
The AV industry loves buz-
zwords and phrases in AV 
– although perhaps not as 
much as it loves acronyms. 

One of the most popular ‘buzz-terms’ 
is User Experience, or UX. It may 
have been around for 25 years or so, 
and not exclusively in AV, but UX’s 
ubiquity seems to have gained traction 
over the last few months in particular. 
Indeed, it was only last summer that 
established Leeds-based integrator 
Unicam rebranded as User Experience 
Global (UXG). 

According to Wikipedia, User 
Experience “refers to a person’s emo-
tions and attitudes about using a par-
ticular product, system or service”. As 
a term, UX began to be widely used 
from the mid-90s thanks to the work of 
Donald Norman, currently director of 
The Design Lab at University of Cali-
fornia, San Diego. In 1993, Norman 
joined Apple as User Experience 
Architect – the first time UX was used 
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Experience 
by design

and video, when applied together to 
create an experience, are vast. Experi-
ence can mean teaching, brand build-
ing, collaboration – in other words 
anything a user interacts with, in what-
ever AV context. However, increas-
ingly – and particularly in AV – user 
experiences must be easy to use, what-
ever the sector.

“With AV technology, successful 
experiences are commonly rooted in 
what a person can describe as seam-
less, intuitive, technology enabled that 
results in a valuable outcome,” opines 
Lou Chiorazzi, vice-president of UC 
Solutions, AVI-SPL.

“In the collaborative meeting space, 
a very common experience is expected 
to be as simple and intuitive as using 
an iPhone. A fluid, simple, and fric-
tionless (no issues) technology ena-
bled experience is what is expected 
today, and the ability to deliver.”

In AV, the experience is only a suc-
cessful one if the end user is satisfied 
– and such seamless, frictionless AV 
experiences require detailed and con-
sidered consultation and delivery.

“In a nutshell it’s a journey between 
what a user wants to do and success-
fully completing the task – everything 
in between is the experience,” says 
David Willie, head of marketing and 
product management at Saville AV. 

“The experience is only right when 
it works well for the end user. This can 
only be achieved through careful, 
detailed consultation at the beginning 
of each project. Systems integrators 
need to understand not only the end 
goal but the workflow clients follow to 
complete tasks.”

“I think the interesting part of UX 
for AV is that there is limited interac-
tion currently to users’ devices from or 
to the AV in the wider environment,” 
adds Christian Bozeat, director at 

Everyone’s talking about user experience, but how does one 
also create, engineer and deliver appropriate environments for 
customers and then measure their effectiveness, Rob Lane asks.
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for the new extended reception at the University of West of Scotland’s Paisley Campus 
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“In a nutshell it’s a journey 
between what a user wants 
to do and successfully 
completing the task – 
everything in between is  
the experience.”
David Willie
Head of marketing and product 
management, Saville AV

explains Brad Grimes, director of 
communications at AVIXA, producer 
of InfoComm events and co-owner of 
ISE. “It’s the difference between a 
commodity AV system that the cus-
tomer buys off-the-shelf – or from a 
general vendor – and an installed AV 
system that takes into account more 
than just technology, so that the cus-
tomer gets from the solution exactly 
what she wants – or more.”

“Every client has a different vision, 
application and needs,” adds Vincent 
J. Bova, dealer experience manager at 
Remote Technologies Inc (RTI). 
“Being able to understand the client by 
listening and communicating is essen-
tial in getting to that end goal. Every 
client experience should be reliable, 
simple, inviting, and ergonomic at the 
bare minimum. If you can meet those 
needs, and still make the client say 
‘wow’ you have succeeded.”

‘Experience’ is broad in AV terms 
because the options offered by audio 

within a job title – and much of his 
work has centred on the advocacy of 
user-centred design.

What is UX?
But what is UX and how does it equate 
to how people are working in AV? It’s 
certainly a very broad term, with 
‘experience’ particularly arbitrary in 
an AV sense.

“In the context of AV, experience is 
the added value that trained, expert AV 
professionals can bring to a project,” 
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detailed scope of works is produced – 
and this details the desired outcomes 
and operational capabilities of the 
solutions. At times further evidence 
can be provided by demonstrating the 
whole or elements of the solutions to 
the client prior to commitment. Once 
installed the scope of works can be 
used as a checklist to ensure the suc-
cessful implementation of the client’s 
brief.”

“It is just as important to understand 
the challenges and existing technolo-
gies as it is to understand your clients’ 
needs,” adds Vincent J. Bova. “Be 
thorough in your approach by examin-
ing the structure. Recognise the prob-
lems the client has had in the past and 
learn why. Every space has challenges 
– make sure you properly measure the 
extent of these issues to come up with 
a plan to combat them.”

“I talk to the client,” says Emma 

macom UK. “If you are trying to 
understand the UX experience in rela-
tion to AV, ask this question: ‘How 
does the AV in a store interact with a 
user on their own device?’ Generally 
the answer is not at all.”

Strategic consulting
Bozeat believes that the best strategy 
for achieving full user experience, 
either online, in DOOH environments 
or in the workplace, is full strategic 
consulting leading to a fully, detailed 
plan. Currently, he believes, UX is too 
detached across devices and platforms. 

“Without a clear defined direction 
concept and a reasoned business case, 
digital on your device tends to stay just 
that – it is in its silo. The branding may 
look the same but it is not one experi-
ence. I think there is currently a miss-
ing link in tracking the user experience 
from home to hand, from hand to 
store.”

The interaction between personal 
devices and the UX experience and the 
DOOH environment is a massive 
development area for retail and busi-
ness in the coming years, but first the 
barriers will have to be removed. For 
example, in retail, store planners and 
designers need to engage in proper 
technology consulting and will have to 
work closer with the UX designers for 
mobile devices to create a seamless 
experience from device to device.
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Clearly it is important to understand 
what the needs of the business are 
when planning a UX experience, and 
to fully understand the process of 
interaction and where all the digital 
touch points are.

“The first stage is always consulta-
tion,” says Willie. “Following careful 
analysis of the client’s requirements, a 

And again...where Christie Pandoras Box synchronises more than 100 million pixels of Float4 content. Pandoras Box helped to seamlessly manage varied, 
scheduled content – including ambience, advertising, and show content – on different surfaces

“I ask them (the clients)  
about previous experiences 
with AV that have gone well 
and badly, make a note of 
the things that are important 
to the client, and then try 
very hard to not repeat the 
same mistakes they have 
experienced in the past.”
Emma Bigg
Director, Octavius RE

Bigg, managing director at consul-
tancy Octavius RE. “I ask them about 
previous experiences with AV that 
have gone well and badly and make a 
note of the things that are important to 
the client, and try very hard to not 
repeat the same mistakes they have 
experienced in the past.

“I think very carefully about the 
staff that will interact with our technol-
ogy and how tech savvy they are likely 
to be, how much time they are likely to 
have to get things working the way 
they need them to and so on. AV tech-
nology has to work for the least techni-
cal person that will interact with it, so 
it’s really about working backwards in 
terms of how an interface will look. 
Use presets rather than too many 
input/output selections. Also use intui-
tive labelling of sources and zones. 
Nothing too technical. Keep the front 
panel really simple and hide more 
detailed controls in subsequent lay-
ers.” 

Effective measurement
Of course, whilst a UX success can 
only be measured by the user’s reac-
tion to it – and its simplicity and usa-
bility – there are ways of legislating 
against failure and measuring when an 
environment is working effectively.

“Testing and perfecting a system 
should not be an afterthought,” says 
Bova. “It should be incorporated into 

Meraas City Walk in Dubai, United Arab Emirates...
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your proposal. Spending time with the 
system and performing vigorous test-
ing is essential. Getting proper statis-
tics through network measurements, 
signal and communication perfor-
mance will tell you a great deal.”

“A common way to understand the 
effectiveness of an environment is to 
measure the adoption of key features 
of the environment,” explains Chio-
razzi. “The measurements are specific 
for the environment to understand how 
use equals value to the economy for 
the customer.”

For example: is an environment 
occupied; by how many occupants; are 
the components used for local and 
remote collaboration engaged; how 
often; by whom; how was the lighting 
adjusted; what were the issues 
reported?”

CDEC’s Spiros Andreou favours an 
even more analytical approach by ana-
lysing key ‘quality metrics’.

“It is easy to demote your feedback 
to a red, amber or green face and 
aggregate a monthly ‘user happiness’ 
percentage that says nothing and disa-
bles a system designer’s ability to 
respond meaningfully. If you were 
driving on the motorway and your car 

stopped giving you all but the most 
minimal feedback, you would quickly 
end up in the hard shoulder.

“Measuring effectiveness in AV 
systems design involves an analysis 
of two key quality metrics – the util-
ity and the warranty. Utility measure-
ment can be very easy when customer 
requirements and use cases are very 
well defined – users can be surveyed 
to determine how well the room 
meets a discrete set of criteria, and 
individual use cases can be explored 
in more detail with focus groups and 
drop-in sessions. It is unusual now to 
see a deployed AV solution without 
some feedback-gathering mecha-
nism, which will all be collated and 

“It is easy to demote your 
feedback to a red, amber or 
green face and aggregate 
a monthly ‘user happiness’ 
percentage that says nothing 
and disables a system 
designer’s ability to  
respond meaningfully.”
Spiros Andreou
Service delivery manager, CDEC
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evaluated for the next iteration of the 
project.”

Experienced approach
For others a user experience can only 
be deemed a true success if the user 
says so – and this approach itself 
comes with experience.

“It’s simple. We know when an 
environment is working effectively 
when the client tells us so,” says Wil-
lie. 

“Only they can truly assess if our 
solutions are effective. The fact that 
most of our clients return to us time 
and time again is an indication of how 
they view our effectiveness at deliver-
ing the right environments for their 
business.”

Emma Bigg agrees: “You know 
when you don’t hear from them or you 
get very positive feedback. 

“If something is working seamlessly 
then it feels easy and becomes invisible, 
so usually you tend to hear nothing.”

Ultimately, UX is about creating a 
meaningful and rewarding experience 
for clients – with confidence, satisfac-
tion and engagement the goal. 

Google and Apple have set the bar 
here, creating experiences and inter-

faces that are now globally ubiquitous 
– and widely imitated. AV is only now 
beginning to reap the rewards UX has 
to offer. 

“Tech giants such as Google and 
Apple have succeeded not because 
they designed experiences for simplic-
ity or ease of use, but because they 
have absorbing and fluid styles, meet-
ing their users’ needs and forming con-
nections that allow even non-technical 
users to find them intuitive and mean-
ingful,” explains Andreou.

“Designing for UX in AV is no dif-
ferent, with a new paradigm of cloud-
based control systems debuting and 
the move of the ‘Equipment Interface’, 
from a wall-mounted panel to a user’s 
own personal mobile phone or tablet, 
there has never been such an opportu-
nity for innovative companies to really 
excel.” 

Says Brad Grimes: “The fact that 
AV is central to how people experience 
the world is hardly new. 

“The fact that customers can derive 
real value from those experiences is, 
however, a relatively fresh perspective 
and one that will continue to drive 
innovation throughout this industry for 
years to come.” 
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