
   

 
 
 
 
 
 

User Research 



   

User Research 
 
User research is the basis for developing successful services that meet user needs efficiently. By using research and analysis techniques 
our user research professionals identify user needs regarding motivations and pain-points and help you understand your service 
requirements. Our approach is tailored to client projects and delivered to GDS standards. 

What is the Service 
 
Our user researchers help organisations understand what services they need to deliver, and what people, processes, technology and data 
are required to deliver them. User research uncovers the user demographic characteristics, their attitudes, values, opinions and interests; 
what factors influence their decisions; and how well existing services fulfil their needs. This approach helps our clients to design their 
organisational structure and business capabilities in a human-centric way. 
 

What can it do for you  

 
User research offers multiple benefits for an organisation and the individuals who require and use their services. These include:  

• Overall improved customer satisfaction  

• Smoother user journeys  

• A human-centric organisational culture  

• Cost-effective investment in new digital services and solutions  

• Progress towards becoming a digital-by-default organisation  

 

Service Features 
 

1. Interviews, observations, focus groups, usability testing 

2. Ethnographic research techniques, contextual research 

3. Identify needs, motivations and pain points 

4. Workshop facilitation 

5. Personas, user stories and user journeys 

6. Establish a user-centred focus 

7. Quantitative survey design, data analysis 

8. User-centred recommendations and design criteria 

9. Target group mapping and recruitment 

10. Define Alpha and Beta projects based on user needs 

 

Service Benefits  
 

1. Get knowledge on who your users are and their needs 

2. Understand how to meet users needs and expectations 

3. Encourage the adoption of a user-centred design approach 

4. Align business capabilities and organisational structure with user needs 

5. Improve user journeys by making them smoother and easier 

6. Align service offers and new investments with user needs 

7. Increase digital take-up 

8. Improve overall user satisfaction 

 



   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
  



   

 


