
UXUI in Process 
# Product discovery phase 
#Product delivery phase

#Pear



Design thinking process

User interview

Customer journey (AS-IS)

Competitor analysis

User engage analysis

Persona

Unmet user need

Customer journey (TO-BE)

Customer value proposition

Ideation workshop

Service blueprint

Testable prototype

Conceptual design

Concept validation

Usability testing



Discovery 
Phase

Delivery 
Phase

UXUI / UX Researcher

#UXUI

#UX researcher

Workshop ideation

Ideate customer value 
proposition

Explore new customer 
journey example of key 

wireframe

Competitor analysis

User in depth interview

Concept test

User flow/ wireframe

User story

Design system

Visual design

Information achitecture

User interface

Usability test

User persona

UX audix

Unmet need user



UX reseach in discovery phase

Emphatize and define Ideation Testing

Business alignment 
Secondary research

Explorative research Product opportunity Prototype
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Identifying 
problems

Learning about 
user

Uncovering 
opportunities

UX Research objective

UX research key  
item

- User in-depth 
interview for 
problem and 
solution

- Opputunitie 
tree solution

- Competitor 
analysis

- Create user 
persona

- Customer value 
preposition

Objective 2Objective 1 Objective 3What is business goal ?
Who is main target user ?
What is the important user need ?
What is key user pain point ?
What are key features to solve pain point ?
What is customer value proposition ?
What is key differentiation ?
How to measure product success ?
How to compete new market player ?
What data to collect more from user ?
What is the first thing to develop ?



Example key delivarables
Method name Objective Deliverable User Time

In-dept user interview Get deeper insights 
and understand the 
nature of their need or 
specific points of 
interest.
take around 60 mins / 
session

Understand as-is 
journey
• Define persona
-Problem and solution

Existing users
New users
User of competitors
Unsubscribe users

–

Mini usability test on 
current product
(+Guerilla testing)

Get slightly insights 
and quick feedback for 
concept test
take around 45 mins / 
session

• Verify key selling 
point of

   current feature

Existing users
New users
Competitive users

–

Competitor analysis To understand current 
market and 
competitive landscape

• Understand market 
landscapeUnderstand 
competitor solution



#UX Process

● User interview
● Persona
● Customer journey 
● Unmet user need
● Competiter analysis
● User Engagement 

analysis
● Customer value 

proposition
● Ideation workshop
● Prototype
● Design system
● Conceptual design
● Usability testing 01 02

��
Why we need 
to do….

“What value 
or output we
 can get”

Who currently
involve for each 
stage ?

“What timeline 
looklike ?”



01 #User interview/Survey

THIS IS SUITABLE FOR YOU IF:

WHAT YOU WILL GET FROM THIS:

● No prior discussion of target users, no research has ever 

conducted to explore problem space

● Unclear or assumed user need, pain and gains along 

specific process / journey

● User persona development

● Know more about your current user insight and list of 

assumption that we can prove later

● UX artefacts (persona, journey) which use for product 

development and team communication

● The product made with user centric process which also 

creates value for the business.

#Tool
● Question list
● Interview script
● Note taking board ( Focus on 

your customer not note )
● Summary note taking board

#Analyse Metric
● User quote
● User insight
● Problem statement
● System usability scale
● Single ease question

“Get user
need, 
pain,gain,feeling 
and thinking”

“User voice : 
Problem 
statement”



02 #User Persona #Create user persona
● Know your customer
● Who want to used our product
● Target group meet BU goal



02 #User Persona

#UX create

#BUcreate



03 #Customer journey

#Customer journey
● As-is journey development
● To-be journey development

#UX create

Journey map คือประสบการณ์ที่ลูกค้ามีกับโปรดัก
ส์เรา เพ่ือที่จะได้เจาะลึกไปยังรายละเอียดในแต่ละขั้น
ตอนของเส้นทางนั้นๆแบบเห็นภาพ (Visualize) ทําให้
เราสามารถวิเคราะห์หาปัญหาต่างๆที่เกิดขึ้นเพ่ือออก
แบบใหม่ได้ง่ายดายและดีกว่าเดิม 

Understand customer
touchpoint



04 #Unmet user need



05 #Competitor analysis

    #Compare
● Product and feature
● Compare ux and ui design

THIS IS SUITABLE FOR YOU IF:

WHAT YOU WILL GET FROM THIS:

● Unsure about product key selling points or the “killing features” 

that can have potential to win in the market (need solution 

landscape analysis, customer value analysis)

● The team has not yet agreed which features should be put in 

MVP 1 (need prioritisation)

● More clear cut potential key selling points and value 

statement of the product / services based on market 

opportunities (competitors and customers)

● Alginment on the big picture of product and service process 

for MVP1, to further assess operation feasibility

#BUcreate

#UXcreate



06 #User engagement

#Octalysis framework

#Udemy



#Example



Hook model : Increase active user

ตัวกระตุ้น การกระทํา

การลงทุนลงแรง รางวัลแบบคาดเดาไม่ได้

( The loop that make people to repeat the same activity in the same way again and again )

Trigger Action

Variable 
rewardInvestment

1.External trigger - What gets the user to the 
product ?

2..Internal trigger - What does the user really 
want ?

5. What is bit of work done to increase the 
likehood of returning ?

3. What is the simplest behavior
in anticipatiov of reward

4. Is the reward fufilling, yet 
leaves the user wanting more?

Nir Eyal ผูเขียนหนังสือ Hooked: How to Build Habit-Forming Products 



User engagement case study

Shopback Trigger Action

Variable 
rewardInvestment

Internal : ต้องการ
ช้อปปิ้ งออนไลน์ในราคาที่
คุ้มค่า

External : Push 
Notification for deal 
alert and promotion 
of the day

-เลือกร้านค้าได้
หลากหลายและได้โปร
โมชันลดราคาจาก 
deal of the day 
-มีช่องทางได้รับ
ส่วนลดจากหลาย
หลาย

-ได้ cashback จากการ 
shopping สินค้าผ่าน 
shopback
-ได้คูปองส่วนลดต่างๆ

ถ้าอยากได้ส่วนลด
เพ่ืมขึ้นอีก 
-ต้องทําภารกิจแนะนํา
ชักชวนเพ่ือน มีสิทธิที่
จะได้รับคูปอง
เพ่ิมเติม



User engagement case study

Facebook

Internal : Feeling 
lonely, bored “What 
are my friend 
sharing ?” “What 
updated new?”

- See others post
- See others 

like,comment and 
share on your post

- Comment, like,share
- Search for new 

friends.

- Number of likes, 
shared and 
comments

- Get contacted by 
old friends

- Recieved Friend 
requests

If need more like and 
shared

- Create  interesting 
content 

If grow friend network
- Friend requests

Trigger Action

Variable 
reward

Investment

External : Get notification



07 #Customer value preposition

#Example
Spotify

Feature : Collaborative playlist สร้าง playlist 
ร่วมกับเพ่ือนและครอบครัว

CVP : ช่วยแก้ปัญหาในการฟงัเพลงร่วมกันระหว่าง
เดินทาง ทุกคนสามารถเลือกเพลงที่ชอบและสร้าง 
Playlist ร่วมกันได้

Target : เพ่ือนและครอบครัว

Value to user / Key differentiation
Music streaming service on app / web

Interesting ideas to create new value to user or product differentiation



08 #Design system

Example design system of Booking.com



09 #Usability test

THIS IS SUITABLE FOR YOU IF:

● Need to evaluate the usability and engagement of the 

current product or services to explore improvement / 

optimisation opportunities

#Analyse Metric
● Task success rate
● Heat map
● Time on task
● User Clickable area
● System usability scale
● Single ease question



09 #Usability test tool

#Analyse Metric

● Maze

● Betafi

● Dovetail

● Optimise workshop

● UX tweak

● Lookback

● Usebery

● Loop11



Participant recruitment for Interview

Gegeral recruitment

● More generic customer group without complicated criteria 
(with 4 or less layers of condition)

● Targeting people who can be found on public space, social 
media platforms or targeted with general incentives

● Total participant number of testing round is up to 8 people 
within the timeframe of 3-5 days 

Applicable Examples

● Digital lenders who are freelances
● Current homeowners with mortgage experience 

of not longer than 3 years ago 

Specialised recruitment

● More specific customer group with complicated criteria 
(with 5 or more layers of condition)

● Tatgeting people who are in specific career tyes or positions 
and are harder to reach without existing customer contact 
information

● Total participant number of testing round is up to more than 
8 people, within a timeframe of 3-5 days

Initial Pricing Plan (TBD) 
● 2,000 THB per participant /  1-1.5 hour session

● 3,000 THB per participant / 2 hours session

*Pricing includes participant incentive and operation (e.g. grooming, appointment, 
logistic management and replacement)
** Pricing plans are not final and can be adjusted based on specific requirments of 
several factors e.g. timeline and recruitment criteria

● People working in insurance service enterprises, 
with more than 3 years of experiences

● People in Northeastern Thailand, affected by 
Covid 19 situation, who are family leaders

Applicable Examples

● 5,000 THB per participant /  1.5 hour session
● 8,000 THB per participant / 2 hours session

Initial Pricing Plan (TBD) 

Including screening from 
contact list of existing database


