
5 Tips for Better 
Tester Engagement



About Me
Tony Fisher
VP - Customer Success
Centercode

8+ years growing with Centercode

Insight into hundreds of CV Programs

Background in Business & Human Resources

tony@centercode.com

linkedin.com/in/tonyfisher42/

mailto:tony@centercode.com
http://linkedin.com/in/tonyfisher42/


Agenda

1. Why Poor Tester Engagement Leads to Failure

2. Current Solutions

3. Keeping the Customer in Customer Validation

4. Your Next Steps



Poor Tester Engagement Leads to Failure

Current Solutions

Keeping the Customer in Customer Validation

Your Next Steps

1.

2.

3.

4.



Engagement is Essential

No customer means no customer validation

Tester engagement is single greatest industry challenge 

Engagement isn’t black and white - quality matters



Engagement Quality Matters

Do testers drop out, disappear, or
 “ghost” you mid-test?



Engagement Quality Matters

Do you feel like you have to micromanage 
testers to keep them on track?



Engagement Quality Matters

Do you spend most of your time processing responses
or relocating misfiled feedback into the right buckets?



Engagement Quality Matters

Do you struggle to collect sufficient response data
to provide results that are actionable?
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Swimming Against the Current

Two common homegrown frameworks for CV tests:

1. Transactional Customer Validation

2. The Spaghetti Method



Perpetuates CV testing as a direct exchange

Indicates unreliable (or a lack of trust in) testers

Common for Internal or Enterprise CV programs

Complete this one thing for us and...

Let’s Make a Deal: CV Edition



The One Thing typically sucks for testers

Issues with Transactional CV



Non- or minimal response (insufficient data)

Speeding through responses (misleading data)

Questionable results for
herculean effort

Issues with Transactional CV



Reward relative to tester effort or value - Rational Loyalty

TIMEVALUE

Issues with Transactional CV



Reward relative to tester effort or value - Rational Loyalty

EFFORT

COST

TIME

VALUE

Issues with Transactional CV



Promotes bad habits

Issues with Transactional CV



Throwing the product at testers to see what sticks out

The result of insufficient planning, tools, or bandwidth

Common for “Not My Day Job” CV programs

“Here’s the product. You have 2 weeks. Test everything!”

The Spaghetti Method



Lost focus on high-value topics or features

Issues with Spaghetti



Wasted time “herding” and processing

Issues with Spaghetti



Receive minimalistic tester engagement

Issues with Spaghetti



Free-form testing is far from free

Novice testers: confused, misdirected, horribly inefficient

Veteran testers: don’t exist when testing is always different

Issues with Spaghetti



Tester Energy is Limited

The One Truth



Be organized

Provide ongoing guidance

Simplify the path to engagement

Use tools to their strengths

Encourage collaboration

Respect Testers’ Time and Energy
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Tip #1:

Plan Ahead



Planning Ahead

Testers can commit and pace themselves (overachieve!)

Understand involvement of all stakeholders, including testers

Reduces potential delays or interruptions

Ensures tester energy is not wasted



What to Plan For

Stakeholders & Tester Requirements

Priority and definition of 
product experiences

Schedule & Deadlines

How testers should engage & be measured





Planning Examples



Planning Examples (cont.)



Planning Examples (cont.)



Tip #2:

Provide Guidance



Ongoing Guidance

Don’t miss Michelle’s detailed session on Tester Communication!

Ensure clear communication

Prevent testers from getting lost

Actively and passively remind testers to participate

Boost inclusivity - “part of the team”



What to Communicate

When and how their participation is evaluated

Communicating with purpose:

What the product or features should do

Where and how to focus their energy

How to provide feedback



Guidance Examples



Guidance Examples (cont.)



Guidance Examples (cont.)



Guidance Examples (cont.)



Tip #3:

Reduce Friction



Streamline Engagement

Avoid burdening the process

Collecting feedback is the ultimate goal

Design every experience to formulate a response

Make capturing that response clear and simple



How to Keep the Path Clear

Homework lists

Surveys → Feedback Forms

Consider the flow of feedback - Pull out unnecessary stops

Provide helpful links to materials or feedback forms

Centralized landing pages



Examples of Reducing Friction



Examples of Reducing Friction (cont.)



Examples of Reducing Friction (cont.)



Tip #4:

Maximize Tools



Use tools to drive organized customer feedback

Don’t burn all their energy at once!

Feedback Done Right

Surveys aren’t the answer



How to Use the Right Tools

Keep forms simple

Clear, concise, non-repetitive

NEVER use open-text for “what issues did you have”

Drive focused energy into organized buckets



Specialized Tools





Tip #5:

Collaborate



Part of the Team

Get involved - build rapport and tester loyalty!

Feedback Collaboration

Administrative benefits

Curiosity and exploration



How to Join Forces

Centercode’s Collaboration is easy!

Be responsive to support requests

Use a collaborative and exploratory tone



Stop, Collaborate, Listen



Stop, Collaborate, Listen



Stop, Collaborate, Listen



BONUS:

Repeat Successes



BONUS: Be Consistent!

Explore the product on their own

Build familiarity and plan around your testing practices

Know where to find guidance instead of being confused

Naturally adopt the engagement pattern

Use the right buckets

USE TEMPLATES!
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Not Just About Numbers

Get higher quality test results

Give more consistent results

Build tester (and customer) loyalty

Develop tester expertise and reliability



Make an Impactful Change

1. Responsible Test Planning

2. Clear Tester Education

3. Consistent, Low-friction Testing Process

4. Purpose-driven Feedback Mechanisms

5. High-Quality Collaboration
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