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Overview
Cox Communications embarked on a journey to create an entertainment experience 
that met or exceeded our customers’ expectations and address our business needs. 
Our Contour video ecosystem includes set top box, a six-tuner DVR, along with Contour 
user experience on the set top box paired with the Contour tablet experience. 

Primary research was conducted to proactively identify customer objectives, latent 
needs, key behaviors, expectations and pain points when viewing video across multiple 
devices. The insights gained directed the Contour app strategy, prioritization,
requirements, and solutions.

As part of this research effort, customers completed a diary study by logging their video 
viewing daily habits over a week’s timeframe for both weekdays and weekends. They 
were then invited in for one-on-one interviews so Cox could learn more about how they 
interact with video across multiple devices. A survey of 2324 consumers was conducted 
to follow up on key findings and gain additional consumer insights. 

As a result, four key customer objectives were uncovered which provide guiding
principles for the strategy, design and evolution of the Contour app: 

1. Content “Give me what I want:” Availability of desirable content is a core 
customer need and driver, though perceptions vary on what is the right amount of 
selection. Some customers like variety and choices. Other customers are 
overwhelmed and frustrated by too many channels and selection.

2. Control “Let me watch when and where I want:” Flexibility to watch what they 
want, when and where they want are rapidly evolving key drivers for customers. 
The key pain point is limited selection.  Online sources do not have the broad 
selection of traditional TV providers. However with traditional providers much of 
the content is time bound and not available away from home.

3. Find “Make it quick and easy to find:” Customers want access to desirable 
content, yet they are overwhelmed and feel there is a great deal of “noise” getting 
in their way. This is a key pain point for customers and as such an opportunity for 
TV providers to differentiate themselves by offering effective and timely solutions.

4. Ease “Don’t make me think and don’t make me work:” Customers state they 
do not want to put effort into managing entertainment. However, they continue to 
engage in activities to do so. To entice users to get the most out of their content, 
there must be awareness of the feature and benefit, and immediately intuitive, 
simple, and easy to use functionality. 



 

Multi-device video viewer profiles were also developed to identify meaningful groups of 
customers/users that have different needs, attitudes, and opinions. It is critical to 
understand these differences in order to meet the needs of different groups or to narrow 
focus to a specific group of users for maximum impact.

Multi-device video viewer profiles include:

Enthusiasts that have a key area or multiple areas of interests, such as sports, 
nostalgic TV, investing, traveling, or other various topics. 
Parents of both younger and older children who are concerned with what their 
kids watch. Parents have limited time to watch what they want.
Young Adults just starting out who are budget driven, yet typically want more 
than they can afford. They are open and reach beyond the TV for more 
interactive and social sources.
Series Followers who want to keep up with the series at their own pace. They 
typically follow one or two series at a time and are most receptive to new content 
when their series ends.
Variety Viewers who have many interests and watch what suits their mood at 
the moment in time. They want to be exposed to a variety of content, yet in a 
manageable and digestible manner. 

Additionally, this research enabled Cox to understand the video viewing decision 
making process as well as what influences their decisions at each stage, which 
includes:

1. Consideration: The moment when consumers first become aware of and 
consider content. This can be passive, or consumers may actively seek to 
discover new content. Most influential sources include channel guide, word of 
mouth, advertisements, recommendations based on viewing history, related 
programs, etc.; what’s new, actors, characters, spin-offs, and popularity.

2. Evaluation: Consumers actively seek information to learn more about the 
content in order to evaluate if it interest them or their family. Most influential 
sources include summaries and program details, poster art, trailers, clips, actors,
and characters.

3. Verification: Point that consumers are most open to influential factors that 
persuade them to watch or not watch content; often used as a tie breaker 
between multiple options or when content is purchased. Most influential sources 
include actors, characters, user ratings and reviews, critic ratings, awards, and
popularity.

The research and competitive information gathered thus far directed the content 
strategy and design of the Contour user experience. As part of the design process Cox 
typically conducts formative tests to help iterate on the designs. During the design 



 

phase, three iterative usability lab studies were conducted to direct Contour design 
refinements. Infusing customer feedback into the design process in an iterative fashion 
enabled the team to optimize the Contour app experience with customer needs in mind. 

Key improvements made included:

1. Intro Tutorial
Issue uncovered: Initially, users were confused and frustrated by the overlay 
tutorial which sat on top of the interface and prevented the users from interacting 
with the experience until they completed or exited the tutorial. Because the users 
did not distinguish between the tutorial and actual interface, they were confused 
and felt the app was broken. Several users stated they were highly frustrated and 
would have quit because of their frustration and never use the app again. 
Improvement: The tutorial was presented as a short video, thus clearly 
distinguishing it from the interface, as well as only plays on first time launch. 

2. Main Page Sections
Issue uncovered: The majority of users either overlooked or did not perceive 
“Live,” “My Library,” and “On Demand” to be three distinct sections.
Improvement: The visual design was adjusted to make the sections more 
prominently distinguished from one another. Also smaller text was placed above 
the section headers so that the label remained legible when the section was 
closed.

3. Guide Genre Filters
Issue uncovered: Users wanted the ability to filter by genre on the guide.
Improvement: Genre filters were added to the guide.

4. Record Button
Issue uncovered: Users overlooked the record button which was a circle 
outlined in red.
Improvement: The record button was placed in a more logical position and 
changed to a red filled circle which is associated with the record button on the 
remote.

The Contour iPad app, Android app and TV Connect were assessed in benchmark 
studies respectively, to measure quality, usability and effectiveness, and identify areas 
of optimization.

In addition, a test group of 200 employees from multiple systems who are also Cox 
customers were surveyed by QA to identify technical bugs. The results were analyzed 
by UX Research and follow-up phone interviews were conducted. Responses were 
compared against trends uncovered in other research methodologies to identify primary 
frustrations, expectations, and suggestions for improvement.



Overall, the Contour design process in combination with quantitative/attitudinal and 
qualitative/behavioral research methodologies and an agile process aided Cox in
developing a game-changing experience.

Figure 1 The Contour App


