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the process

» understanding the problem

» identifying users

» identifying the work

= preparing for the visits

» conducting observations and interviews

» analyzing the data
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the philosophy

be flexible in your methods

a little can go a long way

quantify what’s quantifiable

respect the experiential

G‘S Gomoll Research + Design

selecting the right project

» you have some ownership

= customers want it

* management wants it

= it has visibility

» jt's manageable

» there is little organizational resistance

= jt's easy to identify, contact, and
travel to users

= it's new or ready for changes

G‘p Gomoll Research + Design
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convincing management

the competition is using these techniques

» customers are demanding usable products

there are more discretionary users

this approach saves time and money
= support calls
= training
= costly re-design
= |ost sales
= errors

G‘:) Gomoll Research + Design

knowing your team

people you might want on your team:
= domain expert

= software engineer

interface designer

product manager

technical writer

product marketer

G‘:) Gomoll Research + Design
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determining the user groups

= are there different roles?

» how might demographics correlate
with behavior?

= rule of thumb:
5 — 8 participants per distinct user group

= develop a matrix of criteria and
get buy-in from stakeholders.

G‘g Gomoll Research + Design

Sample Matrix

We will visit four sites of various sizes. Some will handle a relatively low work
volume and some will handle higher volume. The sites will be located throughout the
continental United States. We will work from the following list of sites to find
participants for this study:

Site Small Medium Large
Wisconsin X

California X
Georgia X
Connecticut D G— X
Arizona — X

Florida ¥ (— X

At each site, we will interview managers. We will observe workers in differing roles
and ask interview questions as they perform their work. We will meet with
individuals in a variety of roles.

G‘p Gomoll Research + Design
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developing a screener

» disqualifiers at the beginning
= demographics from matrix

= criteria:
= job role
age
work experience
education
training
= computer experience

G‘p Gomoll Research + Design

finding people to study

» marketing leads

= customer registration databases

= sales force leads

» alpha and beta test sites

» people who bought competitors’ products

= market research firms

G‘p Gomoll Research + Design
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cataloging tasks

= ask domain experts

= use the product specification

» conduct surveys or interviews

= conduct “day-in-the-life” studies

= group resulting tasks into categories
= ask users to rank the tasks by frequency
= ask managers to rank the tasks by importance
= |ater, you'll create a “top-ten” list

G‘:) Gomoll Research + Design 10

developing forms and surveys

= screener
» demographic questionnaire

= voluntary participation, video/photo release,
NDA (if needed)

= interview scripts
= task-ranking forms
= note-taking form for observation

» |logging forms for long-term studies

G‘:) Gomoll Research + Design 11
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determining participant incentives

G

give people something you know
they want

make sure management approves
of the incentive

give a gift to people who helped
arrange the visits

new versions of the product are
often attractive

money may be appropriate

free service might be motivating

Gomoll Research + Design 12

setting up the visits

get managerial approval
schedule when work is happening

prepare people
for your arrival
= save typical tasks
= collect artifacts
= don’t clean your desk
= confidentiality

send a letter

call to confirm

Gomoll Research + Design 13
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the power of observation . . .

G‘:) Gomoll Research + Design
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observing tasks

= process steps

= verbalized frustrations, problems,
and thoughts

= physical movement

= use of tools

» communications with other people
= papers, forms, or online references

= decision points

G‘:) Gomoll Research + Design
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capture it all

work with a team member
= take turns watching and recording
= or, take different roles

= collect forms and other workplace
artifacts

= videotape or
audiotape

» take photographs

= take notes
and sketch

G‘:)/: Gomoll Research + Design 16
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G

If CBOP — write CBOP & CA territory codes

If BOP — write BOP & CA territory codes

If CPP — write CF, CA, GL and CR territory codes
If GBOP — write CF & CA territory codes

Gomoll Research + Design
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conducting interviews

= ask open-ended questions

» get answers to pre-determined questions:
= goals
= front-line people
= managers
= |ikes and dislikes
= where attitudes conflict with business goals
= where the process breaks down
= problem spots

G‘p Gomoll Research + Design
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tips for the visit

watch the time

» consider a pilot

warm up the users

observe, don’t design

try tag-team
interviewing

expect the unexpected

G‘:) Gomoll Research + Design 22

analysis activities

» organize your data

illustrate the current state

identify opportunities for improvement

= prioritize problems & opportunities

make recommendations

illustrate improvements

G‘:) Gomoll Research + Design 23
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communicating “what is”

» jllustrated stories

= day-in-the-life scenarios

= profiles, audience summaries & personas
| |

storyboards

G‘p Gomoll Research + Design 24
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e D A Demographics
! Mary C., Customer Eleciion Tow degree

= Job tite....... Attorney
g Began investing one and a half years ago, but grew up in an ‘Annual saiary £ $100,000 - 120,000
environment where stocks were a common topic of conversation. P
Very risky, investing only in technology stocks, usually on margin. Most-frequent Web access........... Work
s Personal hours on Web per day...
” Shes 260 peraden penyyears Business hours on Web per day ... 0
Los Angeles Hours using e-mail per day......... 15 minutes
Connection speed. DSL

Mary is a young, single, self-employed attorney who lives and works in Los Angeles. She Other Intemet devices one

averages over 5 trades per week (260+ per year), but recently has been making only 1

=3 trades per week. She's had less time to trade during the day because she’s coverirg InveStmenbVehles c.nsauen orss $60,000 SEPIRA, $12,000 Roth IRA, $50,000
the case lid for an attorney who recenly quit Ao she's bean on Vacation fr savens StocK INVEStOr 1o 1 yoar 360+ trades per year
weeksirecently: Traditional brokerage...... .
Mary trades only technology stocks, and she considers herself a very risky investor. She Online brokerage(s) XVZ Brokerage
buys on margin usually, and currently has a $50,000 margin debt. She has a SEP IRA Favorite Web sites........ ..~ XYZ Brokerage.com
and a Roth IRA, In conjuction with her brokerage account. She does not trade options. Sources of investor information..... Father, brother, friends, business section of local
Even though Mary has been investing for only one and a half years, she grew up in a newspaper, XYZ Brokerage magazine, Silicon Valley
family where stocks and investing was a common topic of conversation, 5o she feels she News television show, financial shows when channel
knew more than the average beginner before she got started. Both her father and her surfing, XYZ Brokerage.com news articles and charts
brother are active traders, and she discusses investments with them often.
Mary began investing to b t for a house. She is stil looking for a Tasks by Importance
house to buy. In the year and 2 half that she’s been investing, her goals have evolved to :
include saving for retirement and for a career change. Mary thinks she might like o do Ranking | Task Frequency. Time
something different in the future (ke being a writer) and is sure it will pay much less 1| Tradeswocks Fen tmes weekdy n
than being an attorney. To achieve her goals, she invests as much as she possibly can, 2| Run resl-time auotes 3 tmes daly ]
keeping a small balance in her check book to cover day-to-day expenses. 3 ™ s il 7
On her home computer, Mary has installed XYZ SuperSoftware, but she doesn't use it as 4| Reod finandial areicles oniine once daly A
much as XYZ Brokerage.com. She had the XYZ SuperSoftware software on her work 5| Monitor porflo pestions and balances Toice do ]
computer also, but she recently got a different computer and has not reinstalled the [ Chmcieruite apariasaly Trdeedily -
software yet. 7| Set up slers orother automatic informaton Hontly o
Mary likes paper records. She keeps all & [ 5etup wateh 5 or cuswomize research Wontnly ™
of her confirmations and account o creak bomnce p— F

ts in binders at home. In her I o Lt -
day planner, she has several tabbed erfy onthly
sections of notes where she records Look up symbols Weekly [
information such as deposits to her Read alers Once caly m
account, trades made and stocks that . Read analyst reports Wesidy o
she is watching, [RE—- Run delayed auotes once day m

1 2
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Tasks by Frequency

Frequency | Task Importance Ranking | Time
3 mes aoly Run real-tme quotes A
3 tmes aaly Run charts 3 A
e aaty Monitor portalo postions and balances s A
Twice daily Check watch list (paper-based) 6 [am
Twice daly Check baince 5 an
once caiy Read fnancil artcies onine ) A
Once daily. Read alerts. I3
once aaly R delayed auotes ™
Few times weekly _| Trade stocks 1 [am
Weady Look up symbels ™
Weekly Read anaiys reports o
Wontnly Set up slrts or ther automatic nformaton 7 [om
Vonthly Set up vatch lts or customize resaarch o ™
Vonthly Verdy deposits/wihdravels 0 ™
Web Usage

In her office, Mary has a Sony VAIO with DVD that someone else in the office complex
jave to her as an upgrade to her previous computer. She has a 17" monitor and an HP.

Laserlet IlIp, as well.

Mary has been usingthe Web for 2 yers. She eels tha her computer Knowledge n

general is limited; although, she seemed quite comfortable exploring and usinc

Computer when we obserd her perform acke. XYZ Brokerage.com & i only web site

she uses. She uses her computer only for investing and to view software for her job.

When asked torecall  task that she had to quit o suspend on XYZ Brokerage,com, she

said that 2 or 3 times trades did not go through. She wasn't sure why. She called

customer service to resolve the problem. “Something I was doing wrong.”

Brokerage Shopping

Mary opened her first XYZ Brokerage account just over a year ago. Mary never expected
to trade online. When she opened her account, the XYZ Brokerage representative gave
her some print material regarding XYZ Brokerage.com. She didn't think shed use the
site because her computer experience is very limited. But, when she read he
information, she found that online trading was cheaper and it looked ke it w

pretty easy. Prior to going online, she was frustrated with being on hold when shed call
o trade. She also liked that she could get company-specific news online.

‘The features that are most important to Mary on XYZ Brokerage.com are news, charts,
account history, positions and balance. Mary is not really interested in changing
brokerages, but price might get her to switch in the future. She’s glad that the
‘commission was recently lowered on XYZ Brokerage.com.

Gomoll Research + Design

Information Sources, Flow and Decision Making
Mary does all o her investing on the Web at XYZ Brokerage.com. On rare occasion, if
she encounters a computer problem or if she is traveling and away from her computers,
she will call customer service to place a trade. Her primary sources of infor mallon are
her father and her brother, who are active traders akso. When her dad tells her she
should buy something, she will just do it because she knows he does all lhe necessar‘/
research and she trusts him. She also gets information from friends who t
technology companies, the business section of the local newspaper, the S\hcon Valley
News television program and other financial programs that she might find while channel
surfing

does not read or post to message boards, nor does she use web site demos. She
didn't know what they were. She does not use any personalized sites either.

Mary likes paper records. She keeps confirmations and account statements in binders at
home. She transfers the statement data to an Excel spreadsheet for her tax accountant.

In her day planner, she has several
tabbed sections of notes where she
records information like trades made
and stocks to watch. She likes having
access to this information when away
from her computer.

Mary tried keeping watch lists online,
but didn't like that method because
she is 5o used to writing everything

in her day planner. She said she
might try online watch lists again in
the future.

In the evenings, Mary often talks with
her father and sometimes her
brother, They discuss stocks. The next moming, Mary watches the market, runs charts
e e

during the morning once she decides to buy or sell. Occasionally, if her dad or brother
Gives hara spacihe buy/eeltp, el make tha Tade from home hafors fhe eavel fo
work. Mary does the more general research on companies in the evening (analyst or
eamings reports). She also updates her alerts at the end of the day to ad

companies that she’s interested in.

Mary does not seek out advice from financial professionals. She has a lot of friends who
work in Silicon Valley. She learns about technology companies from her friends. She
wants her money to be in different areas of technology and telecommunications — e.g.
semi-conductors, software, wirsless, fiber-optic et. She looks for sectors that ke
practical sense. For example, she’s heard a lot in the news about hackers breeching
Computer systems. So, investng in companies that produce security softvare makes
sense to Mary. She also invests in companies that are the “pillars of the Internet,” like
Cisco and Intel (versus Yahoo or ecides when to buy or sell based on
eamnings estimates. She gets earnings reports from her father, who gets them from his
broker, by calling XYZ Brokerage customer service, or from the Analyst Info on XYZ
Brokerage.com — “but I'm not good at using that [Analyst Info].” Sometimes, she wil
buy and sell the same stack several times. Mary also watches her hoidings to see which
i b Spmserncintiofvoe e sefdfega ikt el o i

Mary visits XYZ Brokerage.com a couple times each day, mostly in the mornings. She
first checks her positions on her 3 accounts to see how particular stocks are doing. She

4
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1

2

3

Ed is an inside sales associate, backing up
several field sales executives in the field.
One of his field sales executives, Linda,
faxed him 2 prospective client
questionnaire that she had filled out at a
meeting with Pat Ford, the Financial
Advisor for Big Enterprises. Ed scans the
questionnaire to make sure it is complete

G‘p Gomoll Research + Design

Ed has OCC in view on ablank company
record. He types “%Big” in the Company
MName field and presses the Enter key,
which executes a search. There are no
matches, so Ed knows he can enter this
NEW COPAny.

Commenis — Enfering ihe % sign execnles a

search for any company with “Beg” in fhe
name.

After clicking O on the “INo matches™
message window, Ed finishes typing the
company name and enters the address from
the questionnaire.

27
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4 contact

G‘S Gomoll Research + Design

Name: Pat Fovd
v === | I+ |11 Financial Adv.

ol ——" : = == | s ——
=~ @ = ;-/:;-. —
A A
== ]
—
e ———T e )
4 5 6
IMext, Ed expands the General tab on the He clicks the Contacts tab. Before entering  5till on the Contacts tab, Ed adds himself as
company record and fills in nearly every information, he presses F2 to search for Pat 2 sales contact
field Ford, Big Enterprises’ financial advisor He

finds Pat in the database, so he adds Pat as

28

This storyboard illustrates how an Expert Techie and an
Intermediate Techie typically handle this frequent task.

2 Cindy, who works at the
technical support help

1 Bobis in the marketing department
atan architectural firm. He's

frustrated because his computer desk, answers the call.
hangs at shut down. This problem Bob explains the
has occurred for 3 days, and Bob’s problem to Cindy.

fed up. He finally picks up the phone
and calls the technical support
help desk.

G‘p Gomoll Research + Design

Computer Hangs at Shut Down

4a Ted, an expert technician picks

up the incident. He visits Bob at

his desk. Ted shuts down the
computer to re-create the problem.
Sure enough, the computer hangs
and displays a blue screen with
errors. Ted writes down the error
information and returns to his desk
to troubleshoot the problem.

3 Cindy enters the date,
user name, and problem
description into a
technical support
logging system.

She provides Bob with
aticketnumber and

tells him that a technician
will be contacting him.

Ab Mary, an intermediate technician,
picks up the incident. She calls
Bob and asks him to read the
error message he received. She
writes down the error message.

5|J Mary accesses the
knowledge base from
her set of technical CDs.
She enters the error
code and clicks the
search button

29
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5a Ted accesses a Ba Ted is frustrated to see 7a As Ted's working 8ﬂ Ted accesses the 9a Rather than taking the 1oﬂ The installation works, and

knowledge base 58 potential solutions. through this support area of the time to wade through the problem s resolved. Bob
from his set of He scrolls through the list, problem, his computer manufacturer’s all the possible problems and is sitting nearby and thanks
technical CDs. buthe cantfind the inform-  beeper goes off. web site. He enters a few solutions, Ted decides to Ted for the quick resolution
He enters the error ation he needs to resolve Ted calls the person keywords in FAQs, buthe re-install Windows on Bob's to his problem.
code and clicks the the problem. He doesn’t who paged him and doesn'tfind the information computer to resolve the problem.
search button. have time to read through then comes back he needs.

his lon: 10 his work

|t -t s o e ot
S

ey

Mary is overwhelmed 8D she picks up the b Jettis famiiarwith  10b Mary re-instatis — 11h The instatiation ~ 12b Mary returns to

with 58 potential phone and calls Jeff this problem from Windows on resolves the her desk and sends
solutions. She scrolls 7B Mary is pulling (an i who past experi Bob’s computer problem. Mary Jeff an email letting
through the list, but she her hair out and also provides technical He instructs Mary to and shuts leaves a note for him know that the
can'tfind the information needs direction support, but at a different  re-install Windows. itdown. Bob informing installation worked
she needs to resolve onhowto proceed.  company. The two ofthem  Mary thanks Jeff him the computer and thanks him for
the problem. often rely on each other and tells him she’ll is fixed. the idea.

for technical assistance. try the re-install.
G‘:) Gomoll Research + Design 30

illustrating improvement ideas! |

= SCEeNnarios ................... future user experiences
= storyboards ................. future task flows
= affinity diagrams ............. types of improvements
= flowcharts ................... process improvements
= Ulsketches................. design concepts

= timelines.................... improved speed / efficiency

G‘:) Gomoll Research + Design 31
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before + after timelines[]

. »
. -
e e e
e vt T — — * A—
— _—— =
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’
=
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.
—_— e e .
e
e 3
—_— e~
.
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D o r o t h y
R —
A Tl ns aeatan s A Product and Interface to Satisfy Dorothy
terminal, WebTV, or URI + EASY TO ORDER AND ASSEMBLE.
Internet. She has heard the same on the Today heard of Macintosh computrs. IGHLY RELIABLE.
Dororh ' hat ” * AN INTERFACE TO ACCOMMODATE BEGINNERS.
but a little nervous. Many of her friends that are not easily available printed. * NO TECHNICAL LANGUAGE.
vy comptin s iy s 0 e
S ——
R —
R
* MOUSE TARGETS LARGE AND WELL-SPACED.
* TEXT RELATIVELY LARGE. ’ 9
Doroihy Muse e P
* NO CLUTTERED SCREENS
many references. That's oo confusing. * NO COMPLEX MOTOR

st want t0 g0 o places T

Seen in my magazines or on TV,

T is or

1 a good price. but 11 have
eral years so Tm wiling 10 pay  lile

more for something that won' rusrae me;

My high blood pressure.

can't take that

1 won' buy tckets on the It

i1 can get the
ek

tickets

rougn 0

ster 500 number

G‘:) Gomoll Research + Design

SKILLS REQUIRED.
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Dorothy’s Ideal System
T o day

‘World Guide

[T —

© Teoavys Tamver BAraaius
O FRENCH LANGURGE
© TRAVEL cHAT CGieours
© E-MAIL FraenpsS

Joursar, Francas
T

www. francepress.com

www.elfca.com

G‘S Gomoll Research + Design

consolidating your materials

create a series of one-pagers, such as:
= a collage of photographs

= a summary of user goals

the list of top-ten tasks

= a summary of user demographics

a big-picture storyboard

a combination:

= “what is” storyboard

= today’s flowchart

= “what could be” storyboard
= future flowchart

G‘p Gomoll Research + Design
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gaining visibility
» include key stakeholders in the
field visits

» make presentations

= show videos
= user frustration
= user enthusiasm

» show prototypes as
soon as you can

G‘S Gomoll Research + Design 36

a final word

your goal is to meet real users, immerse
yourself in their world, and gather as much
detail as you can about their tasks

you are bound to enjoy the process,
because you will have formed a personal
connection with your audience, and you will
be able to design from a position of
knowledge

G‘p Gomoll Research + Design 37
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