

> o

L ... Jd
Eye Tracking Card Sorting Strategy & Strategic Benchmarking &
Consulting Competitive Studies
3X 2X
2X 2X

Mature companies are 50% more likely to use any method.
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Difference in Methods Used

Creating prototypes (wireframes or low-fidelity)
User research (e.g. interviews & surveys)
Creating prototypes (high-fidelity)
Interface / interaction design
Usability testing

Personas & user profiles

Conceptual design

Heuristic or expert review

Surveys or other online research

UX / Design Workshops

Analyze web metrics/logs
Requirements gathering

Satisfaction surveys

Project management

Information architecture

Call center user feedback

Card sorting

Task analysis

Benchmarking or competitive studies
Focus groups

Contextual inquiry

Content strategy

Market research

Content creation

Accessibility expert reviews
Ethnography

Technical writing

Accessibility testing

Strategy or strategic consulting

Eye tracking

(=)
X

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

B Mature

B Not Mature



Application of UX Methods

Which of the following best describes how UX methods are applied to products?

100% ® Not Mature MW Mature

90%
80%

70%
60%
50%

40%

30%

20%

10%
49% 79%

0%

There is a set of standard methods, but There is no standard set of methods The same methods are applied to all The same methods are applied to
they are applied flexibly on a case-by- products similar products
case basis

The majority of respondents from mature companies report having a set of standard

methods (79%), compared to 49% of respondents from not mature companies.
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Application of UX Methods

Which projects or products are UX methods applied to? Select all that apply.

® Not Mature M Mature
100%

90%
80%
70%
60%
50%
40%
30%
20%
10%
0% 80% 94% 94% 60% 83% i

New products New iterations of old products Products having usability issues UX methods are not applied to any
products

More respondents from mature companies reported that UX methods are applied

across products and projects compared to not mature companies.
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UX Resources by Maturity

Which of the following resources have been utilized for UX research/testing within the last 1-2
months? Select all that apply.

® Not Mature M Mature

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

78%
0%
Prototypes to provide to Video feeds for Communication tools A dedicated space for Access to user participant A one-way mirror for
participants observation (intercom, instant usability testing (e.g., panels observation
messaging, etc.) research lab)

Respondents from mature companies reported having more access to resources overall.
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Perception of UX by Maturity

Where does the UX team fit in your company? Where should the UX team fit in your company?

¥ Not mature MW Mature
80%
70%

60%
50%
40%
30%
20%
10%
18% 33% 56% 68%
0%

UX is recognized as a separate function UX should be recognized as a separate function

68% of respondents from mature companies say UX should be recognized as a separate function
and 33% agree that it is recognized as a separate function.

56% of respondents from not mature companies say UX should be recognized as a separate
function; however, only 18% say that it is recognized as a separate function.
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Perception of UX Reporting by Maturity

What level does the UX team report to? What level should the UX team report to?

B Not mature H Mature

45%
40%
35%
30%
25%
20%
15%
10%
5%
0%

14% 39%

UX team reports to VP UX team should report to VP

35% of respondents from mature companies say that the UX team should report to VP and

39% say that the team reports to VP. 27% of respondents from not mature companies say that
the UX team should report to VP; however, only 14% say that the team reports to VP.
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Company Success by Maturity

In your estimation, how successful is your company as compared to other organizations?

Extremely successful 7

Neutral 4

—_

Not at all successful
Not Mature Mature

Respondents from mature companies rate company success significantly higher

compared to respondents from not mature companies.
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UX Success by Maturity

In your estimation, how effectively is UX operating at your company?

Extremely effective 7

Neutral

3.5 5.2

Not at all effective 1
Not Mature Mature

Respondents from mature companies rate UX effectiveness significantly higher

compared to respondents from not mature companies.
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UX Assessment by Maturity

In which of the following stages of product development is UX assessed?

® Not Mature M Mature
Almost Always 7

6
5
4
3
2
3.7 5.3 4.4 6.1 5.0 6.3 4.5 54 3.7 4.7
Never 1
Concept generation Initial design/development  Prototyping/advanced Immediately prior to launch Post-launch
design

Respondents from mature companies reported that they assess UX at more stages,

particularly in early phases of product development.
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Frequency of Assessment

Which of the following best describes how often you assess the UX of your products?

Consistently and Frequently 5

N

2.7 3.9

Never 1
Not mature Mature

Mature companies assess UX significantly more often. Not mature companies reported

assessing UX for major releases, whereas mature companies assess even minor releases.

© MeasuringU 2017 70



End User Involvement by Maturity

Percent of respondents indicating end user involvement at each stage of development.
B Not Mature M Mature
100%

90%
80%
70%
60%
50%
40%
30%
20%
10%
0% 78% 94% 84% 98% 89% 83% 96% 86% 98%

Concept generation Initial design/development  Prototyping/advanced design Immediately prior to launch Post-launch

End users are involved at each stage at higher rates among mature companies.
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Frequency of End User Involvement by Maturity

In which of the following stages of project development are end-users involved?

® Not Mature M Mature

I

Concept generation Initial design/development Prototyping/advanced Immediately prior to Post-launch
design launch

Almost Always 7

o

I

w

N

=

Never

End users are involved more often across all stages among mature companies.

© MeasuringU 2017 72



Success Metrics by Maturity

Which of the following success metrics does your company use? Select all that apply.
¥ Not Mature M Mature

NPS

Sales Customer User Feedback Profitability New Customer Customer Cost Employee
Satisfaction Acquisition Attrition Satisfaction

80%

70%

60%

50%

40%

30%

20%

10%

0%

Mature companies use more success metrics, with the greatest difference between mature and not

mature companies in user feedback (29% difference) and Net Promoter Scores (25% difference).
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Job Satisfaction by Maturity

On a scale of 1 to 100, with 1 being not satisfied at all, and 100 being completely satisfied, where
would you rank your overall job satisfaction with your current position?

100

AVG =68.1

73.4

Not mature Mature

Respondents from mature companies are significantly more satisfied with

their jobs compared to respondents from not mature companies.
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Success Metrics/KPls by Maturity

Does your company define specific success metrics or key performance indicators (KPlIs) for each
system or application?

® Not Mature M Mature

No

Not sure

60%
50%
40%

30%

20%
10%
6% 25%
o A

Yes, Always Yes, Sometimes

More respondents from mature companies reported that their company always defines

success metrics or KPIs (25%) compared to not mature companies (6%).
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Usability Improvement Strategy by Maturity

Does your company have a published usability improvement strategy?

® Not Mature M Mature
80%

70%

60%

50%

40%

30%

20%

10% - »
. 1% 14% 78% B3 s

Yes No, but we're building one I don’t know

More respondents from not mature companies report not having a usability improvement strategy (78%).
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Number of Challenges Faced

What challenges do you currently face in your UX process? Select all that apply

® Not Mature H® Mature
25%

20%

15%

10%
5%

0% 8% 8% 6% | 12% 12%1 13% 11%417% 13%1 15% 11%] 6% 23%|] 10% 6% 10%
0

No challenges 1 challenge 10 challenges

N

Respondents from mature companies reported fewer challenges. The majority of not mature

companies report 8 challenges (23%) and mature companies report 5 challenges (17%).
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UX Challenges by Maturity

What challenges do you currently face in your UX process? Select all that apply

® Not Mature MW Mature

80%
70%
60%
50%
40%
30%
20%
10%
74%] 62% 69% 1] 69% 65% 1] 60% 65% 1] 60% 67% 1] 54% 64% 11 37% 55%1 54% 59%1 31% 52% 1 35% 45%1 37%
0%
Improving UX Collaborating Collaborating Legacy technology Evolving UXand  Getting buy-in or Clarifying Testing designs Securing Handing off designs
consistency across departments between teams design alongside understanding from requirements with end-users appropriate UX to developers
products (multiple executives budget or resources

testing time points)

More respondents from not mature companies reported having each of these challenges, with the greatest differences in testing

designs with end users (28% difference), securing UX budget/resources (27%), and getting buy-in from executives (27%).
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About MeasuringU

MeasuringU is a quantitative research firm based in Denver, Colorado focusing on quantifying the user experience.
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Additional Terms of Use of Technical Report

These additional terms (the “Additional Terms”) constitute a binding legal instrument. Your use of the attached technical report (the “Technical Report”) or any portion thereof constitutes your acceptance of
these terms.

License. The attached Technical Report is licensed and not sold. In addition to these terms, your use of the Technical Report is subject to the license agreement entered into between yourself and the licensor
(the “License Agreement”). Nothing within these Additional Terms shall in any way limit the restrictions and/or obligations in the License Agreement related to your use of the Technical Report.

Restrictions. In addition to the terms and conditions of the License Agreement, you shall not: a.) disclose, disseminate, reproduce, or publish any portion of the Technical Report; b.) copy, sell, distribute,
sublicense, or otherwise transfer all or any portion of the Technical Report; c.) modify or prepare derivative works using the Technical Report, including without limitation, analytics, metrics, tables, summaries, or
other compilations; d.) use the Technical Report to develop, enhance, or structure any database in any form; e.) disassemble, decompile, manipulate, or reverse engineer the Technical Report; or f.) remove any
proprietary notices or notices of confidentiality from the Technical Report.

Ownership. No patent, copyright, trademark, or other proprietary or intellectual property right is licensed, granted, or otherwise transferred directly, or by implication, estoppel, or otherwise, by these Additional
Terms or the License Agreement, except for the right to use the Technical Report solely for the purpose set forth in the License Agreement. Without in any way limiting the foregoing, your use of the Technical
Report shall be limited to internal use only.

Liability Disclaimer. IN NO EVENT WILL LICENSOR BE LIABLE TO YOU OR ANY THIRD PARTY IN ANY WAY RELATED TO YOUR USE OF THE TECHNICAL REPORT, FOR ANY ACTUAL, DIRECT, SPECIAL, INCIDENTAL,
INDIRECT, PUNITIVE, EXEMPLARY, CONSEQUENTIAL, OR TORT DAMAGES, INCLUDING ANY DAMAGES RESULTING FROM LOSS OF PROFIT OR REVENUE, REGARDLESS OF WHETHER LICENSOR KNEW OR HAD
REASON TO KNOW OF THE POSSIBILITY OF SUCH DAMAGES.

General. These Additional Terms set forth the entire understanding between the parties with respect to the subject matter hereof. If any provisions of these Additional Terms are found to be unenforceable, the
remainder shall be enforced as fully as possible and the unenforceable provision(s) shall be deemed modified to the limited extent required to permit enforcement of the Additional Terms as a whole.
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