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The BBC is not only the world’s oldest national 
broadcasting organisation: it’s also the largest, 
with over 20,000 employees. A variety of part 
time, flexible and contract staff swell the total to 
over 35,000.

Delivering the BBC’s services involves people operating 
in a wide variety of environments and locations. 
Insights into how this diverse workforce collaborates, 
coordinates and communicates at work is pivotal to 
ensuring positive user experiences across the systems 
and tools they use. 

We were hired to conduct user research to further this 
understanding.

“System Concepts came in when we had very limited data on BBC 
employees. What they have delivered is a useful starting point for 
future UX work.”

Dr Karen Yunqiu Li, Senior Human Computer Interaction Specialist, BBC
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Challenge
Our brief was to provide research insights into 
the needs, behaviours and environmental factors 
experienced by users and to understand how BBC 
staff communicated, coordinated and collaborated 
with their stakeholders. This would enable the BBC 
Enterprise IT team to optimise and better support 
the business critical systems and tools used by 
staff, contractors and freelancers. 

We knew that the user types research would 
generate a lot of data, so from the outset we 
saw the involvement of our Creative Services 
specialists as key to communicating insights 
effectively.

Providing a good user experience aids service 
delivery and performance, so we were tasked with 
researching issues including:  

• What are people’s professional communication 
habits and choices?

• How do they collaborate with team members, 
stakeholders, external partners etc?

• What constraints or pain points do they face?
• What are their likes and dislikes concerning 

systems and tools?
The BBC had its own internal User Experience and 
Design team, but opted to use external specialists 
in order to reach out to as many BBC employees 
as possible. 
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What we did
Our research methodology for building up a 
set of user types encompassed four phases.

Dr Karen Yunqiu Li, Senior Human Computer 
Interaction Specialist at the BBC says, “The online 
survey was crucial, to get that data in and plan the 
diary studies and interviews accordingly.”

The 900+ completed surveys revealed different 
user patterns and categories. We then applied 
sampling techniques to select representatives to 
talk to in more depth – initially through a group 
of 21 employees that undertook the 7 day diary 
study, and then a subset of 15 participants that 
we interviewed. 

Where practical these interviews took place in 
employees’ workplaces, so we could observe their 
environment first hand.

Quantitative data analysis 
Our team collaborated closely with the BBC while 
undertaking the survey data analysis. This process 
spanned several iterations in order to identify 
the types of insights sought, using a variety of 
specialist survey and data analysis tools.

Creative design used to deliver visual 
user type and map development 
Following the detailed data analysis, our Creative 
Services team proposed several alternative visual 
design approaches. We visualised 5 user types, 
along with maps depicting the personal and 
professional objectives of each, and the internal 

systems and tools they adopt. 

Again, this was an iterative process involving close 
dialogue with the BBC UX team, ensuring the 
most comprehensible approach for users. These 
visual designs were how the research results were 
ultimately presented – there was no reliance on a 
lengthy written report.  

PHASE 1

QUANTITATIVE ONLINE 
SURVEY

PHASE 2 

7 DAY DIARY STUDY

PHASE 3 

ONE-TO-ONE 
INTERVIEWS

PHASE 4 

USER TYPE AND MAP 
DEVELOPMENT

1 2 3 4

“The online survey was crucial, to 
get that data in and plan the diary 
studies and interviews accordingly.”

Dr Karen Yunqiu Li, Senior Human 
Computer Interaction Specialist, BBC
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Benefits
Paul Thorpe, our Creative Services Director, 
highlights the value of visually representing such 
a large volume and variety of UX research data. 
He says, “We wanted to produce designs that 
would enhance the data findings, make the 5 user 
types meaningful and easy to communicate, and 
capture the imaginations of those with the power 
to implement change. To achieve this, we had to 
convey the stories of each user type powerfully 
and effectively.”
Dr Karen Yunqiu Li of the BBC says of the 
research visualisation, “We used it as a 

conversational piece to show people the starting 
point of multiple use cases, that they can build on 
top of the modes of working.”

The BBC has new enterprise IT systems that 
it wants to try out with users. The visualised 
user types and maps enable the product team 
to rethink the use cases in a particular business 
area. Then they can either tailor the configuration 
to meet those needs, or come up with 
communications that will make sense to and be 
easily followed by users.

“The working relationship was 
collaborative. System Concepts 
have made a lot of effort to get our 
involvement as well… everybody’s 
very busy, and they took the time to 
visit us as much as possible”

Dr Karen Yunqiu Li, Senior Human 
Computer Interaction Specialist, BBC

Parting advice
Asked what advice she would offer other 
organisations with similar challenges, 
Karen emphasises the importance of a 
clear, thorough and effective briefing 
process, “Communicate exactly what 
you want and how you want it at the 
very beginning, to the person who will 
be carrying out the job. That’s very 
important.”

Below: Generating visual ideas for plotting data 
resulted in the concept of using different shapes 
generated by data to represent each user

5   |   BBC case study



“We wanted to produce designs that would enhance the data findings, 
make the 5 user types meaningful and easy to communicate, and 
capture the imaginations of those with the power to implement 
change. To achieve this, we had to convey the stories of each user type 
powerfully and effectively.”

Paul Thorpe, System Concepts’ Creative Director

Above: One of the final deliverables was to provide a set of 
large-scale posters presenting the different user types.
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Could your business benefit 
from expert UX insights or 

creative services?
For friendly advice on how we can help  

your business, just get in touch.

Call us on +44 (0)20 7240 3388 

Email us info@system-concepts.com

Visit our website: www.system-concepts.com

2 Savoy Court, Strand, London WC2R 0EZ


