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Understanding your users
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UNDERSTAND 
and specify the 
context of use

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



RECAP: UNDERSTAND and specify the context of use
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• 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
- Environments

• Specify this information at a sufficient level to support design
Location, people, objects, time, resources, task…

Consider and specify desires, needs and emotions



UNDERSTAND and specify the context of use
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Complexity of 
users & 
context

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

Values

Goals

Social networks

Norms

Occupation

Education

Ethnicity

Family status

Cultural identity

Age
Disability



Technology Acceptance
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Usability

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

*simplified version



Detour: Emphasize
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• Experience how the users feel, what they see and hear
• Capture emotions and experience emotions

Immersing yourself in the user experience

From understanding to emphasizing

Frustration Work-arounds
Methods
• Interview for empathy
• Shadowing
• Fieldwork



Example: POV user experience video
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Immersing yourself in the user 
experience

POV video of someone performing industrial services and using a tablet for digital support on a wind turbine

Screenshot from https://www.youtube.com/watch?v=xUjCD-fFU9k

Better: Try it yourself

Project: Design Thinking for Industrial Services (DETHIS)



Example: Importance of understanding

10

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



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



How to find out all these information?
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• Technologies and environments
- Observation / fieldwork (workplace ethnography)

• Users and group characteristics
- Interview for empathy
- Participative design
- Shadowing

Study!

Next: Examples of popular methods

Context

Icons by flaticon.com



UNDERSTAND: Observing and fieldwork
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• 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

• Data collection
- Field notes => revise and reflect => systematize

Do they use work-arounds?

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

Best at initial stages of research

Icons by flaticon.com



Fieldwork: Example
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From notes To information
Software: Obsidian Software: iThoughts X

Enrich



UNDERSTAND: Interview for empathy
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• 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
- Unstructured (not recommended)

Take care not to bring your own biases into the interview

Pre-prepared survey sheet, no deviations

Pre-prepared questions. Room for discussion and additional questions

Icons by flaticon.com



UNDERSTAND: Interviews, practical considerations
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• Preparation
• Keeping track

• Interview for empathy is usually done with two people

• Look out for stories
• Reflection and exploration
• Exploratory questions 

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

Know background information

Record it and take notes (transcribe the recordings)

1. Leading the interview
2. Observing the interviewee (reactions, emotions)

Ask why?

Review the summary together

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

Icons by flaticon.com



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

Icons by flaticon.com



How to express 
your research 
findings? 
(SPECIFY the user requirements!)
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ISO 9241-210:2010 Human-Centred
Design for Interactive Systems



Analyze, systematize and document
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• 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?

Mindmaps and diagrams

Interprete and connect the dots

Icons by flaticon.com



Example: Empathy Map
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From https://www.nngroup.com/articles/ux-mapping-
cheat-sheet/

Document interview (for empathy) results,
observations, fieldwork etc.

Buying a TV

https://www.nngroup.com/articles/ux-mapping-cheat-sheet/


Example: Personas and their journeys
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• Personas
- Represent an archetype that collects the the experiences of more 

than user
- A bit like a user group

• and their scenarios
- Develop several fictional persons to represent your data
- Describe their journey through a scenario
- Journey is an “informal narrative description”
- Think about the touch points: When and how they interact with UIs?

Representation of a class of users
The manager



Persona - scenario - goal
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From Sharp (2019)



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

Example: Jakob

https://thispersondoesnotexist.com/
For random faces that don’t exist

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
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From Sharp (2019)

Example: Family traveler



How to present the scenario?
As a written narrative
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From Sharp (2019)



How to present the scenario?
Journey map
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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?
Touchpoints
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From 
https://cxl.com/blog/customer-
journey-maps/

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


Summary and thoughts
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• 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
- present it in a usable manner

Empirical evidence

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



SPECIFY the user requirements:
Further reading from coursebooks
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• 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).


