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65% of enterprise employees report an 
increase in demand for UX research. 

70% of enterprise CEOs see UX & CX as a 
competitive differentiator.  

Source: UserZoom

Source: UserZoom
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“User testing is useless testing.”
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Good user research is hard.
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Bad user research is dangerous.
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Sin 1
Not thinking business first 

Els Aerts – AGConsult, part of Citizens



Your research needs to be 
tied to a business KPI.
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Always ask yourself 2 questions.

1. What will this research tell you that you don’t 
already know?

2. How will that insight help you grow your 
business 
or/and 
make your customers happier?

Els Aerts – AGConsult, part of Citizens



Els Aerts – AGConsult, part of Citizens

Research is only successful if it gives 
you actionable and testable insights. 



Sin 2
Not using the right research method
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Matching your research question to 
the right method is essential.



Behaviour
(Do)

Attitude
(Think/Say)

Qualitative/Direct (Why?) Quantitative/Indirect (What/How many?)

Moderated 
usability testing

Interviews

Contextual surveys

Customer feedback

Analytics

AB-testing

Heatmaps

Inspired by Christian Rohrer, NNGroup

Surveys

Els Aerts – AGConsult, part of Citizens



1 research method can’t solve 
all of your questions.
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Sin 3
Biasing your research
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Many elements can introduce bias.

Sampling bias Method bias Response bias
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Sampling bias

Els Aerts – AGConsult, part of Citizens



Els Aerts – AGConsult, part of Citizens



“Any figure that looks interesting 
or different is usually wrong.”

Twyman’s law
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Method bias
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Qual -> Quant
Does it make business sense to fix this 

problem?

Quant -> Qual
How to fix this problem?
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Response bias
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Response bias in surveys
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Be careful when you give people boxes to tick
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Which apps or websites do you use when planning a day out?

Doesn't exist.
Bad data!
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The most abused survey of all time: 
NPS
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Classic NPS
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Biased NPS

Source: xkcd



Biased NPS



Mega super biased NPS
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Sin 4
Jumping to conclusions 

when user testing



“Don’t jump to conclusions”
 Bad researchers:



User testing is not about percentages



Photo by Ja Kubislav on Unsplash 

What 1 person says or does,
is not a research insight.
It’s an anecdote.
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Sin 5
Not paying attention 

to smaller patterns in surveys



Sin 6
Laziness
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Don’t over-rely on AI for your 
research insights.
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Use AI as your research partner. 
Do not trust it blindly.

Els Aerts – AGConsult, part of Citizens



What about synthetic users?
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Synthetic users

Real users
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Synthetic users

Real users
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“If you ever get close 
To a human 
And human behaviour

Be ready be ready 
To get confused.”
Björk – Human behaviour
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Sin 7
Believing any and all research data
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65% of enterprise employees report an increase in 
demand for UX research. 

70% of enterprise CEOs see UX & CX as a competitive 
differentiator.  

Source: UserZoom

Source: UserZoom
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Only believe research data if you:

1. Have access to the full background 
of the study or the raw data

2. Trust the source
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How to become a user research saint

1. Tie your research to a business KPI

2. Choose the right research method

3. Avoid sample bias, method bias and response bias

4. Draw user test conclusions with care

5. Be mindful of smaller signals in surveys

6. Don’t be afraid of your raw research data

7. Approach all research and data with a healthy dose of scepticism



Ευχαριστώ
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Always happy to talk all things user research 
and optimization with you. 
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On LinkedIn
www.linkedin.com/in/elsaertsuserresearch

And in real life. ☺
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