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Understanding your users



UNDERSTAND
and specify the
context of use

ISO 9241-210:2010 Human-Centred
Design for Interactive Systems

Plan the human-centred
design process

Understand and specify
the context of use

Designed solution
meets user requirements
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Figure 1 — Interdependence of human-centred design activities




RECAP: UNDERSTAND and specify the context of use

« Context is defined by

- User and task characteristics

- The environment (organizational, technical, physical)
* Analyze and define the context of use:

- Users and stakeholder groups

- User and group characteristics

- Goals and tasks

S S0\ 10e]a10a =101 ESF Location, people, objects, time, resources, task. ..
« Specify this information at a sufficient level to support design H

N’
==
Yl

Consider and specify desires, needs and emotions




UNDERSTAND and specify the context of use

Social networks Cultural identity

Disability Complexity of
users &

context

Family status

The complexity and implicit needs and values of users make it difficult to understand them



Technology Acceptance

Perceived
Usefulness

Behavioral Actual System
Intention to Use Use

Perceived Ease
of Use

Usability *simplified version

Usability as one of the main factors influencing the actual system use




Detour: Emphasize

From understanding to emphasizing

« Experience how the users feel, what they see and hear
« Capture emotions and experience emotions

Frustration § Work-arounds
-~ ; ; -~ :
Immersing yourself in the user experience

Methods

* Interview for empathy
« Shadowing

* Fieldwork




Example: POV user experience video

Immersing yourself in the user
experience

Project: Design Thinking for Industrial Services (DETHIS) Screenshot from https.//www.youtube.com/watch ?v=xUjCD-fFU9k



Example: Importance of understanding

GE Healthcare
https://www.ideou.com/blogs/inspiration/from-design-thinking-to-creative-confidence




Example: Importance of understanding

=

GE Healthcare

I https://www.ideou.com/blogs/inspiration/from-design-thinking-to-creative-confidence _



How to find out all these information?

« Technologies and environments
- Observation / fieldwork (workplace ethnography)

« Users and group characteristics
- Interview for empathy n
- Participative design
- Shadowing

Next: Examples of popular methods

Icons by flaticon.com
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o
UNDERSTAND: Observing and fieldwork

» Fieldwork: Observing activities in situ

- Watching how people are trying to accomplish a task
- It's a skill, and requires both tact and unobtrusiveness
* Research as a data instrument - observe the community and the

work
O Best at initial stages of research

 Data collection
- Field notesm revise and reflect s systematize W
o @
\ 4
- v v

Icons by flaticon.com

Ethics: The person and the workplace must be informed in advanced



Fieldwork: Example

[ Service Design

5. Future and speculative design <

3. Principles and theories of service design (**Online**)
1. Definition of service design (Service Ecosystem Design: Propositions, Process
Model, and Future Research Agenda)
2. Human-centered
3. Collaboration and open innovation
4. Co-creation and crowdsourcing

4. Processes and methods of service design (**In Person**)
1. Service design thinking
2. Method: Service blueprinting
3. Method: Customer journey mapping

Video
https:/

ww.youtube.com/watch?v=324TRVpVzGI

Meeting with Sami;
2210. - 2910.2021

- Start 9:45 on a Friday (2210.)
Friday in-person (Book a room)

- Friday in-person maybe as well
- approx. 5-30 (maximum is 25)
- Booking a room?

Book a room;
https://cloud.timeedit.net/lut.
M19_

Best:
D247/80 (best-flat with movable seats)
A122/71 (typical lecture room)
Obacklinks 529 words 3498 characters

From notes Enrich To information

Software: Obsidian Software: iThoughts X




UNDERSTAND: Interview for empathy

* How to find what they want? Ask them!
« How to find why they want it? Ask and observe them!
* Formal - semiformal - informal

" Structured interviews

- Semi-structured Pre-prepared questions. Room for discussion and additional questions
- Unstructured (not recommended)

Take care not to bring your own biases into the interview

Icons by flaticon.com



UNDERSTAND: Interviews, practical considerations

o Preparation Know background information
° Keeping ig=1o @l Record it and take notes (transcribe the recordings)

* Interview for empathy is usually done with two people

1. Leading the interview

2. Observing the interviewee (reactions, emotions)

- Look out for stories SR

* Reflection and exploration .

« Exploratory questions

“What else should we have talked about?” “Tell me about your typical day”

Important: Know when to stop (reach data saturation) or interview is too long

Icons by flaticon.com




UNDERSTAND: Some tools for communication.
Design provocations, probes and card sorting

« Design provocations: Showing props, visuals, and sketches to
stimulate feedback and discussion.

« Probes: Ask the interviewee to e.g. take photos of frustrating
things or to keep a diary.

Collect much and diverse data! E @ j
[

Icons by flaticon.com
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How to express
your research
findings?

(SPECIFY the user requirements!)

ISO 9241-210:2010 Human-Centred
Design for Interactive Systems

Plan the human-centred
design process

!
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Evaluate the designs
against requirements

Understand and specify
the context of use
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Specify the user
requirements

Produce design solutions
to meet user requirements

Figure 1 — Interdependence of human-centred design activities




Analyze, systematize and document

* Add context and meta-data
« Think about the context of use and systematize (People, activities,
contexts, and technologies)
- Who are the users? What are user and group characteristics?
- What are user goals and tasks?
- What is the environment of use?
- What technologies and devices will be in use?

Interprete and connect the dots

Icons by flaticon.com




Example: Empathy Map

Document interview (for empathy) results,

observations, fieldwork etc.

From https://www.nngroup.com/articles/ux-mapping-

cheat-sheet/

| was
expecting
something What do Where
different you think? should |
start?
What
brand do
you like?
What size
: TR is best?
something
reliable
SAYS
DOES
Checks Lists
the web- pros/cons
site
Compares
Makes More products
small research
decisions
Observes Ads
Post|:'>ones e friends
big
decisions

JAMIE

Do they What is
think I'm best for
Why is this stupid? e
so hard?
Too many
acronyms
| want
What else something
am | awesome
missing?
Wasting
too much tm:)‘/t;e't
s isi
e the best
THINKS
FEELS
Fear
Over-
whelmed
Inade-
quate
Excited
Usure who Anxi
to trust nxious
Buyinga TV
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https://www.nngroup.com/articles/ux-mapping-cheat-sheet/

Example: Personas and their journeys

 Personas
- Represent an archetype that collects the the experiences of more

than user
- it li Representation of a class of users
At like a user group =

« and their scenarios
- Develop several fictional persons to represent your data u

- Describe their journey through a scenario
- Journey is an “informal narrative description”
- Think about the touch points: When and how they interact with Uls?




Personar scenario= goal

1. Persona

Defines who the story is
about. This main character
has attitudes, motivations,
goals, and pain points, efc.

3. Goal

Defines what the persona wants
or needs to fulfill. The goal is the
motivation of why the persona is
taking action. When that goal is
reached, the scenario ends.

2. Scenario

Defines when, where, and how the story of the persona takes place. The scenario
From Sharp (201 9) is the narrative that describes how the persona behaves as a sequence of events.




Example: Persona, presented systematically

Example: Jakob

https://thispersondoesnotexist.com/

Occupation: professor

For random faces that don’t exist

Jakob

Jakob is a professor of industrial design. He has been working in the
university for almost 30 years. As a designer and researcher he has
participated in many R&D projects but his real love is teaching.

In last few years Jakob has decided to spend less time on projects and
travelling. This means that he has more time for preparing his courses
and trying out different things. He has experimented with blogs and
social software. In his last course he decided to try personal learning
contracts. It took quite a lot of time but he hopes that learning
contracts will help him to give a more personal learning experience for
his students.

Goals:
Adjusting the course: “| would like to know what the students expect
to learn in my course. Then | can adjust the course assignments

according to their needs.”

Personalized support: “| want to give more personalized guidance
and support for my students.”

Fair grading: “I don't like grading but in some courses | am required to

do it. | have found that learning contracts help me on fair grading. | rely
on learning contracts when | negotiate grades with my students.”

(LeContract blog, 2010)

From https://www.interaction-design.org/literature/article/customer-journey-maps-walking-a-mile-in-your-customer-s-shoes



https://www.interaction-design.org/literature/article/customer-journey-maps-walking-a-mile-in-your-customer-s-shoes
https://thispersondoesnotexist.com/

Example: Persona, presented systematically

Family traveler

Motivation

Price

Comfort

Choice

Favourite destinations

Example: Family traveler

"I want a travel organiser that will
offer me a range of potential
vacations that suit our needs®

Age: 35
Work: Plumber
Family: Married, two children

Will loves to take his family on adventure holidays to explore
new challenges. His children, Sky (8) and Eamonn (15) are old
enough 1o take part in several sporting activities and he wants to
make the most of this before they no longer want to go on trips

PC rsona | Jty with him and his wife, Claire. He likes the fact that choosing
travel options is so much easier than it used to be, butis
Introvert Extrovert frustrated by the many different sources and disjointed options
| | that this can result in. He wants a travel organiser that can
Thinking Feeling provide clear support for family holidays while offering as wide &
u choice as possible.

Sensing Intuition

From Sharp (2019)




How to present the scenario?
AS d ertten narratlve The Thomson family enjoys outdoor activities and wants to try their band at sailing

From Sharp (2019)

this year. There are four family members: Sky (8 years old), Eamonn (15), Claire (32),
and Will (35).

One evening after dinner, they decide to start exploring the possibilities. They want to
discuss the options together, but Claire bas to visit her elderly mother so she will be
joining the conversation from her mother’s house down the road. As a starting point,
Will raises an idea they had been discussing over dinner—a sailing trip for four novices
in the Mediterranean.

The system allows users to log in from different locations using different devices so that
all members of the family can interact easily and comfortably with it wherever they are.
The system’s initial suggestion is a flotilla, where several crews (with various levels of
experience) sail together on separate boats.

Sky and Eamonn aren’t very happy at the idea of going on vacation with a group of
other people, even though the Thomsons would have their own boat. The travel organizer
shows them descriptions of flotilla experiences from other children their ages, and they
are all very positive, so eventually, everyone agrees to explore flotilla opportunities.

Will confirms this recommendation and asks for detailed options. As it’s getting late, he
asks for the details to be saved so that everyone can consider them tomorrow. The travel
organizer emails them a summary of the different options available.




How to present the scenario?
Journey map

Scenario Expectations
Sarah is going to the movies. She is « Great movie
excited to go out for the night and will * Friendly staff
meet her friend at the theater. * Good seat
Decide Travel Experience Return

1. Looks up movies on phone 4. Drives to movie theater 7. Watches movie 8. Exits theater
2. Decides which movie to see 5. Stands in line and buys 9. Drives home
and which theater to go to popcorn

3. Buys ticket online from 6. Finds seat next to friend

phone

"Finally | can relax."

"I wonder if I can find
a closer theater."

"Whered/:l‘{ny "It's so late now. |
friend?! have to get up early.”

"Where is my car?"

“Traffic is always so
bad!"

From
https://www.lucidchart.com/pages/examples/customer

-journey-mapping-software



https://www.lucidchart.com/pages/examples/customer-journey-mapping-software

How to present the scenario?

-
TOI lChpOlntS Rail Europe Touchpoints by Channel
Research Pre-Travel
Stage & Planning Shopping Booking (Documents) Travel Post-Travel

Channels
Website Maps Schedule look-up Web booking funnel Select document option (from Contact page for email or phone

Test intineraries Price look-up - Pass available options)

Timetables Multi-city look-up - Trips - station e-ticket

Destination Pages Pass comparison - Multiple Trips - home print e-ticket

FAQ - mail ticket

General product

&site exploration
Call Center Order brochure Site navigation help Automated booking payment Call re: ticket options Call with questions regarding

Planning (Products) Cust. Rep booking Request ticket mailed tickets

Schedules Site navigation help Reslove problems (info, pay- General calls re: schedules,

" ment, etc.) strikes, documents

General questions , etc.

Mobile Trip ideas Schedules Mobile trip booking Access itinerary
Look up schedules
Buy additional tickets

Communication Chat for web nav help FB Comparator Chat for booking support Email confirmations Ask questions or resolve prob- Complaints or compliments
Channels (social Email questions Email for general help lems re: schedules and tickets Survey
media, email, chat) Chat for website nav help Hold ticket

Customer Relations

Non-REI Channels Trip Advisor Airline comparison Expedia
Travel blogs Kayak

From Social Media Direct rail sites

General Google

https://cxl.com/blog/customer- searching

journey-maps/ O I o Vo W T

Request for refund, escelation
from call center.

Travel Blogs Trip Advisor
Direct rail sites Review sites
Google searches Facebook



https://cxl.com/blog/customer-journey-maps/

Summary and thoughts

 Who are your users?
- What do they really really want? (PACT)
« Base yourself in data - for example sometimes personas or user
descriptions are based on “wishful thinking”
 From understanding to emphasizing
* It's not enough to to collect the data - you need to
- analyze

- summarize
- presentitin a usable manner

Always remember: Don’t design for you; design for the user




SPECIFY the user requirements:
Further reading from coursebooks

« Benyon
- Chapter 3.2, “Developing personas and scenarios”
- Chapter 3.3, “Using scenarios through design”
« Sharp
- Chapter 11, “Discovering requirements”
HCD field guide
- Co-creation session
- Storyboarding
- Card sort (good for prioritizing requirements)

In future, see all material in the requirements engineering and relevant software
engineering literature (upcoming courses you will have in our program).




