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The problem

How to record, remember, convey
to others what was learned in data
collection

How to make what you know useful
in multidisciplinary teams
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Representation

No representation is an objective, unbiased report
of what is real

“Representations of work [are] interpretations in the service of
particular interests and purposes, created by actors specifically
positioned with respect to the work represented.”
Suchman, Making Work Visible, p. 58

Representations create  as much as they reflect the
world.
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One solution: summarize data

 By person
Narrative organization
By theme

Highlights key points

Thematically
Questions asked

Issues raised
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Example interview summary - by person
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Example interview summary - by theme
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Configuring the User

Choices about
who the user is
which characteristics, actions, preferences matter

what the user is like

Division of responsibility, capability, power
between user and system.
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About scenarios and personas

Scenarios narratives of
what people do

Personas descriptions of
fictional characters
intended to represent
categories of users

Can be used to
summarize and report
qualitative findings

http://iqcontent.com/publications/features/article_75/
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Benefits

Clear and understandable problem description for stakeholders

Concrete yet flexible

Tentative working representations that can be elaborated, revised. 
Focus on consequences of specific design decisions

“Thought experiments” to play out design & use possibilities

Focus discussion on goals to be achieved  before design details

Useful for keeping the design team focused on a common goal
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Problems

Can also be used to perpetuate
stereotypical, disempowering
views of users

Often seen as fake or simplistic

How much research is necessary
to do them ‘right’?

Need full commitment to process

Making decisions based on real
opinions trumps making decisions
based on imaginary opinions.
…
I’ve never been a big believer in
personas. They’re artificial,
abstract, and fictitious.

Jason Fried, 37Signals

http://www.37signals.com/svn/posts/690-ask-37signals-personas
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Personas
Fictional people with life stories, goals, tasks.

Instead of focusing on the task in a work context,
focus on a whole person (performing a task)

Powerful, engaging – more interesting than
scenarios?
(Grudin and Pruitt)

www.flowinteractive.com/personas
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Personas

Realistic personalize by including picture and name

Demographic*consider age, gender, profession, marital status

Personal* family, hobbies, likes, dislikes, background, expectations

Technological* computer experience, connection speed, computer type

Details relevant to the site/project

Purpose reasons to visit your site such as goals and preferences

It is important to ensure everyone on the team understands the role
and importance of each persona and that they review and approve them.

The personas are used to guide the creation of task scenarios.

*Relevance?

http://www.eias.ie/usability_service_persona_dev.php
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Example persona : IDEO presentation for Berkeley
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What are scenarios?

Stories about people carrying on a well-defined activity.
Problem scenario activity as it exists prior to technology

Design scenario describes new vision for interaction

Consist of
Setting context of use

Actors with high level goals, task goals, and plans

Actions (observable behavior)

Events (external actions produced by computer or other features of a setting)

Evaluation (mental activity interpreting situation)

Plot sequence of actions & events

People’s goals, plans, and understandings can change.
Carrol l

Rossen & Carrol l , p. 18
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Types of
scenarios

Daily use
frequent actions

Necessary use
ALL actions that MUST
be performed

Edge case
unusual events
Cooper

http://uxarts.blogspot.com/2008/03/what-happens-when-your-design-only-for.html
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Uses of scenarios and personas

Problem scenarios & personas
Develop and illustrate assumptions about existing users and uses or

targeted users and uses
Summarize empirical findings about users, uses
Purposes

For design, communication within design group
“Configuring the user”

For communication with users (e.g., “is this realistic?”)
For evaluation of designs, prototypes (e.g., walk-throughs)

Design scenarios
Present possible solutions, identify possible problems
For communication with users (e.g., “is this realistic?”)
For evaluation of designs, prototypes (e.g., walk-throughs)
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Where do scenarios and
personas come from?

Designers’ ideas and assumptions
about how technology is used and by whom.

Engagement with users
user and task analysis, contextual inquiry, ethnography.

Designers’ and/or users’ hypotheses
about possible future activities, users.

And surveys
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Using  surveys
The most eager and productive content creators break into three distinct groups:

Power creators are the Internet users who are most enthusiastic about content creating
activities. They are young – their average age is 25 – and they are more likely than
other kinds of creators do things like use instant messaging, play games,  and
download music. And they are the most likely group to be blogging.

Older creators have an average age of 58 and are experienced Internet users. They are
highly educated, like sharing pictures, and are the most likely of the creator groups to
have built their own Web sites. They are also the most likely to have used the Internet
for genealogical research.

Content omnivores are among the heaviest overall users of the Internet. Most are
employed. Most log on frequently and spend considerable time online doing a variety
of activities. They are likely to have broadband connections at home. The average age
of this group is 40.

“

”
http://www.pewinternet.org/pdfs/PIP_Content_Creation_Report.pdf
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Konstantin Stanislavsky on
scenarios (not really)

“All action on the stage must have an inner
justification, be logical, coherent, and real.”

When writing a scenario, consider:
What concrete event or desire prompts the activity it describes?
How do we know the activity or episode is completed?
Is a happy ending the best outcome?

Think about frameworks and needs:
What ‘needs’ are being fulfilled in this scenario? Whose ‘needs’?
How exactly does a scenario of the future improve upon the present?
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Scenarios are representations, too

They’re a lot like little plays, so we can look at play
structure to learn about making scenarios

Freytag’s
triangle

http://www.kyshakes.org/Resources/Aristotle.html

Gustav Freytag

1816-1895
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Illustrating action

Cooper Airport Guide http://www.cooper.com/insights/concept_projects/airport_guide.html
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Maps

Rachel Pluto, The Value of Forgotten Items
www.id.iit.edu/externalID/index.php?id=680
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Video scenarios/sketches

ThingM LoveM technology sketh ttp://thingm.com/sketches/lovemch
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Benefits of sc enarios and personas

1. Easy way to summarize and make memorable complex
info

2. More realistic than abstractions; more closely related to
real world — if designed appropriately

3. The power of narrative: complex personalities and story
lines in an easily-understood format

4. Focuses designers on people other than themselves

5. Focus on users’ goals and activities rather than on design
features

6. A way to translate empirical findings into a form that
is communicable and usable
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Risk: substituting fiction for
reality

1. Too much reliance on something not sufficiently empirical
May seem deceptively empirical, “true”

2. Too few or too simple scenarios.
Tendency to reduce complexity to one or a few actors, single story line.
Caricatures, stereotypes.
Confirming rather than challenging assumptions.
The real world is messy.

3. Unrepresentative scenarios, actors.
“Good” stories rather than representative ones.
Stories that designers think are representative (but aren’t).

4. Can replace empirical info on actual tasks, conditions,
actors, work practice with assumptions



Needs and Usability Assessment 11.06.08

Other risks

Use of stereotypes; reinforcing stereotypes
“Peggy Grayhair, a 55-year-old nurse, is afraid to use her new office tablet
PC.”

Inessential information that can be misleading or limiting
“Jane is a computer engineer who likes to cook and has a 5-year-old
daughter; Jim is a computer engineer who spends his spare time re-
building cars.”

Scenarios fit proposed technology rather than tech fitting
personas

“Guy likes to watch videos on his 3G mobile phone while he walks across
campus between classes, to keep up on his favorite situation comedies.”

Focusing on the technology, not the story
“She presses ##889 and presses Menu-OK, highlights Save Phone # and
presses Menu OK, highlights Accessibility and presses Menu-OK,
highlights TTY Off and presses Menu-OK. Kim then disconnects her TTY.”

Overreach: trying to solve too many problems at once
“Our augmented guitar lets the audience interact with street musicians in
new ways, helps listeners resolve conflicts with friends, and allows passers-
by access to free information about local restaurants.”
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Vs User journey over time

Moment vs journey
Micro vs macro
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Let ’s make  scenarios!

Context 1: Booking travel
Persona
Problem scenario


