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Why end user experience matters
What is end user experience?
When it comes to digital experiences, what your users think is everything.
You get one chance at a first impression. Imagine how you interact with any new tool, technology, or platform.
If your experience isn’t simple or intuitive—or if it doesn’t add value to your life—how likely are you to keep using it? As humans,
when it comes to adopting new solutions, we seek the lowest cognitive load possible. We want our experience with the solution to
make sense, to be relatively seamless, and to solve the challenges that need solving.
The Nielsen Norman Group defines user experience as “all aspects of the user’s interaction with a company, its services, and
its products.”
End user experience is no different. It’s the culmination of your end users’—the people who ultimately use your prescribed
solution—interactions with what you’ve implemented. It’s the user interface they engage with. The performance and uptime (or
downtime) they experience. The intuitiveness (or complicatedness) of the platform—and more.

Why is end user experience important?
For most organizations, end user experience is a critical—if not the most critical—consideration for purchasing and rolling out a new
technology. And with the world increasingly shifting to a remote-first mentality, your end users’ experience with technology is tied
directly to their overall employee experience.
A positive end user experience makes for a positive employee experience. Creating incredible experiences for your end users
leads to greater employee productivity and increased retention. It also makes talent acquisition easier as word spreads that your
organization cares about its people—including the technology your employees use, the way they leverage the technology, and how
the technology is optimized to help them do their best work.

How is end user experience applied to an IT project?
For technology to be successful, understanding your end users’ experience is crucial. Creating end user-focused solutions starts
with understanding who your users are. Demonstrating empathy towards your users’ needs sets a positive tone for their experience
with your solution.
Engaging with your end users early and often is critical to the short and long-term success of your project.
It helps you identify key design considerations, build effective rollout communications, and ultimately identify and mitigate risk.
Interviews and pulse surveys are two simple and highly effective options you can leverage today to get started. These tools will help
you capture, measure—and ultimately improving upon—your end users’ experience.
Interviews
Conducting one-on-one interviews with your end users helps you capture what might otherwise be overlooked in a group
setting, or by looking at utilization in aggregate. The individualized focus of interviews allows users to expand on their
sentiments, revealing insights that might be difficult to capture otherwise. Interviews also give your end users a sounding
board to elaborate on their personal experiences.
Pulse surveys
Periodically sending short surveys that capture the sentiments of your end users helps you keep a consistent and
measurable pulse on how your users are engaging with your technology or solution—as well as how effective it is over time.
Pulse surveys are a helpful tool for gauging your users’ feelings on the experience of using your technology or solution—
without the overhead of scheduled in-person sessions.
We’ll explore each of these methodologies in more detail in the next two sections of this kit.
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Conducting interviews
What are end user experience interviews?
End user experience interviews are a customer experience (CX) research methodology in which a researcher asks an end user a series
of questions about a topic of interest (e.g. a solution, technology, or user habits). The goal of these interviews is to gather actionable
insights and feedback to improve the solution—and ultimately the end user experience.
Unlike focus groups, which involve an open discussion amongst multiple users at the same time, end user interviews occur as one-onone sessions (although occasionally, several facilitators may take turns asking questions).
Conducting an individual session rather than a group discussion ensures you’re able to gather key insights—as opposed to a collective
set of issues—that some in the group might not experience. This individualized approach may also lead you to uncover issues affecting
the larger group, but which only a handful of users feel comfortable discussing.

Why are interviews important?
Interviewing your end users is a valuable and cost-effective way to collect candid feedback about your technology—what’s working well,
what could use improvement, what points of friction stand in your users’ way, or what they’d like to see in your next release.
Well-executed interviews can help you better understand how your end users interact with your solution, including:
• The pain points your end users are facing while using the solution
• The nuances your users experience when interacting with the solution
• If your users are interacting with the solution as the design intended
• How your users are solving their issues if they cannot interact with the solution as intended
• The confidence your users have while interacting with the solution

Interview best practices
The most effective end user interviews are structured in a way that leads your end users through a logical yet natural conversation.
Follow the steps below to properly prepare, conduct, and synthesize your end user interviews.

Preparing for the interview
1. Set goals
Ask key product stakeholders what they want to learn from their end users. Determine the precise aspects of the technology you and
your team want to understand and focus the conversation in a direction that’s relevant to your needs. Setting concise, concrete goals
related to a specific aspect of your end users’ behavior or attitudes can bring the team to consensus—and inform how you’ll construct
the interview.
2. Prepare your interview topics and questions
Create a list of interview questions or topics you’d like to cover with your end users. While it’s likely your interview will evolve naturally
into unscripted conversation, it’s helpful to have a predetermined list to help guide the session and ensure you cover the most important
points. Having a predetermined list of questions also helps you navigate any lulls in the conversation and makes it easy to anticipate
different responses based on your research goals.
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3. Schedule and determine your interview location
In an increasingly distributed world, it’s likely you’ll conduct your interviews remotely using virtual meeting tools like GoToMeeting.
It’s good practice to record these virtual sessions in case you need to refer back to key points in the conversation. But before you hit
“record,” be sure to ask for your interviewee’s permission and assure them that you won’t share the recording with anyone outside of
the interview team.
4. Work with a teammate to take notes
It’s hard to keep the conversation going while also taking notes, so be sure to have a note-taker or scribe on your calls with you.
Having at least one other team member present to listen in and take notes will help when it comes time to synthesize the data.
While your scribe doesn’t need to write down every word the interviewee says, they should try to capture the overall sentiment of the
responses, as well as a few good quotes to help enrich your findings.

Conducting the interview
1. Build rapport with your end users
Help the interviewee feel as comfortable as possible. Your end users are more likely to be candid and honest with their feedback if
they trust the process and the person interviewing them. Before diving into your list of questions, be sure to explain the reason for the
interview. Provide any helpful context about your project. And let the interviewee know how the data from your discussion will—and
won’t—be used.
2. Ask dialogue-provoking questions
Ask for just one response per question, so as not to overwhelm your interviewee. If they get stuck, try jogging their memory by
asking about specific events rather than general processes. Remembering an incident can often nudge the end user’s memory and
encourage them to talk about precise occurrences—and it keeps the dialogue going and helps you harvest the responses you’re
looking for.
3. Avoid leading, closed, or vague questions
Leading questions prime the user by inadvertently suggesting a response. For example, a question like “Why do you enjoy using this
solution so much?” suggests that the end user uses the product and enjoys using it. A better question might be “Why do you use this
solution?”
Closed questions elicit “yes” or “no” answers. While closed questions are less likely to result in wordy responses from the end user,
they are easier to answer than open-ended questions. But what you gain in brevity, you will likely sacrifice in rich quotes and other
qualitative data. In general, questions that yield an opinion work best.
4. Prepare more questions than you think you’ll have time to ask
Some interviewees like to talk and give long answers to questions. Others might need be prompted with follow-up questions to get to
a meaningful response. Be prepared for both situations.
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Synthesizing the interview
1. Organize your findings
Review your findings and organize your notes as soon after the interview as possible—while the conversation is still fresh.
An effective way to visualize the feedback you received is to create a diagram that illustrates the key themes from each of your
interviews. Online tools like a Miro board can help you organize your findings and share insights with your team. Compiling all your
data in one place will help you identify themes and patterns—and make it clear where improvements are needed.

Image: Uniqlo Self-Checkout Mobile App Affinity Diagram

See the interview template in the appendix of this kit for a sample template you can modify for your team.
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Conducting pulse surveys
What are end user experience pulse surveys?
Pulse surveys are frequent, short, survey-based check-ins with a specific audience group. They are a valuable tool to understand and
improve your end-users’ experience and engagement—namely with a particular technology or solution. They help you get to know your
end users better, ultimately improving their experience and influencing your business’ competitive positioning.
Pulse surveys are also a highly effective measure of employee satisfaction. Maybe you’re hoping to understand how a new change in
your end users’ interface has impacted morale? Or perhaps you want to know how your end users feel after rolling out a new Citrix
product? Whatever the case may be, a pulse survey can get you closer to the answer.

Why are pulse surveys important?
Pulse surveys should be deployed on a regular and recurring cadence—monthly, quarterly, or bi-annually. Pulse surveys should also
be short—typically no more than 10 questions long. While they are brief, they are an incredibly useful (and relatively low effort) way to
gather valuable end user sentiment.
• They highlight points of friction that deserve immediate attention
Pulse surveys allow your end users to identify issues they’re having right now, instead of issues they had 6 months ago.
This allows you to follow up with immediate action or quickly investigate problems further.
• They measure the impact of events, both small and large
By regularly surveying your end users, you’ll be able to see the impact of internal or external events on your baseline numbers.
• They remind your end users that you care about them
Regular dialogue helps your people feel appreciated and heard—and reassures them that you take their experiences seriously.
Not conducting employee pulse surveys can prove costly in the long run. Small issues that impact your employees’ and end users’
experiences can build up over time if they’re ignored—eventually contributing to dissatisfaction and increased employee turnover.

Pulse survey best practices
The primary advantage of pulse surveys is the ability to capture key insights that require immediate attention, allowing you to
understand the pain points your end users are feeling in real-time. Effective pulse surveys are structured in a way that make these
improvement opportunities easy to spot.
Effective pulse surveys also have a clear goal. They are organized and built from the foundation of the insights you gleaned from your
end user interviews. They are short—between 5 to 10 questions—and they ask for user insights and metrics that can be tracked and
measured over time.
Follow the steps below to deliver and measure a successful pulse survey.
1. Balance the broad with the specific
Ask questions that are broad enough to apply to all your respondents, yet specific enough to encourage the actionable feedback you
need. If you ask people to answer questions that don’t apply to them, they may skip or answer them untruthfully.
2. Ask open and closed-ended questions
Closed-ended questions contain pre-populated choices for the respondent to choose from, while open-ended questions ask the
respondent to provide feedback in their own words. Include at least one open-ended and one closed-ended question in your survey.
It’s often effective to pair them together, using the open-ended question as a follow-up. This combination allows you to compare your
end users’ sentiments and can help you better understand why they feel a certain way.
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3. Keep measurement in mind
Remember your survey goals. What are you hoping to do with the data you collect? Structure your questions in a way that yields
measurable—and trackable—results.
4. Think like an end user
Your end users are busy. Structure your survey in a way that’s approachable and intuitive. And be sure it won’t take your end users
more than a few minutes to complete.
5. Be strategic about your audience
Cast as large a net as possible to reach as many users of your solution as you can. Ideally, aim to survey the same population you
talked to in your end user interviews.
6. Understand your results
Use a survey tool like Survey Monkey to field your survey, collect responses, and gather analytics. Though you might be eager to see
the results as soon as possible, don’t act on them until the survey has run its course.
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Measuring end user experience
Measuring success and impact
Fortunately, as employee experience has gained traction in the workforce, so have the tactics for gauging and improving your end
users’ experience. With simple user experience design methods at the core, implementing basic end user experience tools will
guide engagement efforts and help capture valuable insights from your end users.
This feedback ultimately helps you:
• Understand the most important challenges your users need to solve
• Mitigate roadblocks by proactively addressing end user concerns and points of friction
• Learn how your users are interacting with their technology
• Uncover opportunities to use the technology to improve the day-to-day lives of users
• Understand your users’ feelings, thoughts, and perceptions of the technology
• Identify your end users’ values, motivations, and desires

Example success measures
The following list contains sample employee experience measures to take into consideration as you plan your end user interviews
and pulse surveys. As you put your interviews or surveys together, ask yourself what information you expect to extract from these
measurements—always keeping your end users’ experience in mind.

Measurement

Uses
Understand the value your new solution provides your end users

Workflow experience

Functionality

“Has adopting this new technology solution helped or hindered the end
user workflow?”
Understand if the technology / solution is solving your end users’ issues, or if
they are working around them (and if so, how)
“What functionality are the end users leveraging to accomplish their tasks?”

Technology / tool knowledge

Ease of use

Challenges

Clarify the new functionality the end users have and if they understand how to
use it effectively for their workflow
“Do our end users know / understand / leverage all the tools they have available to
them now?”
Verify that your end users are comfortable with the new solution and are able to
seamlessly use it with their existing technology
“Are our end users able to use their existing software and supplement their existing
software with their new software?”
Anticipate issues that may arise based on your end users’ interaction with the
technology / solution
“Are there issues that will arise from how the end users are leveraging their new
technology / solution?”
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End user experience interview template
Below you’ll find an interview template and list of sample interview questions. Use this framework to help structure
your own end user experience interviews.

Interview introduction
Before starting the interview, it’s important to set the stage.
1. Introduce yourself and explain your role in the project.
2. Explain why they are being interviewed and what you’re hoping to accomplish. Tell them that you will note
their issues / concerns / input so you can manage them. And assure them your conversation will be kept
confidential.
3. Ask if they have any questions about the project.
4. In a conversational way, ask the relevant questions.
5. Close the interview. Thank the interviewee and invite them to contact you if they have questions or
comments later.

DATE
INTERVIEWER NAME
INTERVIEWEE NAME
TITLE
ORGANIZATIONAL UNIT
ROLE
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Question

Response

INTRODUCTIONS

1

How long have you been with the organization?

2

What do you do at the organization?

3

What benefit do you see in [technology/solution] to use
it for your workflow?

4

What is your perception of [technology/solution]?

5

Tell me about your experience adopting [technology/
solution]. Did it influence your workflow?

Question

Response

CURRENT STATE

6

How do you anticipate [technology/solution] to function
for your role?

7

Is [technology/solution] meeting that need?
Why / why not?

8

What would drive you to want to continue using
[technology/solution]?

9

After setting everything up, what software are you now
using the most? The least? Why?

10

Did anyone help you get set up, then show you how to
use everything?

FUTURE STATE

11

How would you improve [technology/solution], if you
could change anything?

16

Citrix | End User Experience Kit

CHALLENGES

12

What drove you to stop using [technology/solution]?

13

What pain points did you encounter when using
[technology/solution]?

14

Have you had any issues with set up? Describe.

15

Have you needed help, and if so, where did you go?

16

Do you have any support tickets currently open, or
have you had to submit one? What was the issue?

CLOSING

17

How do you self-identify in the technology adoption
curve? (Innovator / Early Adopter / Early Majority / Late
Majority / Laggard)

18

Do you have any questions for me?

19

Can we reach back out to you for future studies or to
review this experience?

Close the interview
• Describe next steps in the process
• Let the interviewee know what to expect in terms of follow-up based on their contribution
• Remind them how they may be engaged in the program as it evolves
• Ask for feedback or questions
• Send a “thank you” note following the interview
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End user experience pulse survey template
Pulse surveys help you stay on top of frequent and unpredictable changes in your audiences’ opinions and
preferences. Deploying them consistently—and measuring your progress over time—is key.
Below, you’ll find a list of sample end user pulse survey questions you can customize and use with your employees.

QUESTION

ANSWER FORMAT

Describe your experience using [technology/solution] thus far.

Short answer (no more than 20 words)

What issues have you encountered that would keep you
from recommending [technology/solution] to your peers?

Long answer (no less than 20 words)

Has using [technology/solution] improved your current
workflow? If so, how?

Yes / No (radio button) with short answer space

On a scale of 1-5, how likely are you to recommend [technology/
solution] to colleagues?

Rating scale:
1 — Not at all
2 — Somewhat
3 — Indifferent
4 — Yes
5 — Absolutely

How satisfied are you with this and other tools that have
been introduced into your workflow? Why?

Rating scale of 1-5 with a short answer space
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How can Citrix help?
Head to the Success Center to access a wide array of additional
resources to help get you and your end users ready for the new way
to work.
And, as always, feel free to reach out to your Customer Success
Manager or email CSM@citrix.com with any questions or guidance
you need throughout your journey.
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