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CobupaemM sce UX-Haxookm B O0HOM MeECTe:
Kak obpaboTtaTb 1 HE NOTEPATb BECH

HangeHHbI dnabek KIIMEeHTOB

Muxaunn lNMpasgnH, UX Research lead



- Kak gaBHuUU rosib3oBaTtesib Baluero pecypca,
xo4yy Bam ¢ yBepeHHOCTbIO COOBLLNTb, YTO
obHoBieHne - Y)KACHQOE, abcositoTHO
3aBbIlLLIEHHOE 10 LUeHaM U HeoripaBgaHHOE.

Cepren, TomMck
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B Ka)kxgou KoMnaHum ecTb NoTeHuuan cagenarTb
PadboTy KOMaHpg ropa3no addpeKTuBHee, NPOCTO
OTKPbIB UM A0CTYN K KTUEHTCKOMY ONbITY



«WVrpa Ha NoHM>XeHne»




UYTO TaKoe KIUMEeHTCKUM onbiT?

Kak ero noHaTb n cobpaTtb?

Kak 1 KTo Oo/1XeH € HUM paboTaTb?



- COBOKYMHOCTb BMeYvyaT/1eHUn, aMouumn,
OLWYLWEHUN, KOTOPbIE NOJSIYYaeT K/IIMEHT Npw
B3aMMOOENCTBUN C KOMMAaHNEN, KOTOpaH
OKa3bIBaeT eMy YCNyry uam noctaBngeT ToBap
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1. KoMaHpabl He 3HAKT, Kakne MCTOYHUKU
Y HAaCc eCTb N KakK MU MOJIb30BaATbCH

2. O4yeHb TaXeno HanT «ueneson feedback» u
oTCNneguTb peakuunto Ha CBOU 3aMyCcKu

3. Pegko pabotaem co cTapbiMU OaHHbIMU, Yalle
NpoOBOANM HOBbIE NCCeJ0BaHUS

4. Mbl B OCHOBHOM OPUEHTUpyeMcs Ha MeTPUKMHU,
o4YyeHb peako Ha feedback knneHToB
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- Mbl 3anyCcTu/in HOBYIO NOLWIAroBylio
noagavy B aBTO Ha NpunoXxXeHundax. Ho
KOHBepcusd novyemy 1o HMNXXe
OXXngaemMom.

[Tomorute npoBecTu usability TecTbl,
YTOObI MOHATb NMNPUYUHDI.

HacTg, gu3anHep
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Tapa NPOTHROTYMANHAR Lieta we yxazava

Anexkceu o

Dapa npasan Subary For Livma me vicasas

ZapMap 2 )

SoHaps Subaru Forester SJ 2 500 py6.

Hukonaw 0

Qapa npasan Subary Forester SJ 5 000 pyS

Fugaparts o

S131S)) Subaru Forester Lieta ve yrasana

KoHCTanTUH o

ABTOMATHNCCNMA Bokmosaten,.. 7 000 pye

+




- Mbl XOTUM pacKaTbiBaTb NPOAYKT
«JlocTaBKa» Ha HOBble KaTeropmm m
BbIXOAUTb B PErmoHbl.

1n9 aToro Ba)kHO NOHMMaTb OCHOBHbIE
CJZIOXKHOCTM B NPOAYKTE, YTO cenvyac
aABNnseTcsa 6aokepamu anga yseimyeHus
o6beMa 3aKa30B.

[leHnc, npopakT
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2. CoTpyaoHUK BblBMpaeT WwabsioH oTBeTa

1. HoBoe obpalleHune

3. K wabnoHy npmBA3bIBAlOTCA TErw

4. KoMaHObl MOHUTOPAT obpalleHnd
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HoBoe obpaLlleHune

. lHa6noHa noaxoasauero HeT

. PepgakTopbl n npoayKT NUWYT HOBbIN LWWabNOH

. K wabnoHy npoayKT npucBamBaeT HY>XXHble Teru
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EJ] 9918403 Bonpoc no vief com Bonpoc 0 27.02.2018, 20:53:44 07.03.2018, 17:12:35 1 AnexkcaHgr
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6@gmall.com) 27.02.2018, 20:563:44

4 -l » 1 4 =
KOMMEeHTanuma Hel

Bnagumup 27.02.2018, 20:53:44
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nokynartenem? K yemy g gomkeH éyay
npuBa3aTb KapTy?

Cnucok

ABTOnepexoa K cneayoLiemy
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- Y MeHd 3ajaya B 3TOM KBapTane -
r 4 nepepenartb HaBurauuio Ha web.

MHe HY)XHbIl BCe uccnenoBaHuq,
npo6nembl, HabnwAEeHUs, UHCaUTDI
CBSi3aHHbIE C nepemMelleHnem
noJsib3oBaTesien rno cauTty

[lawa, omnsanHep
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v [lonb3oBaTenu Cospatb  * Q &

CTpaHuubl i3 & PepnaktupoBaHue ¢ BusbpanHoe  © Habniogaemoe < MNogenutsb

-i* 1 ccbinka JIRA il 2365 views

Research

Co3pnan(a) Olga Mukhametzyanova, pegaktupoBan(a) Mikhail Pravdin Tonbko 4To, viewed 2365 times

¥ OuyeHb none3sHo ansa CustDev ¥

e Bce uccnepgosanmsa UX n mapkeTtuHra B #ux-research n rpynne naboparopuu B facebook
e O6paTruTbcsa 3a noMoubio K UX pepakrtopam MOXXHO U HYXKHO TYT

e BluccneposaHusa B #analytics-digest A/B tectbli B #ab-central

e Becb feedback knmeHTOB No BCcemMm KaHanam B User_Feedback un YouScan

e [Mpob6nemMbl n 06paLLeHUs KNTMEHTOB B support

e TUKeTbl N0 KAXXA0MY IOHUTY O Npobnemax B npoaykre

e [locTyn, HacTpoukKa v nomollb no AppSee B #appsee

e Kakue metolbl U UHCTPYMEHTbI UCC/Ie0BaHUA NPUMEHATb Ha KaX[1oM 3Ttane

e Hant pecnoHaeHTa cpeamn COTPYAHUKOB U NOoOGbITb pecrnoHaeHToM #need_you_to_test



#ux-research Qy @ {§} [Q Search ] @ i':?

2 - | ¢ Add a topic

May 4th, 2018

n Sveta Busygina 4:19 PM
B MOHeAe/IbHUK NPOoaO/IXKUM TecTUpoBaTb HOBble noanucku. [puxoante B8 11, 14 n 17:30 B 1aby cMoTpeTb
® 2 ec/M NOTEPSN HUTL - XBaTalTe https://cf.avito.ru/pages/viewpage.action?pageld=60542836 (edited)

ﬂ n 2 replies Last reply 10 months ago

May 7th, 2018

Sveta Busygina 11:04 AM
PECMNOHAEHT HE MOXKET NPUNapKoBaTbhCA - XAEM U MOJIUMCS

% 3 replies Last reply 10 months ago

» 7 Mariya Krutko 11:32 AM
? 11
CeroaHs B 12:30 1 16:00 byaeT nokasbiBaTb MaKeTbl KAPTOYKM HYaCTHLIM PUINTOPAM - XKAEM UX

npodeccnoHaIbHON KPUTUKMN.
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1. He NOHATHO, KaK B 3TOWN Macce UckaTb Mno
cCBOeW 3apgave. Yalwe Bcero HanTm 4YTo
NMBO NPOCAT UccregoBaTeny

2. YacTtb npobnieM nocne UX TecTtoB TepdeTtcd. He
NOHATHO Kyda BHOCUTb Npobnemy, KoTopble
MNornagarnT «KMexxgay KomMmaHaaMm»

3. B ogHOM oT4yeTe MOryT ObiTb COBEPLUEHHO
pa3Hble HabNaeHNa, KOTOPble Aa)Xe ecnu
3aPUKCUPOBATb OYEHDb TAXKENO NMOTOM HAUTU



. BbICTPO M NPOCTO HAUTH BCE
Ha6/nogeHUd No CBoeun 3agave

. [TOHATb KOHTEKCT U aKTyaJ/iIbHOCTb
. MeHaTb cTaTyc HabnwaeHnu

. VYIMeTb BO3MOXHOCTb BHOCUTb COBEPLUEHHO
pa3Hble TUMbl HAGNOEHUN

. He ycnoxHaTtb (n3bexatb oybnnpoBaHns)

. Confluence first









Integrations Pricing Log in

Build user-centric products, for real.

Manage user feedback, prioritize features and

communicate on your roadmap, all in one place.

Try for Free

-
—

Harvestr Integrations / Support tools 00

Messages ® Top feature requests v & Todo © Must have Intercom integration

& Inbox .
2, Paying customers @ Trello

v Archive
@ zendeskintegratior
O Bin
> (' Intercom integration

Components Crisp | : - = - _
risp integration High priority Must have |
O PITes @ John Doe via £/ <Y

Vv Integrations

Feedback (40) Users (35) Comments (10) History

@ Front integration Integrating with Intercom is a must have for us.



Inbox 1 Discovery linked ~ v D)

Integrations X

Set up integrations to harvest all your
customer feedback.

mmpravdin@avito.ru

Your first feedback

| want to pay with Bitcoins

>~ Mail

R

emon.lusk@telsa.com
@ Emon Lusk (Telsa) <emon.lusk@telsa.com>

| want to pay with Bitcoins (change)

4% Zendesk

valentin@harvestr.io

I |
Let's get started rlgays

| love your product but I'm just missing something.

Is there a way to pin my favorite dashboards ? It

would save me and my team a lot of time when we do M Intercom

our weekly meetings.

Keep me posted please,

| Emon
Search discovery... 3£ Zapier
» 25 [Sample] Dashboard
» 25 [Sample] Payment
B3 Csv

o0 test ® Pin my favorite dashboards Remove

— '




Solutions Integrations Pricing Blog Success Stories | Login Start Your Trial

Turn this... ...into this! *r

FIELD STUDIES

USABILITY TESTING
BB  USER INTERVIEWS

SUPPORT TICKETS g S g ST
. G LIVE CHAT ‘

l‘ l.
o | |
' U | 1:) Tried and love it!
| il '):i‘
| ] . " o 12
. Recornmend 1o me Dy a Mmend And e ondy used It for two

weeks, DUt can say this app IS my saviar

Enterprise, Hoppy User

“as it sends notifications 1o users, as it informs you
in time, the changes that occur in the cards™

yiA

This is very relavant to the research study @Gearge s
working on

hd
"N




N WNHcantol AM O\

' 324 subscribers

UHcauTtbl M 232 & Onbra JINHHUK
VIHCaUT OT KONJer: ceMenHble MY>XXYMHbl OObIYHO HE NepenatoT caMm NOKa3aHUA CHYETYNKOB

KKX. [JeByLlKa CTAaHOBUTCS CaMOCTOSAATE/IbHOW, KOrga Ha4yMHaeT caMa nepenaBaTb NokKasaHus
CYETYUKOB.

26 nwona 2016

Monogpbie cneunanmncTbl: MoNoable nan KAOAYT MOMEHTa, KOIrla CMOryT 3ap868TblBaTb, 4TOObI HE

CUYMTaTb AEHbr1, HO B PeaslbHOCTU, C MEePBOW Xe 3apnnaTbl HAYMHAIOT OTKaabiBaTh. [1pnYeEM, He

j—

000

14:35

UHcauTtbl 1M 228 & Onbra JInHHUK 10:55
KpeauTHble KapTbl: B MOMEHT Bblgauyu KapTbl KIIMEHT HAaxXoOUTCH B CTpecce "HUYero He
coobpaxaeT". YcnoBua YyntaeTt notoM "Ha Kpbuibue"
UHcautbl 1M 231 % Onbra JIMHHUK 10:56
KpeOuTHble KapTbl: Y MHOIMMX KJIMEHTOB MOHATUE "KpeduTKa" acCoLUNpPYeTCsd C MOHATUAMMN
"6epHoCTb" N "9 He cnpaBngCch”
UHcauTbl M 243 & Onbra JIuHHUK 14:26
IVR: Ecnu KNnneHT B MEHI0 CNbILLUT HE3HAKOMbIN TEPMUH, OH "nogBucaeT" n Ha HEKOTOPOE BPeEMS
BOOOLLE nepecTaeT BOCNPpUHUMaTb MHPOPMaLUIO
28 nionga 2016
SN UHcanitbl M 238 & Onbra JluHHuk edited 17:12
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Ai rta ble Product Blocks

Create, your way

Part spreadsheet, part database,
and entirely flexible, teams use
Airtable to organize their work, their
way.

Enter your email address Get started

Already using Airtable? Sign in

Templates

Universe

Pricing

Sign in

Sign up
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~ UXtable - eee @ A& )

NELTELIRE  PecrioHgets PRO Teru Onu X O 3248BLOCKS
v EH AllUnitgrid :: > Hidefields = Filter [ Group #tSort @ Color = [5 e« Q
O A CotpygH.. = &) Kawan ~ £= OnucaHue + WB. ~ ©nN
1 Ouma Xpanos Friends MoyeMy NONb3YTCA NONYNAPHOCTbIO MUHU MNOLWAAKM NO NpogaxXe ceoero (rpynnbl B KOHTaKTe, rpy... = = = Al!
2 Ouma Xpanos Friends He xBaTaeT KaCTOMHOIro HaCTPOUKKU CHUNETOB (BbiIOpaTh Te BaXHble MHE napaMeTpsbl, Ans otobpaxe... ™ All
3 Ouma Xpanos Friends 3anonHeHus ceoero npodunsa gaHHbIMU - 3TO JACT BO3MOXHOCTb BUAETb TONbKO HYXHble Tebe Bewl... ™ = All
4 Muwa lNMpasguH Usability B pa3pene noMolLb Kak BOUTU HApPUCOBaHbl CKPUHbI, @ HY>XHO NpPsSM AaBaTbh aBTOPMU30BaTbhCH - All
5 Muwa lMNpasguH Usability Mpu nogHATUM O6BBNEHUN U NPUMEHEHUN YCNYT, KOrga nepeksovyaellbcsa B pexum "nnutka" sce np... ™ @ W WEE
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He 3amMbikante CX Ha onpegeneHHbIX GYHKLNSAX.
KNMeHTCKUM onbIT O0JIKEH NPOXOAUTb Yepes BCIO
KOMMaHUIo

BMmecTo nuwHmnx Usability TectupoBaHnn panTte
KOMaHOaM BO3MOXHOCTb YBUOETb K/IMEHTA B CBOEM
KOHTEeKCTe

. OToen nogaep>XXKn KIMEHTOB - cNeunanncTbl Yepes
KOTOPbIX MPOXoaAdaT MUNJIMOHbI «BOMPOCOB U
BeyaTneHnum»

. CnpocuTte cebq: ToT dnabek, KOTopbin cobupato 4,
MOIYT HAUTU U NEePEencrnosb3oBaTb Apyrme KoMaHagbl?



VIHTepBbIO
YaTbl
3BOHKU
Onpochil

KopnaopHble
JTabopaTopHble
YoaneHHble
HemMmopepupyemble

CaMun ncnonb3yem
[1lpoCcuM Konner

Onpochl
PbIHOYHbIE
dokyc rpynmnol
O63BOHDI

S2S TecThl

AHaNnUTUKa

O6weHue

261100eHUS

Usability TecTbl

OOpalleHus
N

Ak <

EatYourDo

OT3bIBbI

MapKeTUHroBbie

MpopaXku

[loBeageHue
A/B TecTnl
BOpPOHKU

YnoaneHHoe
AHanm3 BBOOA

baru, >xanoo6bl
[1pennoXxXeHus

CouwnanbHble CeTu
[TpnnoXeHus

Hanter
Farmer



B Ka)kxgou KoMnaHum ecTb NoTeHuuan cagenarTb
PadboTy KOMaHpg ropa3no addpeKTuBHee, NPOCTO
OTKPbIB UM A0CTYN K KTUEHTCKOMY ONbITY



Cnacunbo

£ Mikhail.Pravdin
< MPravdin

‘o https://www.avito.ru/company/job
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