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Introduction
▪ Clients often focus on design details or usability performance 

on a few key tasks

▪ Clients have more difficulty seeing the big picture of the overall 
experience

 

▪ Clients seeking the bigger picture but don’t have a tool to 
provide this information or the process is lengthy and costly
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How are we doing?

How do we compare?

What do we need to improve?

Questions clients often ask 
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Developing the  Methodology
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Our development process
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Motivation Requirements 

▪ Multi-dimensional view – beyond 
usability 

▪ Data about what users value and 
how that affects their experience 

▪ Diagnostic with 'at a glance' 
results 

▪ Comparative (vs. competitors)

▪ Repeatable - time efficient data 
collection that will provide 
performance data over time  

▪ Help clients answer three fundamental 
questions and:

○ Make data more accessible

○ Foster cross team buy-in

○ Help clients get a better understanding 
of the experience overall 

○ Help clients identify underperforming 
areas and opportunities

○ Drive change
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Our development process
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This is the initial process- we have not gone through validation yet 

Develop 
methodology

Create 
Scorecard 

Collect 
Data 

Analyze 
Data

Identify 
requirements 
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▪ Provides clients with metrics across critical aspects of experiences 

▪ Provides a clear picture of the overall experience

▪ Lean budget friendly

▪ Repeatable - progress can be tracked over time 

The Experience Scorecard
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Usabilit
y  Emotion

Brand

Design & 

Content 

Overview of experience 

● Personalized 

● Expectations vs. Evaluation
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USABILITY  EMOTION  BRAND  DESIGN & CONTENT 

 Ease of navigation Frustration Interest in 
products/services offered

Visual attractiveness

Organization of site Confidence Positivity about the Brand Usefulness of graphics and 
images

Ease of use       Engagement
  

Desire to use the site in the 
future 

Understandability of the 
content/language

Usefulness Stress Trust in the company Usefulness of information 

10

Overview of experience 
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The Scorecard
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Emotion

Usability
 

Design & 

Content Brand

● Personalized Personalized experience
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Emotion

Usability
 

Design & 

Content Brand

Participants distributed 100 points across these 
four areas based on the importance to them personally

100

● Personalized Personalized metrics 



© Bentley User Experience Center 2020 14

EmotionUsability
 

Design & 

Content Brand

80

90

85

75

70

80

95

80

73

60

65

75

Overall 
Score 

Avg overall weighted score 

Overall 
Score 

Avg overall score 7580

NOT PERSONALIZED PERSONALIZED

Personalized metrics 
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Experience Score



© Bentley User Experience Center 2020 16

Experience Score
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High importance
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Experience Score
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Experience Score
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Experience Score
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Would you like an 
experience scorecard 
for your organization ?

walbert@bentley.edu

www.bentley.edu/uxc 

mailto:walbert@bentley.edu
http://www.bentley.edu/uxc
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Thank you!

heatherwrightkarlson@gmail.com

Bill Albert, PhD

walbert@bentley.edu


