Day 5: Studying People by Observation
Informatics 131: Intro to HCI
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Agenda

* Questions from Thursday
* Kolko & Moggridge on studying people in service of design
* Design Ethnography via AIGA, Universal Methods of
Design, and Stanford d.school

* Your observation assignment
* Stuff for Thursday
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What did you learn today?
What was most interesting?

Any other course feedback.

What do you have a question about?
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Your Questions & Feedback
* Me: Talk slower, Repeat quiet comments // Y’all: Please speak up and let me know
when you’re missing something!

* Turn in reading responses online? No. Sorry. Easier to grade this way.
* More guidance for sketching critiques & more time: Will talk more on Thursday. Yes.
* Interesting thing I learned: seeing eye dogs use signifiers
* Hard to design a system that someone can just look at and understand!
* Intellectual property & group projects?
* Have to be software based? Sketches -- No. Project -- Yes, sort of.
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A little more about signifiers
* Affordance v. Consraint - HDMI v. USB
* Signifiers seem similar - yes! Why did Norman
suggest that we instead talk about signifiers?

* Seem very cultural? What about tourists? Are
they learned? Do they change over time? Do
sociologists study signifiers?

* Intentional by designer v. happenstance
* How is feedback part of design?
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“Thinking about People”
Jon Kolko
Thoughts on Interaction Design
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Design Process
Problem
Synthesis

Evaluation of
Solutions
Design &
Ideation
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Defining the design problem or opportunity

* In Kolko’s case: maybe it’s given to you
* Even still, you need to figure out the story
* Use Cases, Scenarios, Narratives
* Why? What do stories help you focus on?
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Discovering hidden wants, needs, desires

* “The User Is Not Like Me”
* Ethnography & first hand observation
* Different in design than in anthropology
* Why do it in design?
* What is the role of interpretation?
* What kinds of questions does ethnography help with? Or not?
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Contextual Inquiry, Focus Groups, Competitive Analysis

* We will come back to these later!
* Don’t try to do all these things with your observations.

Right now, we just want to spend some time watching, and
paying attention.
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Synthesis, Creation & Refinement

* Rapid ideation

through sketching

Problem
Synthesis

* Making more stories
* Mapping techniques
for analysis

Evaluation of

* Convergent &

Divergent Thinking
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“what generally happens” vs. reality
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Thoughtful Reflection & Building Self-Confidence
* “Externalization of the process -- taking the reflective, intuitive,

and messy parts of design and finding a way to draw them, model
them, or represent them in reality -- becomes critical for
rationalizing and communicating the process of design.”

* Pay attention this quarter throughout the project, keep notes

about how you feel, what you’re uncertain about, and whether /
how things come together.

* There will be a reflection due on the project and process at the end
of the quarter!
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Bill Moggridge on “People”
from Designing Interactions
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“Who are the users? What do they want from the
experience? What will give them satisfaction and
enjoyment?”
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Observation v. Talking to people
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IDEO Method Cards
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Learn
Analyze the information you’ve
collected
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Look
Observe people to discover what they
really do -- not what they say they do
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Ask
Enlist people’s participation to elicit
information relevant to your project
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Try
Create simulations and prototypes to
help empathize with people and
evaluate proposed designs
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Look
Observe people to discover what they
really do -- not what they say they do
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Observations
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Practical References (also on the schedule)

* Universal Design Methods overviews of
* Design Ethnography
* Fly on the Wall Observation
* Observation
* SITRA – Ethnography Fieldguide. [PDF]
* Stanford D-School Understand Mixtape [PDF]
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Getting Started on your project
* You should conduct observations totaling at least 40 minutes, at at least 2
different times or locations.

* Minimum time for each observation period is 20 minutes.
* For example, you might observe for 20 minutes at Peet’s and 20 minutes at
the campus Starbucks. Or, you might spend one hour watching people in

Aldrich park in the morning, and 20 minutes watching people in Aldrich park
again in the evening.

* TAKE FIELDNOTES!!!!!! AND PICTURES!!!!!!!!
* More is better.
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d.

As a human-centered designer you need to understand the people for whom you are designing. The
problems you are trying to solve are rarely your own—they are those of particular users; in order to
design for your users, you must build empathy for who they are and what is important to them.
Watching what people do and how they interact with their environment gives you clues about what
they think and feel. It helps you to learn about what they need. By watching people you can capture
physical manifestations of their experiences, what they do and say. This will allow you to interpret
intangible meaning of those experiences in order to uncover insights. These insights will lead you to
the innovative solutions. The best solutions come out of the best insights into human behavior. But
learning to recognize those insights is harder than you might think. Why? Because our minds
automatically filter out a lot of information in ways we aren’t even aware of. We need to learn to see
things “with a fresh set of eyes” – tools for empathy, along with a human-centered mindset, is what
gives us those new eyes.
Engaging with people directly reveals a tremendous amount about the way they think and the values
they hold. Sometimes these thoughts and values are not obvious to the people who hold them. A
deep engagement can surprise both the designer and the designee by the unanticipated insights
that are revealed. The stories that people tell and the things that people say they do—even if they are
different from what they actually do—are strong indicators of their deeply held beliefs about the way
the world is. Good designs are built on a solid understanding of these kinds of beliefs and values.
Engage to:
- Uncover needs that people have which they may or may not be aware of
- Guide innovation efforts
- Identify the right users to design for
- Discover the emotions that guide behaviors
In addition to speaking with and observing your users, you need to have personal experience in the
design space yourself. Find (or create if necessary) experiences to immerse yourself to better
understand the situation that your users are in, and for which you are designing.
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Don’t judge. Just observe and engage users without the influence of value judgments upon their actions,
circumstances, decisions, or “issues.”
Question everything. Question even (and especially) the things you think you already understand. Ask
questions to learn about how the user perceives the world. Think about how a 4-year-old asks “Why?” about
everything. Follow up an answer to one “why” with a second “why.”
Be truly curious. Strive to assume a posture of wonder and curiosity, especially in circumstances that seem
either familiar or uncomfortable.
Find patterns. Look for interesting threads and themes that emerge across interactions with users.
Listen. Really. Lose your agenda and let the scene soak into your psyche. Absorb what users say to you, and
how they say it, without thinking about the next thing you’re going to say.

HOW to assume a beginner’s mindset?

We all carry our experiences, understanding, and expertise with us. These aspects of yourself are incredibly
valuable assets to bring to the design challenge – but at the right time, and with intentionality. Your assumptions
may be misconceptions and stereotypes, and can restrict the amount of real empathy you can build. Assume a
beginner’s mindset in order to put aside these biases, so that you can approach a design challenge with fresh
eyes.

WHY assume a beginner’s mindset?
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Listen. Really. Lose your agenda and let the scene soak into your psyche. Absorb what users say to you, and
how they say it, without thinking about the next thing you’re going to say.
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Look at the extreme in all of us
Look to extreme users for inspiration and to spur wild ideas. Then work to understand what resonates with the
primary users you are designing for.

HOW to engage with extreme users?

image: flickr/bitchcakesny

Determine who’s extreme
Determining who is an extreme user starts with considering what aspect of your design challenge you want to
explore to an extreme. List a number of facets to explore within your design space. Then think of people who
may be extreme in those facets. For example, if you are redesigning the grocery store shopping experience you
might consider the following aspects: how groceries are gathered, how payment is made, how purchase choices
are made, how people get their groceries home, etc. Then to consider the aspect of gathering groceries, for
example, you might talk to professional shoppers, someone who uses a shopping cart to gather recyclables (and
thus overloads the cart), product pullers for online buyers, people who bring their kids shopping with them, or
someone who doesn’t go to grocery stores.
Engage
Observe and interview your extreme user as you would other folks. Look for work-arounds (or other extreme
behaviors) that can serve as inspiration and uncover insights.
Look at the extreme in all of us
Look to extreme users for inspiration and to spur wild ideas. Then work to understand what resonates with the
primary users you are designing for.
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what? | how? | why?

intuition!
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Some examples of my fieldnotes
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WHY use What? | How? | Why?

What? | How? | Why? is a tool that can help you drive to deeper levels of observation. This simple scaffolding
allows you to move from concrete observations of a particular situation to the more abstract emotions and
motives that are at play in that situation. This is a particularly powerful technique to leverage when analyzing
photos that your team has taken into the field, both for synthesis purposes, and to direct your team to future areas
of needfinding.

HOW to use What? | How? | Why?

Set-up: Divide a sheet into three sections: What?, How?, and Why?
Start with concrete observations (What):
What is the person you’re observing doing in a particular situation or photograph? Notice and write down the
details. Try to be objective and don’t make assumptions in this first part.
Move to understanding (How):
How is the person you’re observing doing what they are doing? Does it require effort? Do they appear rushed?
Pained? Does the activity or situation appear to be impacting the user’s state of being either positively or
negatively? Use descriptive phrases packed with adjectives.
Step out on a limb of interpretation (Why):
Why is the person you’re observing doing what they’re doing, and in the particular way that they are doing it?
This step usually requires that you make informed guesses regarding motivation and emotions. Step out on a
limb in order to project meaning into the situation that you have been observing. This step will reveal
assumptions that you should test with users, and often uncovers unexpected realizations about a particular
situation.

d.
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D1: Overview

* Three parts:
* this week: observations (week 3)
* next week: interviews (week 4)
* the next week: cultural probes & collages (week 5)
* Milestone due, the NEXT week (Tuesday, week 6)
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Turning in the Milestone
* For each part, there will be three pieces to turn in:
* Evidence of doing the work
* Summary of data gathered
* Reflection on the experience
* This will all go into 1 big document & I will probably set up EEE for
turning it in.

* Due date: February 11. (3 weeks from today)
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What to turn in: evidence

* Fieldnotes
* Do not turn in your only copy!
* Field notes should total at least 4 pages in length. It’s
okay if they are really messy. Fieldnotes will not be
graded for grammar, etc.

* Include at least 4 photographs from your observations.
Caption them.
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What to turn in: summary

* Write 1-3 paragraphs summarizing what you observed.
This should be a simple descriptive report that tells us

where you went to observe, what days and times you were
there, who you saw, and what they did.

* Key point: make fieldnotes readable by OTHERS. You do not
need to do a lot of analysis work here. Bullet points would
be ok, but I am looking for complete sentences.
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What to turn in: reflection

* Observation Reflection
* Write 2-3 paragraphs reflecting on your experience of

conducting the observations. What surprised you? What did
you learn that you might not have noticed otherwise? What
did you think about what you saw — did you notice any
problems that people were having with technologies or

notice things that you think you could improve? What would
you do differently the next time you do observations? What

parts were easy? What was challenging? Did you get bored?
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Thursday! Readings
* Ethnography & Design: Envisioning Possible Futures
* Galloway, Anne. “Designing stories for humans and nonhumans:

Interview with Anne Galloway.” Ubiquity: The Journal of Pervasive
Media. 2012. pp. 81-92. [PDF]

* Weiser, Mark. “The Computer for the 21st Century.” Originally in
Scientific American. 1991. Reprinted in Mobile Computing and
Communications Review 1999. pp. 3-11. [PDF]

* Reeves, Stuart. “Building the Future with Envisioning.” interactions
(2013) pp. 26-29.” [PDF]
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Thursday! Reading Response
* Think about the site where you are doing observations for your design

project. Write a short fiction that imagines what you might see if you were
doing the same observations in 2024 (10 years from now).

* This should be 500-1000 words in length. (For comparison, Weiser’s

short story about Sal is 900 words. Your story should be similar to this.)

* In the reading for this week, Stuart Reeves argues that envisionings, such
as Weiser’s, make for bad predictions of the future, but are important to

HCI, Design, and Ubicomp in other ways. Reflect on your own work in this
exercise. How does Reeves think envisionings can be helpful? Was it
helpful for you as you think about your design project? Why or why not?
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Thursday! Sketch
* S2: Time Management
* For this sketching topic, you might try to pay attention to things

like: individual or group scheduling, calendaring, keeping track of
tasks and chores, coordinating plans with other people, etc.

* At least 1 of 3 sketches on topic
* At least 1 of 3 sketches must be some kind of new idea
* Software or hardware are both ok
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Please put your name in the top left corner.
First name first.

FirstNa
Studen me LastNam
tID
e

http://www.flickr.com/photos/danielle-chang/

What did you learn today?
What was most interesting?

Any other course feedback.

What do you have a question about?
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