Senior UX Researcher

Basic information

Scale: 2

Job family: External Customer Services
Terms: Permanent

Location: Cheltenham

Reports to: Lead UX Designer
Direct Reports: N/A

Team: Product (User Experience)
Business unit: Digital & Data

Date reviewed: February 2021

Job purpose:

The Senior UX Researcher leads on user experience research through the product development process, ensuring
that the digital products we build meet the the UX and Ul vision based on discovery research, user needs,
customer insights and feedback. You will challenge design solutions and product objectives to ensure we’re
meeting and exceeding our project objectives, including driving revenue streams, increasing customer
registrations, and delivering products that customers want to use.

Key accountabilities:

e Manage research activities and define UX goals and requirements; working with product manages to
define product objectives.

e Lead on establishing and maintaining user personas and working with data and insights teams to build
evidence-based and data-driven personas.

e responsible for defining and delivering the UX research approach, developing channels for communication
and establishing an active voice of the customer that is embedded in our digital strategy and product
roadmaps.

e Facilitate workshops involving customer experience representatives, customer insight and data teams to
establish working groups focused on improving customer journeys and personas.

e Manage stakeholder and develop a culture of storytelling to embed the user voice in strategic planning
and scoping sessions.

e Develop ecosystem maps and take ownership of the information architecture to improve our content and
increase registrations.

e Build prototypes and wireframes to share ideas with stakeholders and development teams, which can also
be tested with users.




e Mentor other researchers and designers and offer support and guidance to improve their understanding
of customer needs and various research methods.

e Confidently lead UX presentations and report on UX activities and research findings.

e Build and maintain a central repository of feedback, insights, user testing videos and other research
activities to support agile development teams.

e Contribute to UX pattern libraries and Design Framework by designing Ui elements to promote best
practice and improve accessibility.

e Manage your time and other researchers to ensure we are conducting the right research activities. This
includes managing and planning travel around the country to lead one to one testing at UCAS exhibitions
and education providers such as schools, colleges, and universities.

e Take ownership of user testing recruitment, building a community of users around the country to help test
future products.

e  Work closely with analytical teams to build an understanding of customer behavior to measure the
performance of our products.

Skills, qualifications, and experience:

e Understanding of agile approaches to development and experience of leading UX research activities within
agile teams.

*  You will need to be confident in presenting and demoing ideas to large teams of people and be able to
quickly answer questions regarding your approach.

e Degree in a human behaviour related field (human-computer interaction, psychology, social science,
information science, etc), a degree in marketing and content strategy or demonstrated experience at an
equivalent level.

e Strong understanding and experience of a range of user research methods, when to use them, and how to
apply them correctly. This includes both qualitative and quantitative methods such as usability testing,
user interviews, and surveys.

* Confident explaining user needs to senior stakeholders and acting as a persuasive advocate for users.

* Passion for data with experience of using statistical methods to find digital trends and understanding user
behaviour.

*  Experience of recruiting, screening, and scheduling participants for research and testing.

*  Practical experience of discovery methods including gathering requirements, evaluating user needs,
running workshops and user interviews.

* Experience of defining project goals and deliverables through personas, journey maps, experience maps,
service blueprints and strategic design deliverables.

* Experience in measuring products for success against KPIs and applying the appropriate marketing lens to
measure content performance.

* Astrong appreciation for design aesthetics, with the ability to suggest improvements and contribute
innovative design patterns to our Ul pattern library.

e Experienced producing wireframes prototypes and using software like Axure RP, Adobe XD, Figma or
Sketch.

e Proven experience of working with complex products, across a vast ecosystem with multiple customer
groups.

*  You will need to be confident at presenting user research and promoting UX principals and championing
the voice of the customer.

* Knowledge of development languages like HTML and CSS with the ability to communicate with developers
to ensure our products are accessible and intuitive.
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Our values in action:
Customer-focused — We understand what our customers want, and we act on their changing needs.

Collaborative — We collectively create an engaging and positive work environment.

Accountable — We take ownership of our individual and organisational performance.
Service excellence — We realise, grow, and maximise our potential.
Trusted — Individuals are trusted to make informed decisions and take appropriate risks.
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