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1. Introduction 

E-consultancy’s buyer’s guides are the ideal starting place for anybody researching new suppliers in interactive market sectors. They contain in-depth vendor profiles; to help you quickly evaluate suppliers and service providers, as well as market analysis to help you put things into perspective. Vendors are selected for the report based on a combination of factors, not limited to but including:

· Analysis of capabilities (services / products)

· Clients

· Experience (qualifications / trade bodies / case studies / client lists)

· Expertise (by sector / topic),

· UK status (a UK office is preferred, occasional exceptions are made) 

· Ability to take on and fulfil new projects

· Recommendations from trusted sources (or anecdotal evidence to the contrary)

· Google visibility

· Business model (a high % of turnover should be related to these services)

· Company website 

E-consultancy does not explicitly recommend any of the suppliers featured in these guides, principally because it is impossible for us to work with all of them to form a first-hand opinion. But we do believe - based on an intensive and careful selection process - that the chosen vendors represent quality. 

Buyer’s Guides are updated on an annual basis, so the information contained within is recent and thus valid. Send any questions or comments to linus@e-consultancy.com.

1.1 About E-consultancy 

E-consultancy is an online publisher of best practice internet marketing reports, research and how-to guides. E-consultancy, named Publisher of the Year at the 2006 AOP Awards, also publishes buyer’s guides and has a directory of 100,000+ third party internet marketing white papers.

Subscribers pay from £149 per year to access the exclusive and highly practical content. E-consultancy has more than 100 events lined up for 2007, including roundtables and monthly Supplier Showcases, where six suppliers pitch to an audience of pre-qualified buyers at a Central London venue.  

E-consultancy has 50,000 registered users and more than 145,000 unique user sessions per month (audited by ABC Electronic). It is popular among internet professionals because of its time-saving advice and insight. The company also provides a range of public and in-house training programs, such as seminars and workshops. If you would like to know more about our training options then please visit our website or contact Craig Hanna on +44 207 681 4078 or email him at Craig@e-consultancy.com. 

http://www.e-consultancy.com/about/
2. Executive Summary

The fast growth rate of the Usability and Accessibility markets reflects the buoyancy of the internet sector and, more specifically, an increased understanding of the commercial benefits of best practice in these areas.

E-consultancy estimates that the combined UK Usability and Accessibility market was worth £148m in 2006, a 28.5% rise from £115.2m in 2005. 

We believe that the market will grow by a further 20% in 2007, resulting in a value close to £178m.

The leading consultants in this field continue to report a high demand for their services while companies continue to recruit and expand their own in-house teams as the internet becomes an increasingly strategic part of their businesses.

Trends within these markets include:

· Increasing competition in online marketing drives investment in usability. 

· Awareness of importance of usability moves beyond the web.

· More organisations embrace user-centred design.

· Accessibility becoming design “hygiene factor” rather than separate discipline. 

· Greater competition impacts on usability and accessibility pricing.

2.1 Further Reading

E-consultancy publishes reports, hosts events and provides internet marketing consultancy services to help companies work smarter and get the best out of the web. Some related reports include: 

· Usability & User Experience Roundtable Briefing (February, 2007)

http://www.e-consultancy.com/publications/user-experience-briefing-feb-2007/
· Usability & User Experience Business Case (March, 2007)

http://www.e-consultancy.com/publications/user-experience-business-case/ 

· Usability & User Experience Request for Proposal Template (March, 2007)
http://www.e-consultancy.com/publications/user-experience-rfp-request-for-proposal/ 

3. The Market 

3.1 Market Value 

E-consultancy: UK Usability and Accessibility markets worth £148m in 2006 

E-consultancy estimates that the combined UK Usability and Accessibility market was worth £148m in 2006, a 28.5% rise from £115.2m in 2005.

 3.2 Market Growth

E-consultancy predicts that the combined Usability and Accessibility market will grow by a further 20% in 2007, resulting in a value close to £178m.


3.3 Drivers of Growth and Market Trends 

3.3.1 Increasing competition in online marketing drives investment in usability 

The main reason for this growth is, simply, increasing knowledge of the benefits of user-centred design among UK organisations. More companies have recognised usability as a means to steal a march on competitors, and that a badly designed website can have a negative effect on their bottom line.  
3.3.2 Awareness of the importance of usability moves beyond the web

3.3.3 More organisations embrace user-centred design 

3.3.4 Accessibility becoming design ‘hygiene factor’ rather than separate discipline
3.3.5 Greater competition impacts on pricing



3.4. Return on Investment benefits of best practice U&A

The potential return on investment and benefits of investment in Usability and Accessibility can be summarised as follows:

· Increase sales by helping to drive the right user behaviour.

· Improved conversion rates.
· See also reduced CPC costs below 

· “Persuasion Architecture” is increasingly being used as a way of influencing the way users interact with a website.

· Increased up-sell and cross-sell opportunities through higher quality engagement.

· Increased traffic.

· Greater value for publishers offering advertising.
· Increased average order value.


3.5 Strengths, Weaknesses, Opportunities and Threats (SWOT)

This section contains a ‘SWOT’ analysis of the combined usability & accessibility market from the perspective of the service providers specialising in these areas. It also serves as a summary of some of the points made above. 

3.5.1 Strengths 

· There is now a much-improved level of client-side understanding about the commercial benefits of best practice usability and accessibility which means there is strong demand for expertise in these areas. The exponential growth of the internet and e-commerce means that companies are more aware of the difference that these services can make to their bottom line in an increasingly competitive online marketplace. 

· Companies are increasingly likely to have their own in-house managers and teams to manage usability & accessibility.



5. Tips and Pitfalls
5.1 Introduction

The fast growth of this market and proliferation of agencies claiming to offer usability and accessibility services means that more care than ever is needed to make sure that the right supplier is selected. And even when you have narrowed down your search to the best and most reputable agencies, you still need to find the company that is the best match for your own unique needs.

An array of services is offered under the umbrella of ‘usability and accessibility’, ranging from expert evaluation to coding, and from prototyping to analytics. In order to identify the right provider it is important to understand that different companies have different areas of expertise. While some service providers will work with you through the whole design and development process, others will be more geared towards evaluation and testing. Some will be experienced mainly in working with the internet while others will work on a wide range of products and platforms. 

So, in order to get the right fit with your own organisation, the first step is to identify exactly what services and expertise you need. The detailed company profiles and market positioning charts contained in this guide will help you to find the right match. Additionally, Section 7.1. has a summary table showing which services and platforms each supplier is focused on.


6. Market Positioning Charts

6.1 Explanation for Chart 1 – Areas of Expertise 











The vertical axis of this chart indicates to what level the supplier provides Usability and/or Accessibility services covering a full range of platforms and technologies as distinct from focusing exclusively on internet websites and intranets. 

The horizontal axis indicates whether the agency/consultancy sees itself as specialising more in Accessibility or Usability services. For example, a position in the bottom left of this chart indicates a company that concentrates mainly on Accessibility for websites/intranets. 



6.2 Explanation for Chart 2 – Business Philosophy










The vertical axis of this chart indicates the extent to which a vendor carries out independent, proprietary research in comparison to concentrating exclusively on commercial work commissioned by its clients. 

The horizontal axis shows to what extent the company adopts a classic market research approach as opposed to a business consultancy approach. A position in the bottom right of this chart therefore indicates a company which concentrates on client-driven work and considers its approach to be more akin to a business consultancy than a traditional market research agency.  



6.3 Explanation for Chart 3 – Approach & Nature of Work













The vertical axis of this chart shows the balance of the supplier’s work in terms of whether it tends to be retainer-based or on a project-by-project basis. 

The horizontal axis shows whether they offer a full range of design services or focus on testing and independent advice. 


6.4 Explanation for Chart 4 – Company Culture












The vertical axis of this chart shows the agency/consultancy’s preferred working style in terms of whether they are more geared towards being process-oriented or flexible and ad hoc. 

The horizontal axis shows the company’s size relative to its rivals in the marketplace. 



7. Supplier Matrix and Company Focus 

7.1. Company Matrix

An at-a-glance overview of who’s doing what …

7.2. Service provider focus: services and platforms
8. Supplier Marketplace and Profiles


9. Other Relevant Services and Providers

9.1 Usability technology providers 
As well as companies providing usability services in an agency or consultancy capacity, there are also suppliers in the market providing technology-based services to help organisations improve website usability and customer experience. 

Keynote’s WebEffective technology measures both attitudes and behaviors (click-streams) in the context of realistic online scenarios. It combines the task-based qualitative approach of a usability lab with the large sample size (200+) of an online survey.

9.2 Online Surveys and Research
Best practice usability and user-centred design should be part of a wider range of endeavours embarked upon by organisations to provide an optimal customer experience.

David Jackson, MD of Clicktools, said: “Site usability and the user's perception of the on-line experience are closely related - a site that is cumbersome, difficult to use or does not provide access to all groups of people is unlikely to generate a good customer experience.”  
9.3 Web Analytics
Web analytics is another important part of the jigsaw when it comes to understanding the user experience. 











































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Focus on full range of platforms/technologies 


e.g.mobile devices and interactive television





Where we 


are going





Where we 


are now





Focus on intranet and internet websites





Specialists in Accessibility





Specialists in 


Usability 





We focus on independent, proprietary research





Where we 


are going





Where we 


are now





Purely client-driven research and consultancy work





Market Research approach





Business Consultancy approach





Mostly retainer-based work 





Where we 


are now





Where we 


are going





Mostly project-by-project work





We focus on providing full user-centred design services, including web page design and copywriting





We prefer to act in an advisory capacity, focusing on providing objective and independent advice following testing 





Predictable & Process-driven





Where we 


are now





Where we 


are going





Flexible, ad hoc approach





Large compared to competitors





Small compared to competitors 
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