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NOTE FROM THE AUTHORS

We’ve spent the past 15 years partnering with renowned
brands to develop excellent customer experiences across
the physical and digital worlds. Without a doubt, the most
significant and consistent driver of success is high-quality
research that is accessible to decision makers across the

AGILE INSIDER  °rganization.

Today, there are more tools than ever before to support the
research function. In this guide, we’ll help you navigate the
landscape in order to select the right solutions for your team
and organizations.
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Industry Trends

Process

The pandemic upended industries and dramatically impacted consumer preferences

and behaviors. While technology leaders have long

recognized that consumer

expectations are always increasing, the pace is now accelerating rapidly. Today’s
executives demand that their organizations operate on faster iterations, using customer
feedback to inform decisions. It’s a paradigm shift in culture, with research at the front

and

center.

In the Guide to Leveling Up Research Operations, there is an outline of the critical
capabilities for research teams to achieve excellence in today’s dynamic landscape. If
you haven’t already done so, it is recommended that you first familiarize yourself with
that report and the rubric below.

Beginning Developing Integrating Optimizing Insight driven
Collaboration Little collaboration or Oversight and p g of R hers across the Researchers are embedded on Standardized intake forms,
Stakeholders conduct "shadow research tools across the organization are collaborating on teams and initiatives to streamline prioritized research projects,
research” across the organization organization methodologies and tooling high-quality research research involvement at
phases, and total visibility
Efficiency Each research project is ad hoc, The most commonly used Standard operating procedures All required methodologies are Speed-to-insight enables rapid
costly, and slow methodologies are defined and are being put in place to make defined and repeatable data-driven decision-making
repeatable research more defined and across the organization
repeatable
Analysis Little to no analysis beyond Ad hoc analysis is costly and slow Insights are summarized but often  Analysis methodology and best and tooling for analysi
generating raw data lack context towards desired practices are well defined and and alignment across the
business outcomes respected organization
Impact Most research misses the mark Data is cherry-picked from Recommendations are Reports influence key All decisions are made with
and "sits unread in an inbox." reports to reif pi ly but lack follow decisions insights
Business stakeholders made decisions through
generally *fly blind” when
making decisions
Scaling h »
Longevity Research is forgotten about Key stakeholders review research Review meetings are held between  Reports are digestible and All research is tagged, organized,
immediately upon completion shortly after T hers and hold hareable. They fi ly and discoverable by stakeholders
circulate throughout and across for querying and reuse
departments
Value Value i and d General under ding that there ROl is more defined but stilllacksa = C ing for i Clear and well-defined price and
is a positive ROI for avoiding bad connection to clear business and ad hoc research initiatives ROI for each type of research
decisions and di ing new compensated for by business
opportunities units directly
Culture >

Tooling

Procurement blocks technology
acquisition with a preference for
outsourcing to agencies

Research relies heavily on an
agency of record that is built on a
long-standing relationship

Procurement carefully considers
technology adoption on condition
of ad hoc usage for defined
initiatives and budgets

There is a single power user for
any existing tools, with limited
usage or understanding within the
research team

Research has budget to purchase
tools but a PoC is required

There are one or two power users
of available tools but institutional
knowledge is not documented or
shared

Research has a dedicated budget
for technology and continuous
availability and usage

There are multiple users within
the research team, and well
defined use cases and
documentation

>

Research has a mature budget for
existing tools and continuous
exploration for new technologies

The organization is aware of the
existing research tools,
capabilities, and use cases.
There is widespread adoption
and collaboration
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Virtually every process in research has been digitized in the past decade. Customer
interviews can now be done remotely or even asynchronously with “unmoderated”
interviews, focus groups can be facilitated with Al, and of course few surveys are still
conducted with pen and paper.

All of this is to say that on top of exponentially more decisions that need to be made within
an organization, there are also exponentially more tools and technologies that research
teams need to consider and master. Research teams need to construct a toolkit that meets
the evolving needs of the organization. While that varies from organization to organization, it
generally includes tools for conducting UX research and that storing insights for widespread
access and querying.

Conducting UX research
Before we consider tools, let’'s outline the requirements and capabilities needed for
effectively executing on a study.

1.  Study strategy and alignment. Fundamentally, research exists to inform decision
making. Business stakeholders must have access to a standardized format to input
their learning objectives and other key information and have visibility into the
research team’s priorities, toolkit, and timeline.

2. Methodology selection. After aligning on learning objectives, your research team
must select the right techniques to generate actionable insight. Generally, there’s a
methodology and corresponding toolkit for qualitative and quantitative data
generation.

3. Participant sourcing. You need a well-defined beta group or standing panel of
participants eager to give feedback for research studies, with general access to
current and prospective users/customers for occasional research needs.

4. Time-to-insight. The majority of studies are templated from input to output, powered
by technology, and have predictable timelines and costs. Expertise and energy are
reserved for the most bespoke and strategic studies. Most importantly, insights are
generated before decisions must be made.

What is your most significant paint point or obstacle when it comes to conducting research?

25%

20%

15%

10%

. H B . =
Research Recruiting Time Scheduling Finding Evaluating  Reporting Budget  Organization Other
project participants participants  theright theresults theresults and
management participants leadership

support

Survey of 100+ researchers from Guide to Leveling Up Research Operations
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Scaling insights

As a research team gains mastery over conducting and presenting research, the rest of the
organization naturally develops a wider appetite and demand for research. The next
challenges then are scaling research to satiate that demand and ensuring that insights are
widely accessible afterward.

Compared to last year, how much research is your organization conducting?

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

10%
o I

We do less research We do about the We do more research
same research

Survey of 100+ researchers from Guide to Leveling Up Research Operations

1.  Insight management. The research team’s job isn’t done once they’'ve conducted
and presented research and informed key decisions. The study needs to be
catalogued alongside other studies in a research and insights repository. A
centralized repository exists for research conducted throughout the organization.
Customer interviews are transcribed and queryable. Studies and insights are tagged,
organized, and easily discoverable by relevant stakeholders. Institutional knowledge
is documented and accumulates.

2. Insight access and reuse. Research is accessible via a research repository to
relevant stakeholders with appropriate permissions. Each research study has
potential upside via discovery by new stakeholders on an ongoing basis.

3. Impact & ROL. The research queue is prioritized based on relatively objective metrics
related to urgency and impact. There is widespread visibility and alignment on
priorities. The volume of research grows and the queue is managed effectively with
business stakeholders eager but generally content with pacing.

> ]
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Product Comparisons
for conducting UX research

Study strategy
and alignment

Methodology
selection

Participant
sourcing

ight

Time-to

Research
planning

Expert
support

Surveys

Interviews

Proprietary
panel

Niche
recruiting

Automated
analysis

Interactive
reporting

Pricing

Recommended
for

TETRA &,

Insights e*°

Collaborative
document and task
management

(X resting

X

user interviews @ Userzoom

X

X

Team available for
study planning,
design, execution,
and analysis

Professional
services available

Dedicated research
partner available

X

X

Robust library of
survey templates

Dedicated Zoom
app for moderated
UX interviews

Robust library of
interview templates
for moderated or
unmoderated
interviews

X

Robust library of
interview templates
for moderated or
unmoderated
interviews

Proprietary panel
and third-party
panel integrations

Proprietary
consumer panel

Proprietary
consumer and B2B
panels

Third-party panel
integration

Custom recruiting
with a specialized
focus on verified

B2B professionals

X

Live intercepts
combined with
first-party panel
management

Live intercepts

Transcription and
tagging

Transcription

X

Quantitative
industry
benchmarks

Highlight reels,
exports, and
integrations

Video clips and CSV
export

X

Video clips and CSV
export

Start free; flexible
pricing & discounts
for enterprise tiers

Custom pricing for
enterprise

Pay as you go per
interview or
$175/month for
lightweight version

Begins at
$500/month for
lightweight version.
Custom pricing for
enterprise.

Global organizations
with mature
research teams that
need enterprise-
grade customer
interviews and
support.

Research teams
that need basic
unmoderated
interview
capabilities.

Early stage startups
on a budget seeking
DIY workflows.

Research teams
that want an
all-in-one platform
for all UX research
capabilities.
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Product Comparisons
for scaling insights

Management &

Access &

Impact & ROI

categorization

reuse

Tagging

Integrations

Search &
filter

Unlimited
seats

Highlight
reels

Usage
analytics

Expert services

Pricing

Recommended
for

TETRA &,

Insights e*°

Zoom app for Live
Note-taking and
real-time tagging, with
tagging selected text
in transcripts

;ﬁ Dovetail

Select text and tag
transcript to build
video highlights
across recordings

ﬁ EnjoyHQ

by Userzoom

Select text and tag to
build a taxonomy

condens

Collaborative
note-taking with
Al-assisted tagging

Native integrations
with Zoom and Google
Drive, and custom for
any other too or
workflow.

Native integrations
with Zoom and Google
Drive, and 3,000+
more via Zapier

Native integrations
with UserZoom, Slack,
Jira, Google Drive,
Dropbox, Box, and
Zoom

Limited set of native
integrations

Intuitively search
across metadata, tags,
transcripts, and notes
to source insightful
moments from
research

Search the full text of
research data and
insights across all
projects in your
workspace

Search text with
smart suggestions

Search text and tags

Included in every plan
to ensure seamless
adoption

Pay per researcher
with unlimited
read-only viewers

Pay per researcher
with unlimited
read-only viewers

Pay per researcher

Slice-and-dice raw
user interviews into
on-demand insight
clips

Reports with text and
analysis

Reports with text and
analysis

Slice-and-dice raw
user interviews into
on-demand insight
clips

X

See which teammates
have viewed stories
and start
conversations with
comments and
mentions

Team available for
study planning,
design, execution, and
analysis

X

X

Personal onboarding
and training

Start free; flexible
pricing & discounts for
enterprise tiers

Begins at $15/month
per researcher

Free for 1 researcher
and then $9,000/year
for 4 research users

Begins at $33/month
per researcher

Global organizations
with mature research
teams that need
seamless workflows
and integrations
across their research
tools.

Nimble
venture-backed
companies with
integrated product
and research teams.

Mid-sized
organizations that
store most files in
cloud services and do
research in UserZoom.

Organizations that
want a dedicated
repository and to
conduct research
elsewhere



SECTION Il
Product Comparisons

O 0 OO

Tetra Insights

Repository pr— ~
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Tetra is the End-to-End Insights Enablement Platform, making it easy to turn your user
research into valuable insights. The platform is built for global research and design
teams who depend on reliable, sharable insights.

Pros
e Dedicated Zoom app for powering user interviews
Import any data type
Native qualitative research capabilities with video transcription
Native repository capability for easily querying insights by tag or transcript
Unlimited users for seamless adoption
Highlight reels to power decision-making
Easily integrate with other research platforms
Start for free with flexible pricing and annual discounts for enterprise tiers

Cons
e  Survey capability requires integration with third-party
e lacking in-depth usage analytics

Read G2 reviews =
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UserTesting

Set up your test in minutes
You'l get feedback in about 1 hour

Prototype Website App
e —
e —
—_ —% ii\
“ oA o 3
* InVision, Axure, and more o Computers . 10S
* Your own prototype URL * Smartphones * Androld
+ Tablets * Unreleased apps

Test a Prototype Test a Website Test an App

As the market leader for on-demand unmoderated interviews, UserTesting has become
a household name in the research community.

Pros
e Templates for all common research studies and learning objectives
e High-quality proprietary panel of consumers
e Software is easy-to-use

e Limited access to B2B participants
e  Restrictions around importing / exporting data
e  Enterprise pricing only

Read G2 reviews =
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USER INTERVIEWS

Help us test a new app! # ~

Manage participants

Showing 1- 40 of 256

Jonathan

Mason
wilson

Gary
Santos

Jennifer
West

Tyler

Ann Perry
Snow

Estrada
Katerine

Allan
Ronald

BDODHDDwBLe@I

Xyung

Snow S18/18 @ dor

Rice 18718 @ 4o

Do 61871

participants selected - Select all 25 confirmed ¢

User Interviews

Emall

timothy_90@gmail.com

william_86@esc.com

Phone

(762) 6333854

(581) 417 5087

SxSvv@gmail.com

winterfelléeva@hotmall.com

edule - daxyungi3@outiook com

(708) 850 9201

(805) 447 7226

(162) 9606735

(498) 3118102

(691) 5217715

(845) 451 5545

21

26

24

Projects

Paricosnts o m

Education

Tertiary education

Bachelor or equivalent

Bachelor or equivalent

Tertiary education

Tertiary education

Tertiary education

4]
Martial Status Race
singl Hispanic or Lat
Married lunion  African Ame:
Sing) African Ame:
Sing) Asl
Sing) whit
Married vil Whit
Sing) Hispanic or Latino
Divorced Whit
Singl Asian

User Interviews is focused on being the most powerful research participant recruiting
and management capability, with a proprietary panel of 700,000 participants.

Pros
[ ]

Cons

Access to a proprietary panel to supplement first-party participants
Incentive management and integrations with survey capabilities
System-of-record for user feedback to prevent participant fatigue
Calendar booking for interviews

Lacks a built-in qualitative or quantitative research capability beyond participant

management

Read G2 reviews =

10
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@ UserZoom | Account name Support  Jonathan Snow v
Projects Dashboard
Method | A v |
1636 509 720 407 2 wa (w0~
All Projects Drafts Live Offline Templates
Owner ‘ Al v ‘
Q Tree Showing 60f100 = E e
[ Lve | P [ DRAFTS | Ep [ OFFLINE | P P
=) =] Q Q
What is a tree? Big bear Mountain music Grass fields
BASIC USABILITY TEST CARD SORT ADVANCED UX RESEARCH CARD SORT
67/100 67/100
EP Last edited 3 days ago sort
COMPLETES COMPLETES
&
[ puplicate [ puplicate D puplicate D use template
Ve | P [ OFFLINE | EP DRAETR P  Live ] P
=) [m] Q =
What is a tree? Mountain music Bad hair day Whatis a tree?

Aiming to be the all-in-one research platform, UserZoom’s acquisitions of Validately and

EnjoyHQ give it survey, interview, and repository capabilities.

Pros

° Surveys, unmoderated interviews, moderated interviews, and repository all
integrated into one platform

e Third-party panel integrations, proprietary panel, and first-party participants all
available

e Comprehensive list of native integrations for insights repository

Cons

e Disconnected and dated experiences for each capability
e Complex pricing across each product

Read G2 reviews =»
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& Everything v Q technology

Found 15 results in 1.471s

@ Knowledge workers

Sherif M

enabling teams to create better products of
technology, whether it be technology to
help them understand things better or
technology to help them build a solution
bette

Working with teams 4

Yesterday

@ Knowledge workers
com].../38f 36dd-417f-a3; Obbcb

Dovetail

All projects v v &
@ Knowledge workers (ST} @ Knowledge workers
1y
Opportunity of technology 5
Eearch or create...
Yesterday N

Select a story or create one
Technology enables teams to build

Technology enables teams to | closing the customer understanding gap

3 6 minutes ago

@ Knowledge workers

Sherif M
Last thing that's pretty exciting is just

seeing ho
transformi

Added to Technology enables

teams to build

Davina A Impact of te

It feels reallv nice to be able to add valie to

Dovetail is democratizing research with a slick platform for storing insights, generating
interactive reports, and managing participants.

Pros

e |mpressive and intuitive user experience
e Automated insights and sentiment analysis
e Simple pricing and feature set

Cons

e Limited customer assistance and expert research services

Primarily

Read G2 reviews =

Lacks participant recruiting capabilities

Limited set of integrations

Lacks native capabilities for conducting research
qualitative

insight

oriented

12


https://www.g2.com/products/dovetail-research-pty-ltd-dovetail/reviews

SECTION Il

Product Comparisons

F3 Review Project

Ungrouped (17) 44 eee

Apr29th 19, 4:25 PM

@ L. Rodrigues

Bring to the table win-win survival
strategles to ensure proactive domination.
At the end of the day, going forward...

UX  AddingData Integrations

0 K Bush Ape 26th 19, 07:16PM

Consider a researcher that just completed
his research activity, with two documents - 1)
the “raw” research notes/transcriptivideo

ux Integrations.

Apr 26th 19, 07:16PM

@ S Wilson

They're applying a new methodology for

product development from Teresa Torres

EnjoyHQ

~ OActive Filters. @ Create story JE) Create group ‘;9 &

User Experience

é Gustavo Cerati

Our researchers are creating “snapshots”

Apr 26th 19, 1:25AM
from their research activities with users,
that summarize facts, insights, and

Ux

Apr 26th 19, 07:16PM

@ PJ Harvey

1 want to get as much value as possible
from your product before the trial ends so |
can make a good business case to our CTO

ux

Integrations

g: Tori Amos

Be able to use and get real value from the

Apr 26th 19, 07:16PN

feature today, but these new operations

would make it even vmore seamless and e

Integrations

Apr 26th 19, 07:16PN

@ v sione

Once read the notice, it was clear to each
participant that any changes from the
master will go to sublanguage.

Integrations.

Now part of the UserZoom umbrella, EnjoyHQ benefits from being both a powerful
repository and integrated with qualitative and quantitative research capabilities.

Pros
[ ]

Read G2 reviews =

Extensive set of native integrations
Unlimited storage and transcription on all plans
Focused on storing qualitative and quantitative insights

Primarily focused on storage and classification, less on analysis or reporting
Expensive for more than one researcher
Ongoing integration into UserZoom suite is primitive

13
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€ Back

Focused on qualitative data analysis, storage, and querying, Condens i

Shanese Q U

Condens

@ cuaire

What s the earliest memory of traveling that you have?

§ shanese williams

Okay, so my earliest memory of traveling. | was in primary school and | was going to New York to visit my
grandmother. | Based on pictures
that I've seen I've been traveling since | was a toddler, so | wouldn't remember that.

@ claire

Mhm. What is your favorite destination in the world right now?

§ shanese williams
Favorite destination on. | have to say I've always wanted to go to either Santorini, Greece or the Maldives. So
one of the two and then, all these, you know.

§ Shanese Williams
oh,

@ cuire

What sort of traveler are you? If you have like to describe yourself as a type of traveler, what would you say?

& Shanese Williams
1 guess I'd say the early bird, and then | want to get to my flight on time. So | would so say, for instance, if my
slices at 11 o'clock in the morning, I'd be there three hours before just to get check-in and all of that.

@ cuire
Makes sense. Cool. And, what was the best experience that you had when traveling? So what is your best
memory?

§ shanese williams

So my best memory. There was a company called Air Jamaica, which was Jamaica's only airline. When | first
traveled with that airline, what | really loved about it was that we used to get breakfast, like, not just snacks
that you get on your flight like the peanuts or pretzels. But we get actual food, like omelets and french toast,

repository for user interviews.

Pros
[ J
[ ]
[ ]

Cons

Memorable event

e lacks participant management or recruiting capabilities

Read G2 reviews »

Very limited set of integrations
Lacks native capabilities for conducting research
Primarily qualitative insight oriented

Shanese Williams

it was really exciting to leave the

country and go to such a different

place.

s a powerful

Automated tagging and clustering accelerates insight categorization
Slide and dice interviews into highlight reels
Project-based pricing available

14
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The best research
tools for agile
development

Generate rapid insights & grow your business

[=] Feedback Loop TYpAfoc TEI;,Q §§=° Impact LZEE g ’ productboard « E!ESWI”ND

Read Article

Active Research
 —

Leveling up your
research operations

TETRA::.,
insights &

Download Guide UX Research Tools Map

AGILE INSIDER

Brought to you by
Agile Insider
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