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Why this tea kettle?




Many forces shape its design

o




Different situations, different people,...

...different kettles




Design is a way to create things that fit a particular set of forces

9 _e

To accomplish our
work, we must first
understand the
forces as best we
can, then begin
attempts to make
something that fits
the shape they
suggest. A good
process helps
teams manage this
difficult work: refine
understanding,
attempt to fit within
their pressures.




The Design Process in a nutshell

insights, patterns,

frameworks,
guidelines TN
UNDERSTAND
f people, context, ATTEMPT TO FIT
" use, business,
technology
\HH‘""‘--.__..——-"""H H.ﬂ' e
\"\ '\._
mockups,
prototypes,

product




That’s just about all you need

UNDERSTAND

ATTEMPT TO FIT

After that, it all depends on:

the size of the bag of tools you have to

- bring to bear on each bubble

your wisdom in choosing the right tool
for the job at hand

your success at facilitating a group of
people through the process, and
nurturing a culture of design for
experience




Did | really mean that last point?

I’m sometimes accused of being too loose, too
abstract, unable to articulate a scaleable,
UNDERSTAND ATTEMPT TO FIT enterprlse-Worthy process

| do of course work with fine-grained steps in a
project plan.

But | believe a lot of the effort spent teaching and
cajoling teams to follow a process would be more
productively put into:

a) giving them practice at the two-bubble process in
lots of situations

b) helping people expand their bag of tools and
methods

c) helping teams become great at facilitating
collaborative work
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Exercise One

You have one minute...
Design a vase.




Exercise Two

You have one minute...
Design a way
for people to
enjoy flowers
INn their home.




Designing for experience makes you change the questions

UNDERSTAND

ATTEMPT TO FIT

Experience design, or “design
for experience” Is a name

for enlarging scope to consider
patterns of life, goals, activity,
context, repeated use,
learning, sharing, emotion, and
more... while applying

The Design Process.



Design for people doing activities in context

To do a good job of this,
we have to understand
as much as we can
about the context, the
activity, what else is
going on, where
people’s attention is
focused, what happens
before and after, what
their goals are, and
more.
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Example

Carnegie Library
of Pittsburgh

A public service,
the building that houses it,
the systems that enable it,
the people that deliver it




Aradhana Goel
MVYYA
www.maya.com
goel@maya.com
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What will future information-rich environments look like?

MVYYA
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This needs revolution, not evolution




Carnegie Library of Pittsburgh | Information Environment
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.~ Online resources |

| . 2
\ [nternet, Databases .'
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- Human resources | > | Physical resources
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Carnegie Library’s goal
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Tame complexity, don’t eliminate it
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Research
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Exploring, Shadowing, Documenting

BASIC WAYFINDING QUERY

“Where are the restrooms?”

TARGETED WAYFINDING QUERY
“Where can | find this book?”

BASIC QUERY

“Do you have a map of Pittsburgh?”

SUBSTANTIVE QUERY

“What’'s a good source for literary
criticism about Oliver Twist?”

MVYA
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Interviewing, BJ?alnstormlng sessmn,s N
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Is the library open or closed?
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Analysis
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Who are omers?

MVYYA
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Define the underlying information architecture

Components of the Library Experience

Users go through organizers to get tao mater
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Use this framework to describe the customer experience
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Breakpoint patterns reveal systemic issues
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Bridging the organizers helps eliminate breakpoints
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Principles for designing these bridges
|_

| Space to Categorizations
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The end of every customer journey should be the
beginning of a new one...

DISCOVER

Nicalas

ACTIVITIES

Scheoulad

| Use/Participate

‘ FOLLOW THROUGH




Rapid Prototyping
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Design for complete customer experience cycle

MATERIALS
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As the user searches for his/he

provide locatlons for all thees arpanizecs to intersect)

the usEr is -

i |
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. il 2 i (oot department-centrs ) S8 rh 1
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|
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When the yser locates his/her goal
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When the user acquires material

1, Identify acquisition location/actions/steps
[your accountfchock-out, getacand, Sgn-up, Bc.)

2. Confirm usage {when to relum, where bo rEtuEn, TENEWS coalioms )
=
1, Highlight / Revaal ralated resources {preprinted boalamarks, mini-

manpeas, barcods scanmng boal, &Le.)

4. Collect feedback

SEAMLESS CHECKOUT
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As the user searches for his/he

I provide locatlons for all thees arpanizecs to intersect)
2. provide goal-cantric (nof department-centri) S8 rch t

3, Highlight methad to save user's state

5. Collect feadback todentiny ard correck information "d

e s R AL PCATALC Thi TIEEE ACE

w
hen the user locates his/her goal
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When the user acquires material
1, Identify acquisition location/actions/steps
[your accountfchock-out, getacand, Sgn-up, Bc.)
2. Confirm usage {when to relum, whers to relun, TENEWS epliore )

1, Highlight / Revaal ralated resources {preprinted boalamarks, mini-
marpuaas, barcoda scanning baal, &te.)

4. Collect feedback

SEAMLESS CHECKOUT
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Design principles

Filter the complexity, explain the options, define the actons
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Rapid prototypes help to explore options quickly
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How to spend wisely

Next Steps...

Explorng

%5354  Rich Information-Contric Find-it Tool

5% Inberface that allows Library & Users bo rmake connections
L Traddional but more wsable Find-# Tool

wayfinding

$$$$r H.thlishin.g across building using an autharing syshem
544  Dhnamic signage sysbem

%% Lenw tech. signage system

5 Fixing the CLP web site

Tracking

45 Desigrung the follow-through process with mprovements an how b
bormow, how B retum, what data 1o collect, how to keap in toasch with
the user, ard how to use the Byeary card.

Design Agent
4 Evaluating and Testing CLF's progress.
EXPLORING
bwAYFINDING _’_,..-"""-6__ o
IOV SEARCH
AWARENESS 9 @
ENTHY LOCATE | I
e ——
_qg f MATERIALS
bt

ACTIVITIES

Sl Lo

FOLLOW
1H11-cnum:\,_‘___

Express

®®

difficulty  )}—

Spacial Wab
Corftent

Bilfboards

oty

Art Space

=

¥
Fa-coade

AWARENESS

(“importance }—

EXPLORING

WAYFINDING

Weh Site
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Library Area:. % |0

Isburgh

= Howsa - wnd focakicns
= Lik-ary
= Do als
= Erplovivisnt
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Project 3: An intuitive catalogue

MY ACCOUNT HELPT

Qnline Acforencn Mo Resources Inkernet Foanch

Show | '_‘L"i'-"] Select & popular search or bestselier list w I
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What is the hierarchy of information?

Classification Scheme

\he've organimed signs inte five broad cakegorses. This
will help quide visual design, allowing sign designers to
create consistent styles and templates. 10y glso help
us ke deciions Aboul the relative irmpartance of
signs and how much of the user's atbention should be

devated to each kind of communication, Cach category
i6 fwther drdidied into sub-catenerics, and earmpes af
E3Ch are provided

Orientf/Wayfinding [A] Identify Area [B]
Displayy the scops of physical spaces,
time-based events and provide
directions to major areas

Identify rdiding, areas, stacks, and
facilities within the ibrary system.

Identify Action [C]

Lgentify actions that take place in the
librany.

Educate [D]

Instractk, explaln and Imform library users
o encotrage self-sufficiency and help
them become expert users,

Connect [E]

Establish connections bebween libranys
Bctivities and resolinces in order to reveal
themn o the users sercndipitousty.

spatial [A-1] Major Arcas [B-1]

# Library rmap * Carnegie Librany of Pittsburgh
¥ Area map * Entranoe/Ext
* Directory * MNew and Featured
* Directions * CofTess: Bar
* Ldninge
Temporal [A-2] ¥ e
& Eyent calendar * Childrens'

* Magazines and Mewspapers
Status [A-3] ¥ Mowies, Music B Audicoooks
*Open,'Closed
* Howrs of operation Stacks [B-2]
* Holiday schedule .

* LoC Subject (2.0, U.S. History)

* Subtopic (&.g., Vegetarian cookbooks)

* Location {&.g., Steck 16)

Facilitie=s [B-3]
T Mestng room
* Restrooms

* Hewvakor

Collection (Opem Shebves)
¢ Collection {Clogsd Shehes)

Actions [C-1]

* Ask @ Librarian

* Find it Hera

¥ Explore the Intemet

= Browse (OpeniClosed Shdves)

= CLislonnes Services

* Self-Checkon

® Returms

* Devaca-based actions {F’ TOTOCBRET,
mmicrofilm, listening boothe, etc, )

Instruct 3 " Just-in-thme help bo get
resalts" [-1]
HOw B,
Sign up for an ewent
= Use onlive databases
= Aoces gnline dalabaies

Explaln: "Transforming 1se-thwe-
user into power-usear” [D-2]

Dad you know?

* Fiction |3 shebvsed by authors last name
FAD

* Hiow Is fiction organzed?

Inform: "Wihat CLP and its users
expect of each otlwer?" [D-3]

* Lk poiicies (rternet e liret: 30 min)
* Behavior expectations (Mo smoking)

= Legal disciaimess and disclosures

Related connecthons (map directly to
user actions fooaly [E-1]

* Sponsored by the library

* Spansored/Cosponsored by a tnested
third party (&g, regional library initstess
o partieiship sl hospital)

* Sponsored by the communaty (=.9..
James Turedl kecture at CU)

Random connections | sengndipitous in
natwre) [E-2]

* Sponsared by Lhe library

* Sponsared/Cosponsored by a trusted 3rd
party (&g, regonal barary mitiatives o
partnership with hospital)

* Sponsored Dy the communly (e.g..
meighborhood mesting, bulletin baards)
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Make information bluep

= T T T T T A

== F
] R

i..:'if"—.lll r :
| ——— N |
Sl | = . —— I 1 I
- —
_ Dinplay Dawices  Count .
o . :
S near tiglay Drlven Eoane Disprlay Funietionatiay
| — S i | i i Dhiplay Debdy " Wi fowtimnr

1’ Patyicnoe i L I
O TAR Pl 1
i ! Beascen [Ifsstly connes



pa—— |

(2
w@

a*. ﬂ.!lilll‘l | | ap ! - = : |




ask a librarian

1l
|

! nimd

g
¢ imformation l-'“_:
¥

i s ook

.. lorate
maleials

.
- .

~
Lexicon shifts to user-centered v e
(not system-centered) language _

Reference desk = Ask a Librarian




ask a librarian

Lexicon shifts to user-centered
(not system-centered) language

Reference desk = Ask a Librarian

ie Library ol Pitlsburgh

+ Hours and locations + Today's everts + Your accourt
i # Library shop # Evert calendar + Get alibrary card
+ DonateVolurtesr * Clazz listings # Borrowing policies
+ Ermnployrment ¢ Library renovations + Fernew rmaterials
@ Mora L Mora Mora L

News

+ Lorem ipsum dolor sit amet, consectetuer
adipiscing dit sed diam nonunmmy nibh.
Euisrmod tincidunt ut laoreet dolore magna
aliguarn erat volutpat, LE wisi enirm ad minim
veniarm, guis nostrud exercitation ulliarn corper.
Sic transorurn un descriptit wen Jvisilis,

+ Ex ea commodo consequat.
Duis autern, Veleurn iriure dolor in hendrerit in
yulputate velit esse molestie consequat, vel
willum lunembra dolore eu feugi st nulla facilisiz
st vero eros et accumisan =t odio dignissir gui

blandit,

Did You Know?

+ Li Europan lingues. Es membres del sam E":'rr‘:""'f frorm our
r familie. collection of more than

E-rmail | Chat| 412-622-3114

+ Bastzellers

* Latin Arnerican food
* Hormew ork help

+ Seneaology research

Mara | .

Library Shop

The rmaore you buy, the
rrore ol support the
library, Every purchase
vou rmake helps us stay
open longer, offer rmore
programs, and buy
ot e books, Chs, and
Lz,

Shep row |, .

¥ Nind
informestinn

Consistent across “user
Interfaces” from
website to physical
site...
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library card m

check out
& return

Circulation desk = Customer Services



geta
library card

check out
& return

Search

* Hours and locations + Today's everts * Tour account + Bestzellers

® Library shop * Evert calendar * Set alibrary card ® Latin Armerican food
I + DonateVolurteer * Class listings # Borrowing policies # Hormew ork help

* E mplay rent # Library rencovations # Renew rhaterials # Geneaology research

(@) This web sita

D Catalog @ fMora Mora .. Maova |, Mora

Resources News Library Shop
+ Catalog + Lorem ipsum dolor sit amet, consectetuer The more you buy, the
* Databazes adipiscing dlit sed diam nonummy nibh. rmore you support the
* Topic guides Euizrnod tincidunt ut lacreet dolore magna library, Every purchasze
» Lists aliguarn erat volutpat, Lk wisi enim ad minim vou make helps us stay
weniam, quis nostrud exercitation ulliam corpen open longer, offer rnore
Specia sites Sic transorumn un descriptit ven wisilis, prograrnzs, and buy
+ Kids rrore backs, CDs, and
* Teens * Ex ea commodo consequat. VD s
Cuiz autern, Weleurn iriure dolar in hendrerit in
Departments wulputate velit esse molestie consequat, vel Shoo now .,
+1ob and Career willurn lunormbro dolore eufeugiat nulla facilizis
Education Certer =t vero eros et accurnsan et odio dignissirn qui
* Pennzylvania blandit, 3
Cepartrnant Did You Know? P Vi, P i
* Business and « Li Europan lingues. Es membres del sam E'D”':""': frarm our L o S |
Foundation Certer familie. collection of mare than



Carnegie Library of Pittsburgh | Information Environment

Content management s

ENa]

Reload Home

I Camegie Library of Pittaburgh
gn Management System

icoma, Mike, (if you're not Mike, click herm).

intable Signs

&58 are paper sgng I can be
shomizdd and printed by the lirary staff
the mead artses

el an Extsting Sign

M, Edil Oy, D 18 an &xnd ir

Bl 4 New Sign

int a System-wide Sign

inage Tempiates

questa New Sign Template

...that you can look up
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Identify to reinforce
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How-to + Usage Policy (for Action

Ly s

€ Did yvou know? 4+ Behavi
Complex devices or actn i e library require detalle Areas within the library can aiso us
uctions in th I These are just-in-time | and 8" signs provide this, helpi
users, While these instructions provide a first tier of exglanation which the library is arganized
ori-line he i librartans can provide i support

Did you know?

Fiction ks organized by author's
last name.
Mon-fiction is organized by

location (call) numbers.
How-to Catalog Search?

::f.l:c a Librarian for more info

FAQs about the
fatalog

~Aha| | ¥
b 1 o @ rtictes bn sl aolime
wpbacTipdieo falntarea’

Ask-a Libradian for mora

o
L

 What is the library catalog?

P The library catalog is 8 Web site
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Time Lirmit

l 34 t
ntering this library
I agree to...

L5 minutes when other
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Connect to hidden or relevant info
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Close the loop by testing

Sandy: User Mom Sophie : User Teen
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Results so far?
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= L GED T LR ST S Overall Circulation Increases

Customers are checking out more and more materials
from these newly revitalized libraries.

up 109%

up G8%
o up 58%
o, up 53%

e
up 21% up 2T%

With recent Capital Improvements; Teens & Children's circadation continues
his chart explores Juwenile,/Young Adult Circulation grow :
regarding overall clirculation ingreases at thase locations.
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Results so far?
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Part two:
“Design for experience” tools
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Our tools so far

L

e Rich persona, documenting the
variety of journeys people have
across many systems and
interactions

< Annotated point-of-view
photographs

= Breakpoint analysis

e Models that map information
needs to a model of people’s
experience

Thanks, Aradhana!



Tools for integrating understanding
of many dimensions of experience

VasSol CANVAS

Alignment wall
Task annotation sheets
Interactions between roles

Sticky storm

A detailed description of this project was

presented at DUX 2003. It can be downloaded at
www.marcrettig.com/writings/DUX Herzfeldt Rettiq.pdf



http://www.marcrettig.com/writings/DUX_Herzfeldt_Rettig.pdf

CANVAS
measures

blood flow
without invasive
procedures.

Goal

Create a commercially viable product
based on a government-approved
science & engineering prototype

Problems
- Scientifically amazing but unusable
prototype

- No design awareness, pure tech
culture

- Ease of learning and error-free use
were critical to the business model




Task complexity, shown in the working prototype

[
= 30r
Mode Leyout Vew Opiions Save Rep
] r-w’lw;mmsi Uppase 3t Lpdate T8 from TR | Resavar | Receyor|
LAST: RESEARCH I
ARST:

screen rrom the i

working product Eie e
prototype, before
redesign.




Technology + human anatomy
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sequence of activities

notes about each task

tasks ]

actions / steps/
B

views or screens @

additional functionality
(unnecessary!)




Task sheets

. bdetye i For each step of each task,
s S B we captured:

PnT‘.,T_‘{ Efnl.r; ch=SF S . . .
required information

required knowledge or skills

Shtt.l ] Mhl-'l.!

people, relationships

guf:u’ e - ol SN SO |

et measures of success

Coy. Task et —ssom o parriers to success
L ... terminology

Onginy R i

Crngems S el mental taSk

underlying concerns



Working to understand interaction between roles

achnician

Surgeon




Working to understand interacy veen roles
resolve

problems,  Radiologist

review &
SCan de =\ approve
images 5 '
_ create
work with 3D
patient

identify i
vessels

verify specify s
quallty CUtS Suryor

— CONSsult
measure study

flow

MRI Technician Surgeon

make
diagnosis
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Activities, people, tools
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“publish repart printed or ele ctronic




.
Critical task in more detalil

RUN TOF
SCANS

RUH FCAMR
SCANS

choose fhe right profocol
on the GEscanner

the technician selects
the pratoc ol {which was
preconfigured dunng
Canwvas installation)
according to the
instructions inthe
phisician s order.

enfer dala for PCMRE
scans in GE scanner

you can:
send cuts to scanner
and sithertranzcnbe
themn orcut and
paste them

pint the cut
infemrnation and
transcrbe from

paperta the GE
interface
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VasSol CANVAS

Pat Williams
MRI Technician

Rush-Presbyterian-5t. Luke's Medical Center

Tuasday, Januay 20, 2002 | 10:1

Sarm

In process

start & analyze new studies

incoming studies
Williams, Sophie

Zimmer, Don

ready for processing
Williams, Sophie

Antonio, Drew
Antonio, Laura

Olechowski. Alicia

open in 30 Flow

Meck o

Heod Left o

Head
PCME
PCME

PCMR

open in 3DP

pending
revise or approve studies

pending comrection
Antonio, Laura

Murphy. Joseph
pending approval
Antonio, Laura

Murphy. Josaph

&/23/03
&/23/03

6/23/03
6/23/03

open in 3D Flow  preview report

@ network connection ready

]

completed

browse or print reports

most recently approved studies

Antenlo, Laura &/23/03
Antonio, Drew 6/23/03
Billingham, Thurston &/22/03
Delwood, Delmar &/22/03
Murphy. loseph &/22/03
Antoenlo, Laura &/21/03
Murphy. Joseph 6/20/03
Murphy, Jloseph &/18/03
Westwood, Red 6/18/03
Samson, Delilah &/17/03
“send  print  browse

memory usage: 877 npﬂmlﬂr RAM



VasSol CANVAS Rush-Presbyteran-Si. Luke's Medical Center Tuesday, lanuay 20, 2002 | 10:15am

| mIp




VasSol CANVAS Rush-Presbyterian-St. Luke's Medical Center Tuesday, lanuay 20, 2002 | 10:15arm

Patient Name, Jr.
004570246
Standard protocol

velocity

| @ network connection aclive memory usage: B77% | Opfimize RAM



VasSol CANVAS Rush-Presbyterian-St. Luke's Medical Center Tuesday, lanuay 20, 2002 | 10:15arm

Patient Name, Jr.
004570246
Standard protocol

8] &

=N
L
L
L

# network connection aclive A memory usage: 87% | Opfimize RAM




Tools for integrating understanding
of many dimensions of experience

Appliance
manufacturer

Bucket-analysis spreadsheet
Learning model

Persona based on “dimensions of
significant difference”




Bucket-analysis spreadsheet

«<Research participants

“Buckets.” categories of interest, themes, actions,... =

|

ey

guotes, observations,




Zooming in...

Estimated Time How did you learn Capacity Tray Products HE «
Debora 22:04 - I can come in here, 21:00 -- read her manual. A 24:40 -- I usually fill it 22:50 -- I miss rinsing my cup | 25:40 -- Uses All Free & Clear | 37:(
and I love that it tells me "stickler" for that. Always reads about half to three out! Before I would always run  detergent. Son has allergies. hawt
how many minutes you appliance manuals before using gquarters the height of a little water before putting in She would "be in big trouble™ if Was
have left. them. Wants to know what it will the washing machine detergent and fabric softener.  she didn't use free and clear. Usin
do, and worried she might do [i.e., to the top of the Zo there was water in there, hap
something wrong. The washer  drum]. When I first and I could rinse my detergent 26:10 Uses Snuggle fabric
"iz pretty self-explanatory.” started washing clothes, cup out. I miss rinsing my cup | softener. 36:20 --Only thing she I'm
Looked up whitest whites, I would fill it too full, and out. can use with her son's allergies. to u
because she wanted to see what some clothes wouldn't Doesn't use it on towels. reac
it did extra to get things white. | ewven get wet. So [ There have been a couple of wou
learned over the years. I times when I started the Occasionally uses clorox 2, has | recc
fill my top load same as  machine and forgot to put stain pre-treatment products. s0m
this, half to 3/4. detergent in. mac
51:25 -- this is a little bit  26:00 -- fills with detergent, and
amaller than my 20-year again, "I want to rinse my cup
old top load. I wish it had out!” every four or five loads I
just a bit more capacity. take the cup to the bathroom
and rinse it out.
26:35 -- clip of her filling with
bleach. Points how how it would
be hard to lift big bleach bottle
and pour if you were shorter
than her.
You have to be careful when
you close the tray, or you'll
splash products out.
27:09 -- I dont’ have problem
with tray. But I worry that my
14 vear old would snap it off if
he was doing laundry, because
| it's just plastic.

Beth 20:20 -- time left is a really 22:30 -- I had the most 1:40 -- Not as many 15:20 -- my favarite thing abou 55:10 -- I'm a Cheer girl, T only 52:¢
cool feature. It's been comman cycles an my other loads with these as 1 this is that [ can put my fabric  use Cheer. What I grew up with. dete
accurate for the maost part. I washer, or something like them. |used to do. I'm really softener and everything in right Cheer makes a free & gentle, recc
know how long a cycle will | Maosly 1 do laundry just to do happy with the capacity.  at the beginning, and it puts it in that's my favorite, but not HE i=. C
take, so I can tell if I have |laundry. I don't need a ton of Cuts down on my work a |at the right time. yet. recc
time to do something else  [fancy features. I read the lot. diffe
before it's done. I've got an manual, but I don't remember 16:00 -- I don't use bleach. I'm | Shout. Pre-treat stains.
hour to run to the store. A everything. I'm sure there are |50:40 -- If I stick my afraid. I get stains out of white Dow
very cool feature. uses for some of these cycles,  hand in there and it feels in the sink, with a little bit of line.

but I don't have the time. a little tight -- touching |bleach. I have bleach, but I
the clothes and the top |don't think I've ever dane a
of the washer. that's load that was all white.




The value of the bucket-analysis spreadsheet

Yes, it takes time to populate. But then:

Reading up and down columns quickly tells
you everyone’s story for a particular slice of
the data.

Arranging columns together makes it easy
to synthesize several categories as you
read.

Reading across a row tells you a single
person’s whole story.

Arranging rows together helps you see
commonalities and differences.

Tip: make a blank one of these prior to a
prototype test, have observers capture
directly into it.




One result: behavioral segments based on learning patterns

mastery, virtuosity

UNDERSTANDING

comfort

Insight: successful
recovery from
mistakes is related
to growing mastery
of the appliance

. misunderstanding
and its controls.

TIME —



Meaningful dimensions of difference

Cooks mostly
to please:

Interest in new
foods and recipes

Cefinition
of success

Repertoire
of recipes

Sees cooking as..

| self farnily others
sticks with gxplores playfully
farniliar within bounds gxperiments
spEed taste appearance praise

| small & stabic riedium and large and :
Qrowing always expanding
a duty a pleasure a hobby a focus of |ife

For my money,
a set of these
that shows
variation in
people’s
behavior across
an observed set
of dimensions is
far more useful
to the team
than a set of
narrative
“persona.”




Tools for integrating understanding of
many dimensions of experience

goArmy.com
guiding strategy

Decision-making timelines
Data among the cubicles

Immersion workshops




Personal story, mapped from audio tape

A Soldier’s story, transcribed from an audio tape of an
interview. Timeline views are great for integrating many
layers of experience into a single view.




Timeline / collage from story elicitation
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From another project: timelines synthesized into genres of experience

transacting: walling: ad|usting: od|usting:
pay for parking  for train get seat prepare fo exit
aute 1 F metra ,  ped '
drive | find parking J_l nde J walk to work
10 min. .
|—| transact: entzring: train axifing: train
pay for train
entaring: station
fransacting: .
paty far walting: Fc::r air- walling: fo
purking p|c:|ne arrival board F::-|n::1ne
walling:  adjusiing: ad|usfing: fransacting:
for lerry  get sitvated  prepare to esit check-in
avto A, ped , ., airplane
drive ride | Idrhre park wilk I_” rid Hime
entering: ferry navigating & adjusting:
F:rc:cee::llng: get situated
find alrport )
15 min. and pquing security check

1

Anne Conners and Kord Brasheatr, Institute of Design, IIT, 2000



Making data manipulable (and public)

During analysis (here, affinity
clustering and a few different
attempts at models) we
surrounded the team’s cubicle
area with data from teenagers,
mothers, recruiters and soldiers.
This has the side effect of
beginning to expose everyone to
the voice of the people who use
the site.




Immersing extended team in the data

This work session exposed the
extended team and stakeholders to
artifacts from the research, as well
as the themes that had begun to
emerge. Quotes, photographs,
letters home, military documents,
and more lined the walls.




A little dramatic reading

B .

b
“‘k\-\.

il I

To give everyone a sense of what it
s like to be a teenager facing a life
decision, and considering the Army
as one choice, we read quotes from
our research participants to this
gathering of the extended team
and stakeholders.




Scores and scores of (mostly bad) ideas

Mm - wmaqm- o AT
: o] s L

We then had people brainstorm: “In
light of the themes emerging from the
data, how would you do your work
differently?” The point was not so
much to generate the shape of the
web site, it was to get this group of
people thinking differently about their
work, in light of new understanding
about people who use it.



Systematic, practical, detailed

Tailor the value / cost offer
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Story about possible future, as catalyst — a “Vision prototype!”

A vision
prototype,
technically
conservative
but
organizationally
ambitious,
showed what it
might be like in
three years if all
the strategic
directions were
pursued.
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The team translates the research
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Insights from the research begin to shape the next
iteration of the site.




BBC Digital Curriculum: Posters of design guidelines
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An attempt to make design principles from research a part of the daily work culture.




Summary
Designing for experience is hard

My recommended recipe:

L

- a simple, powerful, generally
applicable process

- a big bag of methods and tools

= use the right tool for the right
goal

b | - attend to the gaps, bridges,

| connections, relationships first,
then get the artifacts and
interfaces right

- work hard at facilitating
collaboration
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