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THE CHALLENGE
Better understand needs
and behaviors of hybrid
(mobile plus desktop) users
compared to mobile-only
users
THE SOLUTION
Relied on UserTesting
remote unmoderated
testing to conduct diary
studies
THE OUTCOME
New insights regarding
mobile usage to inform
future product and feature
planning
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Udemy plans future products and
features according to needs of
mobile learners
Weeklong diary studies provide valuable information
across mobile and desktop
The Challenge

As the world’s largest online learning and teaching marketplace, Udemy is
committed to constant improvement and lifelong learning. And this is true internally
as well. Notes Janel Faucher, Senior UX Researcher, “Udemy has a company culture
that promotes curiosity. We operate from a very learning-driven, empathetic
mindset. Udemy employees want to hear what our users have to say.”
This has afforded the research team much influence over the evolution of Udemy
products. “The research team is part of our product team, which puts us in the
conversation about our product roadmap.”
Through data analysis, the research team knew that there were differences in
student purchase and consumption patterns depending on device. The research
team wanted to better understand the students who used Udemy mobile apps,
especially any behavioral differences between people who only used mobile, and
those who learned across both desktop and mobile devices.
Michelle Fiesta, UX Researcher, explains, “We wanted to better understand how
students use both desktop and native app experiences. We knew that some
students switched between devices while learning, and we wanted to discover more
about that group, particularly as compared with those who only used mobile apps.”
She adds, "We wanted to observe our users over a longer period of time, noting
behaviors as they happened to determine how/if these user groups were different,
which wouldn't have been possible with a one-off interview. "
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”

All things
considered,
remote research
is the most costeffective way
for us to get as
much quality
insight as
possible.

The Solution

To gather more natural, in-the-moment feedback, the team decided to employ a
diary study to better understand how their learners use Udemy over time. They
looked into a number of companies that offered specialized diary study products,
however found them all to be cost prohibitive. In addition to cost, time also
proved to be a limiting factor. Notes Faucher, “We were unable to find a separate
solution that was cost effective and could support our timeframe.”
A longtime UserTesting customer, the Udemy team decided to create a diary
study using remote unmoderated testing. Faucher adds, “Being a digital product,
as well as a global company, we rely on remote research. We’re able to capture
the voices of customers anywhere, all over the world. All things considered,
remote research is the most cost-effective way for us to get as much quality
insight as possible.”
As co-researchers, Faucher and Fiesta executed the study as several ‘missions,’
or remote unmoderated tasks over a week, each with its own focus. Fiesta
explains, “Basically, each time a student used Udemy, we asked them to use the
camera on their mobile phone to show us where they were and what they were
doing, including their environment and the context around that specific moment.”
The team drafted email reminders for each day’s assignment to keep participants
on track. By creating all content pieces ahead of time, they were able to quickly
send out emails each day by simply copying and pasting.
The team also created short instructional videos, shot using a mobile phone,
which they shared with participants prior to each ‘mission.’ Explains Faucher,
“The videos were really meant to reinforce the instructions and set expectations.
They also helped to break the sometimes awkward barrier that can occur
between researchers and participants, especially with remote research. It allowed
them to see our faces and know there were real human beings on the receiving
end of the study.”
She adds, “Even though they were low cost and shot all in one or two takes, we
received a lot of compliments on the videos. People were really excited to see
them.” The videos were such a success that the team now intends to repeat this
step in future studies.
The team stayed organized using shared spreadsheets and kept studies
organized in UserTesting. Faucher concludes, “UserTesting helped us establish a
framework for running this study more quickly and effectively. Completed studies
were centralized in a single location, and team members could take notes and
create highlight reels when reviewing responses.”

2

© 2018 UserTesting, Inc. All rights reserved.

CASE STUDY

”

The shift in
mindset and the
understanding
that there is
a nuance in
how students
use mobile is
an important
realization for
Udemy… This
enables us to
think about
mobile users
through a new
lens.

The Outcome

Giving customers the freedom to complete the study whenever a learning moment
struck yielded interesting insights about how and why students opted to use mobile
devices. Explains Fiesta, “When people say ‘mobile,’ most people think about that in
terms of movement—as in you’re moving, you’re on the go, you’re holding it in your
hand.
“However, we found that when people were learning while on their mobile device,
they were actually stationary and in one place— like sitting on their couch at home,
or eating lunch in their work cafeteria. For some students it just happened to be
more convenient and more desirable to be on a mobile device rather than use their
desktop or laptop computer."
She adds, “The shift in mindset and the understanding that there is a nuance in
how students use mobile is an important realization for Udemy. As a company, we
had talked about mobile in the context of ‘mobile versus desktop.’ But really it’s
not binary — it’s more of a spectrum. This enables us to think about mobile users
through a new lens.”
Business stakeholders are now using the insights for next year’s product and
feature planning. Adds Faucher, “We brought the business in at the onset, to make
sure that would be something that they would find useful at the completion.”

About Udemy

Udemy was founded in 2010 with the aim of improving lives through learning.
Udemy is a global marketplace for learning and teaching online where more than
24 million students learn from an extensive library of 80,000 courses taught by
expert instructors in over 50 different languages. Whether learning for professional
development or personal enrichment, students can master new skills through selfpaced, on-demand courses, while instructors have a way to share their knowledge
with the world. For companies, Udemy for Business offers subscription access to
a collection of business-relevant courses as well as a simple platform to host and
distribute their own content in one central place. Udemy is privately owned and
headquartered in San Francisco with offices in Ireland, Turkey, and Brazil.
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UserTesting enables every organization to deliver the best customer experience powered by
human insights. With UserTesting’s on-demand human insights platform, companies across
industries make accurate customer-first decisions at every level, at the speed business
demands. With UserTesting, product teams, marketers, digital and customer experience
executives confidently and quickly create the right experiences for all target audiences,
increasing brand loyalty and revenue. UserTesting delivers human insights to over 35,000
customers, including the top 10 largest web properties, and is backed by Accel and OpenView.
UserTesting is headquartered in San Francisco, CA. To learn more, visit www.usertesting.com.
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