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Study Overview



Dovetail

»

Whatis Dovetail ?

Dovetail is an online tool that helps companies better understand their customers. It collects feedback
from interviews, surveys, and support chats, then organizes and highlights important patterns. This
makes it easier for teams—Ilike marketing, product, and customer support—to see what customers
really need, so they can make smarter decisions and improve products or services. You don't have to
be a researcher to use it—it’s built for anyone who wants to learn from customer feedback.

Where Dovetalil fits
I_r.i‘E-‘:#_ _u"—::',_:::;::;ll [ o ‘i\im = -.:.-".._,.

Creating summaries of
themes to share with
stakeholders

-----__.'““ =
Sharing and presenting
findings to stakeholders

Centralizing raw 1
customer data collected ’:r:;::;ni: ;t:::: Regrouping analyzed data
from research and Into aln ?e e into themes
feedback channels g YP
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Study overveiw

In order to improve the workspace for the target audience of dovetall -
designers and design researchers - we started a month-long project.
From April 2nd to May 7th, we made a series of improvements and tested
the usability of the dovetall website.
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Process/Methodology
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Project Timeline

April 30th-
April 2nd April 9th April 15th May 6th May 7th

Scre&ener Heuristic Hallway Usability Synthesize

Test Plan Evaluation Testing Testing Data
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S,
Re c r u I t I n Dovetail What is your profession? (Select all that apply)
[] UXDesigner

Thank you for your interest in participating!

We're a group of students working on a school project exploring the use of Al in research
tools like Dovetail. This short questionnaire will take approximately 10-15 minutes to
complete. Your responses will help us identify potential participants for a follow-up

session to inform future product directions.
c I e e n e I myanhtrg@ecca.edu Switch account @

Ba Not shared

Ul Designer
Design Researcher
Product Designer

Product Manager

Oo0o0o00

Other:

What is your name? " ] ]
What research methodologies are you proficient with? (Select all that apply)

e We used Google Form to ] idemsimes
recruit participants and to
survey participants

What is your age group? Surveys or questionnaires

Contextual inquiry / field studies

O eI Diary studies
demographic Oren e
] O 25-34 Card sorting
e Schedule in-person/zoom -
usability testing sessions e
O 55+ Competitive analysis

Journey mapping or experience mapping

o ; Data or analytics review
Which industry do you work in? (Select the closest match, based on past or current

O0o0o0000000000

experience) Other:
Technology
Education Have you ever used Al tools in your research projects?
Healthcare
O Yes
Finance
O No

Government / Public sector

O Other:

Non-profit

Consulting / Agency

What tools do you currently use for research projects? (Select all that apply)
E-commerce / Retail

OO0OO0OO0OO0OO0OO0O0O0

Media / Entertainment [] Dovetail



Participant Profiles

o We also recruit <1 year of
experience researchers as
we want to optimize for
broader group of users too
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Field

UX, researchers, interviewers, product designers

Dovetail Usage

infrequently /moderately/very often

Experience 1+ year professional experience
Age range 22-59
Language English (preferred)

Tech comfort

Familiar with zoom, laptops, knows and uses Dovetail

Mindset

Critical, pay attention to details, open-minded

Al Opinions

Can be familiar or not familiar with Al tools but should be interested
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Heuristic evaluation



Heuristic
evaluation

We evaluated Dovetail’s
platform's navigation and
information architecture to
see has it been logically
designed and organized
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Nielsen Norman Group

Heuristic Evaluation

Workbook

D

Visibility of System Status

This design should sheiys kiep ussrs
isformed sboul what & going on,
threugh sppragriate leadback within

u reasesalle amount of Gme.
& Does ke dasign Claarly
wommunicabe i3 stabe?

® [5 fendhack presenied quickly
afteruser actions?

(2

Match Between System
and the Real World

The design should speak the users”
Language. Use words, phrases, and
concepts famillar to the user, rather
than internal fargon. Follow real-workd

cerdentions, making information

apgstar bn a naiura and loglcal arder.

& AT uger Be Famillar wii® the

terminalogy used in the design?

& Qo he design's contrsts Tollow
reab-world conventions?

Hie B Nosna e B

Heuristic Evaluation
Warkbook

@

Flexibility and
Efficlency of Use

Shartcuts — hidden from movice
users — may speed up the Interaction

For the expert ussr such that the design

can caler in beth inexpedenced and

experienced wiers, Allow users bo baflor

Treguent aclions,

® [lges the deslgn provide
sCcalamators like kiyboand
shostouts and owch gestures?

15 content and hemdionality
personaized of cusinmized for
Indivihaal usees?

O

Aesthetic and
Minimallst Design

infarfeces should wei conbals
Inlormarion that i Erlevsl of ranaly
meaded, Dvery extra unit of infosmation
fin an interface competes with the
selewant ynits of infarmation and
diminiikas their relsive vialbility,

= 4 the wisual design and conbent
forused oo the esaenlials?

® Have all dciracting, unnescessary
wlemenls been remoyed?

Issues

For first-time

usars, thera
are no clear
instructions
| orguidance.

FWALIITO Sefira YWang

PATE: Apcfl,
MRADET:  Davedall
TASK: Mgin scr

M . M T firgus
Heuristic Evaluation
Workbook

Recommendations

Add simple
guidance
before star to
LSE,

MNHE

lssuns Recommendations
hdyhiosail Add more
7 m'; L.‘slel informations
:"'SQ am'la'm which familiar
BNauAgE o to the users.
concepts, but
It daas nol.
Issuas Recammeandations
It does nat show Add a clear
it clearly. instruction.
Issiies MeEcammandations
Mot really, the
main saarch bar Deleta some

is located ina
bunch of
illustrated
figures.

urimportant
Infarmation.

L

(3

User Contral and Freedom

Users often perferm actlons by
mistake. They need a chearly marked
“emergency exit” to leave the
unwanied action without having to
go (hregxh sn extended process,
® [oes the design allow users 1o

g0 baci a sbep in the peocess?
@ Jdreexit links eazily discoverabde?
® LCan users easily cancel an action?

® |z Uinglo and Bedp supported?

LONSISIEACY @800 STAMkE

Users should not have te wender
whisthier differant words, sibsations,
o¢ actions mekn the eame thing,
Follow plagferm and industry
conventiges,

= Does the dasign Fllow irdusiny
conventions?

4

Are vizual treatments used
consistentiy throughout the design?

Piabsen Meoeman Grous
Heuristic Evaluation
Workbook

[

Help Users Recognize,
Diagnose, and Recover
From Ermors

Errger ges should be exp |
in plaim language (no error codes),
precisely indicate the problem, and
wonstructively sugpesl a solulion.

& [oes the design use raditional errar
mESSagE wisuals, like bold, red teat?

# foes the design offer a solution that
sodwes the ermar immediataby?

10

Help and Documentation

1t"s best If Ebe syysiem doasn®™
nesd any additienal explanation,
However, It may be necassany bo
provide decsmentation to hadp
users understand how to
complete their tasks.

# |8 help docisnentation easy
o search?

& = help provided in comexl right
&l the mament when the user
requires it?

It does not have a
specific back
button, when |
need to go back,
it goes back to
the first page.

FssuEs

We have the home

and the ask or
research sections,
thay have almost

the same functions.

Issues

Mo, just & pop-up
sereen.

Issues

Mot useful at all,

Recommendations

Add 8 back
button.

Recommandations

Eliminate un-
natessary
sections,

NN/g

Recammendations

Let it be mora
abvious,

Recommendations

Let it to be more
clear, and easily
get

to what usar
fEed.

HN g

Wi her Sarman Goap

Heuristic Evaluation
Workbook

Good eror messages are important,
buf the best designs carefully
provant problams from ooturing in
this Nral plae. Bihes aliminale
efrar-prone conditiges, or ¢heck Tor
them and presend users with a
ceafirmation option before they
comumsit to the action.

® Do Hie Sesign praven sligs by
using helplul comsiegings?

® Dioes [he design waim users befon
they perdform fsky acbons?

Minimize the user's memorny load by
miking slemants, sctions, and options
wvisible, The wier should sl have 1o
remember information from one past of
the Interface to another. Information
raginad 1o use the disign (o.g. feld
labals of meny Aems) ihould be visisle
or easily refrievable when needed,

Dioes the desipn keep important
Infeemation vislbla, o that userns
dip not have o memonise it?
Dioey (ke desien offer halp
In-conbexi!

Mo, When |
goes

back, | cannot
find

the information
history again.

Mot really, | did
not see any
Important
information
stands out,

Add a
natification
bar bafare
cama back.

Add a infermation
notification bar
before came
back.

L L



Key findings

Q Ask or search
& Your work
O Browse
1. Lack of clear information/
features on the Homepage Chat with your data
- Spring g . )
2. Unclear Activation launch - -«

Conditions for Key Features 2025

Discover new insights

Explore now

3. Unorganized Information
Architecture ~Pgrade - 1aaysiel ot

@ Contacts

ox

Templates

ap

D

Notifications

&

Settings

More

21 Dovetalil
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Competitive Analysis




21 Dovetalil

1. Clear Onboarding & Guidance

All three platforms provide intuitive
onboarding processes or tooltips to guide
new users

2. Navigation
Competitors organize core functions with
clear labels and consistent layouts.

3. Centered Dashboards

Each platform places user projects or
research studies at the front, making it easy
to view, organize, and jump into recent work.

Name of Competitors Screenshots Features Design Strengths Design Weaknesses Opportunities
. 1. Have a guidance before i Add an access to
Home page stal':t toise G Fecqseg mainly an
. qualitative data another apps, so users
C d can quickly transfer
On en S 2. Clear design and simple 2. | cannot put data the data.
interfaces. directly from another
app to Condens.
3. usability testing, or
recruiting features
_— data "';irEF‘_l,,-' easy to imp[}rt Limited Real-Time Gwmg a first time
. search hundreds of notes Collaboration guide for the
Au reuus in seconds and _ user
- tag how simple it made Learning Curve so they don't
i o | insights finding key insights need .
to actively try to
[ Document and store figure out
p— research data securfely everything
= for years and make it
I easy to access
Clear IA
e - = Sassion « Session-focused Ul « Heavy UX: Can fes| Simplify vocab so
™ a Replay Very easy to jJump into overwhelming at first — so that it is easier to
- m““'pm Journey replays and visual many menus. i £
1 Mapping journeys. « Not newbie-friendly: Not navigate tor
=i T e - Heatmaps « Data visualiza_tinn: super intuitive for first-time newbie ICH" non-
= — Funnel Clean funnel diagrams, ar casual users. professional Ul/
-o — i Analysis hegtmaps, journey maps. | = Mot resgarcher-frlgndly: UX designers.
B 2 Struggle « Quick filters: Easy to Everything feels built for Uit
Detection segment sessions (e.q., analytics & ops, not for pdate
oo by i e b, e [ Parformance by device, location, gualitative deep work. dashboard and
raraied gt bestgin: Monitoring frustration signals). + Customization limited: Ul, make it look
Voice of « Real-time Dashboards and reports less messy and
G |a SS BOX I & W’ E s Customer dashboarding: Feels are lass flexible compared ¢ i t
- T WoC) powerful for digital to newer tools. create a shor
frecsy . T - I |ﬂtegration GpE'rEitl'Gns teams. WE1kthFDUgh
Al Insights * Enterprise-grade: Feels video for new
Privacy serious, built for large users
= = = Compliance digital teams (e.q.,
ac Maobile App banks, airlines, big
Vo —— = — Support retail).
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Opportunities for
Dovetail's Competitive
Advantage

1 Clarify Al Features

Features like 'Chat with your data' should
be explained and demonstrated visually to
make their value easy to understand.

Reorganize Information
Architecture

Making research projects and workspaces
more visible, instead of hiding them under
categories would better match user
expectations This could help users work
faster and feel more satisfied.

Improve First-Time
User Experience

Unlike Condens and Aurelius, Dovetail's
homepage and workflows can be unclear
for first-time users, especially without an
organization.

4 Leverage Visual Design

Dovetail's clean, modern interface is a
strong start. With better grouping of
features and clearer visual cues, it could
feel even more polished and professional
than many competitors.
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Hallway Testing
& Prototype




Hallway Testing

Storyboard

21 Dovetail



Hallway Testing

Storyboard - Concept 1

o Add live-walkthrough guide which will
shows users where to click

e Help users step by step without having
them go find tutorial videos

z‘i Dovetail




Hallway Testing

Storyboard - Concept 2

e Create and re-design the Q&A page

e |Incorporated with live-walkthrough
option for each article

e Include a link lead to Q&A page in
the sidebar menu

21 Dovetail




Hallway Testing 3 Dovetail

Final concept

Based on the hallway

test!ng notes, we have : ,f;,‘i“‘“ ot S T~ pA _
decided to: ; - e Rty ”‘“}hw ins
Q. Q:ja..m dec, Honts| 1 | - L B T. j NEE
I A I UPRTE Z T € AT £ T T N _:_ ]
« Combine concept 1 0 + Gl < glons SnunasassmuE [f“iji St SR _
' = " EERWanwE e uE Siasiiinasecmanmasmanans
and 2 M‘Ig %"%L A;\, LT ol Wb‘fffy T&r f17 Sll;fmef i ? : g;ke]ay | j 'y
. { . . . aE m‘:fr‘s - | . #I")LLQP‘ g{}’- LI,PLL M# SIWiraf ¢L~»~
e Make sidebar menu 6). hken §i7yureoshrannteoAARSSSRNN vianaduea)lss A S R e
well organized and & Sotty . s glos  Vselnas gerd bt e o be
blee. dvon. scoush b, TR -'-“"‘””" |
more clear wording | e e e T by B AR

3 9}'4&.1"
','[-c.u -,melg{ bt & Secro [,\_ }OMI"_

e Add quick
organization change
dropdown to sidebar
menu
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& ® 3> Browse - Dovetail X -

< & =% california-college-of-the-arts-dc9d.dovetail.com/browse

oo O hw [T IXD portfolio

Insight Out Conf 2025: April 23-24 San Francisco Register for livestream

3" Dovetail Product Solutions Resources Enterprise Pricing Customers Contact sales

The fastest way to
understand your custor

Turn calls, docs, and user feedback into insights, like magic.
Create a single source of truth for customer knowledge.

Get Dovetail free Book ademo

Prototype

@ Customerinterviews v Usability tests Document analysis £ Product feec




Q&A/Homepage

an

&

® 3+ Browse - Dovetail X

c =% california-college-of-the-arts-dc9d.dovetail.com/browse

C3O hw [ IXD portfolio

Door Dash 2025 v

Projects
Documents
Datas
Insights

Channels

\o/
". Help & Walkthrough

L 1o
ox

| 0

Contacts
Templates
Notifications

Settings

Using Dovetail

How do | create new projects ?

Can | collaborate with my team? >

What are tags and insights?

SEE ALL

Pricing and Plans

What plans are available?

Can | change my plan later?

Student discounts?

SEE ALL

;1 Dovetail

We're here to help

Security and Privacy

Relaunch to update :

3 All Bookmarks

Privacy settings >
Protect my account S
Forget password S

SEE ALL
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Live Walkthrough

®  3» Browse - Dovetail x +

C 2o california-college-of-the-arts-dc9d.dovetail.com/browse VX = ’.’ Relaunch to update :

C3 hw [ IXD portfolio [ All Bookmarks

Door Dash 2025 v @

2 Projects P r0j ects

B Documents
ilh  Datas

‘¥~ Insights

B Channels / \

Welcome to Dovetail !
008 Help & Walkthrough Do you need a walkthrough guide
on starting your first project ?

ia Contacts \ /
so Templates

K& Notifications

f#  Settings
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Side Menu Redesign

. Door Dash 2025 ~ . ( Door Dash 2025 A~ }

) Search

O
3
no

a3

cuv Projects
Hungry Panda

B Documents B Uberceats
CVS 2024
ik Datas 1171
Burger King
‘¥ Insights Y ke
B Channels B Channels

,:. Help & Walkthrough

.:‘ Help & Walkthrough

22 Contacts :2 Contacts

#0 Templates 0 Templates
K Notifications K Notifications
£ Settings & Settings
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Research Plan
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Discussion Guide
(usability tasks)




Tasks
Summary

;1 Dovetail

Task 1: This is the first time Task 2: You want to upload a
you use dovetail. You want recording of your interview.
to sign in with your gmail Test the file import feature

account and go through the

live walkthrough
Test the on boarding process and
guide features

Task 3: You are a design researcher that works for multiple
companies. Now you just finished your work for the current
organization, you want to change to another workspace so

you can work with another company.
Test the organization switching feature
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Task 1

This is the first time you use
dovetail. You want to signin
with your google account and
try out the live-walkthrough
guidance

3* Dovetail Product Solutions Resources Enterprise Pricing Customers Contact sales Login Get Dovetail free

The fastest way to
understand your customer

Turn calls, docs, and user feedback into insights, like magic.
Create a single source of truth for customerknowledge.

Get Dovetail free Book ademo

@ Customer interviews \> Usability tests @ Document analysis T Productfeedbac
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Task 2

3» Browse - Dovetail X +

£ c 23 california-college-of-the-arts-dc9d.dovetail.com/browse

g w [ XD portfolia

You want to upload a

° o o . Door Dash 2025 v @ Ask or search anything
recording of your interview.

it Projects

on
o
B Documents

Try accessing the Q&A page n Datac
for help ¥ Insights

B Channels

+ New

<2 Contacts
5 Templates
&K Notifications

£ Settings



Task 3

You are a design researcher
that works for multiple
companies. Now you just
finished your work for the
current organization, you
want to change to another
workspace so you can work
with another company.

@ 3> Browse - Dovetail

2% california-colleg

O hww  [3J XD portfolio

. Door Dash 2025

n a3

\o/
." Help & Walkthrough

A X
*0

Projects
Documents
Datas
Insights

Channels

Contacts
Templates
Notifications

Settings

b4 +

e-of-the-arts-dc9d.dovetail.com/browse

Projects

VidED19893@103

..+_

New

;1 Dovetall

b

=/ @) Relaunch to update :

[0 All Bookmarks
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- Platform: Zoom (or in-person in a quiet

room).
Test environment, '+ Device: Laptop -
. + Session length: Each session will take
equipment, and about 45 minutes.
IOQiStiCS Sessions will be recorded for analysis

(with participant consent).

 Roles: Moderator and Note-taker
(Notes will be taken during and after
each session.)
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We will deliver a report including:
e Executive Summary
e Methodology

Findings:
e Themes from qualitative feedback
Report contents and . Success rates in distinguishing Al vs
o human content.Average clarity and trust
presentatlon ratings.

o« Raw data samples (quotes, observations).
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Findings



Tasks
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Task 1: This is the first time Task 2: You want to upload a
you use dovetail. You want recording of your interview.
to sign in with your gmail

account.

6/6 3/6

All the participant passed this Some participants got

task. confused here.

Task 3: You are a design researcher that works for multiple
companies. Now you just finished your work for the current
organization, you want to change to another workspace so
you can work with another company.

6/6 All the participant passed this task



Affinity Cluster

Workplace

"Make workspace
switching more obvious."

“Didn't notice the option
under my profile."

Maybe the font here is a
little bit difficult. It would
help if there was a special
icon or something clearer
to show “company option.”
That would make it more
obvious.

adding a microphone icon
or something that tells
you, “Hey, | can help walk
you through this.”

I think it's quite easy to use

visual

it would be better with
more visual icons.

“It feels clean and
professional.”

Helen Chen

But maybe one thing that
could be improved is the
project names or change
tools — they’re not very
prominent.

If the colors or sizes were
larger, it would be clearer.

File category

Maybe it could
automatically sort
different file types, so you
can see them more clearly
— like radio files grouped
under “radio,” images
under “image,” etc.

I'd add more pre-
categorized sections,
especially if you have a lot
of files

Walkthrough& tutorials

| would prefer video
tutorials

“The guide helped me
understand what the
feature does."

Helen Chen

"l do not really
understand what should |
do next step."

;1 Dovetail

Al features

It would be good if there
was an Al assistant or
helper icon that offers
recommendations or helps
when you seem stuck.

Helen Chen

I'd like a more empathizing
Al — something that feels
like it's guiding you.

Helen Chen

Maybe something moving
or animated would make
the Al easier to notice.

Helen Chen
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Issues

Hungry Panda

Uber Eats

CWS 2024

KFC

(3/6) Workspace switching were unclear.

The rest of them think it works.

[ ]
B Channels

':‘ Help & Walkthrough

Recommendations
Using a balder typography. Also add ‘workplace’ above the bar.

Contacts

Templates

Ll
Ox

Notifications

o’

Settings
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Issues

B Channels

c. Help & Walkthrough

(2/6) Not enough visible Al interactions

The rest of them didn’t mention Al features.

We're here to help

Recommendations
Adding an Al assistant chat that offers recommendations or helps
when you seem stuck.
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Issues

@ ~s

Projects
(a/6)File upload isn’t clear enough.

The rest of them didn’t mention but they all had trouble passing the task.

Recommendations

Move upload feature under the document page instead of
projects.
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Issues

Ask or search anvthina
B Doorpash 2025 v @ Ask or search anything

Projects

2/6) Lack of sorting or filtering of file types - =
The rest of them didn’t mention. - “

Recommendations
Add a categorized board where users can choose file type,
upload time, filename and more.



What we did well
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The overall designh was perceived as clean,
simple, and professional.

The toolbar was considered well-
organized.

Users generally found the navigation clear
and intuitive.

Built-in help sections (Q&A, walkthroughs)
were appreciated by users when they
explored them.

Less learning curve.
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If we had more time, we would focus on refining the
Improvements—especially around onboarding and
workspace switching.

We'd also want to:
Conduct more usability tests to validate our design

Reflections changes.

Interview a wider range of users to gather more diverse
feedback

Develop a more polished prototype for higher-fidelity
testing
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),

Thank you!



