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“Our products increasingly are finding their way around the world. Usable designs need to reflect the
diversity of those global users if they are going to be successful, and not just the perspective coming from
one lab in a corporate headquarters. Robert Schumacher’'s Handbook of Global User Research is like a GPS
system for navigating the complexities of that diversity. It is packed with an incredible amount of practical
advice, useful tips, and warnings about potential disasters.” - Arnie Lund, PhD, CUXP, Director, User
Experience, Microsoft

“Collectively, the authors bring decades and decades of hands-on experience to this book—and it shows.
The Handbook of Global User Research offers a wealth of practical tips and advice you can readily rely on in
your daily work. But it’s not just a list of do’s and don'ts: this book provides in-depth discussions and
history of each topic covered. Anyone doing user research across borders should have a copy of HGUR on
their shelf.” — James Kalbach, User Experience Consultant, LexisNexis, author of Designing Web
Navigation.

“The authors show the well-earned battle scars of extensive global user research. We do global testing with
regularity and learned a lot from the book, but next time I'm hiring these guys to do it with us!” — Darren
Kall, Senior Director Global Experience Design, LexisNexis

“The Handbook of Global User Research is a must read for any usability practitioner who is serious about
conducting effective and unbiased user research around the world. The authors share their secrets on
global studies in a very easy-to-read form, and go well beyond previous texts that only cover cultural
differences in the design process.” — Edmond W Israelski, Senior Human Factors Scientist, Abbott

“Researchers, designers, evaluators, engineers, marketers, and business managers worldwide will find this
handbook of great value in making products and services more usable, useful, and appealing. The chapter
authors not only provide an excellent survey of the field and describe key challenges to professionals, but
also they provide detailed practical advice that will make this book a valuable asset for everyone involved
in the development process.” — Aaron Marcus, President, Aaron Marcus and Associates, Inc.

“In the Handbook of Global User Research, Robert Schumacher has assembled a strong collection of experts
who provide significant insight throughout the whole life cycle of product and service oriented user
research. From initial planning to the presentation of research results, this book presents important
guidance for the practitioner from a truly global perspective. Even with 30 years of HCI experience, and
now managing Ul teams located in 8 countries that collaboratively create software for multinational
customers, I found a lot of gems in this new handbook. For those with less global experience it will be
even more valuable. This volume clearly supports Schumacher’s bold assertion that “user research is the
tool for tool building” required as the first step to deliver excellent design.” — Daniel Rosenberg, Senior Vice
President, SAP User Experience



To Mary Cate, Ryan, Alex, Catherine, and Adam
- Bob



Preface

I met Tim Bosenick, the managing director of the German usability firm SirValUse,
in 2003 over dinner in Chicago. He was in the United States with his client, a Japanese
usability consulting firm, and their end-client, a large electronics firm, to test the inter-
face of a piece of office equipment. During dinner, we talked about global user research
projects and the layers of complexity that make them especially interesting and chal-
lenging. This discussion was the seed that germinated into this book.

As consultants in user experience research, my collaborators and I have seen an increas-
ing percentage of work dedicated to global usability during the past few years. Our dis-
cussions with others in the field have revealed that practitioners could benefit from
sharing their experiences and methods for conducting quality global research with their
global colleagues. The purpose of this book is to impart practical, no-nonsense informa-
tion on global user experience research from a number of knowledgeable sources from
throughout the world, each drawing on a broad range of experiences.

As with any sort of large-scale undertaking, global user experience research presents its
own set of unique challenges. Researchers have to understand how to deal with poten-
tial differences in

Language

Culture

Design sense
Testing philosophies
Skill sets

These can be formidable issues. Aspects of the research process differ from culture to
culture. What may have worked in Malaysia may not be accepted in Russia, may be
done differently in Brazil, may partly work in China, and may completely fail in the
UAE.

Equally vexing but often less noticed are the technical, logistical, and planning issues
associated with global user, such as hiring qualified translators, region-specific payment
procedures, travel issues, global facility setup, and recruiting test participants. This book
will not cover the globalization and localization of user interface design because there are
already many excellent books on this topic.

A note about terminology is in order. There are many ways of referring to the “user expe-
rience” and the activities we conduct to understand the user experience, or “user experience
research.” For brevity, we will simply use the term “user research.” At its broadest appli-
cation, user research is meant to support the understanding of not only the user’s specific
experience but also relevant information about users themselves and the context in which
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they live and work. Although a few of our readers might take issue with this particular
phrase, I ask your indulgence since 1 believe “user research” conveys the intended meaning
in fewer syllables.

This book is a global collection of experience-based information for user experience
research professionals by user experience research professionals. This book provides
insights into the preparation, fieldwork, analysis and reporting, and overall project
management for a global user experience research project. It includes examples of issues
involved with global user experience research and approaches to these issues. The chap-
ters are arranged according to a typical project timeline so that you can refer to strategies
for each step of a project. Problems, solutions, anecdotes, case studies, and outcomes
from actual practice are included to illustrate tactics for the practitioner. We also review
emerging trends and issues, such as remote user testing and managing cross-cultural
distributed teams. Overall, we are proud to say that our book includes hard-won,
best-practice advice in key topics as well as case studies to demonstrate real-world appli-
cation of strategies.

The book has been written with many voices - contributors from East and West, devel-
oped and developing nations - and through multiple languages. We have tried to make
the book as relevant to a researcher from China wanting to test in Peru as for a British
researcher testing in the United States. Attempting to keep perspective was at times dif-
ficult, but we have found our voice with the expertise of our contributors (many
of whom regularly collaborate on projects through the User Experience Alliance,
http://www.UXalliance.com).

As user research professionals, we assist clients in solving different types of research pro-
blems, ranging from consumers who download ringtones to diabetes patients who use
insulin pumps to business users who seek the latest information about polymers.
Although each of us has invested time in documenting procedures for usability, human
factors, and other types of user research, these procedures are not usually focused
through the prism of global research. As our clients’ products and services extend across
borders, we must also effectively cross those borders in our user research. Communica-
tion among user research professionals is imperative so that we can learn from each
others’ experiences and advance the practice of high-quality international research.

We realize that this book is by no means the last word on the subject. We acknowledge
the possibility that readers may take issue with a given point. That is to be expected and
is healthy for a growing field such as global user research. The intersection of culture
and language, among other things, with user research is vibrant and will never be defin-
itive. In hopes of continuing the dialog in a more dynamic form, readers are encouraged
to visit the accompanying Web site http://www.GlobalUserResearch.com. A Wiki on
global user research as well as supplementary material mentioned and illustrated in this
book is available there.



Acknowledgments

Assembling a book with such diversity requires the dedication and skills of many peo-
ple. With 53 contributors from 25 companies representing 20 countries, there were
more than a few details to manage. None of this could have been done without the
combined and consistent support of an outstanding group of professionals, my lead
contributors: Agnieszka Bojko, Tim Bosenick, Tjeerd de Boer, Frederic Gaillard, Simon
Herd, and Thomas Visby Snitker. These contributors were tireless in the coordination,
development, and dedication to delivering the quality work in their particular chapters.
They also provided constructive comments on other sections of the book. The individ-
ual contributors to the chapters (listed in the Author Bios) gave of their precious time to
provide insights into the book as a whole and to specific chapters. Their knowledge of
and experience in the field of user research provided the foundation on which this book
was written.

Equally important to having the book written from the viewpoint of collaborators
throughout the world, it was important to have reviewers globally who represented a
diversity of thought and opinion. There were a number of reviewers who were not con-
tributors but provided their insights and expertise to the chapter contributors; specifi-
cally, we thank Torkil Clemmensen, Owen Daly-Jones, Laetitia Giannetini, José Luis
Adan Gil, Changyang Oh, Fernando Oliveira, and colleagues at Snitker & Company.

My collaborators and 1 owe a debt of gratitude to and are honored to have had the
insightful comments of six outside reviewers: Arnold Lund, Ed Israelski, Darren Kall,
James Kalbach, Steffen Kehr, and Elisabeth Ling Decitre. These reviewers plunged
through pages that were, at times, not quite ripe given the varieties in style, language,
approach, and coverage, but they managed to deliver clear and strong guidance
nonetheless.

Next, I am truly grateful for the many long hours of reviewing from my colleagues at
User Centric: Thomas Green, Cassandra Slimmer, Melinda McElheny, Martin Ho,
Heather Rakauskas, Neha Pathak, and, my son, Alex Schumacher. Not only did they
do a fabulous job working through the content but also they had to put up with my
idiosyncrasies. I also benefited greatly from the assistance of several other very capable
staff members - from doing the initial research to the final coordination. Many thanks
to Justine Chiapetta, Lisa Morosky, and Krista Smith.

I also acknowledge the forbearance and loving support of my wife, Mary Cate, and my
family for sacrificing time together, which is a most precious commodity.

Last, this book would be nowhere without the support, encouragement, and patience of
Mary James and Denise Penrose of Morgan Kaufmann. From the earliest discussions

xiii



xiv Acknowledgments

with Mary and Denise in a breakfast room in Florence to this point, you have been
enthusiastic supporters from concept to delivery.

I am humbled to have had such a great team of contributors and reviewers supporting
the work, helping to keep it on time and on point. Although every attempt has been
made to ensure internal consistency and solid coverage of material, any errors of com-
mission or omission are, of course, regrettable and are mine.



Author Bios

al-Azzawi, Ali

Associate Consultant

ExperienceLab

22 Hand Court

London WC1V 6JF

United Kingdom
ali.al-azzawi@serco.com;

ali@ux.ae
http://www.serco.com/experiencelab

Ali al-Azzawi is Associate Consultant at ExperienceLab, a well-established global user
research company. Ali is fluent in Arabic and English, and he has lived and worked in
Europe, the United States, and the Middle East. In his capacity as managing director
of a Web development company, Ali has also had wide-ranging experience in managing
complex projects throughout the world. Building on his experience in the Web and
Internet industry since the early 1990s, he has used his professional qualifications in
interviewing skills to undertake user research. Based at the Psychology Department
and the Digital World Research Centre at Surrey University, Ali is finalizing his PhD
using empirical data to explore the theory of user experience.

Andersen, Steen Filskov
Usability Specialist
Snitker & Co.

Bredgade 21 B St.

1260 Copenhagen
Denmark
sfa@snitker.com
http://www.snitker.com

Steen Filskov Andersen, MA, Usability Specialist at Snitker & Co., Department of Global
Usability Research, has extensive experience in planning and moderating usability tests
in Scandinavia, northern and southern Europe, Asia, and the United States. He is a par-
ticipant in CultUsab, a project aiming to investigate the impact of culture on established
methods of usability testing. Steen is coauthor of several papers published in Denmark
and internationally. In 2007, Steen participated in the HCI International Conference in
Beijing with the presentation of the poster “Remote TA Testing - Geographical, Cultural
and Technological Challenges.” Before joining Snitker & Co., Steen was self-employed
as a graphic designer.



xvi Author Bios

Barnard, Sylvia

Project Lead of User Research Team
SAP AG - Business ByDesign
Dietmar-Hopp-Allee 16

69190 Walldorf

Germany

sylvia.barnard @sap.com
http://www.sap.com

Sylvia Barnard, Dipl. Ing. Architect, is the project lead of the user research team of Busi-
ness ByDesign at SAP. Her main focus is on gathering user data in all phases of the
product development life cycle, particularly, user interviews, concept validations, user
interface validations, and usability testing. Sylvia provides training and coaching for
various usability methods and interview techniques. She is a guest lecturer for usability
methods at the University of Applied Science in Wiesbaden, Germany. Before joining
the software industry in 1999, Sylvia worked as a chartered architect for 10 years in
Germany and France.

Bertel, Troels Fibaek
Usability Specialist
Snitker & Co.

Bredgade 21 B St.

1260 Copenhagen
Denmark
troels@snitker.com
http://www.snitker.com

Troels Fibak Bertel, MA, Usability Specialist at Snitker & Co., Department of Global
Usability Research, has extensive experience conducting usability tests in Denmark
and internationally. He has designed and facilitated several large-scale usability studies
of high-tech products, particularly mobile devices, in Europe, Asia, and the United
States.

Bojko, Agnieszka (Aga)

Associate Director

User Centric, Inc.

2 Trans Am Plaza Drive, Suite 100
Oakbrook Terrace, IL 60181

USA

abojko@usercentric.com
http://www.usercentric.com



Aga Bojko is Associate Director at User Centric, Inc., a global user research and design
firm. She has led numerous multinational studies involving medical devices, packaging,
mobile phones, software applications, Web sites, and physical work spaces. Aga also
specializes in combining eye tracking with more conventional research methods to
better understand the user experience. Her research has been published in books and
professional journals, and it is frequently presented at conferences. Aga holds graduate
degrees in Human Factors and Human-Computer Interaction from the University of
Illinois and DePaul University, respectively.

Bosenick, Tim

Managing Director
SirValUse Consulting GmbH
Schlossstrasse 8g

22041 Hamburg

Germany
bosenick@sirvaluse.com
http://www.sirvaluse.com

Tim Bosenick is the founder of SirValUse Consulting GmbH, one of the largest user experi-
ence research and testing companies in Europe. When international testing became increas-
ingly more important for SirValUse in 2002, Tim started to think about international
testing methodologies and quality standards. He has been instrumental in developing the
methodological standards for usability testing at SirValUse, in developing international con-
tacts and has conducted dozens of tests and evaluations. His principal interests are the
development of new testing methods, standardization of international usability testing
and quantification of usability. Tim is a graduate sociologist with foci on methodology
and statistics. SirValUse is a founding partner of the User Experience Alliance (UXalliance).

Bourdarie, Jean-Philippe
General Manager and Partner
Axance

5, rue Regnault

93500 Pantin

France

bourdarie@axance.fr
http://www.axance.com

Jean-Philippe Bourdarie is Managing Director and Partner at Axance in France. Axance
specializes in incorporating user-centered design principles into the product life cycle.
Since the beginning of his career, Jean-Philippe focused on developing the user experi-
ence approach. Because he has worked mostly for international companies, Jean-
Philippe understands that cultural differences must be taken into consideration to make
international projects successful. Axance is a founding partner of the UXalliance.

Author Bios xvii



XV

Author Bios

Buttimer, Jessica S.

Organizational Experience Manager
User Centric, Inc.

2 Trans Am Plaza Drive, Suite 100
Oakbrook Terrace, IL 60181

USA

jbuttimer@usercentric.com
http://www.usercentric.com

In her current role as Organizational Experience Manager at User Centric, Inc., Jessica
Buttimer drives continuous improvement in business processes and adherence to qual-
ity. In her previous role as Senior User Experience Specialist, she has led global research
studies conducted in numerous countries throughout Europe and Asia. She has con-
ducted user testing, card sorting, focus groups, and expert evaluation projects for various
industries, including communications, travel, health care, e-commerce, nonprofit,
energy, and media.

Cox, Adam

Web Analyst

User Intelligence

Lauriergracht 17

1016 RE Amsterdam

The Netherlands
cox@userintelligence.com
http://www.userintelligence.com

Adam Cox is a Web Analyst at User Intelligence in Amsterdam, The Netherlands. He
works on projects that leverage the power of Web analytics to improve the user experi-
ence of interactive products, mostly Web sites. Originally from the United Kingdom,
with a background in computing and business administration, Adam began his career
in the rail industry. Prior to joining User Intelligence, he worked as an information
architect for a full-service communication agency in Belgium.

Darriba, Javier

Partner and Managing Director
Xperience Consulting

Av. Diagonal 419 3° 27

08008 Barcelona

Spain
jdarriba@xperienceconsulting.com
http://www .xperienceconsulting.com

Javier Darriba is founding partner of Xperience Consulting and UserZoom Inc. He was
one of the first usability practitioners in Spain and founder of the UPA Spanish Chapter.



Author Bios xix

He teaches human-computer interaction courses at more than six universities in
Spain. He has managed global user research for some of the most important firms in
Europe. Javier holds an MBA from ESADE Business School. Xperience Consulting is also
a founding partner of the UXalliance.

de Boer, Tjeerd

Managing Director

User Intelligence

Lauriergracht 17

1016 RE Amsterdam

The Netherlands
deboer@userintelligence.com
http://www.userintelligence.com

Tjeerd de Boer is Managing Director and founder of User Intelligence, a user experience
consultancy firm focusing on research, design, and optimization. User Intelligence is
located in The Netherlands, Finland, Sweden, and Norway and is a partner of the UXal-
liance. Before founding User Intelligence, Tjeer worked at Razorfish Amsterdam as a
usability consultant. Tjeerd is one of the driving forces behind CHI Netherlands, the
local chapter of ACM SIGCHL

de la Nuez, Alfonso

Partner & International Business Development Manager
Xperience Consulting

Gran Via 62, 7 izda

28013 Madrid

Spain

alfonso@xperienceconsulting.com

http://www .xperienceconsulting.com

Alfonso de la Nuez is co-founder of Xperience Consulting, the leading user experience
company in Spain. He has more than 12 years of hands-on experience in Web site
design, development, and user experience research. Alfonso has been teaching user-
centered design in various universities and educational institutions for the past 8 years,
and he has written numerous articles for Spain’s most recognized online marketing and
business publications, as well as UPA’s UX Magazine. Prior to starting Xperience Con-
sulting, he worked at one of Europe’s leading Web agencies, Icon Medialab, and Dell
Computers. Xperience Consulting is a founding partner of the UXalliance.

Egger, Florian N.
Director

Telono SA

26, avenue William-Favre



xx Author Bios

1207 Geneva
Switzerland
egger@telono.com
http://www.telono.com

Florian N. Egger, PhD, is Managing Director at Telono SA, a user experience consultancy
based in Switzerland. He has extensive experience conducting and coordinating user
research studies in different languages and different countries. Before starting Telono,
Florian was a researcher in human-computer interaction at Eindhoven University of
Technology, The Netherlands. His insights into online trust and credibility have been
published in numerous articles, and he frequently gives lectures on the subject. Telono
is an associate partner of the UXalliance.

Gaillard, Frederic

Founder & Managing Director
Axance

5, rue Regnault

93500 Pantin

France

gaillard@axance.com
http://www.axance.com

Frederic Gaillard is the Founder and Managing Director of Axance, the French pioneer
firm in user experience research for digital media. He has managed research with more
than 10,000 participants since 2000 in France and in more than 15 countries; he also
trains executives in major French companies in user experience. Frederic graduated in
industrial design from ESDI-Design School in Paris, has a Master’s in Business Admin-
istration and a BA in Art History from La Sorbonne. Axance is one of the five founding
partners of the UXalliance.

Gibbert, Rainer

Senior Consultant Customer Experience
SirValUse Consulting GmbH
Schlossstrasse 8g

22041 Hamburg

Germany

gibbert@sirvaluse.com
http://www.sirvaluse.com

Rainer Gibbert is Senior Consultant Customer Experience at SirValUse Consulting.
Working for SirValUse, he has conducted various national and international usability
studies for customers throughout Europe and in other countries. Rainer’s main interests
are Web site usability (with focus on e-commerce and social networks) and mobile



Author Bios xxi

applications. Before joining SirValUse, he wrote his diploma thesis about interaction
design pattern for navigation systems and mobile devices at the Fraunhofer Institute -
Competence Centre HCI in Stuttgart, Germany.

Gonzalez de Herrero, Carlos
Manager

Xperience Consulting

¢/Gran Via 62, 7° izda

28013 Madrid

Spain
cgonzalez@xperienceconsulting.com
http://www xperienceconsulting.com

Carlos has over 9 years experience in Usability, User Experience, and Research. His back-
ground includes working at two of Spain’s most prominent companies in the usability
sector — Telefonica 14D, the largest Spanish Research and Development company, and
Xperience Consulting, the leading Usability and User Experience company in Spain.
Carlos is UserZoom's European Sr. Research Manager, leading large national and inter-
national projects. He holds a Bachelor's degree in Psychology from the Universidad
Complutense in Madrid, with a specialty in Cognitive Science and Psychology.

Gundogdu, Erdogan
International Fieldwork Manager
Eksen Research

Buyukdere Caddesi

No: 4 Basman Han Kat: 6

Sisli - Istanbul 34381

Turkey
erdogan.gundogdu@eksen.eu
http://www.eksen.eu

Erdogan Gundogdu is the head of international fieldwork and relations at Eksen
Research, a global fieldwork agency. He has managed numerous B2B and B2C studies
at national and international levels in a variety of areas, ranging from telecommunica-
tion to health care. Because user research is not yet common in Turkey, Erdogan’s inter-
national experiences have further developed his interest in this field.

Haywood, Anna J.
Senior Consultant
ExperienceLab

22 Hand Court



