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Abstract. With the fast economic development in emerging markets, Hewlett-
Packard (HP) has to focus on satisfying the needs of customer in these markets.  
However, due to cross-cultural differences, HP can not automatically assume 
that products designed in the USA can satisfy customers in those markets.  For 
this reason, HP wants to set up UCD teams to help design products for those 
markets.  Setting up a UCD team in China is the first step of this plan.  In this 
article, through a case study, we want to share what we have gained in past 
work, what lessons we have learned in practice, and what our next steps will be.  

1   Introduction 

The Hewlett-Packard (HP) Company categorizes its world-wide markets in a variety 
of ways, one of which is whether the market in a particular region or country is 
viewed as mature or emerging.  Country or regional markets like those of the United 
States or Western European countries are considered to be mature, meaning that other 
than taking market share from a competitor, the opportunities for market growth are 
more limited.  On the other hand, markets in countries like Brazil, Russia, India, and 
China are considered to be emerging, meaning that there has been more limited 
adoption of technology or the opportunities for adoption are still quite large so the 
potential for growth in those markets is much greater. The U.S. share of total HP 
revenues is already less than 50%, and the non-US and emerging markets portion of 
revenues can only be expected to grow and contribute an increasingly important share 
of total company revenues.  For those reasons, it is just “good business” for HP to be 
very interested in focusing on satisfying the needs of customers in these emerging 
markets. 

At HP, the community of customer-centered design practitioners has adopted a 
classic model of the Customer-Centered Design process as represented in this graphic: 

The community uses this process model to tell the story of what customer-centered 
design practitioners do, what value we add, and how we do that work and make those 
contributions.  This model is used among our community so that we can better 
understand and share each other’s work and the learnings and best practices that can 
be derived from that work.  We feel this process model can be applied at various 
levels of experience design, including design of the individual offering, design of the 
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total customer relationship with the offering, and ultimately design of the total brand 
experience.  We also use this model to clarify our role and responsibilities to our 
many peer functions in the development process, for example: 1) industrial design,  
2) R&D, 3) marketing, 4) support, 5) quality, etc.  As a community we have been 
gratified by the acceptance that this process model has received from these functions 
and the role it has played in helping others better understand the role we play in 
design.  In essence these functions share the same basic view of what constitutes 
customer-centered design.  What distinguishes our community is not the process 
itself, but the methods and deliverables we provide. 

Because of the success and adoption of this model, it is perhaps natural for the 
community to expect that this model has validity not just for customer-centered 
design and development efforts occurring in the United States, but also for customer-
centered design being done anywhere in the world.  But this is an assumption, and it 
is always dangerous to assume and not verify.   

Rau (2005) gave some samples in his book which show how cultural conflict may 
occur in China if certain symbols of Chinese culture are used in a certain way.  For 
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example, a Nike TV advertisement showing an NBA star battling a kungfu Master 
and dragons has provoked great controversy in China (Xinhuanet 2004a).  So, too, did 
a Nippon Paint advertisement that showed a freshly-painted pillar with a twisting 
dragon coiled at the pillar’s base because the dragon was unable to keep its grip on 
the smooth and silky Nippon Paint (Xinhuanet 2004b).  A Toyota magazine 
advertisement depicted a stone lion saluting one of Toyota's new Prado SUVs.  
Toyota translates the word Prado as Badao (domineering) in Chinese (Xinhuanet 
2004c).  Finally, a McDonald's advertisement that showed a customer kneeling down 
to beg for a discount also invokes great controversy in China (Xinhuanet 2005).   

To avoid design missteps due to misunderstanding or ignorance of language, 
culture, or regional customer needs, HP has established a customer-centered design 
team in the Asia-Pacific region.  This team will help HP better understand where 
design practices and methods can be considered to be “the same everywhere” and 
where they cannot.  Likewise we need to know when we can make generally 
applicable assumptions about customers and their needs, and when we need to modify 
conclusions and recommendations based on the special needs of a particular region or 
market.   

What follows is a case study of a usability test that marks one of our initial steps in 
learning how to design effectively for the Asian market. 

2   Case Study: A Usability Test 

A usability test was conducted to evaluate the design decisions implemented for the 
Chinese version of the Business Support Destination (BSD) web site.  This BSD web 
site provided business users and business support professionals with all the necessary 
resources to maintain and update their HP business systems including printers, 
handhelds, workstations, laptops, digital cameras, etc.  The general objectives of this 
usability test were to evaluate the overall user experience with the Chinese website.   

Eighteen representative users were sampled from two populations (10 business end 
users and 8 business support professionals). Two vendors were selected to recruit the 
participants and be responsible for the logistics, such as signing a Non-Disclosure 
Agreement, incentive payment, following-up and contacting the participants, etc.  
Human Factors Engineers from HP-Shanghai were responsible for test moderation, 
data analysis and report writing. 

Those participants were asked to complete twelve tasks dealing with a variety of 
support-related issues.  Six tasks were completed in the English version of the BSD 
website, and the remaining six were completed in the Chinese version of that website.  
In this way, we can compare the findings from both websites. The initial website 
version (Chinese or English) to which participants were exposed was counterbalanced 
while the order of the six tasks in each language was randomized to overcome the 
learning effects.  

A portable usability lab which included two HP NC6220 laptops and Morae 
software was used to conduct the tests. The location of the tests was in the Bund 
Center of Downtown Shanghai.  Performance and preference measures used in this 
test examined time on task, number of user errors, usability ratings, and participant 
comments.  
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The testing yielded some important findings for website experience design.  
Participants’ preference was to use the local-language website but task success rates 
were often lower and time on task greater with the Chinese site than with the English 
version.  There were several reasons for this.  The predominant user strategy for 
finding support information was to first find the product and then locate the support 
information associated with that product.  Neither the English nor the Chinese website 
supported this user strategy in the most optimal way when the task was begun from 
the hp.com homepage.  In both versions, users needed to first correctly identify the 
product category to which their product belongs before being able to locate the 
specific product.  Participants who found correct product category identification a 
hurdle to finding their product’s support information then changed strategy and used 
the website’s search function, which generally did lead them to product information 
including support-related content.  Some inconsistencies in look/feel, behavior, and 
even content between the English and Chinese websites also contributed to a task 
performance and success advantage for the English site.  Once product support 
information was located, the results were very positive regarding the Business 
Support Destination (BSD) website.  There, participants did encounter some usability 
issues of medium and minor severity that, when addressed, should enhance the user 
experience for the BSD website. 

In addition to the usability issues found in the test, we learned that, in China as in 
the United States, participants’ subjective ratings do not always reflect observed task 
performance and experience data.  For example, in spite of obvious difficulties during 
task performance, some users stated upon completion of the tasks that they liked the 
experience of using the website.  They also provided many reasons to support their 
point of view.   Yet by examining the video of the test sessions, one could clearly 
identify the differences between how users described their performance and 
experience during a post-test interview and what they actually did and experienced 
during task performance.   

And as we have learned in the United States and elsewhere, we found that, 
compared with a traditional HCI research lab, a portable lab can be more convenient, 
cost effective, and efficient.  In this test, we only used two laptops and connected via 
the internet. We used Morae to record and mark the video during the test. This 
enabled those designers who could not join the test in person to observe the test 
session remotely via internet. We took the lab to the Bund Center in downtown 
Shanghai, which was more convenient for the participant and which was effective in 
reducing the number of no-show participants.   

3   What’s Next  

This case study is obviously about a single method and is representative of only the 
validation and monitoring phases of the Customer-Centered Design process model.  
Much work and exploration remains to be done in the year ahead and beyond.  We 
will be seeking to tailor our evaluation methods to improve data collection – for 
example by discovering ways in which we can collect subjective data that better 
reflects task performance data.  In addition, we plan to focus on more phases of that 
model, in particular the collection of primary user, task, environment, and experience 
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data and the translation of that data into actionable design directions and requirements 
that will, we believe, result in experiences that can become brand differentiators for 
our company’s products, services, and solutions.  And with the Shanghai team 
successfully established, we are now looking at repeating this experiment in other 
emerging markets and thereby helping facilitate global Customer-Centered Design. 
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