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You Can Learn a Ton About Your Business From an Ounce of
Customer Opinion

These
days, business leaders of all stripes seek answers in mountains of data that pile up in gigabytes. Companies gather statistics every day on subjects from
market share and customer satisfaction to net profit margins and cash flow. Need more? Yahoo CEO Carol Bartz counts 225 million websites, she told
Esquire Magazine. "But who's parsing that?" she asked. "How do you make sense of all that stuff?"

Fortunately, you don't have to slog through a statistical swamp to learn what's bugging customers. Small numbers can reveal big clues. Take a lesson
from Autodesk, the company that Bartz led with great success before she took the helm at Yahoo, where she's so far had less success.

Autodesk, based in San Raphael, California, sells an array of high-end tools to architects and other design professionals. In the course of updating its
flagship AutoCAD software, Autodesk embarked on a "usability study." In exchange for $25 gift certificates, product researchers observed and
interviewed 11 customers performing the same task: find the download on Autodesk.com, download it, install and launch the software. That's right, 11
customers furnished enough information about AutoCAD to warrant changes affecting all customers. Autodesk recently repaired a download button
that didn't look clickable enough and an error message that looked puzzling even to some company experts -- "ADR Not Empty."

Basing major product changes on input from just a few users may seem too scant a sample for meaningful findings. But it's not. Erin Bradner, a user
researcher at Autodesk, finds great value in small sample usability testing. Armed with a Ph.D. in human-computer interaction and 15 years of
experience, she insists that small samples reliably produce good ideas with a robust return on investment. Five users satisfy the time-tested minimum
sample for usability tests, Bradner wrote in a recent blog for Autodesk. Typical samples engage up to 20 users.

To bolster confidence in a tiny sample, Autodesk hired Jeff Sauro who runs a website called measuringusability.com. Sauro is a statistics entrepreneur
with a Masters degree in learning, design and technology from Stanford University. His website asserts that he quantifies the user experience through
the statistical analysis of human behavior.

"[Autodesk] watched 11 people and saw the problem in 3 of them," says Sauro. "Using some simple statistics called confidence intervals, you can be
95% confident that between 9% and 52% of all users would be likely to encounter the problem." In other words, eleven customers furnished
statistically sound evidence that nearly one AutoCAD customer in ten - and possibly one in two -- experienced the same problem.

Small isn't always best, of course. Large data sets still shed light where small numbers cannot, especially when measuring what is effective. Small
samples only expose where trouble lurks, at software designers, toolmakers, retailers, car manufacturers, and homebuilders - any business with
customers who will bolt if unhappy to competitors that will swoop in at the first sign of dissatisfaction. If you're not minding your customers, rivals
will before you can say, "How'd we miss that?" Small sample user testing is one efficient way to stay a step ahead. When problems show up in small
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samples, they usually signal big problems.

Have an example? Please share it.

S.L. Mintz covers finance and investment strategy and was a writer of the best-selling Financial Crisis Inquiry Commission Report.
© 2011 CBS Interactive Inc.. All Rights Reserved. 

Popular on MoneyWatch

10 cheapest places to live in the U.S. Find out where Americans pay the least for housing, groceries, entertainment, gasoline and more

5 things never to put on a credit card Of all purchases financed with credit cards, here are five to avoid

Reverse cell phone lookup service is free and simple

Obamacare: What it can -- and can't -- do for you

Top 10 professional life coaching myths

Comment
/ Shares / Tweets / Stumble / Email More +

Around the Web

3 Ways Guys Can Drop 20lbs.
Quickly
Hot-Topix

New October 2013 Rule About
U.S. Car ...
The Finance Guardian

3 Super Foods That Burn Fat
Like A Furnace
Perfect Living

Cheapest Places to Live in the
World
The Allegiant

about these links

http://www.cbsnews.com/8334-505144_162-57574158/10-cheapest-places-to-live-in-the-u.s/
http://www.cbsnews.com/8334-505144_162-57574158/10-cheapest-places-to-live-in-the-u.s/
http://www.cbsnews.com/8334-505145_162-57576343/5-things-never-to-put-on-a-credit-card/
http://www.cbsnews.com/8334-505145_162-57576343/5-things-never-to-put-on-a-credit-card/
http://www.cbsnews.com/8301-505143_162-28648080/reverse-cell-phone-lookup-service-is-free-and-simple/
http://www.cbsnews.com/8301-505145_162-57605284/obamacare-what-it-can-and-cant-do-for-you/
http://www.cbsnews.com/8301-505125_162-57345386/top-10-professional-life-coaching-myths/
http://www.cbsnews.com/8301-505123_162-50140104/you-can-learn-a-ton-about-your-business-from-an-ounce-of-customer-opinion/#postComments
mailto:?subject=Your%20friend%20has%20shared%20a%20CBSNews%20link%20with%20you&body=You%20Can%20Learn%20a%20Ton%20About%20Your%20Business%20From%20an%20Ounce%20of%20Customer%20Opinion%0Dhttp%3A%2F%2Fwww.cbsnews.com%2F8301-505123_162-50140104%2Fyou-can-learn-a-ton-about-your-business-from-an-ounce-of-customer-opinion%2F
http://www.hot-topix.com/hunterfitness-nr.php
http://www.thefinanceguardian.com/carinsurance-nrelate.php?c1=ad1&t202kw=%5Bdomain%5D
http://perfectliving.com/weight-loss-super-foods-that-burn-fat-like-a-furnace?src=nr&oq=super+foods&net=ron&query=&ad=diet&utm_source=nrelate
http://theallegiant.com/cheapest-places-to-live-in-the-world/
http://www.cbsnews.com/8334-505144_162-57574158/10-cheapest-places-to-live-in-the-u.s/
http://www.cbsnews.com/8334-505145_162-57576343/5-things-never-to-put-on-a-credit-card/
http://www.cbsnews.com/8301-505143_162-28648080/reverse-cell-phone-lookup-service-is-free-and-simple/
http://www.cbsnews.com/8301-505145_162-57605284/obamacare-what-it-can-and-cant-do-for-you/
http://www.cbsnews.com/8301-505125_162-57345386/top-10-professional-life-coaching-myths/
http://www.cbsnews.com/video/watch/?id=50156403n


10/6/13 2:16 PMYou Can Learn a Ton About Your Business From an Ounce of Customer Opinion - CBS News

Page 3 of 5http://www.cbsnews.com/8301-505123_162-50140104/you-can-learn-a-ton-about-your-business-from-an-ounce-of-customer-opinion/

01 SEALs abort mission to
capture al-Shabab leader
36651 views

02 Multiple cops took part in
ride leading to road-rage
incident
15307 views

03 Report: Chicken nuggets
aren't made out of only
"meat"
11977 views

04 Louisiana coast readies for
Tropical Storm Karen
10505 views

Most Popular

Tesla stock drops following flaming Model S video Play Video

4 Things Not to Buy at Costco

Don't count Apple out -- yet

Social Security offices to be impacted by government shutdown

Top 10 most expensive homes in America

Add a Comment

Submit Comment
The posting of advertisements, profanity, or personal attacks is prohibited. By using this Web site you agree to accept our Terms of Service.
Click here to read the Rules of Engagement.

Scroll Left Scroll Right

play Video

Time Lapse: Monolation

Ads

http://www.cbsnews.com/8301-202_162-57606218/navy-seals-abort-mission-to-capture-al-shabab-leader-in-somalia/
http://www.cbsnews.com/8301-33816_162-57606195/new-york-road-rage-incident-three-nypd-cops-took-part-in-motorcycle-ride/
http://www.cbsnews.com/8301-204_162-57606118/report-chicken-nuggets-not-just-meat-but-blood-vessels-nerve-cells/
http://www.cbsnews.com/8301-201_162-57606192/louisiana-coast-readies-for-tropical-storm-karen/
http://www.cbsnews.com/video/watch/?id=50156403n
http://www.cbsnews.com/video/watch/?id=50156403n
http://www.cbsnews.com/8301-505125_162-51484580/4-things-never-to-buy-at-costco/
http://www.cbsnews.com/8301-505125_162-57603313/dont-count-apple-out-yet/
http://www.cbsnews.com/8301-505146_162-57605457/social-security-offices-to-be-impacted-by-government-shutdown/
http://www.cbsnews.com/8301-505145_162-57596637/top-10-most-expensive-homes-in-america/
http://www.cbsinteractive.com/info/tou
http://www.cbsnews.com/stories/2005/10/20/utility/main959709.shtml
http://www.cbsnews.com/video/watch/?id=50156481n
http://www.cbsnews.com/video/watch/?id=50156403n
http://www.cbsnews.com/8301-505125_162-51484580/4-things-never-to-buy-at-costco/
http://www.cbsnews.com/8301-505125_162-57603313/dont-count-apple-out-yet/
http://www.cbsnews.com/8301-505146_162-57605457/social-security-offices-to-be-impacted-by-government-shutdown/
http://www.cbsnews.com/8301-505145_162-57596637/top-10-most-expensive-homes-in-america/
http://www.cbsnews.com/video/watch/?id=50156481n


10/6/13 2:16 PMYou Can Learn a Ton About Your Business From an Ounce of Customer Opinion - CBS News

Page 4 of 5http://www.cbsnews.com/8301-505123_162-50140104/you-can-learn-a-ton-about-your-business-from-an-ounce-of-customer-opinion/

05 The vast reach of the Nazi
Holocaust
10190 views

Report: Chicken nuggets not
just "meat" but blood
vessels, nerve cells
777 shares

The vast reach of the Nazi
Holocaust
744 shares

New York road-rage
incident: Three NYPD cops
took part in motorcycle ride
705 shares

Janis Joplin
299 shares

Preview: Super 6-1
260 shares

Most Shared

938938 House approves back pay
for furloughed workers as

Most Discussed

Scroll Left Scroll Right

18 Photos

Corn mazes

NYC Psychiatrist
www.psychiatristsnyc.com

Amanda Itzkoff, MD. Awarded
Patient's Choice Award 2011

http://www.cbsnews.com/8301-3445_162-57606128/the-vast-reach-of-the-nazi-holocaust/
http://www.cbsnews.com/8301-204_162-57606118/report-chicken-nuggets-not-just-meat-but-blood-vessels-nerve-cells/
http://www.cbsnews.com/8301-204_162-57606118/report-chicken-nuggets-not-just-meat-but-blood-vessels-nerve-cells/
http://www.cbsnews.com/8301-3445_162-57606128/the-vast-reach-of-the-nazi-holocaust/
http://www.cbsnews.com/8301-3445_162-57606128/the-vast-reach-of-the-nazi-holocaust/
http://www.cbsnews.com/8301-33816_162-57606195/new-york-road-rage-incident-three-nypd-cops-took-part-in-motorcycle-ride/
http://www.cbsnews.com/8301-33816_162-57606195/new-york-road-rage-incident-three-nypd-cops-took-part-in-motorcycle-ride/
http://www.cbsnews.com/2300-500142_162-10018497.html
http://www.cbsnews.com/2300-500142_162-10018497.html
http://www.cbsnews.com/video/watch/?id=50156409n
http://www.cbsnews.com/video/watch/?id=50156409n
http://www.cbsnews.com/8301-250_162-57606174/house-approves-back-pay-for-furloughed-workers-as-shutdown-continues/
http://www.cbsnews.com/8301-250_162-57606174/house-approves-back-pay-for-furloughed-workers-as-shutdown-continues/
http://www.cbsnews.com/2300-3445_162-10018463.html
http://googleads.g.doubleclick.net/aclk?sa=l&ai=CYS0iPqhRUpnpLIzW0AGK8oDYCfnYqNoCybePrzKBu8agFBABILiWlSRQ59vbtPr_____AWDJlvCKtKTYD6AB47eE_QPIAQGoAwHIA9MEqgTPAU_QXP18IgsMhzsPyhHsgpbX3Rs-7ZpjlHRsFK2wRxAObuL9y_ZmZ5UXuudJgP0vr61jIuh18BmuQYejwUvk13gl6LOvrdasS8OA14F9QXpHcWC_Y9drjWdlls_dvX_fmOjrYlQmIjKQxtQLd6yCZbWyqCvhnwwOZkzVLeHk9DnjA66ZcMGYrRFlubyMAvp_yKFDeXMJrJdQu6iWvydRLVkUYuyrWnuwItta-Gx0tT4wOKq3tztqdPv3x3X-Z3zyCXMqKKQnR1ZBoVET3yBXrYAHhcj7Ag&num=1&sig=AOD64_195yKWil3hzby0-r2jW_ICZvpxrA&client=ca-pub-3015538794163384&adurl=http://www.psychiatristsnyc.com
http://googleads.g.doubleclick.net/aclk?sa=l&ai=CYS0iPqhRUpnpLIzW0AGK8oDYCfnYqNoCybePrzKBu8agFBABILiWlSRQ59vbtPr_____AWDJlvCKtKTYD6AB47eE_QPIAQGoAwHIA9MEqgTPAU_QXP18IgsMhzsPyhHsgpbX3Rs-7ZpjlHRsFK2wRxAObuL9y_ZmZ5UXuudJgP0vr61jIuh18BmuQYejwUvk13gl6LOvrdasS8OA14F9QXpHcWC_Y9drjWdlls_dvX_fmOjrYlQmIjKQxtQLd6yCZbWyqCvhnwwOZkzVLeHk9DnjA66ZcMGYrRFlubyMAvp_yKFDeXMJrJdQu6iWvydRLVkUYuyrWnuwItta-Gx0tT4wOKq3tztqdPv3x3X-Z3zyCXMqKKQnR1ZBoVET3yBXrYAHhcj7Ag&num=1&sig=AOD64_195yKWil3hzby0-r2jW_ICZvpxrA&client=ca-pub-3015538794163384&adurl=http://www.psychiatristsnyc.com
http://googleads.g.doubleclick.net/aclk?sa=l&ai=CYS0iPqhRUpnpLIzW0AGK8oDYCfnYqNoCybePrzKBu8agFBABILiWlSRQ59vbtPr_____AWDJlvCKtKTYD6AB47eE_QPIAQGoAwHIA9MEqgTPAU_QXP18IgsMhzsPyhHsgpbX3Rs-7ZpjlHRsFK2wRxAObuL9y_ZmZ5UXuudJgP0vr61jIuh18BmuQYejwUvk13gl6LOvrdasS8OA14F9QXpHcWC_Y9drjWdlls_dvX_fmOjrYlQmIjKQxtQLd6yCZbWyqCvhnwwOZkzVLeHk9DnjA66ZcMGYrRFlubyMAvp_yKFDeXMJrJdQu6iWvydRLVkUYuyrWnuwItta-Gx0tT4wOKq3tztqdPv3x3X-Z3zyCXMqKKQnR1ZBoVET3yBXrYAHhcj7Ag&num=1&sig=AOD64_195yKWil3hzby0-r2jW_ICZvpxrA&client=ca-pub-3015538794163384&adurl=http://www.psychiatristsnyc.com
http://www.cbsnews.com/8301-204_162-57606118/report-chicken-nuggets-not-just-meat-but-blood-vessels-nerve-cells/
http://www.cbsnews.com/8301-3445_162-57606128/the-vast-reach-of-the-nazi-holocaust/
http://www.cbsnews.com/8301-33816_162-57606195/new-york-road-rage-incident-three-nypd-cops-took-part-in-motorcycle-ride/
http://www.cbsnews.com/2300-500142_162-10018497.html
http://www.cbsnews.com/video/watch/?id=50156409n
http://www.cbsnews.com/2300-3445_162-10018463.html


10/6/13 2:16 PMYou Can Learn a Ton About Your Business From an Ounce of Customer Opinion - CBS News

Page 5 of 5http://www.cbsnews.com/8301-505123_162-50140104/you-can-learn-a-ton-about-your-business-from-an-ounce-of-customer-opinion/

shutdown continues

235235 Family: Injured biker in SUV
assault a devoted dad

271271 Miriam Carey, identified
Capitol Hill car chase driver,
was taken for mental-health
evaluation

517517 Shutdown negotiations:
What's the end game?

186186 Report: Chicken nuggets not
just "meat" but blood
vessels, nerve cells

CBSNews.com

Site Map

Video Site Map

Help

Contact Us

CBS Bios

Careers

Internships

Development Programs

CBS Interactive

Privacy Policy

Terms of Use

Mobile User Agreement

About CBS

Advertise

Closed Captioning

Follow Us

Facebook

Twitter

RSS

Email Newsletters

YouTube

CBS Mobile

CBS Radio News

CBS Local

CBS News

Copyright © 2013 CBS Interactive Inc.
All rights reserved.

http://www.cbsnews.com/8301-250_162-57606174/house-approves-back-pay-for-furloughed-workers-as-shutdown-continues/
http://www.cbsnews.com/8301-201_162-57606182/family-injured-biker-in-suv-assault-a-devoted-dad/
http://www.cbsnews.com/8301-201_162-57606182/family-injured-biker-in-suv-assault-a-devoted-dad/
http://www.cbsnews.com/8301-201_162-57606111/miriam-carey-identified-capitol-hill-car-chase-driver-was-taken-for-mental-health-evaluation/
http://www.cbsnews.com/8301-201_162-57606111/miriam-carey-identified-capitol-hill-car-chase-driver-was-taken-for-mental-health-evaluation/
http://www.cbsnews.com/8301-250_162-57606152/shutdown-negotiations-whats-the-end-game/
http://www.cbsnews.com/8301-250_162-57606152/shutdown-negotiations-whats-the-end-game/
http://www.cbsnews.com/8301-204_162-57606118/report-chicken-nuggets-not-just-meat-but-blood-vessels-nerve-cells/
http://www.cbsnews.com/8301-204_162-57606118/report-chicken-nuggets-not-just-meat-but-blood-vessels-nerve-cells/
http://www.cbsnews.com/stories/2005/12/08/utility/main1108861.shtml
http://www.cbsnews.com/stories/2006/03/31/utility/main1459753.shtml
https://cbsi.secure.force.com/CBSi/knowledgehome
http://www.cbsnews.com/htdocs/feedback/fb_news_form.shtml
http://www.cbsnews.com/stories/2002/10/17/utility/main525997.shtml
http://www.cbsnews.com/Careers
http://www.cbsnews.com/stories/2004/04/26/broadcasts/main613839.shtml
http://www.cbsnews.com/stories/2004/08/03/broadcasts/main633770.shtml
http://legalterms.cbsinteractive.com/privacy
http://legalterms.cbsinteractive.com/terms-of-use
http://legalterms.cbsinteractive.com/eula/
http://www.cbscorporation.com/
http://www.cbsinteractive.com/advertise/
http://cbsimedia.cbs.com/captioning/info.html
https://www.facebook.com/CBSNews
http://twitter.com/#!/CBSNews
http://www.cbsnews.com/stories/2005/01/12/utility/main666437.shtml?tag=contentMain;contentAux
http://www.cbsnews.com/8721-4_162-0.html
http://www.youtube.com/user/CBSNewsOnline
http://wap.cbsnews.com/
http://www.cbsnews.com/2718-18565_162-1663/cbs-radio-news/
http://www.cbsnews.com/2718-18565_162-1672.html
http://www.cbsnews.com/

