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UX research.



Activities that increase 

our knowledge of 

Who are customers are

What they’re trying to do

What challenges they have 

What we can do to improve their lives



Right Problem
Right Solution

Done Right

Jen Cardello – Fidelity Investments





Talk me through how you do your reconciliations

What’s the hardest part about making a payment

And how have you overcome this problem

Open-ended, 

semi-structured 

interview.



Guessing.



1:10:100



UX research as a risk mitigant.



13th June Aer Lingus -1,000.00

5th June Allotment Wine Company -50.00

1st June Invoice 343434 +5,000.00



8 ways to pay



A single, simple 

way to pay.



UX research

is not optional.
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