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UX challenges

• Difficulty seeing the big picture of the overall experience, 
potentially missing what is important

• Tools and methods are limited, often time-consuming, 
expensive, or too high-level

• Need to prioritize UX projects based on KPI’s and UX 
metrics
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UX compass
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How are we doing?

How do we compare?

What do we need to improve?

Clients often ask…
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Experience scorecard requirements

Broad suite of metrics representing a holistic experience

Provide a clear picture (score) of the overall experience in a 
single dashboard view

Lean and budget friendly

Identify and Prioritize specific UX Issues
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Developing the Scorecard
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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

Define
Requirements
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Overview of experience
● Personalized 

Experience is 
always personal, 
based on what 
you care about 
the most, and 
relative to your 
expectations
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USABILITY EMOTION BRAND DESIGN & CONTENT

Ease of navigation Happy Interest in 

products/services offered

Visual attractiveness

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

images

Ease of use Relaxed Desire to use the site in 

the future

Understandability of the 

content/language

Usefulness Controlled Trust in the company Usefulness of information

10

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

100

● Personalized Personalized metrics 
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● Personalized Task relevance
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Experience scorecards
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Qualtrics Survey
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Our (simple) technical solution

Task Instructions Perform Task

Website

Task Ratings & 

Next Task
Perform Task

Post Task 

Ratings

• Works for products 
with easy access

• Budget friendly

• Little clunky (moving 
between survey and 
website)

• Cannot monitor or 
measure web behavior
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Interaction-Based Experience Scorecard
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Weighted Score

32.8 Usability

17.8 Brand

87.0
out of 100

Overall Experience Score

This score gives an overall picture of 

participant’s experience. It is a weighted 

average (combination of importance and 

experience) based on usability, emotion, 

design, and brand.
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Score Breakdown
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BrandDesignEmotionUsability
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Score Comparison

Competitor Evaluation

BrandDesignEmotionUsability

Experience Score

Experience Score

90.0 + Excellent

80.0 - 89.9 Very Good
70.0 - 79.9 Good

60.0 - 69.9 Fair

<60 Poor
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Expectations & Experience

Actual experience exceeded expectations, 

most notably on usefulness, organization, and 

look & feel. 

+0.57
Change in 

Expectation

On a scale of 1 (low) to 5 

(high) the actual experience 

was rated better than the 

expected experience by an 

average of 0.57.

Expected Actual

Experience Comparison 

The actual experience on both Ikea and Target 

exceeded expectations.

Competitor Evaluation
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Experience Score
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Experience Score
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Experience scorecards
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Qualtrics Survey
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A simple setup

Screener

Task selection 

and ratings

Priorities and 

demographics

• Works well for products and services that 
have regular (or somewhat frequent use)

• Very easy set up in any survey platform, 
no confusion, quick to administer

• Harder to pinpoint precise issues with 
tasks, only know which tasks are more 
problematic (pointing in the right direction)
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Cumulative-Based Experience Scorecard
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Experience Score
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Experience Score
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Experience Score
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Experience Score
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Experience Score
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Experience Score
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Experience Score
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How are we doing?

How do we compare?

What do we need to improve?

Answering the three basic questions

Overall, the experience of Hulu is good (76.7/100 and 4.0/5.0). The usability of Hulu 
scored lower than other aspects of the experience. 

The priority is to improve the experience around changing account information and plan 
level and possibly the TV platform. In addition, overall usability needs to be improved 
across the site, particularly related to the organization of the website/app and navigation. 

Hulu scored significantly lower than Netflix and Amazon for the overall experience, 
particularly around usability, and tasks focused on changing account info and plan levels. 
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Next steps

• Continue implementing both versions of the experience 
scorecard with our clients, and refining as needed

• Consider ways to integrate both versions of the scorecard to 
gain insight into specific interactions and overall sentiment

• Go through formal validation process, specifically around 
the various metrics that represent the broader experience
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Would you like an experience 
scorecard for your organization ?

walbert@bentley.edu www.bentley.edu/uxc

Thank you!

mailto:walbert@bentley.edu
http://www.bentley.edu/uxc

