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 2020 PRODUCT DESIGN TEAM 



1 RESEARCHER IC

STAFF RATIOS IN MID- 2018

28 DESIGN ICs



1 RESEARCHER IC ~12 DESIGN ICs

STAFF RATIOS IN 2020





Participant recruitment

Time to value

Project coordination

Retention of insights

Rigor & credibilty

Key issues

Space to work



What User Experience 
Research does for the 
Zendesk product team:

MISSION

UX Research helps product 
teams understand and empathize with 
users’ needs. We help teams make better 
decisions by discovering and sharing 
user insights that guide product design 
and strategy.

● Discover and share user insights

● Help evaluate concepts and designs 

● Recommend methods, give feedback 
on study plans, questionnaires 
and materials

● Make insights easier to find and share

● Help schedule and track research 
participants

● Provide training on research tools 
and techniques



Today’s 
talk

Participant recruitment

Time to value

Rigor and credibility



Participant Recruitment 
and Time to Value



Some 
participant 
recruitment 
pain points

● No direct access to agents - only decision 
makers and admins

● No participant incentives other than 
company swag 

● Difficult to identify users of 
specific features

● Account Managers gated access 
to customers

● Hard to screen out customers who did not 
want to be contacted

● Hard to screen out customers who did not 
want to be contacted



🥰 Headcount 🥰

If you love something, 
give it away



ZenReach
HACKATHON ENTRY



ZenReach
HACKATHON ENTRY



ADDRESSING RECRUITMENT AND TIME TO VALUE PAIN POINTS

Tools in our UX Research Toolkit

Click tests, cardsorts and 
IA validation

Built in research panel, prototype 
validation, remote interviews

Panel management, screeners 
and surveys



Building a
research 
panel



Piloted 1 Rolling Studies 
program in late 2019 
with developers

Added 3 new rolling study 
programs -  Admins, 
Agents and Prospects 



Rigor and credibility



Start with the basics
INTERVIEW TRAINING: ROLE PLAYING EXERCISE

Learn about the last big home technology purchase 
made by the informant

Interviewer & Note Taker + Informant

Follow the instructions on the sheet

Spend up to 10 minutes on the interview

ROLES

GOAL



Visit 
Manila

Observe 
Outsource 
Agents

Visit 
Singapore 

Agent 
Workshop
With 
In-house 
Agents

Dublin

Design 
studio 
with 
In-House 
Agents

Travel 
home

Design 
solution

MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY



Retention of Insights
Analytical Rigor
Efficiency

RESEARCH CREDIBILITY



Coach and empower local 
evangelists and allies

GROWING SKILLS ON A 
DISTRIBUTED TEAM



Coach and empower local 
evangelists and allies

GROWING SKILLS ON A 
DISTRIBUTED TEAM



Let them run with it. 



ADMIN PROFILES

Triggers
1- ?

Agents
10 + - 100+

They are tasked with setting up a 
Zendesk instance  - most likely their 
company’s first. This admin may have 
used Zendesk in their previous job. 
They may not have the benefit of a 
success agent and are learning as 
they go. 

DEPLOYMENT ADMIN

Some admins are starting from 
scratch. They are in charge of setting 
up one or more customer service 
teams, and, because of the size and 
maturity of their organization, may be 
involved in the buying decision. 
Setting up Zendesk may not be their 
primary responsibility. They may set 
up initial structures and standards for 
help center content.

WHAT THEY DO

● Training - general preparation for 
optimizing their Zendesk instance - 
particularly in setting up:

● Preprocessing - being able to ID 
requests accurately so they can be 
routed correctly.

● Explore - they have some analytics 
experience but will most likely hand 
over this responsibility to an analyst.

● Knowledge base - so that requests 
can be solved efficiently. 

● Custom Fields - to make routing work 
seamlessly with the goal of optimizing 
customer paths. 

● Roles and permissions - setting up 
access rules, especially for agents.

WHAT THEY NEED

“ Zendesk is only one of the hats I wear 
here. We are heavy support users and my 
job was to build out Zendesk from 
scratch”
Alyssa- Admin - Financial Services Company



GETTING HELP FROM UX RESEARCHERS

Submit a ticket
uxresearch.zendesk.com

You can also chat with the UXR team on Slack: #ask-uxresearch



Results



850+ Customer 1-1 
study sessions 

750+ Individual 
UserTesting 
sessions

250+ Unique durable 
insights recorded

15 data - backed 
user profiles 
delivered



Final thoughts



Building for scale 
means building 
bridges, not walls

Start with empathy. Listen.
Build relationships.  Accept and offer help. 

Have a plan for growth. Prioritize tools and 
frameworks that will scale with you.  

Share your vision for the team, your progress, 
and impact.  Adapt plans to changing needs. 

Teach what you know to extend your impact. 
Help others succeed and grow their careers.  



VEEVI ROSENSTEIN
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