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Our vision is…

To shape the best customer experiences 
by putting a deep understanding of 

human behaviour at the centre of design.  

We bring humanity to design.



3

What drives us?

Why we do what we do…
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Therefore…

We put customer insight 
at the heart of product 
and service design
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Credible

UsefulDesirable

Valuable

FindableUsable

Accessible

We understand what goes 
into creating an excellent 
experience…

…and break it down so we 
cover all the aspects.
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Usability

User
Experience

(UX)

Customer
Experience

(CX)

Useful Engaging

Value

Trust

Consistency

Relevance

Effectiveness, 

Efficiency, 

Satisfaction

Individual Task

All touchpoints over time 

Individual Touchpoint

We understand that getting 
the small things right…

…leads on to better overall 
experiences…

…which influence your 
customer relationships
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Our approach to putting customer insight at the heart of design

How we do it…



9

Discover Design Support

UX Research UX Design UX Evaluation

UX Strategy

Governance

Measure



We don’t assume to know what your customers think or how 
they behave.  Instead, we use a wide range of robust research 
methods to discover who they are and what they need.
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Discover

Investigate
We speak to target users to 
explore current use and future 
needs.

Typical techniques

 Surveys

 Interviews

 Focus groups

 Workshops

 Analytics reviews

Observe
We observe current behaviour 
to undercover hidden needs.

Typical techniques

 Contextual enquiries

 Ethnographic methods

 Diary studies

 Card sorting

Illustrate
We report the insights using 
empathy-building visuals.

Typical techniques

 Personas

 Experience maps
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Design

We realise that excellent design is a careful blend of art and 
science.  We use the insight gathered to help shape innovative 
services and experiences, that are useful, usable and engaging.

Collaborate
Collaborative design helps get 
at the right answer, faster.  We 
bring stakeholders together to 
come up with ideas and 
solutions as a team.

Typical techniques

 Envisioning

 Co-design

Visualise
We help create visual 
representations of the 
requirements, that are clear 
and unambiguous.

Typical techniques

 Prototyping

 User journeys

 Wireframes

Communicate
Designs need to be shared to 
be understood.  We create 
design artefacts so the team 
can pull in the same direction.

Typical techniques

 Style guides

 Scenarios

 Storyboards
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Measure

If it doesn’t work for your users, it just doesn’t work. So we 
use a variety of techniques to measure your products and 
services to ensure they continually deliver the best 
experiences.

Evaluate
We use a variety of evaluation 
techniques to identify potential 
barriers to use, and form 
actionable solutions.

Typical techniques

 Analytics reviews

 Heuristic inspections

 Expert evaluations

 UX audits

 Accessibility audits

Test
We test with your target users 
to get the feedback straight 
from the horse’s mouth.

Typical techniques

 Usability testing

 Eye-tracking studies

 Disabled user testing

Compare
Continual improvement comes 
from comparing your 
experience over time, and 
against your competitors.

Typical techniques

 Benchmarking

 Competitor analysis

 Voice of the customer
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Support

We love to see teams that put users at the heart of their work.  
To help you achieve that, we support you in setting your 
strategy, and building successful teams that can deliver 
outstanding experiences for customers.

Envision
We work with teams to help set 
the vision for what the 
experience will be and how it 
can be achieved.

Typical techniques

 Strategy workshops

 Visioning

 Stakeholder engagement

Embed
We help teams build effective 
governance, so UX is consistent 
and effective.

Typical techniques

 Process mapping

 Measurement definition

 Design patterns

Develop
We help to develop teams 
through targeted training and 
mentoring.

Typical techniques

 Skills analysis

 Training

 Mentoring
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Why do companies keep wanting to work with us?

About us
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Shaping great customer experiences since 2000

Offices in Edinburgh, London and Dubai

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

Experience spanning multiple key sectors 

Team of full-time, qualified, consultants

Commitment to quality and excellence, recognised 
through ISO accreditation and multiple awards
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Edinburgh

London

Dubai@UserVision

www.uservision.co.uk
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hello@uservision.co.uk


