
 

 

 

 

 

 

 

THE RESULTS 

• Research was conducted with real B2B decision makers. 
• This complex project involved the use of multiple platforms 

and interfaces during each research session.  
• Insight demonstrated the need to revisit the My Account 

element to ensure a better understanding of the 
proposition. 

USABILITY EVALUATIONS DURING APP DEV. 

Our client was a creative agency working for a multinational telecommunications organisation to 
develop a business telecommunication app (on both Android and iOS platforms) and a business 
mobile feature management proposition on responsive web.  

THE BRIEF    

 

UX24/7 was commissioned by the client to facilitate a moderated usability evaluation of a test build of 
this app as well as review a web-based ‘browse and buy’ journey and ‘My Account’ management. The 
aim was to identify usability issues that negatively impact the usability and user experience of the 
product components. It was also to understand the customer’s perception of the proposition.  

 

RUNNING THE RESEARCH  

We created a research plan to describe the evaluation process and the tasks we would set the 
participants.  The evaluation consisted of 10 one-to-one sessions with user’s representative of the 
telecommunication company’s target audience. This was small business owners and employees from 
companies with 1-10 employees who are likely to, or already have, purchased a business phone 
service. 

We ran 2 days of research with 5 sessions per day lasting around 60 minutes each. They were held in a 
market research facility in central London with viewing facilities, so the client was able to observe the 
research. 
 
A test laptop was used with picture in picture software and a webcam to capture the participants head 
and shoulders. Both iOS and Android smartphones were provided and users were able to switch 
between phone and laptop during the session, using whichever was natural to them for the journey. 

The key elements were: 

• Tasks: There were 3 tasks they had to complete, 1 per stimulus. 
• Platforms: The ‘browse and buy’ journey was completed on either desktop or mobile. 
• Switching platforms: The new app evaluation was completed on mobile and ‘inviting a new 

user’ through ‘My Account’ was carried out on laptop. 
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Although not all research is conducted in a viewing facility, it was suitable for this research because 
the client had a large team and wanted to collaborate during the 2-days of research.  
 

 

 

 

 

 

 

 

 
 
 

PROJECT TIMELINE 

The project followed a traditional timeline for B2B research with 3 weeks allowed for recruitment.  

 

 

 

 

 

 
 

 

 

INSIGHTS & RECOMMENDATIONS  

Overall, users were happy with the ‘browse and buy’ journey, but some unfamiliar terminology caused 
confusion. The navigation was rarely interacted with as users preferred to opt for in page CTA’s. Filters 
and sort by options were well received but were not always visible.  

The look and feel of the business app prototype resonated well with users because the experience 
was similar to that of apps like WhatsApp and Skype. Despite this, its purpose wasn’t always 
understood. The app was seen as a duplicate of features they already had on their handset.  

The usability evaluation also reviewed the management of ‘My Account’. ‘Inviting a new user’ within 
this hub caused hesitation when it came to the invitation form. There was also some confusion due to 
ambiguous terminology which is common in user research of this type and with technical products. 

These are some of the key areas of insight we uncovered:  

• The business telecommunication app was well received and could be successful as a 
proposition once understood.  
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• The ‘browse and buy’ journey was sufficiently well represented 
on desktop and mobile but we recommended that the screen 
real estate could be better optimised. It was also highlighted that 
some desired features were missing, such as delivery and 
installation time from the point of ordering the product. 
 

• Our insights highlighted the need for the design of ‘My Account’ 
to revisited to achieve a better understanding of the proposition 
and to make the labels and signposts more meaningful.  

 

As a next step, UX24/7 recommended further research into customer terminology and to revise the 
prototypes aligning them to customer expectations. 

 

WORKING WITH US 

UX24/7 is Global Design Research Agency operating in more than 25 countries and headquartered in 
London. We help businesses deliver transformational change in the areas of user experience strategy, 
digital processes and online performance through UX consulting, insight generation and design 
research. 

Projects are run by senior UX consultants who have all been accredited for their capabilities, education 
and experience through our Accredited Practitioner Programme. Our UX consultants are located 
around the world and we can provide services in almost any country, language and culture. 

 

 

 

 

 

 

If you have a project in mind or want to 
learn more about how we can help: Get in Touch 

Global Design Research 
 
Head Office: London 
+44(0)8000 246247 
www.ux247.com 
hello@ux247.com 
 

Follow Us: 

https://ux247.com/aboutus/accredited-practitioner-programme/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
https://ux247.com/contact-us/
http://www.ux247.com/
mailto:hello@ux247.com
https://ux247.com/contact-us/
https://twitter.com/ux24_7
https://ux247.com/contact-us/
https://www.linkedin.com/company/ux247/
https://ux247.com/contact-us/
https://www.facebook.com/UX247/
https://ux247.com/contact-us/

