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Introduction

User experience (UX) is the art  of creating products and services that are 

effective, efficient, and delightful to use. At its core, UX design is about 

understanding people, their behaviours, goals, and motivations. By designing 

with the user in mind, we can create products and services that meet their 

needs and exceed their expectations.

This guide is intended to provide you with a comprehensive understanding of 

UX design principles, processes, and best practices. Whether you're a 

seasoned UX designer or just starting out, this guide will help you develop 

your skills and create better user experiences.

Throughout the guide, we will cover the key components of UX design, 

including purpose, research, user testing, the UX journey, visual design, and 

customer support. We will also explore the latest trends and techniques in UX

design, such as mobile design, responsive design, and accessibility.

By following the principles and best practices outlined in this guide, you'll be 

able to create products and services that are not only beautiful and functional 

but also user-friendly and intuitive.
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Identify purpose 

Define the purpose of the product or service you're designing the UX 

for. This will help you determine the target audience that will benefit 

from using it.

Research 

Start by gathering information about the product. If it is your own, read 

any available documentation, user manuals, or technical specifications. 

Examine the quality of the packaging, quality of documentation that 

accompanies the product, branding and compare against competing 

products on the market. If you are a reseller, look at the product's 

website and any promotional materials to learn about the product's 

features, benefits, and intended audience. Look at opportunities to re-

brand and re-package the product to enhance quality.

Identify the problem the product solves

Determine the problem or need the product addresses. This could be a 

functional problem, such as a tool that makes a task easier or more 

efficient, or an emotional need, such as a product that provides comfort 

or entertainment.

Consider user goals

Identify the goals of the user when they interact with the product. What 

are they hoping to achieve or accomplish? What needs are they trying 

to fulfil?
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Context of use 

Consider the context in which the product will be used. Will users be 

using the product at home, at work, or on-the-go? Will they be using it 

alone or with others? Understanding the context of use can help you 

design an experience that is appropriate for the situation.

Competitors 

Examine the competition to see how they are solving the same 

problem. What are they doing well and where are they falling short? 

Use this information to identify gaps in the market and opportunities to 

differentiate your product.

Broaden the product

Think about alternatives for the product – an entry level version, a 

professional version perhaps. Is there scope to broaden the product 

range to make it more attractive and make it part of a solution that 

solves more than one problem?

Usability

Is the product up to date? Does it meet current standards? Are there 

cheaper or better versions of the product on the market? Are there 

alternatives on the market that offer better solutions?

Soft feedback

Test your product with existing customers to see if it is meeting their 

needs and achieving its purpose. Use feedback to make iterative 

improvements to the user experience.
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Simple journey map

Use soft feedback to create user journey maps that outline the steps 

users will take when using your product or service. This will help you 

understand their goals, pain points, and opportunities for improving the 

UX.

Refine user goals

Based on feedback, redefine the user's goal. This could be a specific 

task, such as purchasing a product or completing a form, or a more 

general goal, such as learning about a topic or finding information.

Identify touchpoints

Identify the touchpoints where the user interacts with the product or 

service. These could include a website, mobile app, physical store, 

customer service hotline, or any other touchpoint where the user 

interacts with the product. Identify strengths and weaknesses and look 

to improve them. This could be anything from ease of finding the 

product, how the product is described, the number of clicks needed to 

assure the user about the product and provide all the information they 

need.

Map out the full customer journey

Map out the user's journey by listing the steps that they take to achieve 

their goal. This could include actions like searching for information, 

selecting a product, adding it to their cart, entering payment information,

and submitting an order.
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Emotions and pain points

As you map out the user's journey, note emotions and pain points at 

each step. This could include frustration with a confusing form, delight 

with a helpful customer service representative, or confusion with a 

complex checkout process. It is best to use someone with little 

knowledge of your website or product for this stage.

Identify areas where the user experience could be improved. As well as 

pain points, note moments of delight, and opportunities to provide more 

value to the user.

Refine and re-iterate

Use the insights gained from analysing the user journey to refine the 

user experience. This could involve making changes to the product or 

service, improving customer support, or streamlining the checkout 

process.
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Research your audience

Identify your audience

When you start the design of a new user interface, you need to know 

who will use your site or app. You need to start with a UX research plan 

to better understand the questions you need to be answered. 

What would users like?  Are their needs being met?  What can your 

website or mobile app give them that they don’t get somewhere else 

How would you do it better than your competition?

If you are creating a mobile experience to complement an existing one, 

then this part is relatively simple, since you already know and can 

survey your user base.

What demographic features are you targeting? Women 18-65, men and 

women over 50, professionals, students?

What interests are you targeting? Gamers,  tradesmen, foodies, 

musicians, beauty therapists?

What products, apps, or services are they already using? What reviews 

on app stores and social media are they giving such goods and 

services? How do these creators respond, and what can you do better?

Broad research

The first step in finding a wider audience is to create personas. Conduct

research to gather information about the target audience. This can 

include user interviews, surveys, analytics data, and other forms of 

research. It can also include your current customer base with users that

are familiar with your product.
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Analytics

Use analytics tools to track user behaviour on your website and social 

media platforms. On your website, look for pages visited, time on page, 

bounce rates, comments (if implemented), discarded carts, checkout 

timeouts. On your social pages, look for user comments, discussions, 

sentiment, positive and negative feedback. Use this information to 

optimize the user journey and improve your online presence. 

Analytics tools can provide valuable data about how users navigate and

interact with your website. Google Analytics is a popular tool to track 

number of visitors, pages viewed, and time spent on each page. Other 

tools like Hotjar can provide heat mapping data to help you understand 

where users are clicking and scrolling on your website. Using analytics 

tools, you can identify patterns and areas where users may be 

struggling or encountering problems. 

Social Media Insights

Social media can be a valuable tool for gathering feedback from your 

audience. You can monitor social media platforms to see what people 

are saying about your product and use that feedback to improve UX.

For example, if you notice users complaining about slow page load 

times, you may need to optimize your website's performance. Social 

media listening tools like Hootsuite or Mention can help you monitor 

social media platforms for mentions of your brand or product.

A/B testing

A/B testing involves testing different variations of a website or 

application to see which performs better. You can use A/B testing to test

different UX design elements, such as button placement or page layout,

9



to see which version performs better. It is best to add additional journey 

routes rather than change them in order to map preferred routes taken.

Tools like Optimizely or VWO can help you set up A/B tests and analyse

the results.

Heat mapping

Heat mapping is a technique that visually shows where users are 

clicking and scrolling on your website. This data can help you identify 

areas of interest or frustration and optimize your UX design accordingly.

Tools like CrazyEgg or Hotjar can provide heat mapping data to help 

you understand user behaviour on your website. Heat mapping can 

help you identify areas where users are spending the most time or 

encountering issues, allowing you to optimize those areas for a better 

user experience.

Customer feedback

Customer feedback is a valuable source of data for UX design. You can 

gather customer feedback through customer support emails, chat logs, 

customer calls or reviews on your website or app store. Analysing this 

feedback can help you identify common user issues and pain points. 

Behaviour tools 

User behaviour analytics can provide data about how users interact with

your product, including how they navigate through your website or app, 

what features they use most frequently, and where they encounter 

issues. Tools like Mixpanel or Amplitude can help you track user 

behaviour and provide insights into how you can improve your UX 

design.
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Competitor analysis 

Competitor analysis involves analysing your competitor's product or 

service to identify areas where you can improve your UX design. Look 

at competitor websites and find areas where ease of use and the 

customer journey are focused, simple and useable and compare this 

with the user experience on your website where a similar outcome is 

required.

Patterns and themes

Analyse the data collected from research to identify patterns and 

themes that emerge. Look for common behaviours, needs, and goals 

among the target audience.

Personas and segmentation

Based on the patterns and themes identified in the research, create a 

few initial personas. These should be fictional characters that represent 

different segments of the target audience, with distinct goals, needs, 

and behaviours. Validate them with real users to ensure that they 

accurately represent the target audience. Again, this can be done 

through user testing, surveys, or other forms of research.

Build behaviour models

Collect data on your users to understand their preferences and 

behaviour. This can include data such as their browsing history, search 

history, past purchases, and social media activity. You can use this data 

to create user profiles and develop a deeper understanding of their 

interests and preferences.
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Refine personas

Based on feedback from validation, refine the personas to ensure that 

they accurately reflect the needs and goals of the target audience. This 

may involve merging or splitting personas, adjusting goals and 

behaviours, or adding new personas. 

Once the personas have been validated and refined, document them in 

a format that is easy to reference and share with the design team. This 

may include creating a one-page summary for each persona, or using a

more comprehensive template that includes detailed information about 

each persona.

Implement personas into your test design

Use the personas to guide the design process that will be used on your 

test audience. Refer to the personas when making design decisions, 

and ensure that the design meets the needs and goals of the target 

audience. This preliminary step should help you eradicate any 

immediate and obvious customer journey issues and improve the 

quality of test feedback in latter stages.
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Test your audience

Testing goals

Start by defining the goals of wider user testing. What questions do you 

want to answer? What specific aspects of the user experience do you 

want to test? What metrics will you use to measure success?

Find test participants

Recruit participants who match the target audience for the product or 

service. This can be done through social media, email lists, or other 

methods. Offer an incentive for participation, such as a gift card or free 

product.

Consider a varied range of participants from novices to people familiar 

with similar products. Define the demographics and characteristics of 

your target audience, such as age, gender, location, and interests. You 

may also want to segment your audience into different groups based on

their needs and behaviours.

Whilst considering your audience, develop scenarios or tasks that 

simulate real-world use cases for the product or service that can be 

tested. This could include tasks like searching for information, 

completing a purchase, or navigating a website.

Conduct the test 

Conduct the test in a controlled environment, such as a user testing lab 

or online. Provide clear instructions to participants and ask them to think

out loud as they complete the tasks. Observe and take notes as they 
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navigate the product or service. There are many methods you can use 

to conduct your test, such as surveys, interviews, focus groups, and 

usability testing. Choose the methods that best align with your research 

goals and target audience.

Gather feedback from participants after they have completed the tasks. 

Ask open-ended questions to get their thoughts on the user experience,

and use specific metrics to measure success.

Analyse results

Analyse the results of the user testing to identify areas where the user 

experience can be improved. Look for patterns and themes in the 

feedback, and prioritize changes based on the impact they will have on 

the user experience.

What do they like and dislike about your product or service? What are 

their expectations for the user experience?

Make changes to the product or service based on the feedback from 

user testing, and test again with a new group of participants. Repeat the

process until the user experience is optimized.

Utilise feedback

Ask your test audience to offer up reviews and ratings that you can add 

to your website to build testimonials and trust.

Use social proof, such as customer reviews, ratings, and testimonials, 

to build trust with potential customers.
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Improve the customer journey

Personalise user experience 

Use data to personalise the user experience, such as showing relevant 

content and products based on their browsing history. To do this, collect 

data on users' past behaviour, preferences, demographics, and social 

media activity. Analytics tools such as Google Analytics, Facebook 

Insights, or Twitter Analytics can be used to gain a broad understanding 

of user behaviour, demographics, and interests. 

Content recommendations 

Use the data you've collected from research and test phases to 

personalise the content and recommendations you show to users. For 

example, if a user has previously purchased products in a particular 

category, you can recommend similar products in that category. You can

also personalise the content on the homepage or landing page to show 

relevant content to each user segment.

Personalise the user interface

Personalising the interface can make the UX more engaging and 

relevant to the user. For example, you can allow users to customize the 

colour scheme or layout of the interface to their liking. You can also offer

different levels of customization based on user preferences and needs.

Provide personalised notifications and alerts. Use data to send 

personalised notifications and alerts to users. For example, if a user has

added an item to their cart but hasn't checked out, you can send a 

reminder notification with a personalised offer to incentivize them to 
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complete the purchase.

Monitor social media trends 

Monitor social media activity to understand users' interests and 

preferences. Look at what users are sharing, commenting on, and liking

to identify trends and popular topics.

Retargeting ads 

Retargeting ads allow your business to show targeted ads to the users 

who visited your website and didn’t complete a conversion purchase an 

item, fill in a contact form, download a file, etc. Imagine them as the 

online way of converting regular window-shoppers into buyers. Using 

simple tracking codes, retargeting ads entice past visitors to return to 

your website by showing them relevant ads as they browse Google 

Display Network websites or search for related terms on Google. 

Retargeting ads use small pieces of code called cookies to track a new 

users. After a visitor has left your website, their cookies will alert Google

Ads to display your most relevant ads as they browse other sites online.

The most common type, pixel-based retargeting allows your website to 

display ads to any user after they’ve left your website, whether or not 

they provide contact information. 

A lesser used strategy, list-based retargeting uses a list of email 

addresses that you provide or gather through your website as the ad 

audience. For example, if a user subscribes to your company’s special 

offers email, they may take notice of your company’s special sale on 

boots. However, after viewing your sale they may still be convinced they

can get a lower price somewhere else. Using the email address the 

user provided initially, you can create a specific ad campaign for that 

specific user, which can highlight your boot sale for the next week.
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Accessible contact information 

Ensure that users can easily contact you for support or to make a 

purchase. Use live chat, phone support, or email to provide multiple 

options for users.

Accessible feedback

Successful businesses and marketers listen to what their customers say

On your website, you could add a survey that asks customers to rate 

their experience. Ask questions like: In order to enhance your 

experience, what should we do? Which features would you like to see in

the future? Did we meet your expectations?

These questions allow individuals to explicitly tell you what they want to 

see on your website. You should collect the outcomes and evaluate 

them, searching for trends. For instance, if 70 % of respondents claim 

they have a problem finding specific posts on your website, this could 

mean that it is time to add a search feature.
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UX design
Keep things simple 

In a website layout, simplicity essentially means getting rid of 

unnecessary components in a design. Note that you want a particular 

action to be taken by a visitor coming to your site. In order to get what 

they have come to search, they will scan the content. If they have to 

navigate around to find what they want, or wait too long for a page to 

load, they will leave. Make sure your website or app is easy to navigate.

Use clear calls-to-action and eliminate unnecessary steps in the 

customer journey.

Keep things clean

Design a clean layout, a two or three-colour scheme that matches your 

brand and plenty of white space. Use a maximum of two or three fonts. 

Give your graphics  purpose. Make them clickable and insightful.

Use visual design to guide users. Visual design plays a crucial role in 

guiding users as part of the overall user experience (UX) of a product or

service. Effective visual design can make it easier for users to navigate 

and interact with the interface, leading to a more enjoyable and efficient 

experience. Use visual design elements, such as icons and images, to 

guide users through the user journey. Use white space and clear 

typography to make information easy to read and understand.

Plan your layout and hierarchy

Visual design can help establish a clear hierarchy of information on the 

page or screen. This can be done through the use of size, colour, 

contrast, and placement of elements. Users can quickly scan and locate

18



the most important information, making the experience more efficient 

and less frustrating.

Introduce the right balance of colour and contrast

The use of colour and contrast can help highlight important elements on

the page or screen, such as buttons, links, and calls to action. This can 

help users identify the intended next step and move through the 

experience with ease.

Choose the right typography

The choice of typography can affect the readability and overall tone of 

the experience. Good typography can make the text easy to read and 

understand, while also conveying the appropriate mood and tone. Make

sure that once you have chosen a font, you stick to it throughout your 

brand.

Visual cues

Visual design can also provide visual cues and feedback to guide users 

through the experience. For example, an animation or change in colour 

can provide feedback to confirm that an action has been taken, such as 

a button being pressed.

Consistency

Consistency in visual design can help users feel more familiar with the 

experience and reduce the learning curve. Consistency can be 

achieved through the use of a consistent colour palette, typography, and

layout across different screens or pages.
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Use responsive design 

Use a responsive design that automatically adjusts to different screen 

sizes and resolutions. This ensures that your website or app looks good

and functions well on all devices, including smartphones, tablets, and 

desktop computers. You need to consider laptops and desktops are 

most commonly landscape, tablets are mainly viewed in portrait.

The content delivered should be the same on both platforms. However, 

if you are creating a smaller site for mobile devices to improve loading 

speed, use a redirect clause to /mobile pages from your main URL.

Utilise white space

This is one of the quickest and easiest ways to enhance your design. 

Even subtle amounts of white space will allow your designs to breathe 

and look more polished.

The design background colour does not always have to be white. It only

needs to be the space between elements of the website. 

Consider increasing the line space for your text in the body. Add left and

right margins.

Use clear and concise language 

Use clear and concise language to communicate information to users. 

Avoid using jargon or technical terms that users may not understand. 

Use short sentences and simple words to make information easy to 

read and digest. Understand the level of expertise and familiarity your 

users have with your product or service. This will help you determine 

the appropriate tone and level of technical jargon to use in your 
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language.

Be specific and direct in your language to avoid confusion and 

misinterpretation. Use action verbs and provide clear instructions to 

guide users through the UX.

Use active voice instead of passive voice to make your language more 

engaging and understandable. Active voice also helps to create a sense

of ownership and responsibility for users. For example "Our skincare 

range gets results in minutes." A passive voice is less engaging. For 

example “Get results in minutes with our skincare range”. 

When writing your copy, also avoid using different words or phrases to 

describe the same concept or action.

Prioritise content 

Prioritise content based on user needs and goals. Make sure that the 

most important information is easy to find and presented prominently. 

Use headings, subheadings, and bullet points to make information 

scannable. Use visual hierarchy to guide users through the user 

interface. Use colour, size, and placement to emphasize the most 

important elements and create a clear visual hierarchy. Minimize 

distractions on the interface by eliminating unnecessary elements or 

features. Use negative space to create a clean and uncluttered 

interface. 

The most important details on the website ought to stand out the most. 

If it’s a blog post, you need a clear-cut headline followed by subtitles 

and subheadings that dig deeper into the subject.

The search field must be visually distinct with, preferably, the 

placeholder text together with a glass icon. It’s usually at the upper right

corner of a website.

The readability of the text depends significantly on the colours you use 
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and the contrast between your text colour and the surroundings.

Display a clear call to action

Use clear calls-to-action to guide users through the user journey. Use 

descriptive and action-oriented language to encourage users to take the

next step. Call-to-action buttons need to stand out and provide a 

concise explanation of their intent. Calls to action require a strongly 

contrasting hue that stands out from the rest.

Consider page goals

Every page should have a single definite goal. For example - the 

checkout page should only contain what is needed for the process of 

checkout. Only contact information and/or a form should be included in 

the contact page, only specific product information relating  to the 

product being viewed should be displayed. Remove clutter and links 

that could send the user away from a conversion opportunity.

Plan a journey map 

Define the steps users need to take to accomplish their goals, whether 

it's making a purchase, completing a form, or finding information. Map 

out the user journey to identify areas where the interface can be 

simplified. Make it easy to navigate. Use a simple and intuitive 

navigation structure to make it easy for users to find what they are 

looking for. Use consistent labelling and grouping to create a 

predictable user experience.

In terms of design, flow is when the user moves effortlessly from 

one aspect of the website or mobile app to another to fulfil the 

ultimate objective of fulfilling their goals. Clear design framework
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allows consumers to get what they want seamlessly. That works 

to your advantage. You need to think through what the user is 

going to do step by step to keep things consistent.

Think about where the point of entry would lead, especially if it is

a designated landing page.

Remove dead links 

Dead-end pages are another thing to consider; those pages that 

don’t lead anywhere else. You need to avoid such instances 

throughout the user journey when possible. Every page on your 

website ought to lead somewhere. 

Scan through your website and check that there are no missing pages 

or redirects that lead nowhere. If your site has 404 Not Found errors, 

this will impact both the customer journey and your search rankings.

Move up-sell outside the target content

Any additional but unimportant copy should be after the focus of the 

page. For example, accessories, complementing items, special offers. 
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Mobile first 

Optimise for mobile devices 

Ensure that your website or app is mobile-friendly and responsive, with 

easy-to-use navigation and intuitive design.

Use a responsive design that automatically adjusts to different screen 

sizes and resolutions. This ensures that your website or app looks good

and functions well on all devices, including smartphones, tablets, and 

desktop computers.

Simplify layout

Simplify the layout of your website or app for mobile devices. Use a 

single column layout, with clear and concise headings and 

subheadings. Use simple icons and buttons that are easy to tap with a 

finger.

Use larger fonts

Use large font sizes to make text easy to read on small screens. Use a 

font size of at least 16 pixels for body text, and 22 pixels for headings.

Optimise visual media

Optimize images and videos for mobile devices by compressing them to

reduce file size and load times. Use high-quality images that are 

optimized for mobile screens.
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Use mobile friendly forms

Use mobile-friendly forms that are easy to complete on a small screen. 

Use form fields that are easy to tap with a finger, and avoid using small 

text fields that can be difficult to fill out.

Optimise load times

Optimise loading times for mobile devices by reducing the size of files 

and using a content delivery network (CDN) to speed up content 

delivery. Use lazy loading to load images and videos only when they are

needed.

Test and iterate

Continuously test and iterate your mobile design to identify areas for 

improvement. Whenever you make a change on your desktop site, 

make sure that the mobile version maintains the correct layout and 

functionality.

Use user feedback and analytics to identify areas of confusion or 

frustration and iterate your design accordingly.
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Improve customer support
Provide excellent support

Make it easy for customers to reach out to you for support or to resolve 

any issues. Use live chat, email, or phone support to provide multiple 

options for customers.

Train your support team

Train your support team to provide excellent customer service. Teach 

them how to communicate effectively with customers, how to handle 

difficult situations, and how to solve problems quickly and efficiently.

Use multiple support channels

Use multiple support channels, such as phone, email, and chat, to 

make it easy for customers to reach out for help. Make sure that each 

channel is staffed by knowledgeable and helpful support agents.

Respond promptly

Respond promptly to customer inquiries and support requests. Set a 

goal to respond within a certain amount of time, such as 24 hours, and 

make sure that your support team meets this goal.

Personalise interactions

Personalise your interactions with customers by using their name and 

addressing their specific concerns. Show empathy and understanding, 

and let customers know that you are committed to helping them find a 

solution to their problem.
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Be proactive

Be proactive in your customer support efforts by anticipating customer 

needs and reaching out to them before they have a problem. For 

example, send a follow-up email after a purchase to check in and see if 

the customer has any questions or concerns.

Use feedback to your advantage

Use customer feedback to improve your customer support processes. 

Collect feedback from customers on a regular basis, and use this 

feedback to identify areas for improvement and make changes to your 

support processes accordingly.

Introduce self service options

Provide self-service options, such as a knowledge base or FAQ section,

to make it easy for customers to find answers to common questions. 

This can help reduce the volume of support requests and improve 

customer satisfaction.
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