Contextual Inquiry ( User Analysis

Notes

· Discussion questions

· What would we want to record and share about users?  About tasks?  About the environment and circumstances under which users do tasks?

· How will information on users, tasks, and the task environment be used in design? 

· What properties do user and task characterizations need to have in order for them to serve as useful tools for the design team?

· What challenges and issues can arise in user and task characterization?
· Synopsis of what the readings provided – 

· Examples of dimensions – Turns and Wagner, Hackos and Redish (last week), Cooper chapters on implementation models and expertise

· Examples of ways to synthesize/represent  dimensions: Hackos and Redish (this week), Cooper on personas, Kuniavsky on personas

· Strategies for choosing/procedures for moving forward:  Kuniavsky, Cooper

· Required:  Hackos, J.T. and Redish, J.C. (1998). Chapter 2 - Thinking about Users, In User and task analysis for interface design, John Wiley and Sons: New York, pp. 23-50.  
· Main points

· p. 23-24: Excellent set of questions! 

· Primary / secondary users / user communities / users as buyers / surrogate users

· Assembling a user profile team… guidelines about getting people who know the users and having them provide information… brainstorm prelimimnary list of users and create a matrix… create initial user/task matrix / discuss your assumptions about users / decide how to test your assumptions

· What to know - Jobs, tasks, tools and mental models: How users define themselves: Users and jobs, what they know about jobs, what they know about tools, Mental models and vocabulary

· Individual differences: Personal, physical, cultural, motivational

· What are the tradeoffs

· Questions / Thoughts for students
· Write down one type of information that you might consider collecting from the users.  Have the class make a list… encourage students to get their information up… by calling on each student and see if they can add something new..   

· How do you feel about suggesting that you collect this much information for users? Write down one adjective that describes how you feel in response to reading / grappling with this material… My gut is that they are skeptical, overwhelmed, disinterested, intrigued, confused, curious… The goal would be to make this reaction visible.  
· How do real design teams manage this much information? The modeling activities (Chapter 11) are a key to this… synthesizing the information, organizing the information, making it easy to understand/remember.  You are educating the design team… 
· Who is the user of the analysis techniques… you, other designers, … what are the properties that the different techniques need to have.  

· Required:  Cooper, A. and Reimann, R. (2003).  Chapter 5 - Modeling users: Personas and goals, In About face 2.0: The essentials of interaction design, Wiley Publishing: Indianapolis, pp. 55-74.
· Main Points

· Why model?
· Personas

· Strengths of personas as a design tool: the elastic user, self-referential design, design edge cases

· Personas are based on research

· Personas are represented as individuals

· Personas represent classes of users in context: personas and reuse, archetypes versus stereotypes

· Personas explore ranges of behavior

· Personas must have motivations

· Personas vs. user roles

· Personas versus user profiles

· Personas vs. market segments

· User peronas versus non-user personas

· Goals :  goals motivate usage patterns, goals must be inferred from qualitative data, types of goals (user goals – life goals, experience goals, end goals, combing end goals and experience goals; non-user goals –customer goals, corporate goals, technical goals), successful products meet user goals first

· Constructing Personas: revisit the persona hypothesis, map interview subjects to behavioral variables, identify significant behavioral patterns, synthesis characteristics and relevant goals (persona interrelationships…)

· Types of personas:  primary personas, secondary personas, supplemental personas, customer personas, served personas, negative personas

· Other models:  
· Questions / Thoughts for students
· Connect skepticism about personas to guidelines about effective creation and use of personas
· Required:  Hackos, J.T. and Redish, J.C. (1998). Chapter 11 - Analyzing and presenting the data you have collected, In User and task analysis for interface design, John Wiley and Sons: New York, pp. 299-344.
· Main Points

· Analysis methods:  

· lists of users, 

· lists of environments, 

· profiles of users, 

· profiles of the environments, 

· workflow diagrams, 

· task sequences, 

· task hierarchies, 

· user/task matrices, 

· detailed task descriptions, 

· task flowcharts, 

· task scenarios, 

· affinity diagrams, 

· insight sheets, 

· Methods of enhancing your presentations

· video and audiotape highlights, 

· artifact analyses

· Choosing the best methods for your analysis

· Designing an entirely new product

· Creating a new interface for a legacy product

· Selecting the right methods for analysis depends on team issues

· You are full-time member of the development team

· Your team is very experiences with a variety of methods to communicate user information

· Your team has experience with user data but not with the analysis methods you choose to use

· Your team has no experience considering user data

· Questions/thoughts for students

· Why would you choose one over the other?
· Supplemental: Cooper, A. and Reimann, R. (2003).  Chapter  2 - Implementation models and mental models, In About face 2.0: The essentials of interaction design, Wiley Publishing: Indianapolis, pp. 21-32.
· Main Points

· Implementation models

· User mental models

· Represented models: User interfaces should avoid implementation models in favor of user mental models, goal directed interactions reflect user mental models

· Most software conforms to implementation models: Software designed by engineers follows the implementation model, Mathematical thinking leads to implementation model interfaces

· Mechanical-age versus Information-age represented models: Mechanical-age representations, new technology demands new representations, mechanical-age representations degrade user interaction, “Don’t replicate mechanical age artifacts in interfaces without information-age enhancements,” Improving on mechanical-age representations: an example, “Significant change must be significantly better”

· Questions/Thoughts for students

· …
· Supplemental: Cooper, A. and Reimann, R. (2003). Chapter 3 - Beginners, experts, and intermediates, In About face 2.0: The essentials of interaction design, Wiley Publishing: Indianapolis, pp. 33-38.
· Main Ideas:

· Perpetual intermediates, “Nobody wants to remain a beginner”

· Optimizing for intermediates: What beginners need, Getting beginners on board, What experts need, what perpetual intermediates need

· Questions/thoughts for students

· …
· Supplemental: Kuniavsky, M. (2003).  Chapter 7 - User profiles, In Observing the user experience: A Practitioner's guide to user research, Morgan Kaufman Publishers, San Francisco, pp. 129-159.
· Main Points

· When to do it

· How to do it: Preliminary research (begin with internal research, talk to users), List the attributes (demographic, technological, web use, environment, lifestyle/psychographic, roles, goals, needs, desires, usage trends, tasks); Cluster the attributes; Create people around the clusters; Prioritize; Tell stories

· Using profiles:  document, share, develop with profiles, regularly update
· Example

· Questions / Thoughts for students

· Getting smarter as theme… 

· Idea of providing some personas and having the students analyze the personas for the information… 
· Supplemental: Turns, J. and Wagner, T. (2004).  "Characterizing audience for informational web design," Technical Communication, 51(1), pp. 68-85.
· Main Points

· Analysis dimensions:  Role, Goals, Knowledge, Human factors, Circumstances of use, Culture

· Methods: Logfile, Online survey, Phone interview

· Results

· Roles – people with arthritis, doctor, big lesson – we assumed that most users would be people with arthritis… 
· Goals:  saw a variety of goals (note not all are about information seeking), goals expressed in the users language; Probing deeper into whether there was an underlying expressed need for social support
· Knowledge:  existence of misconceptions, wide range of computer skills, language ability

· Human factors:  

· Circumstances of use:  geographical circumstances, virtual circumstances, emotional circumstances

· Culture:  international users… 

· Analyzing the work

· Effort – management perspective

· Insight – researcher perspective

· Impact – designer perspective 

· Questions / thoughts for students 
· Points from Online Discussion

· Themes and topics discussed 

· Primary vs. secondary users and link to creating personas

· P. 8 - Possible misconception:  “Can I assume that you use several of the contextual inquiry techniques – like user profiles and task lists – given in Hackos and Redish to develop personas..” 

· P. 8: “How do you get your “team over” the fact that personas are fictional and that you aren’t giving them a whole lot of demographic data about the users?”

· P. 9: persaons as science vs. sociological guesses

· P. 10: personas beyond design

· P. 10: Personas as specific

· P. 11: What to do with data that does vary so much from user to user

· P. 11: Who becomes the creative problem solver – the developer or the designer?

· P. 12: Developing a glossary as an intervention technique

· P. 14: Well crafted personas are generative

· P. 14:  Grass roots personas efforts less impact than effots when high level people are involved

· P. 15: Data collection, planned techniques vs. opportunistic… idea of iteration in the data collection

· P. 15: art..

· P. 17: Misconception …“I would know the weakest side of his app [if I studied his] but I need to improve mine.”

· P. 18:  Misconception:  “And I think none of them in real life could suggest Contextual Inquiry as the first and only method for testing a real tool.”
· P. 19:  “See what they liked or hated about it since so similar to our product.” … Not the only goal..
· P. 22: Validity of user profiles, definitely a concern

· P. 22: Inquirer interference – methodological issues

· P. 25:  Authors seem to struggle with the concept of goals…goals and contradictions

· P. 25:  Accurately reflect the “true” user types… true = science, useful = design

· P. 26: Constraints and impact on design, link to environment

· P. 26:  Time and effort, benefit and cost

· P. 28:  How to make a business case out of Sandy’s example of elastic user, system that requires so much time to figure out

· Thoughts / Questions for students
· What is the difference between a usability test and a contextual inquiry?

· What message do you take away about 

· Thoughts from reviewing the contextual inquiry assignments
· Types of information that they have
· Types of information that they don’t have

What is difficult about this stage:

· Confusion over the goal:  too narrow, trying to find problems

· Getting head around the problem:  so much information…

· Disbelief that you could really be interested in so much information

· Understanding some of the types of information – goals, mental models… 

· Feed forward – not really being able to see where all of this is going

· Contradiction with prior experiences – tried to be user centered, simply ignored the information and did fine… 

· Too familiar – hard to problematize
Ideas:

· Group synthesis of types of information

· Group discussion of principles of designing effective personas

· One adjective for characterizing reaction at this point

· One reason for developing personas

· Have the groups do the Kuniavsky series of activities… 

User Characterization and User-centered Design

Some notes for TC 518 students, winter 2005

Dr. Jennifer Turns

· Situate - Thoughts on design, where are we..
· A generic design process:  Analysis, Design, Evaluation, Iteration

· User-centered approach

· Analysis – Getting information about users, deciding what will help users (I want to focus on redesigning x because of these user-related characteristics)
· Us so far… Picked product, brain dump of what we thought we knew, getting smarter with contextual inquiry

· Moving into?  User and task characterization (Iterating on prior effort to characterize users…), then problem definition

· What we have done so far with this topic:  Readings about user, information representation techniques, examples of user characterizations (specifically personas), discussion/healthy debate
· Design – creating solutions that are best for users, justifying solutions based on information about users (I have chosen to do x because of these user-related characteristics)

· Evaluation – demonstrating that the solutions work for the users

· Roles designers play

· Designer as creative source of cool ideas

· Designer as justifier of good idea

· Designer as decision maker

· Designer as information manager

· Designer as interpreter, archeologist, translator
· Designer as synthesizer, pattern seeker

· Designer as communicator, educator

· Designer as prioritizer

Delving deeper: 

1. What information might you consider including in a user characterization?

a. From Kuniavsky: demographic, technological, web use, environment, lifestyle/psychographic, roles, goals, needs, desires, usage trends, tasks.  
b. From Turns and Wagner:  Roles, Goals, Knowledge, Human factors, Circumstances of use, Culture

c. From Cooper’s types of personas:  primary personas, secondary personas, supplemental personas, customer personas, served personas, negative personas

d. From Hackos and Redish (Chapter 2, from last week):  

i. Primary / secondary / user communities / surrogate 

ii. Users as buyers 

iii. What to know - Jobs, tasks, tools and mental models: How users define themselves: Users and jobs, what they know about jobs, what they know about tools, Mental models and vocabulary

iv. Individual differences: Personal, physical, cultural, motivational

v. Excellent set of motivating questions at beginning of the chapter

e. What if too much (i.e., information overload)?  Be selective, focus on what you know…

2. What are the goals of characterizing users?

a. Synthesize – Reduce the amount of information, try to find and communicate patterns, shield the rest of the design team (and yourself) from the raw data. 

b. Prioritize – Recognize the large scope of possibilities and try to set priorities

c. Communicate – Effectively explain the information to design team
d. Educate – Help design team really learn the information, get it in their head so they can use it

e. …

f. This is something you can consider when choosing among techniques to characterize users (personas, user lists, profiles) and also when trying to understand why a particular technique might be posited as useful.
3. What challenges are you (a student preparing to engage in user characterization) facing?  
4. At this stage in the course, what is puzzling you?
a. Knowing which representation to include under what circumstances – Hackos and Redish speak to this

b. Little vocabulary for characterizing users (don’t know where to begin) – People with backgrounds in psychology, cognitive science, anthropology, etc. have an advantage here.

c. Information overload – People with background in design have an advantage here

d. From bulletin board, general concern about whether the user characterization after a brief contextual inquiry will accurately reflect the “true” user types – Yep this can be a concern, People with research backgrounds are probably better prepared to address this

e. From bulletin board, How do you get the team over the fact that personas are fictional and you aren’t giving them a whole lot of demographic data about the users…”

f. From bulletin board, “What to do with data that does vary so much from user to user?” – Note connection to Gould and Lewis comments

g. From bulletin board, “And I think none of them in real life could suggest contextual inquiry as the first and only method for testing a real tool.” – agreed!, this was the reason to include the Arthritis Source case study 

h. How does all of this activity fit together?  People with prior design experience may be better prepared to see this.  If this is unclear, try to suspend disbelief and keep on thinking about it.  
i. Skepticism – Is all this information really necessary? Experts believe “yes”.  This is also something to continue reflecting on. 
j. Time – What if you are not in the ivory tower – See Turns and Wagner discussion for some thoughts

k. How is contextual inquiry different from usability testing? 

l. …

Remember:  The key idea of this class is “being user-centered.” 
