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Let’s Talk About Strategy: Factors in establishing UX strategy
Challenges and opportunities in defining and establishing UX strategy
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UX strategy is an indispensable part of UX management. However, several practical questions exist for many UX professionals: Which
levels, departments, and job roles impact UX strategy, and on which of these does UX strategy have an impact in return? Which
factors play a role in establishing UX strategy? We conducted a workshop with UX professionals to find answers to these questions.
Our results indicate that UX strategy relates business and UX, and thus covers a large variety of areas. However, we also discovered
significant uncertainty about how to create and establish UX strategy. From the UX professionals’ points of view, there is a high need
for creating awareness for UX strategy, both within and outside the UX community, and especially in C-level management. Based on
the results, we derive recommendations and follow-up steps for further engagement with UX strategy.

Additional Key Words and Phrases: UX strategy, UX management, interconnections of UX and business

1 INTRODUCTION

With the increasing business relevance of user experience (UX), interest in UX strategy as a discipline at the crossroads
of business and UX has been rising in recent years. Numerous definitions, processes, and tools are available. However,
research insights and best practices about UX strategy are scarce. This scarcity makes it difficult for UX professionals to
learn from each other and build on each others’ insights. It is the aim of this paper to contribute to addressing this
scarcity.

Given the rising interest in UX strategy, but also the outlined open questions, a working group on UX strategy
formed at the German UPA in 2022. The working group currently has five aims:

• raising awareness of UX strategy, both inside and outside the UX community,
• evaluating the status quo, discovering current flaws, and developing guidelines for UX strategy,
• providing opportunities for sharing experiences related to UX strategy,
• working on methods and tools for UX strategy, and
• identifying factors that impact UX strategy.

The present paper addresses the latter aim and is the result of a collaborative workshop at the Mensch & Computer
conference 2022. We collected UX professionals’ feedback about definitions and aspects of UX strategy, identified
mutual influences in UX strategy, and collected factors and experiences for implementing UX strategy. Besides these
results, we contribute recommendations and follow-up steps for further engagement with UX strategy.

2 RELATEDWORK

UX strategy describes the high-level plan to reach UX-related goals. It is a vital component of UX management curricula,
such as in the courses "Strategic Experience Design" (FH Johanneum), "CAS UX Management" (OST Rapperswil-Jona),
and the UX manager certification (Haufe Akademie). Besides the term “UX strategy” [1, 8, 9, 15], other terms exist,
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such as “Human-Centered Design (HCD) strategy” [14] or “experience strategy.” In the present paper, we will use the
term “UX strategy” for two reasons: First, it is widely used, and second, discussing the advantages and disadvantages of
different terms is not the scope of the present paper. Furthermore, we will mostly use the singular "UX strategy" to
refer to the general concept, although organizations can have multiple UX strategies for different purposes. However,
we also want to emphasize that a detailed discussion of terminology would be worthwhile on another occasion, as it
might contribute to clarifying various uses of the term “strategy” in the context of UX.

In several meetings, the “UX strategy” working group went through a range of UX strategy definitions to identify the
following key ingredients of UX strategy. We used these insights to devise a draft definition and six aspects to further
engage with UX strategy (see RQ 1).

2.1 UX strategy as the plan towards a UX vision

Several authors emphasize that UX strategy acts as the plan for realizing a particular UX vision. For example, Anna Kaley
and Sarah Gibbons (Nielsen Norman Group) define UX strategy as all the actions aiming to improve an organization’s
UX [8]. UX strategy can cover a wide range of application areas and relate, for example, to a single product or an entire
organization. The authors provide a UX strategy framework consisting of three components:

(1) A vision as the fundamental direction in which the UX should develop,
(2) goals and associated measurements (key performance indicators or KPIs) derived from this vision, acting as

guidelines to check whether the organization is moving in the desired direction,
(3) and a plan describing the actions that the organization wants to take, acting as the path towards the vision.

2.2 Iterative UX strategy based on user research

Jamie Levy describes a product-centered vision on UX strategy while also acknowledging that the term is often used to
refer to processes at the organization level [9]. Levy defines a UX strategy framework with four tenets:

• Business strategy is the foundation of UX strategy, where exceptional UX can differentiate the products or
services of one company from the competition.

• Changing market dynamics require value innovation, for example in disruptive markets. Levy outlines how UX
and business models can intersect to create such value innovation.

• User research is another key component in Levy’s framework. Rather than aiming for a "perfect plan," UX
strategists should constantly check the success of their strategies and adapt them as needed. This includes
accepting failure and testing different ideas for solutions.

• The final tenet of Levy’s framework is creating UX without friction. As Levy puts it, UX enhances the lives of
users by empowering them to do something, and a UX designer’s job is to remove friction that might hinder
users [9]. This turns UX into a differentiating factor for a product or service, as indicated below.

2.3 UX strategy as a differentiating factor in business strategy

Interaction Design Foundation posits that UX should support whatever ultimately differentiates a particular product or
service from the competition and puts this thought at the center of UX strategy. Aligning UX strategy and business
strategy is vital, and the company vision serves as a check to see whether the UX strategy makes sense for the
organization. Ultimately, UX and UX strategy are supposed to contribute to business objectives [1].
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