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Introductions

. L
Genny Mangum Lauren Spohr Lorenzo Torrez
Sr. UX Researcher Principal UX Researcher Principal UX Researcher
\_ )
Y

Zillow Experience Research

e 22 researchersspanning multiple LOBs
e Diverse skill sets & backgrounds
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What we're covering today

e The need for UX research operational excellence

e How we addressed this at Zillow by creating an
outcome-focused framework

e How we've used our framework
e How we hope to use our framework

e Key takeaways
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What i1s UX research
operational excellence?



Breaking down operational excellence

Process User-centric
High quality
Efficiency R | g or

Individual Team Organization
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How can our UX research discipline be operationally
excellent at Zillow Group?

Fall 2019

UX research discipline @ Zillow Group

A

- N\
Zillow Premier Agent Trulia
Design Product Design Product Design Product

What does being operationally excellent mean for us?

That was our mission to figure out
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Our approach to defining
operational excellence



We used an outcome-driven approach as our foundation

What is an outcome-driven approach?

It's an approach for defining and differentiating products by
articulating and operationalizing the user’'s end state and focusing on
their needs and what success could look like for getting there

aka solving for the most important user problems (or jobs)

who + job + measure of success
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We’'ve been championing an outcome-driven approach
for defining and executing product operational

excellence

Zillow...

Help movers find
homes based on stated
criteria — more accurately
and efficiently

MOVER’S XO MAP Renting

v2.0 - Q2 2020

WISHLIST
7-8 weeks

Stage

XO Phase

SEARCH
4-5 weeks

Help movers discover homes of interest
with less effort and more accuracy

.
Help movers find Introduce movers to
homes based on stated homes they're not
criteria — more accurately aware of - wih greater
and effcently rolevance, uniqueness and

less distractions.

Help movers find
specific homes they're
looking for ~ faster, with
more accuracy and less
eftort

Help movers figure out
what they can afford

— with more accuracy,
confidence and loss effort

EVALUATE
Variable timeframe.

Help movers get a deep sense for specific homes
\~ ‘with more accuracy and less effort

TRANSACT
3 weeks

movers secure a rental
(stlev ‘with less effort and a higher likelinood of success

Help movers get info & Help movers picture

insights they're looking themselves in the home
for about homes — wita — more accurately and with
more relevance, accuracy. more excitement
compleleness and with ess

effort

Introduce movers to Help movers compare
info & insights they're properties - wih less
not aware of about effor and more flexibilty
homes — with more
relevance, uniqueness and
with less distractions

Help movers Help movers assess the
understand if they can physical quality of a
afford a specific house home — with more
~ vith more accuracy, confidence, accuracy and
confidence and less effort with less effort
Help movers assess the
quality of a landlord

= vith more confidence,
accuracy and with less effort

Help movers provide all Help movers agree to

info for a rental terms for living in a
application — wit less rental — vith less effort and
offor, more confidence and more confidence

more securely

Let movers provide Help movers coordinate
necessary funding fogistics it less stress
~ fastor, with loss effort and and more control

more confidence

MOVE
2-3 weeks

SETTLE-IN
Ongoing

Help movers get set-up in their new rental

~ with loss stress and effort

Help movers make their
home move-out ready
(pack, clean, cancel
services) - faster and with
loss effor

Help movers move
belongings into their
home ~ faster, more safely
and withloss stress

Help movers make their
home move-in ready
(unpack, set-up
services) - more quickly
and casily

Help movers make

personalized changes

to their rental - wih loss

effot, less cost and more
trol

MANAGE
Ongoing

Help movers manage their rental
| -witnloss stress

e——

Let movers pay rent Help movers maintain
~reliably with more flexiilty their rental  with less.
and wih loss effort effort, time and cost

Help movers resolve
emergent problems
with their rental ~ fastor
and with loss effort

Id th

Is work for our use case as well?
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Applying this to UX research

designing for UX

+ 299 + D297 — .
UX researcher 2?7 27?77 research operational
excellence
who + job + measure of success = designing for

product excellence
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Benefits of an outcome-driven approach

Inherently solution agnostic
e Build a methodological and org-agnostic foundation to work from
e Apply it to numerous team needs

Scoped and measurable
e Use these as ‘units of analysis’ to gauge our success and progress

Familiar to the majority of our research practitioners (XOs)
e Use this as a shared team foundation with minimal onboarding

1
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Creating a UX researcher outcome map

e Coreteam aligned on an outcome-driven framework as solution to
defining what it means to be “operationally excellent”

e One member of core team developed a draft framework

e UX Research Offsite used to further build & refine the framework

1.  Align
2. ldeate
3. Build

4. Share, revise & align

2 Zillow
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1. Align on phases of UX research framework

PHASE
FIGURE OUT THE DEFINE THE DESIGN THE APPROACH
ASSEMBLE THE NECESSARY
PHASE  peseARCH NEED QUESTIONS TO ANSWERING THE MATERIALS TO CARRY OUT  SETUPRESEARCH  COLLECT THE EXTRACT FINDINGS(S) :?V'IE:E?:M'NS < Fo DRIVE ACTION WITH B T—
OUTCOME (IF ANY) TO BE ANSWERED  QUESTION(S) APPROACH SESSIONS NECESSARY DATA FROM COLLECTED DATA STA'I-('E :;:.DTERSF R STAKEHOLDERS :

Feedback on high-level phases
e Do these capture what we as researchers do at a high level?
e Anything missing?
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2. Ideate tasks by phases

Team activity: independent brainstorming via post-its

e Brainstorm “jobs” for each stage: what are common jobs or tasks that
you as a researcher go through at each phase?
o Frame
o Construct
o Execute
o Analyze
o Inspire

2 Zillow
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Post-its: “What are you doing?” + “Why are you doing it?”

PHASE
FIGURE OUT THE DEFINE THE DESIGN THE APPROACH
ASSEMBLE THE NECESSARY
PHASE  RESEARCH NEED QUESTIONS TO ANSWERING THE MATERIALS TO CARRY OUT SET UP RESEARCH COLLECT THE EXTRACT FINDINGS(S) :ﬁ:ﬁﬁﬂ’;‘gm FoR DRIVE ACTION WITH B T——
OUTCOME  (Fany) TO BEANSWERED  QUESTION(S) APPROACH SESSIONS NECESSARY DATA FROM COLLECTED DATA  MPLCATIONS | STAKEHOLDERS :

WHAT: Reach out e S WHAT: Email
quotes from

to additional cEsSiONS report to broad
stakeholders to ' distribution list.

gather questions. WHY: Put into

presentation to
make it more
persuasive and
clear.

WHY: Ensure
other teams know
what research has
been done.

WHY: Ensure my
research is broadly
applicable.

2 Zillow
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3. Build outcomes

Team activity: teams of 2
synthesizing content (1 phase
per team)

e Affinitize post-its
e \Write “final” outcomes,
referencing:
o Post-it's
o Draft outcomes
e Tape each outcome on the
wall

2 Zillow
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4. Share, revise & align

Team Activity: each group presents their Phase & granular outcomes

2 Zillow



UX Researcher Framework

PHASE
PHASE COLLECT THE
OUTCOME NECESSARY DATA
Capture participant
ACTIVITY behavior
OUTCOME (observations,
events, etc.)

Capture participant
attitudes (recording
self-reported input,
etc)

18
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UX Researcher Framework

PHASE

PHASE
OUTCOME

ACTIVITY
OUTCOME

COLLECT THE
NECESSARY DATA

Capture participant
behavior
(observations,
events, etc.)

Capture participant
attitudes (recording
self-reported input,
etc)

ASSESS THE
QUALITY OF DATA

Identify incomplete,
incorrect, or
irrelevant data

Fix or remove
incomplete, incorrect,
or irrelevant data

EXTRACT
FINDING(S) FROM
COLLECTED DATA

Organize data to

identify patterns

Mine the data for
facts and findings

Capture findings
and insights

DETERMINE
IMPLICATIONS OF
FINDINGS

Answer original
research questions

Synthesize findings
with existing
knowledge

Align findings with
broader business
context

Articulate actionable
next steps and/or
opportunities for
partners &
stakeholders

19
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UX Researcher Framework

PHASE

PHASE
OUTCOME

ACTIVITY
OUTCOME

DESIGN THE APPROACH

TO ANSWERING THE
QUESTION(S)

Determine what
methodology(s) can
be used to satisfy
the research
questions

Determine what
materials are needed to
carry out the research
(e.g. discussion guide,
click-through)

Produce the
necessary materials
to carry out
approach

Recruit the right
participants to ensure
they are
representative of the

Foavmar arrAlam A
targci audiciicc

SET UP RESEARCH
ACTIVITIES

Prepare research
participants for data
collection (e.g. provide
context, prime,
provide homework)

Prepare partners and
stakeholders for data
collection (e.g.
observation,
engagement)

Prepare research
environment for
data collection (e.g.
ensure tools are
ready)

Prepare structure
to collect data in
and extract findings
from

COLLECT THE
NECESSARY DATA

Capture participant
behavior
(observations,
events, etc.)

Capture participant
attitudes (recording
self-reported input,
etc)

ASSESS THE
QUALITY OF DATA

Identify incomplete,
incorrect, or
irrelevant data

Fix or remove
incomplete, incorrect,
or irrelevant data

EXTRACT
FINDING(S) FROM
COLLECTED DATA

Organize data to

identify patterns

Mine the data for
facts and findings

Capture findings
and insights

DETERMINE
IMPLICATIONS OF
FINDINGS

Answer original
research questions

Synthesize findings
with existing
knowledge

Align findings with
broader business
context

Articulate actionable
next steps and/or
opportunities for
partners &
stakeholders

20
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UX Researcher Framework

PHASE

PHASE
OUTCOME

ACTIVITY
OUTCOME

DESIGN THE APPROACH

TO ANSWERING THE
QUESTION(S)

Determine what
methodology(s) can
be used to satisfy
the research
questions

Determine what
materials are needed to
carry out the research
(e.g. discussion guide,
click-through)

Produce the
necessary materials
to carry out
approach

Recruit the right
participants to ensure
they are
representative of the

Foavmar arrAlam A
targci audiciicc

SET UP RESEARCH
ACTIVITIES

Prepare research
participants for data
collection (e.g. provide
context, prime,
provide homework)

Prepare partners and
stakeholders for data
collection (e.g.
observation,
engagement)

Prepare research
environment for
data collection (e.g.
ensure tools are
ready)

Prepare structure
to collect data in
and extract findings
from

COLLECT THE
NECESSARY DATA

Capture participant
behavior
(observations,
events, etc.)

Capture participant
attitudes (recording
self-reported input,
etc)

ASSESS THE
QUALITY OF DATA

Identify incomplete,
incorrect, or
irrelevant data

Fix or remove
incomplete, incorrect,
or irrelevant data

EXTRACT
FINDING(S) FROM
COLLECTED DATA

Organize data to

identify patterns

Mine the data for
facts and findings

Capture findings
and insights

DETERMINE
IMPLICATIONS OF
FINDINGS

Answer original
research questions

Synthesize findings
with existing
knowledge

Align findings with
broader business
context

Articulate actionable
next steps and/or
opportunities for
partners &
stakeholders

21

DRIVE ACTION WITH
PARTNERS &
STAKEHOLDERS

Communicate
findings, insights, and
implications to
partners &
stakeholders

Help partners
implement
insights
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UX Researcher

PHASE

PHASE
OUTCOME

ACTIVITY
OUTCOME

FIGURE OUT THE
RESEARCH NEED

Determine the
partners &
stakeholders

Determine what
goals and questions
partners have

Determine what
decisions (e.g.
product, business)
will be informed by
research

Triangulate articulated

needs with existing
knowledge (e.g. past
research, industry
knowledge, etc.)

Determine whether
or not to move
forward with new
research

DEFINE THE
QUESTIONS
TO BE ANSWERED

Translate articulated
needs into research
questions

Prioritize questions
to be addressed by
upcoming
research

Identify constraints
and risks (time,
resourcing, budget,
etc.)

Framework

DESIGN THE APPROACH

TO ANSWERING THE
QUESTION(S)

Determine what
methodology(s) can
be used to satisfy
the research
questions

Determine what
materials are needed to
carry out the research
(e.g. discussion guide,
click-through)

Produce the
necessary materials
to carry out
approach

Recruit the right
participants to ensure
they are
representative of the

Foavmar arrAlam A
targci audiciicc

SET UP RESEARCH
ACTIVITIES

Prepare research
participants for data
collection (e.g. provide
context, prime,
provide homework)

Prepare partners and
stakeholders for data
collection (e.g.
observation,
engagement)

Prepare research
environment for
data collection (e.g.
ensure tools are
ready)

Prepare structure
to collect data in
and extract findings
from

COLLECT THE
NECESSARY DATA

Capture participant
behavior
(observations,
events, etc.)

Capture participant
attitudes (recording
self-reported input,
etc)

ASSESS THE
QUALITY OF DATA

Identify incomplete,
incorrect, or
irrelevant data

Fix or remove
incomplete, incorrect,
or irrelevant data

EXTRACT
FINDING(S) FROM
COLLECTED DATA

Organize data to

identify patterns

Mine the data for
facts and findings

Capture findings
and insights

DETERMINE
IMPLICATIONS OF
FINDINGS

Answer original
research questions

Synthesize findings
with existing
knowledge

Align findings with
broader business
context

Articulate actionable
next steps and/or
opportunities for
partners &
stakeholders

22

DRIVE ACTION WITH
PARTNERS &
STAKEHOLDERS

Communicate
findings, insights, and
implications to
partners &
stakeholders

Help partners
implement
insights

2 Zillow



UX Researcher Framework

ORGANIZATIONAL INFLUENCE

Strengthen
relationships with
stakeholders &
partners

Align/drive
consensus with
stakeholders &
partners

Instill confidence
in stakeholders

Stay up to date on
ZG news & trends

KEY ENABLERS

TECHNICAL COMPETENCE PRACTICAL SKILLS

Coordinate time
with others

Communicate
intentionally with
others

Stay up to date on
UX/research trends

Develop skill with
a breadth of
methodologies

Develop deep Review the work
expertise with a of others
particular

methodology

Have a sense of
work-life balance

OPERATIONAL EXCELLENCE

Adhere to
regulations or
standards that
relate to my work

Find something
that already exists
(e.g. past research)

Ensure that others
(researchers,
partners &
stakeholders) can
find insights

23

OTHER

Stay up to date on
real-estate and
industry trends

2 Zillow



How we've used our
outcome-focused framework
& future applications
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Framework applications

1. Measuring quality
2. Interview guide/question bank
3. Team skills assessment

4. Future applications

2 Zillow
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1. Measuring Quality

Goals
Develop an approach to set a bar for research quality on our team

High level questions:
e How can we create a quality bar for high quality research?
e How do we ensure that we are maintaining quality in our practice?
e How dowe work to improve quality on the team?

2 Zillow
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1. Measuring Quality

Process

A. ldentify what quality research looks like for each phase of the
framework
e Team workshops to gather input on what high quality looks like for
each phase of the journey

2 Zillow
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1. Measuring Quality

Process

B. Determine what it means to be successful for each of the phases in
our framework

DESIGN THE APPROACH
TO ANSWERING THE

QUESTION(S) How will we know we are successful:

Determine what type of

data (i.e. behavioral, e \We are confident we have selected the
attitudinal) is needed to . .
answer the question(s) most appropriate method or mix or
Determine who the methods to answer the questions we are
target population is
Dhetermine how'to recruit tryl ng to answer
the target population ono .
e \We have done due diligence and reviewed

Determine how much . .
time is needed to answer previous research and/or consulted with
research question(s)

_— ” experts/leads on the team

X methodciogies can :

B Mvecaod i arss e \We are able to replicate the study
Determine what stimuli 1 passes peer reVieW

are needed to facilitate
the research

Determine what tools
can be used to facilitate
conducting the research

2 Zillow
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1. Measuring Quality

Process

DESIGN THE APPROACH

ASSEMBLE THE NECESSARY
TO ANSWERING THE MATERIALS TO CARRY OUT SET UP RESEARCH
QUESTION(S) APPROACH SESSIONS

C. Gather/Create/Organize:
° ° ° Determine what type of Create new materials to Recruit the target
Guidelines and Best practices, S I St At e

attitudinal) is needed to
answer the question(s)

c h ec kI ists, d OC u m e nts Revise existing materials Provide context and/or

2 to facilitate research prime participating
Determine who the

target lation i research subjects

I 11 rget population is

e Wh ol

a t a Ct IV I t l eS’ te m a teS’ Determine how to recruit Provide context and/or

g u id el i n eS, p rocesses a n d/o r the targ'et population E{;’,?:h'gﬁ;‘eigpa"'”g
exam pleS d O we h ave Of h |g h time is needed to answer

2 Ensure necessary tools
research question(s) (software hardvrvyare etc.)

quality for each phase Determine what exsing
e \Which would need to be Come
created in order to achieve arenecded o faciltate

high quality

One example was to collect examples that we as a
team had for study plans for different types of studies
that we felt represented the criteria for high quality

2 Zillow
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1. Measuring Quality

Process

D. Ensure these best practices, guidelines, templates live in an
easily accessed, shared database
e T[eam Drive
e Onboarding guides for new researchers

E. Ensure we have processes in place to set standards with team
and maintain high quality over time
e Ensure all study plans are reviewed with peers prior to launch
e Thiscan be more organically in peer meetings
e Should be with Senior or Manager level

2 Zillow
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1. Measuring Quality

Output and Next steps
Continue to activate the framework
e |dentify other processes that can serve to facilitate high quality
on our team
e EXxplore other ways in which we can maintain high quality

2 Zillow
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2. Interview guide/question bank

Goal

Increase the consistency, equitableness, objectivity and efficiency of our
team (l.e. employee) recruitment process

High Level Questions

e How can we be more consistent in the questions we ask research
candidates?

e How can we be more equitable & objective in the criteria we use for
evaluating candidates?

e How can we be more efficient in our hiring practices by creating a
bank of questions that managers can select from that illuminate the
candidates experience and abilities in the core competencies?

2 Zillow



33

2. Interview guide/question bank

we'll know we're successful when...

Hiring manager can open a P3 role, go to the P3 folder, find the right
set of interview resources, duplicate the templates (interview plan,

guestions), plan the interview, and share the plan with co-interviewers.

ldeally, hiring manager could spend at most 1 hour prepping materials
for a full interview loop.

2 Zillow



2. Interview guide/question bank

Process

1.

PHASE

PHASE
OUTCOME

ACTIVITY
OUTCOME

Gather and synthesize common questions we ask during interviews
Collected all guestions that our team have asked candidates

Sifted through UX forums, sites to find other questions that are asked during UX

iInterviews

FIGURE OUT THE
RESEARCH NEED

Determine the
partners &
stakeholders

Determine what
goals and questions
partners have

Determine what
decisions (e.g.
product, business)
will be informed by
research

Triangulate articulated

needs with existing
knowledge (e.g. past
research, industry
knowledge, etc.)

Determine whether
or not to move
forward with new
research

DEFINE THE
QUESTIONS
TO BE ANSWERED

Translate articulated
needs into research
questions

Prioritize questions
to be addressed by
upcoming
research

Identify constraints
and risks (time,
resourcing, budget,
etc)

DESIGN THE APPROACH

TO ANSWERING THE
QUESTION(S)

Determine what
methodology(s) can
be used to satisfy
the research
questions

Determine what
materials are needed to
carry out the research
(e.g. discussion guide,
click-through)

Produce the
necessary materials
to carry out
approach

Recruit the right
participants to ensure
they are
representative of the

tavmantr aniAdian~aa
wairgeL audicinice

SET UP RESEARCH
ACTIVITIES

Prepare research
participants for data

collection (e.g. provide

context, prime,
provide homework)

Prepare partners and
stakeholders for data
collection (e.g.
observation,
engagement)

Prepare research
environment for
data collection (e.g.
ensure tools are
ready)

Prepare structure
to collect data in
and extract findings
from

COLLECT THE
NECESSARY DATA

Capture participant
behavior
(observations,
events, etc.)

Capture participant
attitudes (recording
self-reported input,
etc.)

ASSESS THE
QUALITY OF DATA

Identify incomplete,
incorrect, or
irrelevant data

Fix or remove
incomplete, incorrect,
or irrelevant data

EXTRACT
FINDING(S) FROM
COLLECTED DATA

Organize data to

identify patterns

Mine the data for
facts and findings

Capture findings
and insights

DETERMINE
IMPLICATIONS OF
FINDINGS

Answer original
research questions

Synthesize findings
with existing
knowledge

Align findings with
broader business
context

Articulate actionable
next steps and/or
opportunities for
partners &
stakeholders

34

DRIVE ACTION WITH
PARTNERS &
STAKEHOLDERS

Communicate
findings, insights, and
implications to
partners &
stakeholders

Help partners
implement
insights

2 Zillow



2. Interview guide/question bank

Process

2. Aligned these with each phase of the Research Outcome Framework

PHASE

PHASE
OUTCOME

ACTIVITY
OUTCOME

e Overlay of questions onto the journey map

e Allowed usto see trends, themes and gaps in our question coverage

FIGURE OUT THE
RESEARCH NEED

Determine the
partners &
stakeholders

Determine what
goals and questions
partners have

Determine what
decisions (e.g.
product, business)
will be informed by
research

Triangulate articulated

needs with existing
knowledge (e.g. past
research, industry
knowledge, etc.)

Determine whether
or not to move
forward with new
research

DEFINE THE
QUESTIONS
TO BE ANSWERED

Translate articulated
needs into research
questions

Prioritize questions
to be addressed by
upcoming
research

Identify constraints
and risks (time,
resourcing, budget,
etc.)

DESIGN THE APPROACH

TO ANSWERING THE
QUESTION(S)

Determine what
methodology(s) can
be used to satisfy
the research
questions

Determine what
materials are needed to
carry out the research
(e.g. discussion guide,
click-through)

Produce the
necessary materials
to carry out
approach

Recruit the right
participants to ensure
they are
representative of the

Farmatr aniAdiAan~a
taigct audicinice

SET UP RESEARCH
ACTIVITIES

Prepare research
participants for data

collection (e.g. provide

context, prime,
provide homework)

Prepare partners and
stakeholders for data
collection (e.g.
observation,
engagement)

Prepare research
environment for
data collection (e.g.
ensure tools are
ready)

Prepare structure
to collect data in
and extract findings
from

COLLECT THE
NECESSARY DATA

Capture participant
behavior
(observations,
events, etc.)

Capture participant
attitudes (recording
self-reported input,
etc.)

ASSESS THE
QUALITY OF DATA

Identify incomplete,
incorrect, or
irrelevant data

Fix or remove
incomplete, incorrect,
or irrelevant data

EXTRACT
FINDING(S) FROM
COLLECTED DATA

Organize data to

identify patterns

Mine the data for
facts and findings

Capture findings
and insights

DETERMINE
IMPLICATIONS OF
FINDINGS

Answer original
research questions

Synthesize findings
with existing
knowledge

Align findings with
broader business
context

Articulate actionable
next steps and/or
opportunities for
partners &
stakeholders

35

DRIVE ACTION WITH
PARTNERS &
STAKEHOLDERS

Communicate
findings, insights, and
implications to
partners &
stakeholders

Help partners
implement
insights

2 Zillow
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2. Interview guide/question bank

Process

3. Determined leveling for each question

e Aligned with design team leveling guidelines/expectation and company core
competencies
e |Integrated these into our question set for consistency

4. Worked with team leadership to vet questions, alignh on leveling

5. We will be activating the question bank in our upcoming candidate interviews

2 Zillow
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2. Interview guide/question bank

Output and Next steps
Start using the question bank as we interview candidates and evolve it
through usage

e Addition/deletion of questions

e Refinement of our leveling criteria

e See what works and doesn’t work

2 Zillow
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3. Team skills assessment

Goals

Understand where the overall team stood as it relates to the UX researcher
framework

Process

Anonymous survey, giving ratings of 1 - 5 on the following...
e Competence: your level of ability
e Motivation: motivation to grow your competence
e Confidence: confidence you can grow given current opportunities

FRAME: Figure out the research need

Please provide a rating of 1-5 for the followng Product Reseaccher X0

"Determine the partners & stakeholders” *

1-Very  2-Moderately 4 - Moderately
3 - Neutral 5 - Very High
Low/ None Low o High e

COMPETENCE

your level of O O O O O

abiity

MOTIVATION

motivation 1o

S O O O O O

SopeRe 2 Zillow
CONFIDENCE:
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3. Team skills assessment

Output
Report summarizing overall trends, by Total as well as Individual

Contributors vs. Managers

Takeaways
e Competency: highest in qualitative research, particularly in the setup

phases. Lowest = quant, assessing quality of data

e Motivation: most motivated to increase organizational influence and
grow practical skills. Lowest = improve in areas where we rate ourselves

as pretty competent + setting up quant research

e Confidence: most confident we can continue to grow in areas where
we are motivated to grow, including organizational influence and
driving action with stakeholders and partners. Lowest = areas where we

feel least competent, particularly guant areas

2 Zillow
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Future applications

Mentoring through identifying “skills masters”
Build upon the skills assessment match highly skilled practitioners with

those seeking to grow that particular skill
Setting goals and measuring progress

Use skills assessment to drive individual goal-making. Identify team gaps
and plan deliberate activities to grow particular skills

2 Zillow



Key learnings
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What worked

Involving the team

Creating a draft enabled us to not start from scratch as a group. Enabling
the team to refine and stress-test the framework ensured shared
ownership

Identifying potential uses upfront
Having a strong sense of how you can use the framework helps ensure
there is momentum post-development

Incorporating with other often-used frameworks

Finding synergies and connection points with other frameworks (e.g., goal
development and skills by level) helps with adoption

2 Zillow
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Opportunities for improvement

Hold core team accountable
Need to be deliberate and persistent with milestones and deliverables

Further activation
Have a plan for how to come up with additional uses (otherwise it risks

sitting on the shelf)
Change management

Re-orgs, new team members, etc. How do we maintain and grow our
shared knowledge?

2 Zillow
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Additional opportunities: sharing & reconciling with
other research disciplines at Zillow

Better educate colleagues on what we do (and don’t do)
Could help us be involved earlier and more often in various initiatives

Better understand what other related disciplines do

Could help us make sense of the types of questions and disciplinary bounds
of market research, data science, and behavioral economics relative to our
framework

Help Zillow understand how to best leverage each of its research related
disciplines in isolation and together

Could help facilitate operational excellence at a larger scale and encourage
top-down action to better align disciplines and set them up for more
organic collaboration
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The exercise of building a shared understanding of what
you, your team and similar practitioners in your organization
do is valuable in of itself

This dialogue can...

e break down misconceptions

e illuminate similarities

e setyou up to tackle a variety of team initiatives

How you build this understanding & how you
ultimately use it is up to you!
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Thank You!

Questions?

Interested in joining us? See our current opportunities at zillow.com/careers



