
  
 

 

 

 

 

 

THE RESULTS 

• 11 design research sessions delivered in London 
• Deep insight about how delivery drivers work and their 

needs to carry out deliveries day-to-day.  
• Understanding their propensity to use an app & electric van 

in different contexts throughout the day (e.g. during delivery, 
rest breaks and refuelling) 

 

HOW COURIER COMPANIES WILL DRIVE  
FORWARD INNOVATION 

Our client is an electric vehicle (EV) company who designs and manufactures lightweight commercial 
vehicles. The vehicle body, the design of the engine, the battery and even the interface is built in-
house. The industry for which it is intended is ready for innovation and to become more efficient,  
cleaner and safer. Not to mention the cost saving aspect of going ‘electric’ and the impact this will 
have to the bottom line for any business with a fleet of vehicles.  

BRIEF    
Our client has developed a prototype app for their electric vans. The purpose of the app is to enable 
drivers to operate functions on their vans remotely. The app is designed to work with the electric 
vehicle, aiding delivery drivers to optimise their routes, and digitise van controls and legalities such as 
vehicle checks.  

The electric vehicle maker approached UX24/7 with the request to carry out user research to gain 
insight into the apps users, delivery drivers and generate contextual insight about its features, 
functions and usage and uncover desired functionality. 

RUNNING THE RESEARCH  

Prior to the user research sessions, a research plan was created in collaboration with the client. The 
participants recruited were representative of the target end users -delivery drivers.  

Using a task/need research approach as well as an open card sort, insight was gained looking at 
current vs desired journeys. Providing us with a 360-understanding of the many activities drivers 
perform throughout various moments of the day. Through this, a variety of desired features & 
functionality came to light. You would only come across this when delving deeper into the answers of 
our drivers, getting under the skin of what each activity means in the real world, what tools, gadgets 
and technology (outdated or not) have on their daily working life. 
 
The research sessions included: 

• Pre-Discussion: An initial discussion with users about desired functions and expectations of the 
app. 

• Usability evaluation: Participants completing 5 tasks on the app representative of those they 
would attempt in the real world. This Included an open card sort to gather insight about the 
tasks drivers perform throughout their shift. 

• Online Survey: To gather more information about driving routines and habits. 
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User Research of Electric Vehicle Integrated App 

London, UK 

https://ux247.com/ux-247-services-framework/generative-research/methods-generative-research/#1523956822403-c1ceea7e-93c2


The smartphone screens were recorded as participants were interacting with the app. Recordings of 
the room were also taken. These videos were made available to the client team together with a 
detailed report.  
 

 

 

 

 

 

 

 

 
 
PROJECT TIMELINE 

 

 

 

 

 

 

 
 

INSIGHTS & RECOMMENDATIONS  

During the research sessions users were asked to ‘think aloud’ while performing the tasks in order to 
get a more realistic assessment of their behaviour. These verbalisations as well as the users on screen 
interactions were captured and recorded.  

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

• Gaining an understanding of how delivery drivers work and their  
needs to carry out deliveries day-to-day.  

• Understanding the user’s propensity to use an app & electric  
van in different contexts throughout the day (e.g. during delivery,  
rest breaks and refuelling) 
 

• Insights into the usability of the app prototype, this included: 
o Launching and registering on the app 
o How easy it was to understand the overall purpose of the  

app and what it could do for them 
o Opinions and usability of the route planning navigation  

feature  
o Usability of the voice feature 
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• Desired app integrations  
• Users overall opinions of the app concept and electric vehicle  

technology. 

Based on our analysis of the insights we offered a range of suggestions and actionable 
recommendations for the client to focus on for their next stage of development.  
 

WORKING WITH US 

UX24/7 is a Global Design Research Agency 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 UX design 

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. 

Here is what our consultant Kate Batty had to say about her experience of running of this project 

 

 

 

 

 

 

 

 

 

 

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

 

“Working with our overseas client has been great. Sometimes 
communication has proven a little difficult due to the technical 
aspect of the project but thanks to modern technology we are able to 
translate and communicate very effectively. Transcriptions, Google 
translate, WhatsApp and Zoom video conferencing have all 
contributed in building a very good relationship with our overseas 
client. We now have our own lingo together.” 

 

Get in Touch 

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