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Abstract 
The recent global pandemic had shocking impacts on 
societies and economies worldwide by bringing complexity, 
ambiguity, and uncertainty for extended periods. UX 
researchers, faced with numerous challenges, were 
compelled to adapt to emergent conditions through remote 
research methods. 

Investigating how some members of the UX research 
community adapted to the emergency offers valuable 
insights into how they responded to uncertainty and showed 
resilience. Therefore, we studied the early practices of UX 
managers and researchers in Turkey during the first 6 
months of the global pandemic under lockdown conditions. 
Our goal was to understand how UX research and design 
teams responded to uncertainty by customizing their 
methods.  

We focused on seven firms as different cases to conduct 
semi-structured interviews with seven managers and 13 UX 
researchers. The results demonstrate that the adaptable 
nature of UX research allowed them to quickly respond to 
these emerging conditions.  

In the early period of the pandemic, our study participants—
UX managers, designers, and researchers—experienced the 
advantages and challenges of remote UX research 
necessitated by the lockdown. These included issues related 
to participant recruitment, work performance, readiness, and 
methodological concerns. Based on our findings, we make 
recommendations for UX researchers to conduct moderated 
and unmoderated remote research while maintaining 
inclusiveness and rigor. 
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Introduction 
Recently, UX practice was challenged by the complexity, uncertainty, and ambiguity of the 
global COVID-19 pandemic. Several concerns arose. 

UX Research in the Pandemic Was Remote 
At its onset, social distancing measures necessitated adopting remote-only ways of carrying out 
UX practice, even though much of UX research has traditionally involved direct contact with 
users for observation and consultation. Furthermore, the pandemic had significant effects on the 
economy and generated a risky environment for businesses. Thus, being close to users and 
understanding how they adjusted to the pandemic circumstances was seen as a way to mitigate 
the economic risks and deal with the uncertainty (Craven et al., 2020; Diebner et al., 2020). 

UX researchers and designers are always accommodating new situations and new technologies 
in an ever more complex environment (Norman & Stappers, 2015). Therefore, despite its 
challenges, conducting research to understand emerging user behaviors became a necessity 
(Moran, 2020), and it could only be done remotely in the earlier phases of the pandemic. 
Although social distancing measures are no longer a necessity, many practitioners believe that 
“remote UX research is here to stay” as it outperformed their expectations during the pandemic 
(Schumacher, 2022). 

Remote UX Research Was New 
Of course, remote UX research was already an established way of gathering information from 
users before the pandemic, especially in areas such as cross-cultural research. Many guides 
address its advantages and disadvantages (Bolt & Tulathimutte, 2010; Rubin & Chisnell, 2008), 
and there are digital tools for remote user research and testing (Whitenton, 2019). But, at the 
onset of the pandemic, remote research was new to many UX researchers who had to learn it 
while managing the unfamiliar conditions of COVID-19 and its possible effects on UX research 
practice.  

Therefore, starting in 2020, there were efforts to guide researchers in converting face-to-face 
practices into remote ones (Balestrucci et al., 2020; Kondratova et al., 2021; Mathis et al., 
2021; McCloskey et al., 2022; Schmidt et al., 2021). For example, Gov.uk compiled a remote 
research tool kit (Baron & Petre, 2020). Lupton (2020) initiated a crowdsourced document on 
performing remote fieldwork. And Larsen et al. (2021) conducted a workshop on sharing 
experiences of remote user research during the pandemic.  

UX Research Methods Became Logistically Important 
Many studies highlighted observations regarding the gap between UX practice and theory and 
how methods are used (Agogino et al., 2015; Gray, 2016a; Kramer et al., 2016; Stolterman, 
2008). In addition to the existing guidelines and suggestions for conducting remote research, it 
is crucial to today’s understanding to gain insight into how UX researchers and designers 
employed and integrated design research methods into their practices during the pandemic’s 
emergent conditions (Gray, 2016b).  

Süner-Pla-Cerdà et al. (2021) reviewed 49 blog posts from different websites posted by UX 
practitioners. They showed that earlier discussions among UX researchers about the effect of 
the pandemic on UX research practice revolved around methodological challenges and 
opportunities of remote research, ethical concerns about conducting research during the 
pandemic, and regarding the psychological effects of the pandemic on participants and UX 
researchers. Although reviewing these discussions is beneficial to understand the overall impact 
of this sudden shift to remote work, these blog posts are mostly limited to optimistic views 
regarding how they can sustain UX practice based on business concerns. 

To understand the real experiences of UX researchers under the emergent conditions caused by 
the pandemic, it is vital to consult them. Investigating how resilience in crises is built into 
communities may provide opportunities to plan better and prepare for future situations like the 
pandemic (Suleimany et al., 2022). 
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The Pandemic Influenced UX Researchers  
We studied how the pandemic influenced what UX researchers did. To understand the transition, 
we investigated UX research practices during the first 6 months of the pandemic by interviewing 
researchers about their practices at several firms that conduct UX research.  

In the following sections, we briefly review the literature about current approaches to remote 
UX research and how researchers responded to the pandemic. Then, we introduce our method 
and highlight our major results. Last, we discuss the transformational effects of the pandemic 
on UX research practice and recommend tips for UX researchers. 

Related Literature 
Even though remote study became a new paradigm for many practices during COVID-19, 
remote research is not new to the UX community.  

Remote UX Research Can Be Moderated or Unmoderated 
Remote UX research is a way to conduct research in which the researcher can gather data from 
a participant in a different location. There are two fundamental ways to conduct remote 
research: moderated with the session guided by a moderator, or unmoderated (automated) 
with web-based tools to conduct the research without a moderator’s presence (Barnum, 2021; 
Bolt & Tulathimutte, 2010).  

Moderated research is conducted synchronously through online tools; the participant, 
moderator, and observers focus on the same task at the same time. Researchers can collect 
behavioral information by observing users’ actions and noticing their speech patterns (Rubin & 
Chisnell, 2008). They can also acquire attitudinal information by talking to users and probing at 
emerging subjects during the session. Thus, the data are mostly qualitative (Bolt & 
Tulathimutte, 2010). 

Unmoderated (or automated) remote research is usually carried out asynchronously. The 
participants’ performance of a predetermined task is recorded through certain tools, and then 
the researchers analyze the collected data (Barnum, 2021; Bolt & Tulathimutte, 2010; Rubin & 
Chisnell, 2008; Tullis & Albert, 2013). A narrowly defined task is often assigned to the 
participants with close-ended or very brief open-ended questions. Therefore, chiefly quantitative 
data is gathered, and a larger sample size can be achieved compared to moderated research 
(Bolt & Tulathimutte, 2010). Diary studies (Bolger et al., 2003) and cultural probes (Gaver et 
al., 1999) can also be conducted in a remote and asynchronous way to obtain in-depth 
information about the experience.  

Remote Research Has Many Advantages 
As remote research is independent of environment and location, it has many advantages, such 
as requiring relatively fewer people, being lower cost, and requiring less time (Gannon, 1998; 
Krauss, 2003; Varsaluoma & Sahar, 2014; Venturi, 2008). Moreover, remote research can 
reach wider sampling groups, especially in cases like international research or where the 
researcher’s physical presence is difficult or not possible (Jain et al., 2011; Walsh et al., 2010; 
Yiu, 2013). Such advantages enabled UX researchers to work under social distancing conditions, 
especially in the first months of the pandemic.  

Remote Research in the Pandemic Had Challenges 
As expected, the efforts to continue UX research during the pandemic were mostly centered 
around synchronous and asynchronous ways of conducting research through online mediums 
and crowd-sourcing platforms (Balestrucci et al., 2020). Researchers even reported that many 
user studies with hard-to-reach groups were successfully conducted through remote mediums in 
areas such as the defense industry (McCloskey et al., 2022), universal design (Simon-Liedtke et 
al., 2021), and geriatric services (Kondratova et al., 2021). 

Yet a major challenge was to bring studies that normally required a physical setting out of the 
lab. Attempts to overcome this challenge included enabling remote procedures that normally 
required local hardware and software, such as neurophysiological measurements for UX 
evaluation (Vasseur et al., 2021) and facial expression detection in user tests (Giroux et al., 
2021). Further strategies involved using existing data from web or device logs, creating 
prototypes that could be used online, and bringing prototypes to participants’ homes.  
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An emergent way to solve this challenge was to run studies in extended reality (XR) 
environments (Schmidt et al., 2021). XR technologies, such as virtual and augmented reality, 
are seen as a potential way to replace the need for real-world experimentation and tests (Wölfel 
et al., 2021). There were several examples of successful applications of remote XR studies 
carried out under pandemic circumstances (Saffo et al., 2021; Siltanen et al., 2021; Spittle et 
al., 2021). As there was a population of individuals who already had certain equipment to 
immerse in XR settings, recruitment was easy and could be fruitful for such groups (Radiah et 
al., 2021; Saffo et al., 2021). 

However, target groups unfamiliar with XR settings or who do not own the equipment could be 
challenging to work with. To access diverse participants, some researchers suggested 
establishing hardware landing schemes (Ratclife et al., 2021) or funding hardware distribution 
(Steed et al., 2020). Moreover, for remote XR studies, standardizing the study procedure could 
be problematic as participants’ equipment differed and the application of the procedure was 
determined by the participant. To control for these differences, Steed et al. (2020) suggested 
observing the participants during the study through videoconferencing platforms. 

Pandemic-Induced Concerns Remained 
When such remote efforts did not work well, researchers waited for the pandemic circumstances 
to settle and then continued research in physical settings while complying with hygiene 
regulations and social distancing measures (Miclau et al., 2021). However, continuing face-to-
face research during the pandemic caused concerns regarding health and safety (Steed et al., 
2020), whereas research in general raised concerns about research validity (Süner-Pla-Cerdà et 
al., 2021). Other issues included concerns for employees' and participants' wellbeing with 
“technostress” (Ayyagari et al., 2011) and “zoom fatigue” (Fosslien & Duffy, 2020).  

Despite the challenges, maintaining research efforts and reassessing the existing norms and 
values have been crucial for UX researchers. This will help prepare for the post-pandemic era 
and future changes (Balestrucci et al., 2020). 

Our Study Adds to the Literature 
The studies above provide inspiring and valuable insights about UX research during COVID-19. 
But it is also valuable to examine early practices of this transition from the practitioners’ 
perspectives to help understand the transformational effects of the pandemic and how 
researchers responded to such emergent conditions. This could help others in their current 
practice and help prepare for future transformational challenges.  

We conducted semi-structured interviews with managers and UX researchers from seven firms 
about their experiences in the first 6 months of the pandemic to understand how they 
responded to uncertainty by customizing their methods. It provides valuable insights into the 
challenges and opportunities presented by unexpected circumstances, particularly in the shift 
toward a remote approach. By addressing these hurdles, it aims to elevate the overall quality of 
UX research. 

Methods 
Examining real-world problems requires a holistic approach that entails consideration of the 
environments, dimensions, and actors related to a phenomenon. This helps researchers 
understand the professional context, the practitioners' ways of working, and their perspectives 
(Robson & McCartan, 2016). For a holistic approach, we find case studies suitable for 
investigating UX research practices in the industry since they allow researchers to explore real-
world systems and phenomena, analyze relationships within specific contexts, and examine 
multiple perspectives, as noted by Yin (2018). By studying the practices of firms as cases, it is 
possible to understand their research process, including UX researchers' considerations and 
expectations. Therefore, we investigated the early practices in the pandemic through interviews 
with UX researchers and managers from seven in-house teams and consultancies in Turkey. In 
this way, we delved into the details of the cases and analyzed them in-depth for valuable 
insights into the UX research practices employed in the industry. 

Choosing the Country 
Turkey is a representative context for this study because UX is growing there. Especially in the 
last two decades, Turkey has witnessed a rapid increase in interest in UX in parallel with the 
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rest of the world. The study by İnal and Rızvanoğlu (2016) shows that the number of UX 
consultancy firms, specialized teams, and the number of people in the field is expected to 
increase in Turkey. The IT sector has shown significant growth in recent years, even with the 
depreciation of the Turkish Lira (TÜBİSAD Informatics Industry Assocıation, 2018).  

The Ministry of Development defines IT as a lifting force as the sector is one of Turkey's most 
extensive export fields (T.C. Kalkınma Bakanlığı, 2023). This development positively affected 
the UX service sector as IT companies heavily employ UX designers and researchers 
(UXservices Field Report, 2018-19). Many UX design teams and consultancy firms provided UX 
services and continued their practices at the beginning of the pandemic.  

Finding Our Cases and Participants 
We took Turkey as the sampling frame, and within this sampling frame, we employed three 
successive phases to define our firms by considering "eligibility" (Eriksson & Kovalainen, 2010) 
and the "typical case selection" criteria (Gerring, 2006).  

First, we compiled a list of companies conducting UX research in Turkey. The resulting pool 
involved 11 UX consultancy firms and 20 in-house UX teams. From this pool, we invited six 
consultancy firms and 13 in-house UX teams that fit our sampling criteria to participate in our 
study. As a result, we were able to interview UX managers and researchers from five UX 
consultancy firms and two in-house UX teams.  

Table 1 summarizes the characteristics of cases and participants, including the roles and 
experience levels of participants. All participants were involved in UX research activities during 
the pandemic, even though some held titles other than researcher.  

Table 1. Case and Participant Characteristics 

Firm Firms’ Details Participant Job Role Years of 
Experience 

Firm A 

- Develops software-based 
services for both international 
and local markets. 
- Mainly conducts remote UX 
research. 

P-1 UX Research Director 3-10 years 

P-2 UX Researcher 3-10 years 

P-3 UX Researcher 0-3 years 

P-4 UX Researcher 3-10 years 

Firm B 

- UX design consultancy for 
digital and physical products. 
- Has little experience with 
remote UX research. 

P-5 UX 
Consultant/Founder +10 years 

P-6 UX Researcher 3-10 years 

P-7 UX Designer 0-3 years 

Firm C 

- UX research team of a bank 
service. 
- Did not have any experience in 
remote research before COVID-
19. 

P-8 Customer Experience 
Team Manager 3-10 years 

P-9 Customer Experience 
Researcher 0-3 years 

Firm 
D 

- Develops a remote research 
tool for international and local 
markets. 
- Provides UX research 
consultancy by using their own 
digital tool. 

P-10 UX 
Consultant/Founder 3-10 years 

P-11 UX Researcher 3-10 years 

Firm E 
- UX design consultancy for 
digital products. 
- Has little experience with 
remote UX research. 

P-12 UX 
Consultant/Founder +10 years 

P-13 UX Researcher 0-3 years 

P-14 UX Researcher 0-3 years 

Firm 
G 

- Branch of an international 
design consultancy company. 

P-15 Director/Partner +10 years 

P-16 UX Designer 0-3 years 
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Firm Firms’ Details Participant Job Role Years of 
Experience 

- Has little experience with 
remote UX research. P-17 UX Designer 3-10 years 

Firm 
H 

- UX design consultancy for 
digital and physical products. 
- Has little experience with 
remote UX research. 

P-18 UX Strategist +10 years 

P-19 UX Researcher 3-10 years 

P-20 UX Designer +10 years 

 

Interviewing the Participants 
We conducted semi-structured interviews between July and October 2020 to understand 
research practices and our participants' experiences in the very early phases of the pandemic. 
Interview questions focused on understanding their perspectives toward UX and UX research, 
and their process of UX research, including commonly used methods before the pandemic and 
alterations after that. (See the Appendix for the interview questions.) 

We conducted and video-recorded all interviews using Zoom™.  

Analyzing the Data 
Recordings were transcribed verbatim so we could do content analysis. Content analysis is a 
method to systematically examine qualitative data by coding them to reveal valid and 
meaningful patterns (Miles et al., 2014; Saldana & Omasta, 2017). These patterns have been 
used to write case reports for each firm to understand replications and differences in practices. 

We used the "member checking" process to validate data (Creswell & Miller, 2000). First, we 
asked each participant to check their interview transcriptions, which may have potentially 
distressing elements. If there were such elements, we deleted them. Second, based on our 
content analysis results, we generated case reports for each firm and distributed them to the 
managers to receive their confirmation and validate our inferences.  

All data gathered in the study and case reports presented to firms were in Turkish. The quotes 
used in the results section were translated by the authors. Three researchers independently 
coded the raw data in spreadsheets and then compared, discussed, and consolidated their codes 
to reach agreement on the coding structure. Coding was done in two cycles that revealed the 
related themes of the study. Themes, their definitions, and related sub-themes guiding the 
coding process are listed in Table 2. The resulting themes reveal issues related to the 
advantages and challenges of remote UX research as discussed in the next section. 

Table 2. Themes and Sub-Themes Guiding the Coding Process 

Themes Themes’ Definition Sub-Themes 

Advantages of remote UX research during the early pandemic 

Benefits Advantages of remote research 
that emerged with the pandemic 

• lack of physical space 
restrictions 

• ease of sample recruitment 
• effects on collected data 

quality 
• ease of building rapport 
• improving work performance  
• increasing UX researchers’ 

productivity 
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Themes Themes’ Definition Sub-Themes 

Challenges of remote UX research during the early pandemic 

Deficiencies in 
observational 
research 

Lack of holistic observation due to 
limitations with digital tools 

• strategies to overcome 
limitations of remote research 
in terms of observation 

• dependency on self-reported 
data 

• limitations regarding 
laboratory use and strategies 
to overcome these limitations 

 

Inclusiveness for 
non-tech savvy 
users 

Issues around inclusiveness for 
sample groups that may struggle 
with the technological requirements 
of remote research 

• concerns about participants’ 
unfamiliarity with digital tools 

• strategies suggested including 
non-tech savvy participants 

 

Readiness for the 
research sessions 

Practices and concerns of 
researchers to be prepared for 
remote research sessions 

• preparedness through 
methodological planning 

• UX researchers’ preparedness 
• participant preparedness 

 

Moderator 
engagement in 
synchronous 
sessions 

Practices of ensuring effective 
moderator engagement in 
synchronous sessions, where 
moderators may struggle due to 
the lack of in-person interaction 

• strategies for building rapport 
• concerns about limitedness in 

receiving visual clues 
• strategies to sensitize 

participants for remote 
sessions 

 

Managing 
unmoderated 
sessions 

Practices to ensure that 
participants are able to complete 
tasks successfully and efficiently 
without direct guidance from a 
moderator 

• strategies for planning 
unmoderated research  

• concerns about participant 
representativeness in 
unmoderated research 

 

 

Results 
Like many other work areas, the pandemic significantly affected UX research practice in this 
early phase.  

At the onset of the epidemic, five of the participant firms had to cancel or postpone projects 
involving physical interaction, contextual observation, or a laboratory setting (Firms A, B, D, G, 
and H). However, before the pandemic, Firms A and D, in particular, as well as B, E, G, and H 
had already been partially conducting their research through digital mediums for usability 
testing and for international research purposes. This experience increased their readiness and 
enabled a smooth transition to remote work.  

Furthermore, with the sudden relocation of activities from the physical to the virtual, three of 
the participant firms (Firms A, D, and E) became interested in investigating the opportunity 
areas to develop new products or enhance the existing ones that aligned with emerging user 
habits during the pandemic.  

Figure 1 illustrates the methods frequently used by UX teams before the pandemic, as 
mentioned in the interviews. Asterisks in the figure indicate methods that our participants said 
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they also used during the pandemic. Participating firms were mainly able to conduct interviews 
and usability tests. Methods such as netnography and diaries were used as complementary to 
other methods. 

 

Figure 1. The most frequently-used methods prior to the pandemic as reported in the 
interviews. Numbers indicate the number of firms using the method. (Asterisks indicate 
methods also used during the pandemic.) 

During the pandemic, firms heavily focused on retrieving attitudinal information based on users’ 
self-reports. Therefore, at least some of the firms did not find it difficult to switch to online 
mediums to elicit users’ opinions. 

“Actually, there is not such a complex situation here. You find the participants 
and talk to them remotely [...] In the end, there is this human on the other side 
[of the screen], we are endeavoring to gather insights by asking the right 
questions.” (P-10) 

Even though three firms had been actively implementing remote research before the pandemic, 
only one firm (Firm D) was working remotely. So, six firms (Firms A, B, C, E, G, and H) also 
changed their work style to remote in the early days of the pandemic. Participants from these 
firms saw video conferencing software and remote collaboration tools as ways to continue their 
work. That became the new normal. Furthermore, they found various advantages to remote 
work that they had not previously realized.  

Early Advantages of Remote UX Research  
First, UX researchers could carry out research without physical space restrictions. This freedom 
had obvious logistical advantages in saving time and expenses and enabling UX researchers to 
conduct research without geographic restrictions. All the participant firms appreciated this 
advantage.  

Second, they could more easily recruit and manage participants. In the beginning, the increase 
in time spent at home during curfews enabled users to allocate time for participation. Also, not 
needing to commute or travel and spending less time on data collection were other motivating 
factors for participants (P-2, 3, 5, 6, 9, 10, 11, and 17). Such benefits could enable recruiting 
hard-to-reach or normally busy user groups (Firms B, C, and D). That helped improve the 
sample representativeness for such groups (P-10). 

Third, remote participation from home was seen as advantageous because it may positively 
affect the collected data quality. Some UX researchers (P-2, 3, and 8) believed that 
participating from home may help users act more naturally and relaxed and thus present a 
more honest picture of reality. Some even think that this enabled UX researchers to pick up 
contextual clues about users’ home environments, daily problems, lifestyle, and personal 
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preferences that were impossible in regular face-to-face interviews, user tests, or lab settings 
(P-3, 8, 10, and 11).  

“[Nowadays-early period of the pandemic] there are seminars, talks or happy 
hours [regarding UX research] over Zoom again. There, everybody complains 
like ‘remote study is hard,’ like ‘their kid climbs on them, and they can’t respond,’ 
like ‘here is an intrusion in the background,’ and so on… but I tell them ‘the 
product would be used in that setting, what else do you want more? You get the 
chance to observe’ [...] I mean in ethnography, as an anthropological method, 
what matters is observing the setting by being there. In my opinion, video 
conferencing is something close to being in the setting for observation, even 
though we see the home partially.” (P-11) 

This optimistic view about observing the sections of users’ lives was another motivation for 
normalizing the emerging circumstances of conducting UX research. Moreover, the solidarity 
evoked at the onset enabled building empathy between the UX researchers and their research 
participants. Participants defined building rapport during the research sessions as another factor 
affecting data quality. 

“Actually, we had a shared problem. In a way, this positively affected the 
connection and communication. I know what the other side [the research 
participant] is tackling right now.” (P-3) 

Fourth, the sudden shift to remote work obligated researchers to adopt digital tools they might 
not have experienced before. Throughout this adoption process, they noticed collaboration 
opportunities and connectivity features that would improve their work performance and make it 
more effective. Digital tools surely supported collaboration, especially when different 
researchers or stakeholders worked on the same project simultaneously. This also enabled 
knowledge exchange and transfer between the UX researchers, especially when one was more 
experienced.  

“We write these [data analysis] codes and co-ops in Figma [for data analysis]. 
We can work together. Both [the less experienced researcher and I] can make 
changes on the same thing. [...] We open Zoom on one side [of the screen], 
Figma on the other. We both connect from our Figma accounts and say ‘let’s 
code this like that, let’s split that code, there is such a story relevant to that 
code, let’s add that code under this heading’ and so on… we’re working on it like 
that." (P-15) 

As collaboration opportunities were enhanced, it became easier to manage ‘quick and dirty.’ For 
example, an entire usability testing study with its testing sessions, analysis, and reporting could 
be done in one day on an online whiteboard tool. 

“We have usability testing workshops [...] In one day, we can test with users in 
the morning, and in the afternoon in front of the whiteboard, we can now 
continue this online on Miro where we can quickly produce formal reports if they 
want [...] Through such studies, we focus on improving the existing product.” 
(P-12) 

This opportunistic approach was also reflected in how the data is handled. Since the data was 
collected, processed, and interpreted online, connectivity between the tools for these tasks 
gained importance. Thus, through such tools, firms aimed to increase their productivity by 
automatically transferring the collected and coded data for interpretation.  

“In this period, we were a bit obsessed with automation. […] We are trying to 
increase the interaction between the tools. For example, automatically 
transferring all the data from AirTable to Miro as post-it notes… There is this 
[classical] designer pose in front of a wall, grouping post-its; we are transferring 
data from AirTable to Miro to replicate the online version of this pose. We 
generated templates. I mean, there is a template for Journey Maps, there is one 
for Mental Models. You know, it’s because the designer should spend less time 
with presentation and visual representation of research findings. Of course, 
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things can change on a project basis. Needs can be different. But we are trying 
to make their lives easier with such templates.” (P-12) 

Fifth, certain features of the teleconferencing software were welcomed as they allowed other 
stakeholders to participate in the research sessions without distracting the participant users (P-
9). In addition, such digital tools and remote work considerably increased UX researchers’ 
productivity as the researchers spent less time commuting or socializing in the office (P-1, 2, 7, 
9, 15, and 16). Conducting all activities online, the UX researchers could record all their work. 
This practice brought order, prevented data loss, and thus contributed to the organizational 
memory.  

Last, all study participants seemed content with the comfort remote work facilitates and 
demanded its continuation. 

Early Challenges of Remote UX Research 

Deficiencies in Observational Research 
Even though remote research brought many advantages, UX researchers still felt the need to 
observe context. Otherwise, it was hard for researchers to make sense of the holistic experience 
and generate insights (P-1, 2, 3, 5, and 6). This deficiency led them to search for other sources 
of information, such as asking the participant users to show their context during online 
interviews (P-11) or, if available, examining public camera recordings (P-19).  

Also, to overcome this deficiency in the interviews or testing sessions, UX researchers stated 
that they planned to ask users to keep complementary diaries (P-7, 13, and 17), fill in 
questionnaires to assess daily mood (P-1, 2, and 13), and video record their own experiences 
(P-13). Such complementary information also helped users and researchers sensitize 
themselves to the research sessions.  

UX researchers indicated that research could not be carried out within the social distancing 
context (Firms A, B, D, and H) for studies that required a laboratory, equipment such as eye-
tracking or electroencephalogram devices, or evaluation of physical prototypes. As an 
alternative to laboratory testing and observations, UX researchers suggested conducting 
longitudinal field trials. In such studies, the products would be sent into the users’ contexts to 
be experienced and evaluated without the researchers’ presence. However, this usually was not 
the preferred method due to time and monetary constraints (P-5). Also, UX researchers found it 
infeasible to conduct remote research on products or systems requiring confidentiality (in terms 
of property rights or data privacy) because privacy could not be fully ensured when online (P-5). 

Inclusiveness for Non-Tech Savvy Users 
As the research sessions are mediated by digital tools, participant users’ technological literacy 
and access to the technology were significant concerns in remote research. UX researchers 
worried that special user groups, such as the elderly, children, and immigrant users who may be 
unfamiliar with the computer interfaces, would be difficult to study. Therefore, researchers 
thought inclusiveness could be problematic in remote research (P-5, 6, 8, 16, and 17). They 
were concerned that study samples were limited to technology-literate people, affecting sample 
representativeness. 

“We started to demand for people [participants] who are capable of using 
technology [...] Because, if that person cannot perform the tasks, that would 
sabotage the whole test and waste a lot of time, etcetera… Therefore [remote 
research] changed certain things for us. I mean, I feel bad about this, [but] I’m 
discriminating [against participants].” (P-6) 

Studying users with low technology literacy puts pressure on both the participant users and 
researchers as these users needed constant guidance throughout the session, negatively 
affecting the rapport between the two. 

“Sometimes, with users who do not feel competent to use the technology, it is 
challenging to ask them even to share their screen over Zoom. I feel 
uncomfortable, constantly saying things like ‘No, do this! No, no, no, not there! 
Not like that!’ At some point, if you empathize with the other person, I may make 



18 

Journal of User Experience Vol. 19, Issue 1, November 2023 

them feel like a child. Here, users have to feel comfortable conveying their actual 
thoughts. These kinds of interventions [...] may make the user feel like ‘I cannot 
do it!’ and they can just give up.” (P-17) 

To study non-tech savvy participants, UX researchers followed different strategies. They self-
experienced and examined the product or system by considering the characteristics of the group 
(P-6). They consulted the area experts such as healthcare professionals who were closely 
working with such groups (P-2 and 5). They used additional methods such as observation or 
netnography to complement the already available information (P-13).  

Readiness for Research Sessions 
UX researchers heavily emphasized that remote research required more preparation and 
planning than face-to-face research sessions. This preparedness involved the following: (1) 
methodological planning, (2) UX researchers’ preparedness to ensure their readiness, and (3) 
participants’ preparedness through sensitizing and informing them about the research session. 

Methodological planning included planning research materials (questions, tasks, scenarios, 
procedures, and prototypes) and mediums (digital tools used in the research). UX researchers 
emphasized that all research procedures, tasks, scenarios, and questions presented to users 
should be easy to understand and follow, especially when the research is done through online 
mediums without the physical presence of a moderator (P-6, 7, 13, 17, and 19). Researchers 
suggested that all remote researchers should consider factors such as memory load and 
cognitive fatigue and keep the tasks as simple as possible by dividing them into basic steps (P-
1, 2, and 19).  

Moreover, the researchers warned that prototypes’ fidelity matters. The prototypes needed to 
work smoothly without any functionality problems because the practitioner did not have a 
chance to guide the participant users if something did go wrong. The ability to reset the whole 
interface or other interactions beyond the test scenarios can allow users to explore the interface 
on their own (P-16). This way, users can be more engaged with the research session. 

“[As users don’t feel competent with the online mediums], they feel like the 
prototype is kind of an alien environment for them. Of course, we put tricks like 
‘escape getaways’ for the cases where they are stuck or extra interactions 
outside the scenarios to provide space for them to navigate more, to try out by 
themselves. All these for relaxing them a bit.” (P-16)  

Besides the research materials, UX researchers emphasized that research mediums (software 
and tools used in the sessions) needed to be carefully selected and studied for project 
requirements and the capabilities of the participant users (P-1, 3, 7, 13, and 19).  

“The first thing I would say [to the researchers who would like to conduct remote 
research] is ‘Choose a tool which the user can easily use!’ Because no matter 
how good we are at using that tool or analyzing the data, it would be pointless 
if we don’t get it right.” (P-19) 

Firms even made up fictional or non-profit projects to examine potential tools’ capabilities and 
experience them. 

“There we generate an extra task for ourselves and conduct research [on a social 
service] just to test a remote testing tool. Indeed, [if] we received good results, 
I suggest the tool to the ones asking.” (P-18) 

While selecting the right tool, connectivity between that tool and the other tools used in the UX 
research process mattered as the tools needed to smoothly transfer data and enable sharing 
with other stakeholders.  

Despite all these preparations, remote research is always prone to technical setbacks. 
Therefore, UX researchers recommended having backup plans and alternative mediums by 
envisioning all possible setback scenarios. For the same reason, they found pilot studies 
essential to test all alternative mediums and plans.   

UX researchers' preparedness was also vital for effective remote research sessions in addition to 
methodological planning. In remote communication, building rapport was more challenging than 
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face-to-face sessions. UX researchers stated that making research participants feel comfortable 
throughout the research session was their responsibility. To do that, they highlighted the 
importance of practitioners’ communication skills and suggested collecting information about 
participant users prior to the session (P-2 and 11). This information could include 
demographics, previous experience with the product, and participants’ current contexts. 

“It is much easier to maintain a natural conversation with the users and sensitize 
them to the study when we are from the same culture. However, I experience 
difficulty, indeed, in building such rapport with users from abroad, because I 
don’t know anything about the person’s context on the other side. I mean, it 
could be a terrible day in that country, it could be raining like hell or a disaster 
maybe… I have no clues.” (P-4) 

Likewise, the pandemic could have damaging effects on a user’s life. Researchers considered 
that this would affect the research data, so it was critical to be informed about such situations 
prior to the research sessions. If that is the case, they recommend postponing the studies. 

“[At the beginning of the pandemic], people seemed [distracted] rather than 
focusing on the user test we’ve been conducting with them. Each person has a 
worry, let me say [...] If users have other things on their minds, I think user 
tests can be postponed for a while. Especially in times like this, when people are 
highly worried, I think the results can be affected to some extent.” (P-9) 

Besides having background information on the participant users, the researchers needed to be 
prepared by setting up the equipment and checking if the tools and prototypes were 
functioning. Furthermore, researchers warned that working online caused more fatigue; thus, 
they had to consider limiting the number of sessions per day for their own wellbeing.  

[Before the pandemic], we could do six to seven tests per day. [Right now], I do 
three in a day, and I finish the day saying, ‘Man! I’m exhausted.’ Because you 
need to be extra alert, extra cautious [...] For the one who moderates the test, 
it is more tiring than the studies we normally do face-to-face.” (P-6) 

Participant preparedness is also crucial for remote research sessions. Researchers recommend 
that preparations should sensitize the participant users and inform them about the research 
session. Before the session, participant users should be informed about the study content, 
stages, what to expect from them, and the digital tools used in the sessions. To guide 
participants, firms prepared hard copy handouts (B, E, and G), generated guidance pages on 
their websites (E), and shot instruction video guides (E). 

“At a basic level, we literally guide users, as in, we are preparing a manual on 
downloading the application, and so on. [In face-to-face sessions] if the guy had 
a problem downloading, you could take the phone and download and install it for 
him. There weren’t any problems there.” (P-12)  

Moderator Engagement in Synchronous Sessions  
In moderated remote research sessions, establishing rapport with the user is crucial for 
maintaining data quality. To achieve this, UX researchers use a range of strategies during 
synchronous sessions. These may include initiating warm-up conversations, using language and 
a speaking style that puts the participant at ease, and demonstrating empathy throughout the 
study (P-2, 3, 4, 6, 7, 9, 10, 15, 17, and 18). Furthermore, it is important for researchers to 
hone their narrative and empathy skills, whether conducting remote or face-to-face studies (P 
2, 3, 4, 7, 10, 11, and 17). 

"Rapport is also an essential issue in my studies, both remotely and in-person, 
to grasp the person's condition on the other side and, to some extent, to 
establish a language of communication. This is the most significant aspect of the 
interview. Because it has a significant impact on the interview's quality." (P4) 

Despite the challenges of building rapport through digital communication, remote research 
offered a relaxed atmosphere for participants, as opposed to laboratory observation 
environments that could cause stress and unease (P-12 and 17). Moreover, some user groups 
may feel alienated or nervous in environments like offices where interviews and tests are 
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conducted. UX researchers suggest that remote work is more comfortable for such groups and 
could potentially lead to higher data quality (P-11, 17, and 19). However, our participants noted 
that observing facial expressions and gestures was challenging in remote research (P-5, 6, 12, 
15, 18, and 19).  

In addition, sensitizing participant users to activities and materials used in face-to-face sessions 
wasn’t as effective, or even possible in some cases, in digital environments (P-18). As a result, 
UX researchers need to encourage participants to share their thoughts and feelings more during 
remote research sessions by engaging them in meaningful conversations (P-5).  

UX researchers are also advised to pay attention to the words and accents used by participants 
(P-11). Be alert enough to pick up clues through the limited observation opportunities available 
in remote interviewing tools to develop better insights (P-1, 2, and 11). 

Managing Unmoderated Sessions 
In unmoderated asynchronous UX research sessions, researchers’ lack of direct control over the 
process raised concerns about the efficiency and effectiveness of data collection. For this 
reason, all participants stated that UX researchers should carefully plan the question sets and 
scenarios to be used in their sessions and consider the limited level of control they have over 
the session. Through planning, researchers can ensure that the data collected is of the highest 
possible quality and that their research objectives are achieved. 

"In the asynchronous test setup, you cannot fix things on the road. The arrow is 
already released from the bow [when the data collection starts]. The flow needs 
to be excellent there. If there is a lack of guidance or a directing mistake, that 
will alter the findings, or there may be some issues with the medium.” (P18) 

To ensure effective data collection, UX researchers defined step-by-step sub-tasks to reduce the 
cognitive load on the participants. This way, participants wouldn't have to memorize all the 
tasks and give brief, straightforward responses (P-1, 2, 3, 10, and 11). 

"I really try to break down the tasks [the tasks to be given to the participant 
during the test] question by question as much as possible. They get very 
confused when you expect them to do more than one thing in a question. After 
writing both of them, they try to do the second one, not the task you gave them. 
Moreover, sometimes it is necessary to give small retrospective reminders in 
some tasks, you know, 'Look, you are doing something like this, so you need to 
do it like this'. Because it can happen, you know, participants can be quite 
detached from what is happening and what is over." (P-3) 

Accordingly, instructions and task descriptions given to participants needed to be clear, simple, 
and concise. Moreover, P-12 from Firm E recommends using short videos to guide participants 
through asynchronous processes.  

Representativeness of the participants was also of concern in unmoderated sessions. Factors 
such as their motivation to participate for monetary compensation could potentially impact the 
quality of the information obtained (P-1). To mitigate this risk, a screening survey was 
conducted before asynchronous studies to ensure that only relevant and genuine users were 
selected to participate (Firm A). This screening process helps to exclude participants who do not 
belong to the targeted group, thereby ensuring that the study outcomes are not affected by 
irrelevant data.  

"There is a point that we have noticed, especially in remote [asynchronous] user 
tests, one test goes very well and the other does not go well at all. And there is 
no specific reason. We realized that some users might be very tired and take the 
test. Before that, they may have taken 20 other tests and then taken our test 
again. To notice this, [we conduct screening surveys involving questions such 
as] ‘How do you assess your energy level at the moment?’ ‘How do you assess 
your current mood?’ [And questions on] if they’ve recently been traumatized or 
distracted, that affects [their responses] too." (P-1) 

Asynchronous methods didn’t always yield sufficient information as the researcher could not 
moderate the session (P-12). To obtain additional relevant information, complementary 
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methods such as questionnaires (Firms A and E) or techniques like a diary or self-video 
recording (Firm E) were applied. These methods can help ensure that the research's purpose 
and design needs are fully and accurately fulfilled. 

Discussions and Conclusions 
Our study addresses the experiences of our 20 participants during the early pandemic period: 
how they had to transform their prior UX research methods and processes, and their self-
reported advantages and disadvantages during the pandemic’s emergent conditions. At that 
time, uncertainties and restrictions pertaining to lockdown measures made remote research the 
only viable UX research option. Although these restrictions were lifted, the upsurge of remote 
UX research is believed to be permanent (Schumacher, 2022). 

A recent report by Dua et al. (2022) supports this belief with data: Remote is not only 
increasingly demanded by employees, but it is also being made available for jobs in the 
Information and Communication Technology sector. The availability of remote work and its 
benefits, as experienced since the onset of the pandemic, signal that remote research will 
become a more common practice than before; remote research may even be prioritized in many 
cases. 

Based on our interviews during the early pandemic, our study provides answers to the following 
questions about remote UX research and the effects of the pandemic on our industry. 

Can Remote Replace Face-to-Face UX Research? 
Our findings demonstrate that the advantages of remote studies, as well as the challenges, are 
mostly found in moderated research. Unlike unmoderated research, which had a well-
established remote methodology and tools before the pandemic, remote moderated research 
was new to many UX researchers.  

One major challenge UX researchers experienced was the impracticality of collecting 
observational data in remote research. Participants did mention picking up contextual clues 
during remote moderated testing, which was advantageous compared to testing in contrived lab 
settings. Süner-Pla-Cerdà et al. (2021) also found that UX researchers mentioned naturalistic 
research contexts as an opportunity during remote research.  

However, these comparisons are largely made between lab and remote settings under social 
distancing and even lockdown conditions. We must note that during the early period of the 
pandemic, UX firms and teams also had to adjust to the challenges of switching to remote work 
with an uncertain duration. Therefore, their first adaptation was to moderate usability testing. 
Observations made from a screen through a camera can be insightful but fall short of providing 
evidence strong enough to replace systematic inquiry of contextual factors. 

Longer-term adaptation to remote settings would require incorporating asynchronous data 
collection methods through digital platforms. These involve such methods as diary studies and 
cultural probes, as well as open-ended, generative techniques such as context mapping and 
workshops, which are well-established research methods to elicit user experience, especially for 
new product development.  

All in all, given its limitations regarding contextual observation, it is difficult to confirm if remote 
can replace face-to-face research. Without the physical restrictions of social distancing, mixed 
methodologies blending remote and face-to-face settings can provide the best of both worlds. 
For instance, a remote diary study can be complemented by synchronous contextual research 
techniques. This should be done whenever contextual research is feasible and likely to reveal 
vital user needs. Although this can be common practice to many UX researchers globally, it 
might be new to those working at companies with little remote research experience prior to the 
pandemic.  

Is Remote More Inclusive or Less than Face-to-Face Research? 
User inclusivity was another critical issue that the UX researchers raised. Since the research 
context and tools are limited to digital mediums in remote practice, UX researchers expressed 
their concerns about including user groups with low technology literacy. The challenges of 
diverse user representation, for example elderly users, in remote research settings are also 
addressed in the literature (see Kondratova et al., 2021; Richardson et al., 2020).  
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The inclusion of diverse user populations should be further addressed by the academic and 
practitioner communities to prepare for potentially restricting future situations. These 
communities should take action to access underrepresented users who might be hard to access 
even today in face-to-face conditions. A few recommendations from the literature include 
telephone interviews or postal surveys (Hewitt et al., 2019) and developing specialized data 
collection setups and delivering them to target groups (Kondratova et al., 2021). It is also 
essential to consult the specialists if necessary to understand and prepare for special target 
groups. 

Another aspect of the representation of user diversity is the inclusion of differently-abled users. 
In this sense, remote offers potentially more inclusive research practices. Recruiting users with 
mobility impairments is easier in remote research rather than inviting them to the lab. 
Additionally, users can be observed using their own devices with mediating technologies such as 
software for the visually disabled. In that sense, remote ways may facilitate more inclusiveness, 
whereas there is room for advancement for other underrepresented groups that are not 
technology literate.   

Can Analysis Be More Effective Through Remote Mediums? 
Most of the challenges mentioned by the UX researchers were about the preparation and data 
collection phases of remote UX research. The participants did not voice any specific challenges 
about the data analysis and interpretation phases. They did, however, acknowledge many 
advantages, including facilitation of collaborative data analysis and interpretation, ease of 
sharing, and automation features enabled by digital tools.  

Although efficiency and time-saving are highly valued in data analysis within industry settings, 
automation and transferring research findings as design solutions has potential drawbacks. This 
approach can lead to negligent or superficial practices that reduce the multi-layered, complex, 
and profound nature of the user experience. Although research in academia and industry may 
have different goals and expectations (Isaksson et al., 2020), prioritizing agility over rigor may 
jeopardize the research's effectiveness. 

In one of the recent issues of this journal, Barnum (2019) raised some critical concerns 
regarding the state of UX research by questioning current educational practices (usually in the 
form of short courses and camps) and automated methodological approaches to UX practice. 
She further challenged UX practitioners by asking whether the utility of the UX researcher is 
diminished with the emergence of online user research tools in which rigor is disregarded. This 
is a serious quandary for practicing UX researchers, especially in the post-pandemic world and 
for the sake of the future of the UX field.  

Is UX Research Resilient to Change? 
UX research is a field characterized by its adaptive nature. This is also evident in our findings 
which demonstrate a swift adaptation of the companies and UX researchers throughout the 
uncertain, emergent conditions of the pandemic. Despite the apparent challenges, participants 
emphasized the importance of “moving on” with the available resources and possibilities 
available.  

Such an agile and adaptive response was an important asset in bringing resilience to the 
professional UX community, which allowed them to not only survive but also become stronger 
during difficult and uncertain times. Furthermore, researchers highly appreciate the advantages 
of remote research, which is more proof that remote research will continue. 

What Are the Limitations of Our Study? 
Our study provides fruitful insights into the effects of the pandemic on UX research practice. 
However, it also has several limitations that require future studies. First, while the firms 
included in the study are representative of the UX field in Turkey and work in international 
fields, it is important to note that the results may not be generalizable to the global context and 
other types of industries that are not represented in our sample. Therefore, the findings should 
be treated as representative cases rather than universal truths. 

Second, due to the pandemic, we were unable to observe participating firms’ practices in 
context, which limits the depth and richness of the data collected. Future studies examining UX 
research practices of companies should incorporate ways to overcome this limitation. 
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Third, our case data relies solely on self-reported views, which may be biased toward promoting 
the firm's positive aspects. To address this limitation, we included UX managers and employees 
in the study to provide data diversity. However, further observation would increase the richness 
of the data and improve the reliability of inferences.  

Finally, our study focused on the overall experience of UX researchers during the earlier phases 
of the pandemic while there were still uncertainties. As such, we did not systematically 
investigate the use of data collection and analysis tools or methods. Although these tools were 
not new, many of these practitioners were new to using them, and their effectiveness in this 
context was not known yet. However, UX researchers can now reflect on their practices better 
since they also experienced the post-pandemic era. Therefore, a retrospective evaluation of 
these tools and methods can be performed to provide better insights for their improvement.  

Tips for Usability Practitioners 

• In uncertain circumstances like the pandemic, UX researchers would always find a way 
to move on and adapt to emerging conditions. This requires them to change their 
methods or adopt new ones as necessary. While doing this, UX researchers should be 
careful about the strengths and weaknesses of the methods they employ and find other 
ways to compensate for any weaknesses. They should employ methodological 
triangulation whenever necessary. 

• Although many benefits of remote work settings have been experienced by practitioners 
since the beginning of the pandemic, without mandatory social distancing measures, it 
is no longer the only option. UX researchers should be aware that remote cannot 
replace face-to-face research for cases that require observing the context. Remote 
must be favored when it is the most reasonable option, not simply because it is a 
convenient option. 

• Moderated synchronous remote sessions require more preparedness than face-to-
face ones, since the moderator and the participant do not share the same context (both 
physical and often psychological), and the moderator does not usually have a chance to 
assist the participant in technical setbacks. Therefore, for such sessions, UX researchers 
should 

o carefully plan and test the process, tools, and materials to be used in the 
session, accounting for the unique characteristics of the participants involved, 

o provide comprehensive guidance and information (through video or text-based 
guides to outline the session content and expectations) before the session due 
to limited or in-direct communication with participants, and 

o familiarize themselves with the characteristics of the sampling group to adjust 
their communication style according to the needs of that group.  

• Unmoderated asynchronous remote sessions can be more challenging in terms of 
retrieving reliable information and having control over the sampling data to ensure 
participant representativeness. In such cases, UX researchers should collect 
complementary information in various ways, such as delivering screening 
questionnaires on current mood and circumstances, raising follow-up questions, 
defining post-task steps, and requesting video or audio recordings on these tasks. By 
doing so, researchers can maintain their control over sampling and enhance their 
understanding of the participants' experiences. 

• UX researchers should pay attention to the technological literacy level of their sample 
when studying underrepresented user groups. They should be aware that such groups 
are usually the most vulnerable ones during such uncertain conditions. Thus, UX 
researchers should consider designing inclusive data collection tools and protocols by 
considering varying levels of experience with technology. They should also integrate 
alternative data collection methods if digital tools fail at maintaining inclusiveness. 

• Automation in data analysis and ease of transferring research findings as design 
solutions are tempting for UX researchers. However, validity and reliability must still be 
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of concern to glean meaningful design decisions addressing representative user needs 
and expectations. Therefore, UX researchers should be cautious using automation in 
their analysis. They should not sacrifice rigor for the sake of agility because it may 
jeopardize the research's effectiveness. 
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Appendix 
Interview Questions: 

Q1. First, please tell us about the [remote and one-to-one] UX research studies you are 
currently conducting. 

a) Considering the current conditions, are there any studies you have canceled because 
you could not run remotely in this process? Are there any studies you had to carry out 
face-to-face, even if it includes risk? What were the reasons for applying this way? 
What were your expectations from the customer/other departments in this study? 

b) Have there been any studies you decided to conduct remotely instead of canceling in 
this process? How did you choose to conduct these studies remotely? Can you explain? 
What were your team's expectations from the customer/other departments in this case? 
(If it was planned as face-to-face and had to be changed to remote research) What kind 
of decisions did you make while adapting these studies to remote ways? What kind of 
changes have you made in your plans? 

Q2. Could you briefly explain a typical planning phase for the UX research process? How do you 
make decisions at this stage? Please briefly describe your preparations before the research 
process. 

a) (If typically they do not conduct remote research) How do you plan remote UX 
research? Can you describe your preparations before starting the remote UX research 
process?  

b) (can be probed) Due to the Covid-19 pandemic, did you have to make any special 
preparations for your research? 

Q3. Following the planning stage, can you provide a brief overview of your typical data 
collection process? 

a) When conducting UX research, how do you define your user sample and what methods 
do you use to recruit them? Which channels, mediums, or methods have you found to 
be effective in reaching your desired participants? 

b) When using remote research methods for UX research, are there any differences in how 
you define the user sample compared to face-to-face settings? Furthermore, which 
mediums or tools do you find most effective when contacting participants in remote 
research studies? 

c) What data collection tools did you use in your face-to-face research? 

d) What data collection tools did you use in your remote research? Would you be willing to 
demonstrate some of these tools? Additionally, are there any data collection tools that 
you typically use but are unable to use while working remotely (or vice versa)? 

e) What were the reasons for choosing these particular data collection tools, and how do 
you think they could be improved? 

f) What changes and adaptations did you make to your research methods to make them 
appropriate for remote data collection? Specifically, how did you modify the process for 
remote research compared to face-to-face research? 

g) Have you developed any specific strategies or practices for conducting remote UX 
research? If so, can you explain them and discuss their effectiveness? 

h) [For those who wish to conduct research during the COVID-19 pandemic], do you have 
any advice or suggestions based on your experience adapting research processes for 
remote data collection? 

Q4. Considering your typical UX research, could you briefly explain the methods and tools in the 
analysis phase? Could you explain the analysis stage of your UX research? 

a) Are there any differences between remote and face-to-face UX research regarding the 
analysis phase? 
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Q5. How do you present and communicate the user information after the analysis process? 

a) How do you present your results to your clients/other departments?  

b) Can you explain how clients or different departments implement presented user 
information into their activities? In your opinion, how does your firm or the client firm 
use this information? Additionally, what steps do you think could be taken to increase 
the effectiveness of this implementation? 

a) To what extent does remotely collected data impact the presentation of research 
results? Have you implemented any specific strategies to address this challenge? 

b) If you had to present your research results remotely during and after the COVID-19 
pandemic, how did this affect your data presentation process? Furthermore, do you 
think that sharing the data online impacted the overall presentation process? 

Q6. Can you describe a previous case where remote UX research methods were not used but 
could have been? In this case, what strategies would you employ to transition to remote UX 
research methods, and which specific methods would you consider using? 

a) Can you recall a previous UX research case that was not feasible to conduct remotely? 
What factors led to the conclusion that remote research methods were unsuitable for 
this study? What modifications or adaptations would need to be made to make the 
research feasible for remote data collection? 

Q7. Given the opportunity to work face-to-face, have you learned anything from your 
experience with remote research methods during the COVID-19 pandemic that you can transfer 
or apply to your face-to-face research approach? 

Q8. Lastly, would you like to add any further insights related to remote UX research methods or 
tools or offer tips for UX practices in the industry? 
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