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Contextual Design

Advanced Decision Support Systems



“’5 Contextual Design

Today's goal: teach you how to observe and interview people

And teach you how to interpret/model the interview data

Structure:
~ Intro to Contextual Design
— Contextual Inquiry

~ Interpretation, modeling and consolidation
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Contextual Design

A brief introduction



“‘5 Contextual Design

The goal is to answer the question:

“What should we build to help people do a task better?”

Understand your users betore you design a product

Acknowledges that software is more than a list of
requirements/features



“‘5 Contextual Design

Contextual Design consists of:

— Contextual Inquiry: Gather data from users while they do
the task

— Experience modeling: Use data to build models of the
context of the task that are explicit and sharable

The focus is on the task, not on the technology

[ he user experience should be central
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Contextual Inquiry

How to interview people about a task




“‘5 Contextual Inquiry

This is not a reqular interview
T hereis no list of questions

[t mainly consists of observation and explanation, plus
clarifying questions

Think of it as “learning from the user’

This is not about the app [ Web site
You are not doing "usability testing’

Your main goal is to find out how and why users do the
task, and everything around it
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“’5 Contextual Inquiry

To obtain data from users in their context

— INSIghts &

— INsIghts &

bout the users identities and their daily lives

bout relationships and how the task involves

collaborations with others

~ insights about how the task influences (and is influencec

by) users emotions

— Insignts a

— INSIghts &

Dout t

DOUt T

he users physical environment

he steps and decisions involved in the task

Understanding of breakdowns in current processes



“‘5 How it works:

Directly observe how people do the task

— People are bad at saying what they want (the user is not

the designer!)

~ People are bad at telling you how they do the work (tacit
knowledge)

What it direct observation is not possible?
Re-creation of experience
Cued recall of past experience

Don't settle for what they “usually” dol



“‘5 4 Principles of CI

1. Context:

Understand users real needs in their environment

2. Partnership:

Work with users as co-investigators

3. Interpretation:

Assign meaning to the observations

4. Focus:

_isten and probe from a clearly defined set of concerns



“’5 The interview

A note about participants:
— |dentify users (primary, secondary)

— Make appointments to interview them (individually) for ~1
hour

— Meet them at a time and place where/when they do the
real task

— Explain that this is not a normal interview, but an
observation study



“’5 The interview

Preparation:
— Voice recorder

— Pen and notebook

Ask them to use the device they normally do the task on!
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“‘ The interview

Introduction

(Get permission to record, explain your goal, explain Cl, let
them give you an overview of what they do

Transition

Now have them do the task in front of you

Observation and Interpretation

Ask them to think aloud; you will interrupt to ask questions;
avoid ‘summary information’



“’5 Observation and interpretation

Understand people’s underlying goals
— What are people trying to accomplish? VWhy?

Understand their current behavior

— What are they doing? Why?

— What are their priorities?

— What problems do they currently have?

— What inefficiencies or costs are they putting up with?

— How do they feel about the things they do?



“% Observation and interpretation

What, exactly, should | pay attention to?

— “life context” of the task (how it reflects their identity how it
interferes with their daily lite)

— others involved in the task (the nature of their relationships

with these others, and how they collaborate)

— how the task makes them feel (latent needs, delighters)

— physical environment in which the task takes place

(location, arti

facts)

— the steps anc

You need this to

decisions involved (flow of the work)

model the work in contextual design



“’5 Wrap-up

Summarize understandings
Ask any “pet” questions
Give tips on system use

Thank the user

[ eave door open for future explorations

Important for contextual design, in case you discover
things you should have asked but didn't
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@ Questions

Any questions about Contextual Inquiry?



Interpretation session

Interpreting your contextual interviews



Interpretation session

(Goal: Create a shared understanding of the user’s world

_earn multiple perspectives

Method: an immersive experience (not just a report)

One interview at a time, about 1.5-2 hours per session

Interviewer talks through the interview line-by-line

Do not summarize! It must be immersive

Others interview the interviewer

Multiple perspectives; shared understanding
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" Interpretation session

The session should happen within 48 hours of the interview
VWhat it you wait longer? You will no longer remember!
Solution: go back to the recording (transcribe/listen)

Better solution: do multiple short sessions

Preparation
— Yellow sticky notes (100 per session) + pens

— Flip chart paper or unwaxed butcher paper + markers (red,
green, black)

— Interview notes, photos, audio (backup)
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“‘ Interpretation session

Result of one interpretation session (you'll do 4-5 of these)
5 experience models”

50-100 atfinity notes
3-8 key insights

Eventually...
.the models from all sessions will be consolidated

.the affinity notes will go into a large affinity diagram

_the insights go directly into the report
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"' Team roles

Interviewer:
— walks through the interview

— makes sure important stuft gets capturec

Others:

— ask questions, suggest interpretations, design ideas
~ write important things on stickies (affinity notes)

— builds/annotates experience models
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“’% Team roles

Everyone:

— tell
— ma

— 'Md

each other to capture stuff it needed

e sure everyone is actively involved

KE sure everyone stays on track



&
“5 Steps
Write a user profile

User D, demographics, system use, knowledge

Create a physical model (if applicable)

Annotate during interview walkthrough

Walk through the interview

nterviewer starts talking, others ask questions, take aftinity
notes (yellow), build the models (now, not afterwards)

At the end: discuss/select main insights

Put them on 3-8 green sticky notes



“‘5 Affinity notes

Interviewer gives objective account of user’s actions ("how ")

Cveryone else probes the "what™ and “why" behind the
actions, write down important things on sticky notes

What are examples of important things? See next slide...



“% Affinity notes

Take from interview:

— Interpretation of events

— Important task
characteristics

— Insightful quotes

~ Higher-level inferences

(label them 1)
~ Design ideas (DI)
— Sensations (5)

Take from models:

Breakdowns

Design questions

— Anything unexpected



“% Affinity notes

Result
— Allrelevant things on sticky notes

— About 50-100 per interview, labeled U#-#

— Keep them concrete and short (more notes = better)

— Facts + explain why it matters

— Make them concise but not too cryptic
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" Affinity diagram

Atter all interviews are done, put the affinity notes into a
diagram:

— Shuffle and divide your affinity notes (in batches of 30)
— Put up your vellow notes in groups (of max 6)
— Add blue notes to each group (overarching statement)

— Add pink notes (groups of 2-6 blues; still use “I" language)

— Add green notes (themes; groups of 6-8 pink)
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"‘ Affinity diagram

Any questions so far?
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Experience models

Ditferent perspectives on the users life



Experience models

The experience models describe users practice in context of
their lite

Understanding the context helps software designers go
beyond single-feature solutions

Fach model provides a different “lens” that reveals part of
what matters

First, create a full set of models for each interview

' hen consolidate the models into a single model



Day-in-the-lite model

how things get done
throughout the day

|dentity model
what matters to the user
Relationship model

how closeness to others is
affected through the activity

Collaboration model

how collaboration gets things
done and improves
relationships

“‘5 8 models*

Sensation board

aesthetic and emotional
experiences

Sequence model
the order of work tasks over
time

Decision point model

what influences the user’s
decisions

Physical model

the constraints of the physical
environment
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" Day-in-the-life model

This model captures how people get the task done

How the activities involved in the task integrate with their

ife

Collecting the data:
During the CI, make sure to capture the tull activity

Building the model:

Divide model into the places where the activity takes place

Capture every act related to the activity
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“' Day-in-the-life model

What to capture about each act?

— Where the user was (location on the model)

— What they were doing
— Content accessed during the act
- Attention needed / given to the act

— Device usea

Put it on a sticky-note

| his makes it easier to move around and consolidate
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Day-in-the-life mo

Day In The Life -

Odessey - UO49

Prepping to go --

Charges all his devices (tablet,
phone, laptop, extra batteries)
and puts movies on tablet day
before trip at home

Prints boarding pass at home
on Saturday for travel Sunday

Packs noise cancelling head-
phones at home

Emails hotel for early check-in

Hotel in Barcelona

Uses hotel phone to call wife
(BD: very expensive)

Night before flight home:
- uses laptop to check in
(prints boarding pass at
airport)

Stayed up late at hotel to
watch game on MLB.com on
laptop (paid for high-speed
access)

Airport/Flight

Listens to podcast on phone in security
line

(continues listending during flight)

On long flight watches moves and TV
shows on tablet

Watched football on pub TV at
airport

Annoyed flight doesn’t have
wifi-would have preferred to watch
ballgame

In the world (Barcelona)

On street, used public wifi to
bring up mapping app and find
out how to walk back to hotel
after dinner

Sightseeing, used colleague’s
phone to access Yelp and find
restaurant

On street, used Google Translate
to look up word

At restaurant, used camera on
phone to photo the displayed

special dish rather than try to
describe it to waiter in Spanish

At work

Looks up flight possibilities, books
flight through company travel page at
desk

Talks to boss about where to stay (in
person)

Prints out itinerary a few days ahead
of trip

Emails restaurant to make reserva-
tion (big dinner with colleagues)
- uses Outlook to coordinate time

Conference in Barcelona

Use Facebook messaging to stay
in touch with wife & kids

Took notes with pen & paper
- keeps phone charger with

Constant emails on phone
about meetings, etc.

e



“% Day-in-the-life model

Consolidate after all interviews are done:

— About 3 “organizing contexts” (main locations of the
activity)

— Organized activities by context

— Best stories per activity
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Day-in-the-life model

Home Base Work Place

High-level synthesis of work and life activities that users do in the
work place. Include data about which devices are used and how users
are interrupted by others and themselves during work activities. Also
include data about how users organize their activities into chunks of

Commuting

High-level synthesis of work and life activities
that are done while commuting that relate to ﬂ\

High-level synthesis of work and life activities done at home that relate
to the project focus. Include data about which devices are used and
how different activities are fit into chunks of time.

Question to prompt design

the project focus. Include data about which
devices are used and how different activities are
fit into chunks of time.

User story that captures the main themes
of this section of the model.
Question to prompt

design thinking

Question to prompt
design thinking

- User story that captures the main
B themes of tissextion of the model

-
.passenger M

ory that captures the main
of this section of the model.

.driving or walking

af

What do users do while commuting if they
are walking or driving and so have to pay
more attention to the commute? Include data
about the devices they have with them and
the chunks of time the use.

= a2

What do users do while commuting if they
are a passenger and so do not need to pay as
much attention to the commute? Include data
about the devices they have with them and
the chunks of time the use.

How do users get ready to transition
between home and work? Include what
devices they bring with them and any
checkins they do in preparation for

their commute or workday. :

Question to prompt
design thinking

Question to prompt.
design thinking

Moving in the world g

High-level synthesis of the places outside of home and work and chunks of
time available to users in those places, where they do activities related to
the project focus. Include data about which devices are used and how
users make the most of free moments and longer waiting periods.

Offsitework M k-_,
Include information about where users go
to do work activities. What devices do
users bring and use? Are there constraints
specific to the location?

-
Free moments M
Include data about how users fill small
chunks of time to accomplish work and life
activities. Which devices are used?

Question to prompt
design thinking

Offsite meeting L n

Include information about offsite work

Include data about how users fill longer chunks of
time when they are waiting. Which devices are meetings. What devices do users bring and
used? use?

Longer wait time L) i

Question to prompt.
design thinking

&\ -

at T passenger
.driving or walking ol @ Whotdousers do white commuting if they

@ M re?pessenserandsodonotneed topay as
much attention to the commute? Include data
about the devices they have with them and
the chunks of time the use.

What do users do while commuting if they

are walking or driving and so have to pay .

more atention o the commute? ncluge dars GOING home
about the devices they have with them and

the chunks of time the use.
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" ldentity model

This model highlights sources of pride, selt-esteem, value

How the users identity relates to the task

Collecting the data:

During the Cl, sensitize the concept of identity

Building the model:

Set up identity element groups (3-4 broad cateqories)

Add identity data to the groups (Points of pride,
exciterment, personal investment, disgust)



‘ o ldentity model

What are the identity element groups?

| do: identity as it relates to the work of the activity

| optimize my time’, | make time for my kids”

| am: how the person approaches the activity

I'm a responsible parent”

1-2 other groups
keep these empty at first; they |l emerge
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Identlty model

Uo2 Identity Model

_ | like being comfortable (el
e reasonabl ;

& velaxed when | travel ANsirs o businegs i ":‘Ced{

_ | double-check available e ave.
seats on My flight to see think I'm wasti r? COO“SS to
if a better seat is available money gieoripany

_ | ignove the rules and listen - 'm embarrassed to stay at

ay a

to podcasts during takeoff a $400/night hotel

— | travel with a tennis ball

massager
| LIKE | DO
Sy
- g of
| am dese
trave‘
«| tra\/
and
| am o Veterar penefi
veler evso
le;\ave ps & tricks
to pvep
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“' ldentity model

Consolidate after all interviews are done:
~ 3-4 sections (I am, | do, ...)
— 8-12 identity elements that characterize people

— Each element has a name, an “elevator pitch” (speech
bubble), a description, and a number of “give mes’
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“If L haven't been there, then I
want to go. Period.”

All of the places I've visited have expanded my
perspective. | learn so much when | travel, | always
want to see new places and experience other
cultures. Every trip is an opportunity to see

something new and if | can | will arrange my travel so
I can visit as many new places as possible. | even
keep a list of the places I've visited and the places
I want to go. Seeing new places is definitely
more important than luxury or convenience
when | travel. | may not have traveled
out of the country yet but |

“I'l try anything once!” want tol

Give Me
Life is short; when | travel | want to do things that
are exciting. Other people worry too much and miss
out on some great adventures. | love having new
experiences, meeting different kinds of people,

« Learn my level and kind of
adventure and tailor suggestions

seeing remote and exotic places and trying local
activities and food.

« know what kind of exciting
experiences I've already had and
suggest something very different

“Traveling is one of
life's great pleasures!

“Ifthere’s afestival in the next
town starting in an hour I want to
know, I might just hop on the bus and.

I travel as much as possible. | can't think of
anything better to spend money on than travel, it's
50 much better than buying stuff Travel isn't stressful
for me, I've done enough of it that I'm confident | can
handle whatever comes up - even in a new place
with a language | don't speak. | always find
wonderful gifts for my friends when I'm traveling
- they are so much more interesting than
something you can get locally. Traveling is
just part of my life; 1 plan, | go, | enjoy,
and look forward to the next trip.

Give Me

My everyday life is so scheduled! When | travel |
want to get away from all that. It's so much more
fun to decide what to do on the spur of the
moment. | don't want to feellike | have to be
somewhere at a certain time because “It's the plan'
so I read up on possible activities to get ideas, but |
don't make any firm plans ahead of time. As long
as| have ticket to get there and a place to
sleep, everything else | can just play

y ear.

« Instant access to all the info |
need to make a decision: hours,
cost, daily special activity

* Allow me to snap a picture of
aflier or poster for an attraction
or event and show the location,
directions, and cost so | can go if
I want.

“I's all about the kids ~ if they
are happy I'm happy!”

Give Me

« Suggest locations, activities, and
enriching experiences based on
kids' ages and family configuration

Making sure my family is comfortable and has a
good time is the most important thing when I'm
planning a trip. | want my kids to have "a good travel « Show me what other families like
experience"” so | do research and talk to other mine do — beyond community travel
parents to find out what places and activities will be dis
good for them. It is important for kids to have
adventures so I'll even do things with them that |
wouldn't do on my own. | try to fit in some of
my own interests on trips, but only if it
works with what the family is doing.
Family first is the bottom line
for my travel plans.

« Akid friendly planning tool so my kids
can feel involved in the planning
process and get excited for our trip

tome (Activity specific identity elements--doing)

(Characterizing my attitude relative to the activity)

Give Me

 More in-depth way to keep track
of the places I've visited; let me
indicate if | spent quality time in
in a place or if | was just passing
through and let me track what's “If I can't ind a good deal then I'm
on my st of must see places. ing it

« Help me use connections and
and layovers to see new places.
Don’t just show me the most.
direct route from A to B, show
me where | could stop along the way.

« Recommend trips/packages that
will take me to places | haven’t
been, but want to go, especially
if it fits my budget

1know that there are good deals out there. It just
makes sense to plan my trips around deals, special
offers and using travel points. | like the challenge of

getting the best deal and have lots of ways to find out

what's available. Subscribing to deal emails for
interesting places helps me learn about fun things
to see and do, AND | always know I'm getting the
most bang for my travel buck. If | feel like |
haven't gotten a good price it ruins the trip
for me.

| plan

Give Me
“I'm a beach person.”
I have to get out of the cold.”
“Its all about comfort - we don't
canp.”

« Give me the benefits of my
frequent travel without having to
manage lots of rewards programs

» Take the hassle out of shopping on
the road. Give me an easy way to
have my purchases shipped home,
or to the appropriate recipients,
when I'm traveling.

¢

Iknow what | like. If 'm going to go some place, |
want to be comfortable and be able to do the kinds
of things that | like doing. There are certain things
that are just non-negotiable when I'm choosing a

destination. | don't mind going to the same place
every year f it's got what ' looking for.

| am

| like

Give Me

 Show the average price paid for
this type of service to show what
I'm saving compared to others

» Show my all time best deals so|
can relive the thrill and so | have
something to “beat”. Give “awards”
or “trophies” to people who get
the best deal on a flight, hotel,
activity, etc.

0
41

» Show me a running total for the
cost of my trip as | try out different
configurations for flights, hotels,
dates, etc. Alert me when | have
gotten to a great price.

Give Me

o Let me set acceptable thresholds

travel distance/time, and only
show me trips meeting my criteria

» Let me read other people’s Trip
Advisor reviews and then give
them the thumbs up or thumbs.
down — like Pandora ~ to zero in
on what 1 like

(Characterizing what | like when engaging in this activity)

possible. | get emails about travel and bookmark a
bunch of great sites for travel information, but I'm

ldentity model

“f I'm going shopping, 1 find my
husband a museum nearby—and

everyone has a good time.”

Give Me

» Allow me to create multiple
“whatif” variations of a trip
50| can experiment with

Ilove to plan trips for my family and friends. | like
the challenge of managing our schedule and
budget to get the very best travel experience

traveling companions and myself.

always looking for new sources of travel tips and
info. It's really important to me that everyone has
agood time and gets to do the things they
really want to do.

» Allow me to search based on
location and time ~ s if 'm here
at this time, what's nearby and
available

“I'm not a tourist.”

Give Me

 Tell me about locals-only hangouts
and places that are off the beaten path

When | travel | want to have authentic
experiences, | didn't come all this way to eat at a
McDonald's. | decide on travel destinations and
accommodations based on what will allow me to

 Help me visit the main sights
without feeling like a tourist. Suggest a
cultural twist or unigue local

really be part of the place I'm visiting. | love ju FEREE D A ENER B ETE e

walking around a city and soaking up all the sights
and sounds. | don't do guided tours, I'd much
rather just explore the place myself.ll get a
guidebook if | want to find out more.

« For any street or location, give me.
a cultural overview of the immediate
surroundings that includes history,
recent mentions in local media, and
events happening here

“I want to have
my own experience.”

Give Me

» Focus on the “single traveler”
experience when makiny
suggestions — beyond helping me.
meet other travelers. Anticipate
what will enrich my experience.

Travel is a personal experience. There is so much to
take-in; | don't want to be distracted by other
people. Museums are the worst when you feel like
you have to look at each piece for the same amount

oftime as the person you are there with - Id so much

» Show me deals, ticket to events,
and reservations at popular
restaurants that wouldn't be
available to a group, but have
space for an individual.

rather go alone. It also just ea

worry about me.

1only have to

FiGURE 7.8 Contd



< o ldentity model

“I'm not a tourist.”

When | travel | want to have authentic
experiences, | didn't come all this way to eat at a
McDonald's. | decide on travel destinations and

accommodations based on what will allow me to

really be part of the place I'm visiting. | love just
walking around a city and soaking up all the sights
and sounds. | don’t do guided tours, I'd much
rather just explore the place myself. I'll get a
guidebook if | want to find out more.

Give Me

e Tell me about locals-only hangouts
and places that are off the beaten path

e Help me visit the main sights
without feeling like a tourist. Suggest a
cultural twist or unique local
perspective to enhance the experience

e For any street or location, give me
a cultural overview of the immediate
surroundings that includes history,
recent mentions in local media, and
events happening here



Relationship model

T his model captures closeness

ow closeness is aftected by the activity

ow closeness affects the activity (support network)

Collecting the data:

-or each other person involved, get the user to talk about
the level of intimacy with / importance of that person

Building the model:

Draw during the interview, then redraw later



Relationship model

During the Cl, pay attention to:
— Who that person is and their role
— How often that person is touched as part of the activity

— What information or conversational content is shared as
part of the activity

— FHow decision-making is impacted

— FHow the activity promotes doing things together

You can draw a preliminary model during the interview

Cach person is a bubble, containing activities and teelings



“‘5 Relationship model

Fach person is a bubble, containing activities and teelings
Distance = closeness

Add drivers of intimacy (e.q. frequency of doing this task
with this person, family relationship, etc.)
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Relationship model

\

TOg Relationship Model

raveled to Uganda
with Tog

interested in charity
work, brought them
closser together

Charity
co-owner and
“instigator”’
From Uganda - T8

doesn’t relate
culturally so much
- Not able to predict
how she will respond
-Hard to have deep

conversations because
there’s no shared
background

ME 8
S
. +
Charity co-foundex £
- Feels comfortable IS
asking TO8 to come £
to Uganda =8
- To8 & wife shared o
vignd “day room’ -naps = g
of t;;\o and relax <8
ant - She leads the charity S =
work--he respects =
that o9
- Talk about what to S
do for the charity 2o
3
=
5%
S
B
oS
s =
._B §
>3
£
3 "7‘
EE 3
£
3
Daughter of T

&
ecamé
(2
ecaus
b. ov“t

Co-owner’'s mom
- Have hosted her on her

visits to US member Uganda
- On board for charity - Not so much contact | \ - Asked to get together
- A little overbearing - with her there

made me feel like a
child

Charity board

- Respects her passion
for charity work

family friend
- Student curvently in

>




“‘ﬁ Relationship model

®

Consolidate after all interviews are done:
- 3 levels of relationship
— At each level: the main relationships and illustrative stories

— On the right: introduce issues, activities, and sources of
closeness for each level

— [ar left: what creates the closeness

— Question bubbles: boundaries and opinions
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Relationship model

Help me be in touch with the
right people at the right time.

Help me find
things to do and
places to go.

More

Significant Other

We already communicate all the time

Our lives are intertwined; we live together, 50 we talk constantly while
planning our trips. We use everything to communicate just depending
on what makes sense in the moment: text, email, phone, sometimes
we both sit on the couch and look at a possible destination on the iPad.
When we travel we take funny pictures in each location. Coming up
with ideas and directing each other to pose is fun and having the
pictures afterward is a great way to remember the trip.

'Young Children

1 know what to share with them

Iwant my kids to be excited about our trip 50 | show them
pictures of the places we willvisit. It makes them feel more
connected.

Close Friend

Parents

We connect by planning and traveling together
We go back a long way, we're family

Shared history, shared interests,

and frequent contact

Isee my close friends whenever possible. f they don't live near
by we travel together or visit each other. In between trips we
talk on the phone, text and email to stay in touch.

It's great to see my mom and dad. We are always looking for ways to fit
in a visit and plan to travel together as often as possible.
We're family, so it’s pretty informal, | just tell them I'm going to be in

town, email my flight details to Dad and of course he picks me up at the
airport.

Planning trips or visits happens as part of our regular
communication. Because we are so close,  feel comfortable
asking for a favor like being picked up from the airport.

sso

Close Group of Friends

We know how to stay close, even when we are apart
¥m part of a group of friends that is spread out geographically. We
organize trips so we can spend time together doing something we all
enjoy like biking. Planning the trip keeps us in touch. We send emails to
figure out travel detals, but also to joke around.

What do people like
my group do on trips?
How do they plan ?

What do I want to
share with others?

Dol have to find and

Keeping everyone connected is important so i someone can't go on the
trip we call him after a day on the trals to debrief the ride and post
pictures on Facebook and Instagram. He comments on the pictures and
we trash talk in real time!

Local Friends

Shared Interest Friends

They're nearby, so we talk and hang out

We share a common interest, so that’s the focus of our interactions
1 have friends from my religious group, hobbies or other activities. We get
together to talk about and do things related to our common interest. Having
something to talk about and do together makes it pretty easy to be friends.

I have friends who | haven't known for that long, but | see pretty
regularly. We are at a similar place in our lives 50 we have lots of

Ik about. We 8 Hips or talk
about our recent and up-coming trips; and we comment on each
other’s travel pictures on Facebook.

I text or email them to coordinate an activity or to get together if| happen to
be in their city, but | don't text just to say hi. Outside of our activity we don't
have much in common and so we don't really travel together.

Acquaintances

Sometimes | email these people at work or in response to a group email

from a mutual friend. We see each other by coincidence, like at work or a
friend's party.

Sometimes | even invite them along on a trip. | wouldn't plan a trip
around them but | would enjoy their company if they could come.

Extended Family

When we do talk or get together, we enjoy catching up
I don't i
Help me share the o bt e

y often. | don't thir mail them
a reason to, like asking my aunt about borrowing

right things with peaple muchsbut e ave asin ; I sometimes tell them about places I'm thinking of visiting to see if they’ve
liotisclaelo Ilike hearing \d hist

my aunt and uncle’s trips when they were first married is cool because my
boyfriend and | are at that stage now.

been there or share a few anecdotes from a recent trip.

Friends of Friends

e . Relationship Model: My People & Travel

connected to them o plan to keep in touch.

Our relationships with others are one of the most basic ways we understand ourselves and our place
in the world. Connecting with the people we care about adds tremendous value to our lives.

Supporting those connections through design can make a product or service truly transformative and
Co-worker loved, but to do that successfully we must understand the important relationships in our customers’
When we interact it's by coincidence lives. How do they communicate, what do they talk about, what do they do together and how often do
e o omearenane e they connect? The swirl of people around each person can be thought of in groups depending on
‘Sometimes | email co-workers a picture or two from my trips, like
the one of my son holding an alligator.

their level of involvement in the person's life. Each group has its own characteristics, favored
methods of communication, topics of conversation and activities. In general, we see that deep

connection is based on shared history, frequent contact, and sharing multiple areas of one's life with
another person.

Acquaintances



Collaboration model

T his model highlights collaboration
Activities and relationships

Preparation, schedules and deadlines, delegation/roles,
meetings, etc.

Collecting the data:

Anytime the user interacts with someone for the activity,
pay attention to coordination, (in)formal roles, devices

Building the model:

A tlow diagram for each collaboration intent



Collaboration model

For each collaboration intent:
— A bubble for each person (including the user)
— A square for each repository
— Communication = arrows between bubbles

— Write the content of the communication on the arrow:
include the tool

You can already capture them during the interview, but make
sure to re-capture them during the interpretation session
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— Collaboration model

T8: Collaboration Flow
Finding a place to stay

Email:_how much for 2 weeks?

Apa rtment

price is $150/day Hotel jn (,
Iganda

Ew\a“'-

mother
(lives in Uganda)
_ Checks out hotel
- Puts down deposit
_ Gets hotel to honor
original rate

TS: qulabomtion Flow
Planning a safari

Email: | have quote for this
amount, can you beat it? 2,

Safarf company

To8
rep in Us

” pid research on

/ cafari packages .
‘ _ Locked one ins still

looking for bette
deal

Email: Yes, here are 3 0 tions

WEB

;—‘.R:search the
ighest option h

dl i
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The Project Manager oversees the smooth running
of multiple projects. He/she monitors and guides
day-to-day work, keeping in touch with the leads of
each team to remove roadblocks, track progress
and make decisions--real-time status is a must. The
PM uses multiple devices and apps while on the go
to check in with people and to look at their work in
real time, though sometimes security gets in the
way.

Checking on progress

= Communicating

a &
610

Collaboration model

Project Manager

The Project Manager runs interference with upper
management, working around red-tape policies.
He champions his people for a job well done to
stakeholders. One-on-ones and team stand-up
meetings help him keep in touch with issues so he
can smooth the path and keep the work going.

My Manager

| share accomplishments
® Report on team with my boss to put the
% progress best face on the team’s
s
work. If | need help, | meet

with the boss in person. |
try to head off her requests
that would distract the
team.

I need 3 people to go to our
California office next week.

Should | coordinate with them
directly?
No I'll make the plans for P
Administrator

‘ them as a group—I don’t

want any distractions. I get the admin to do all the
travel for the team; that
way they don’t have to
waste hours on this. | wish
my administrator could
help by approving travel
and purchase requests, but
it is not allowed.

Meetings
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Collaboration model

Co-Planner: Planning our trip

Coordinating with others Trip Owner: Planning our trip

When together When together

smatocamercnve. [Rg)
Syt
Au .
Get advice for activity Travel Advisors

Maybe we should stop here.

Calls her aunt in California the - " i
p;szib:itsgc;':nu;g:l;l;eashi .lnds h; I ask people | know about their experience with the \
boyfriend drive up the coast. place or activity I'm considering for my trip. Depending Take 2 look at this place...

on how well | know them I can ask for more specific
details or if they would recommend it given my family
and personality. | talk to other parents to find out if

We're thinking about taking Semetine peu gk sosd Gy ke

the kids toVictria ths X
summer What doyou think? | Friend
. famil Get information about a destination
1just sent you a link for a Get advice on mlly travel He asks around the office to find out if anyone he knows
boat ride in Victoria we. While their friends are over for dinner, the has visited Yellowstone so he can get some basic informa- RTiEToTTHERaEou No, | don't wantto go there.
could do with the kids, couple asks about their experience. tion about accommodations. that loes emaiied you?
what do you think? traveling to Victoria with kids.

Has anyone been to Yellowstone? How far
Friend Co-Worker ‘away from the park s the nearest hotel?

J
N Everyone should drive
through Death Valley once

When apart

We're going to be in
san Francisco for a
few days.

Fellow Travelers When apart

If it works to meet up or travel together that’s great, ] s was in the New
but I'm not changing our overall plan so these " section today, it
found some more: people can come or meet-up with us. If we are going ook gorgeols.”
= activities we could -

o sach oo to travel together we coordinate about what kind of

e n Son Francsco daily activities we would all enjoy and logistics.

doin Vancouver.

Can you book the

I booked our fights
= today. Im forwarding
" Hotelin Monterrey? Get rec fations for a inati Want to join us for 5 youthe itinerary. I'm
— < aweekend rip? il working on hotels
Afriend who lived in San Francisco not only makes suggestions —
for their trip while they are together, but follows up by emailing

them a recommended itinerary. Invite others
Emails couples she and her
husband are friends with to see
Friends  if theyd like to join the trip.

This resort looks
 gorgeous, what do
2 Youthink?

Hey! We're going to
Vegas the same week.

Do these layovers
' look reasonable?

What kind of things do.

You guys lke to do?
Here's our hotel

" information.
3 e (D Trip Owner
Friends Ata dinner party “feels out” the .
Here's the time-share Hey, what's o
cfme- other travelers to see what they'd . Hoywhatsyour et
condo we're staying at. Jike to do, but ultimately she decides. aent v
Text
\found this dealon Co-Planners Travel with friends
While having dinner with friends, they find
we should get it? out that they’re all planning to be in Las.

Vegas the same week. So they make plans
to meet and share accommodations

‘We'd like to come vist on these:
'~ dates. Does this work for you?

Coordinate with in-laws

She and her husband will be in the area visiting
friends so she coordinates dates to visit her
In-laws husband's parents as part of the trip.

People we're visiting
Sometimes | plan a trip for the purpose of
visiting a friend or family member. Other
times I’'m already planning a trip so | will see
if I can fit in a visit. Either way | check if the
dates will work for the people | want to visit.

We want to see you guys.

When can we come visit you
in North Carolina?”

Plan a trip to visit friends

She plans a trip to North Carolina so she and
her husband can spend time with one of his

Friends  Miterybuddies and hi e



“‘ﬁ Sensation board

®

This model captures aesthetic and emotional experiences

Mood board with various sections

Collecting the data:

During the interview, pay attention to the smile or grimace

Building the model:

Put emotions and sensations in your affinity notes

At consolidation time, walk the aftinity diagram to extract
key sensations



Sensation board

Step 1: Walk the affinity diagram; tind emotional themes,
write them down

Step 2: Agree on 4-8 sections that seem to contain strong
emotional themes

Step 3: Label each section

Step 4: Find pictures that fit the feeling expressed by the
section
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Sensation board

CONFIDENTMOMENTUM

DISCOVER

YOUR PATH

RWAY

pSverez5u
_[X\W' EILK o 3
CIVEZX

ELIGHT| HE |

'POSSIBILITIE

(NT~-WORRY-FRE
N ST

NFETTERED

= "pLANNING AND TRAVEL

DAYD REAM

TOGETHER

K.

AUTHENTIC

EXPERIENCE S
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“' Sequence model

This model captures users actions in detail

Reveals strategies, intents, and how tools help/hinder the
task

| he steps may change, but the intents tend to be stable

Collecting the data:

VWatch the action and write each step down in order; level
of detail depends on the task
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“‘ Sequence model

Building the model:

For each activity:

— |dentity overall intent (title” of the model)

~ |dentity the trigger

— Capture each step

— |dentity breakdowns

— |dentity additional intents (why certain sub-tasks are done)



Intent: G1 hangs Trigger: G1
. . 4/5
out friends when notices mutual free 9:00pm
she has free time. time with U1. op
People need to
: G1 emails U1 that | negotiate an
Intenct).nToOg:itch w » sheisfreefor | —— event
el lunch on Tuesday. 9:00pm
People want to
Intent: t:'Jr1thSd know when their
spouse’s birthday U1 contacts —  friends are
s on tTl:eskday. FP 77777777777777777777777 spouse for his - available to do
Wwanis 10 Know I availability on :00pm thi
he is available to Tuesday SOl ]
go to lunch with v
U1.
4
U1's spouse is too
busy to do .
anything on 2:00pm
Tuesday.
4
. U1 emails G1 to People need to
Intent: U1 ('_"an g0 confirm lunch on — —{ discuss what
R, p  Tuesday and 300 m tod
because U1's y Lop 0 do
: suggests place to
spouse is busy.
eat.
4
G1 emails back for
directions to the 3:15pm
Some people may place to eat.
want to attend, but
something might come |
up. They want to Y Because people have
communicate that to access to different media
the other attendees. G1 calls U1's a7 at different times, people
m Conflict — house to cancel 9-00am 1 need multiple ways to
the lunch. ’ /// contact or receive
e information from other
J Accommodation members of an event.

1 didn’t pick up her
phone

4
: : . U1 checks her U1 emails G1 to
Sometimes people | Intent: Something | answering N
. > . ] > do lunch at -
are available for the comes up to G1. machine: G1 can’t . N
. another time. \
event at the time the | do lunch anymore.
event was proposed, \
but their schedules fill . |
11:00am
up. A_'/ 10 If the event does
11:00am
not happen,
people might

want to do it
some other time.
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“‘ Sequence model

Consolidated structure:

_ike a sequence model, but with common structure anc

strategies

(Group sequences that do the same thing
Segment them into common “activities”

[dentify the common intents



Intent: U1 wans to spand
ume wirh trierds and loved
e,

IMent To qauge the
thaughts and preferences of
event greup menrbare in
arder b spand ara with
e,

Intent: Tc accommodate
(ckanges in) schedules and
aterANCAs

Intent: Kezp oeoplc updaled
about the slaius of tha evert.

The level of detal for events is variable at any gven stage
during te plerning of a casud ovent: Users need to be akble
to specify information at the level of granularity they feel is
necessary.

Tha details of an event may not work fo- or be dasirakble o all
memrhers of the event, and if these cordit ons are met - tings
change!

Trhroughoul Lhe planning process users need to be able to
adapl the details of an evenl to best (it with the preferences
and schedules of those participaling in the event.

=ven a casual event can be made cf meny specific detsils In
order for these detal's to exet and bz known to other members
cf an evenl, users naed to be able to communicate the
datails with each other.

Trigger:
Lvrarerass of
potental
avai ability andion
shered inteca.

U1 inttiates (he prccess of creaiing and
olanning the event o is approadhad oy a
»| moambderof the event: A euggeetion or
~omminieatnn Nt crant Aavant fatals 1

e,

Ferdhack 1S given from event groip
ey be(s)

A

I current or sugoestad event detals
conflict with ay group memoer's
schadule or prafarences, atliempte ara
made 1 adjust event daiils 0 bast i,

h 4

-

f conflict zortinuee aftar accomenodation

#tempt. memhers mzy make their oan

adustinents o chuose not W parlicipals
n the event,

Currant event defailz arz communicated
ta all event graup membes.

The Bvernt occuars.

|

Post evert nctvitizas may ocour; planiing
of & repezt or additional event may
happen row or al a Bler dals.




Decision point model

This model explains what influences users’ decisions

1 hings that have a pos/neg impact on the outcome

Collecting the data:

ook for decisions, collect everything that influenced it

Building the model:

Put the positive and negative influences in a mode|

Consolidated structure:

Put the ones together that are about the same decision



"' Decision point model

®

U7 Decision Point Model

Where to stay Where to eat

/——' —

Driving distance | More than $150/night

>

Veteran’s day deal

Featured on Food Network

Bad reviews

Activities Nearby <
=
Bad reviews >
Near shopping

Free parking

Same/new place
>

Free wifi

Availability for
friends to come

Local/non-tourist
stuff to dg
7

Free breakfast

In the right
direction

Previews suggest
it’s clean
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Decision point mode

Decision Point

Decide to buy without shopping around Decide to shop around before buying

I don’t want to think about it — the price isn’t
that high

It’s not worth the effort to shop, this price is
good enough

My time’s too valuable to worry about a
$20-40 difference

I think my price is good based on word of
mouth

It would require too much time and effort to
shop — even though I’'m not happy

The price is low even though I'm not happy
with the service

I've received great service so far

I've been with this company for many years

| know someone who found a cheaper price
and a year later the price went up

Money

| know | can get cheaper

The price increase broke the next $100 level

I think | can get better value somewhere else

Service

I’'m irritated with the customer support - they aren’t
responding to my complaints

They aren’t providing the service features | want

Life Changes

I need to adjust my plan, which will increase my cost

Life circumstances have changed - time to see if
there’s a better fit



“‘ﬁ Physical model

This model describes how people use their space
—low do people organize and cluster their space

T his informs how to best organize things in an app

Collecting the data:

Draw a picture of the environment and annotate it during
the interview... where are things put and why (intent)?

Building the model:

Add detail about organization, division of space and
groupings, movement, breakdowns
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Physical model

U23 Physical - car interior

Rada”
/K/\QM@W
O

===l
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“’5 Physical model

Consolidated structure:

Very similar to a regular physical model (although perhaps
a bit more schematic)

Might include variants



oly

Physical model

[ Sunroof Button
Window and Moon roof

. . Has to press twice to
make too much noise (buffeting) P

open all the way

Steering wheel covers some
of the tell tales (cruise control)

5-Way controller: Uses wrong one
accidentally because

they feel the same Taps on arrows, Accidental activation

but not responsive when using touch screen

- — — Thinks it's
Must pre?s seat Has to look at a CD changer GloveBox  paquires prying
memory for easy exit -~ touch screen to CoPEr to get open

select controls
Hang. ) CD's

Push to 1

alk
CQleaning Qloth
N
19" Packers
Seat Me, iver
emory owdrive
Hard to see . o
Tuck Byt | - ) face of phone ) c\ean\f@O"‘“
Purse pops trunk for messages

Post., .
t Notes open inadvertantly

~

Tablet . r
s
ap Ccapacitive syl ( f
Car ey

Trashy M

P HaV, post'“Pnd purse W/

pronein

Awkwardto
reach trunk button

Door panel flexes . y
and makes slight noise . Chart

ger Cords

Armrest Center Storage Space

Touch release:
Armrest storage

difficult to open Bin opened
inadvertently

Difficulty to
open bin

- Business Cards
Garmin Navigator

Screen Cleaner Cloth

Safe House Key \ Charge Passenger's Phone

) Center Stack Storage Bin
Ultra Clean Variant




