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What is ethnographic
researche






Once you invite [ethnographic] practices into
the the everyday way of doing things, it can be
institutionally transformative. It takes time. It is
inexact at times. It requires reflection, the
backing away from assumptions, it involves
being uncomfortable with what is revealed.

- Dr. Donna Lanclos,
Anthropologist,
UNC Charlotte

http://www.donnalanclos.com/?p=305




What Is user experience?






http://semanticstudios.com/user _experience design/




<useful>
usable éesirable

<aluabl>
findabl> é:cessible
<redible>

http://semanticstudios.com/user _experience design/




So how does ethnographic
research fit in with UX?¢



= See the experience from user’s perspective

= Appreciate significance of cultural
differences

= Understand motivations behind actions

» Observe hidden behaviors

= Learn routines in doing research

= See how the user recovers from problems

= Embrace user’s individual experience



...and fit in with librariese

= Better understand our users

= Apply gradual improvements

= Tailor services appropriately

= Adapt fo changing demands

= Make evidence-based decisions

= Expand the knowledge of our colleagues
and profession



A LANDSCAPE OF USER RESEARCH METHODS

BEHAVIORAL @/ M Eyetracking @ Clickstream Analysis
@ A/B Testing

I Usability Benchmarking (in lab)

I Usability Lab Studies B Moderated Remote Usability Studies

T B Unmoderated Remote Panel Studies [l Unmoderated UX Studies
@ Ethnographic Field Studies @ True Intent Studies

|

€@ < Concept Testing —>
@ Diary/Camera Studies

4@ Participatory Design @ Customer Feedback

/\ Focus Groups & < Desirability Studies —> @ Intercept Surveys
ATTITUDINAL A\ Interviews /\ «<— Card Sorting ——> /\ Email Surveys

QUALITATIVE (DIRECT) QUANTITATIVE (INDIRECT)

KEY FOR CONTEXT OF PRODUCT USE DURING DATA COLLECTION
@ Natural use of product /\ De-contextualized / not using product

©2014 B Scripted (often lab-based) use of product € Combination / hybrid

Christian Rohrer

http://www.nngroup.com/articles/which-ux-research-methods/




The trick is determining which method
of research is the most appropriate for
the questions you are trying to answer.



Quantitative Qualitative research

research answers: answers:

* What? * Why?

* How many? * What are the
e How often? surrounding

circumstances or
influencers?



You should never use just one
of these methods in isolation.
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So at the UH Libraries...



Qur research

Web and click analyfics

Heat maps

Qualitative and guantitative content audit
iterature review

Review of web design and development
trends

Stakeholder focus groups
Usability benchmark
Competitive review




We thought that gathering
and analyzing user data
together to get
a shared understanding
of the users’ contexts
would be valuable.



It was.






What is contextual inquirye



———— = i t’g’

= |t's a user-centered design (UCD)
ethnographic research method

= |t's a series of structured, in-depth user
INnferviews

= The interviewer asks the user to perform
common tasks that he/she would
normally do



Human computer interaction
engineers created the
methodology in the late
1980:s.

It’s based on theories from
several disciplines, including
anthropology, psychology
and design.

Contextual inquiries have
rarely been documented
through formal scholarly
communication.

A How-To

Guide to Key

/é'r/util,fle‘.t for

User-Centered

Design




< NC State Home RESOURCES = search ncsu.edu (o}

rm:h NCSU LIBRARIES FIND GET HELP SERVICES LIBRARIES ABOUT

Q ASKUS MY ACCOUNT HOURS FAQ LOGOUT CHATNOW

Persona Interviews for Web Site Redesign (2010)
| User Studies

Overview

As part of the redesign process for the Libraries' Web site, the Libraries developed personas, fictional portrayals of users in different
patron categories. These personas were designed to enable the Web design teams to both understand users' behavior and to view the
site from the users’ perspective. Being able to reference the personas as representative Web site users would enable the design teams to
better meet the needs of library patrons. To assist with creating the personas, a consulting firm (Hesketh.com) was hired to both analyze
research from other universities, and to collect user data through a series of contextual interviews. From these data the firm created and

presented to the Libraries the finished personas.

Team and Partners

> Angela Ballard, study coordinator, minder and observer

> Susan Teague Rector, study coordinator, minder and observer
> Babi Hammond, participant recruitment

> Susan Pauley, observation and participant recruitment

> Alice Williams, Hesketh.com

> Abe Crystal, More Better Labs

Recruitment and Interview Procedures

The first step in participant recruitment involved establishing the target audiences that stakeholders wanted to be represented in these
studies. From here, the process involved further narrowing down the ideal demographics criteria for participants. With assistance from
the consulting firm, the next step was to create a standard list of screening questions to be asked of potential participants.

Libraries staff members were assigned the responsibility of recruiting participants. Potentially interested faculty members were
identified, and a list of names and departments of randomly selected faculty, staff, undergraduate and graduate students was also
provided by Registration & Records. Six standard email scripts were generated and emailed to potential participants at stages in the

http://www.lib.ncsu.edu/userstudies/studies/2010personainterviewsredesign




How Is contextual inquiry different
from other research methodse



Unlike web analytics, we can understand
the infent behind their actions. If it’'s unclear,
we can ask them why they did something @
certain way.

N vacekrae@gmail.com n
"ad Google Analyt Home Reporting Customization Admin UH Libraries - Info - http://info.lib.uh.edu ¥ o J
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4
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Unlike surveys, we can intferact with the users
and observe what they are doing. This is
much more accurate than self-reporfing.




While surveys can be excellent tools for many questions,
and are attractive for LIS professionals because they can
reach many people economically, effective surveys
require knowledge of survey design and validation,
sampling methods, quantitative (and often qualitative)
data analysis, and other skills that require formal training

many LIS professionals do not possess. ... Without
rigorous survey design and validation, data can lead to
results that are invalid, misleading, or simply not
meaningful to answer the question at hand.

- From "#DitchTheSurvey: Expanding
Methodological Diversity in LIS Research”

% LIBRARY "2 LEADP | PE

http://www.inthelibrarywiththeleadpipe.org/2015/ditchthesurvey-expanding-methodological-diversity-in-lis-research/




Unlike usability testing, it's not under
contrived conditions in a laboratory-like
setting. It's what they would really do in real
life, not tasks we designed to test specific
parts of the system.




Unlike focus groups, an individual user is able
to talk about and show us in detail the way
he/she does things without the influence of
others.




...relying strictly on what students tell us in
focus groups is potentially incomplete ... focus
group participants may share only what they
think we want to hear or they may fail to
accurately describe their library use. Listening is
important, but observation can yield

unexpected revelations.

- Stephen Bell, From the Bell Tower
column, Library Journal

http://lj.libraryjournal.com/2015/06/opinion/steven-bell/not-liking-what-users-have-to-say-listen-anyway-from-the-bell-tower/#




What are the advantages of
contextual inquiry?




= The open-ended nature of the
Inferaction makes it possible to
revedl tacit knowledge.

= The information produced by
contextual inquiry is highly reliable
and highly detailed.

= The technigue is very flexible as you
can conduct interviews anywhere
your users are.

https://en.wikipedia.org/wiki/Contextual inquiry




Users can show us
what they do
rather than tell us,
and we can better
understand why
they do It.



What's involved In
contextual design?



J

Contextual Inquiry

Talk with users, capture key issues,
understand as a team what is
Sequence Modeling important to users, and
consolidate the data

Interpretation Sessions

Y

Affinity Diagramming

Persona Development ) )
Set a direction based on what you

Visioning know about your users

Storyboarding

Design a system to support all the

Product and System Requirements
research

User Environment Design

Paper Prototypes and Interviews . .
lterate designs and systems with

Interaction and Visual Design users

]

Inspired by https://www.interaction-design.org/literature/book/the-encyclopedia-of-human-computer-interaction-2nd-ed/contextual-design




Contextual Inquiry

Interpretation Sessions Talk with users, capture key issues,
> understand as a team what is
Sequence Modeling important to users, and

consolidate the data

Affinity Diagramming

/
Persona Development ) )
_ Set a direction based on what you

know about your users

We are only going to review this first
halt of the contextual design process.

Inspired by https://www.interaction-design.org/literature/book/the-encyclopedia-of-human-computer-interaction-2nd-ed/contextual-design




What was the timeline@¢



November

2014

= Researched
different user
research
methods

= Defined the
goal of
contextual
inquiry

= Planned the
interview
guestions

= Prepared IRB
application

December
2014

= Applied for IRB
approval

= Obtained
money for
participation

= Prepared
materials and
gave training
about
contextual
inquiry to Web
Services dept.

February

2015

= Study was
awarded
Exempt status
by IRB

= Refined
interview
guestions

= Recruited and
trained library
stakeholders



= Ran pilot
interviews

= Recruited and
interviewed
users

= Conducted
interpretation
sessions

= Continued to

interview users

= Conducted
interpretation
sessions

= Created
sequence
models

= Created
personas

= Consolidated
sequence
models

= Did affinity
diagramming

= Did visioning

= Prepared final
report




What's involved In
contextual inquiry¢



The interview process

Inferviews were scheduled in advance at location
where user typically did research

Interviewer and note taker conducted
1-hour interviews with each user

Utilized master/apprentice model

Each participant received a gift card
Captured audio as well as hand-written notes

2-hour interpretation session followed each interview
within 24 hours
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Livescribe 2GB Echo Smartpen (-$120)

http://tinyurl.com/pr96xmsg




UH Libraries Website Redesign Contextual Inquiry Report

Appendix A: Undergraduate Interview Guide

1. INTRODUCTION AND FRAMING [5 MINUTES]

a.

C.

| work in the Web Services department at UH Libraries.
Thanks for your time today! We'll spend about the next
hour talking about your experiences as a UH student and
library user.

I'd like to emphasize that | did not design the current web
site for the library, so nothing you say today will hurt my
feelings. You can be completely open and candid with
me. This is about us in Web Services learning from you so
we can help the library better serve the UH community.
Please stop me at any point if you have questions.

2. WARM-UP AND BACKGROUND INFORMATION [2-6, 25 MINUTES]

a.

Could you tell me a bit about yourself...
ii. Where are you from?g
iii. Where are you living now?

iv. What made you decide to come to UH?

V. Interest or hobbies?

vi. What does a typical Saturday look like for you?
vii. What are some of your goals for this semester?
vii.  What are your aspirations after graduation?

d.

Q

In an average week, how many hours would you say you
typically spend online2 Approximately what percentage of
that time is spent on school or work?

. ACADEMIC INFORMATION

a.

What is your major, or if you haven't declared yet, in what
areas are you most interested?e

What interests you about that field of study?2

How would you describe the teaching style of your profes
SOrse

Walk me through a typical Tuesday for you.

Describe a typical assignment for a class in your major.
How do you approach that task?

LIBRARY INFORMATION

a.

b.

How would you describe the MD Anderson Library to a
friend who has never been there?

How often do you go to the library? How often do you go
to the library website?

You walk into the MD Anderson Library. Where is the first
place you typically go? Have you gone to the library web
site before walking in the door?

3. COMPUTER USAGE d. What do you do there? How long do you stay?
. . . e. What do you usually bring with you to the library?

a. Can you take me through your typical online rquhne? f. What frustrates you about using the library?
What's the first device you usually use fo go online? And g. When was the last time you talked to a librarian? What was
where do you go first? ) ) the conversation about?

b. Do you have any other favorite websites?

¢. Where do you typically do work on your computer and
where do you usually spend time online?

UH Libraries Web Services Page 34-41



UH Libraries Website Redesign Contextual Inquiry Report

Appendix A: Undergraduate Interview Guide (continued)

6. LIBRARY WEBSITE INFORMATION mente Could you walk me through your steps?
) . ALT: You need to find a book called Team of Rivals by Doris
a. When do you go to the library website? What do you do Kearns Goodwin for a US History class. How would you do
when you're jhere? (Take pomc-pon? to site) thate
b. What immediately draws your attention? Why? d. Let's say you need to find an article in a specific journal
c. Reaction to Tiny Gallery? related to your research topic. How would you find that
arficle?
7. OBSERVATION OF WORK [25 MINUTES] ALT: You nged to ﬁpd an article by Neil MC.LOfChie on the
effects of violent video games on aggressive behavior. You
a. Can you walk me through a research project you are cur- don't have the exact title of the article, but you know it's in
rently working on? the journal Psychological Science. How would you find itg

ALT: You've been given an assignment to write a research
paper on the impact of climate change on our global

food supply with at least 4 sources cited throughout the 8. WRAP UP [5 MINUTES]

paper. . We've reached the end of the interview.

i. How long do you have for this assignment? When
did you start? (ALT: You have two weeks for this as a. Do you have any reactions the amount of information you
signment. When do you typically start?) were exposed to throughout the searching process today?

ii. What is the first thing you do? b. Do you have any reactions to the layout of how informa

iii. How would you find and review resources to deter- tion was presented to you throughout the searching pro-
mine the sources you want to use? cess today?

iv. What is the thing that makes (would make) you ¢. Thank you very much for sharing with us how you conduct
most nervous about the assignment? your research. Do you have any questions for use

V. How would you cite your sources in the paper?

b. Have you recently done a project (or are currently working
on one) where you have had to learn software or get tech
nical assistance to complete? (i.e. podcast, excel, power
point, etc.)

ALT: One of your professors has asked you to record and
edit an HD video as part of an assignment. Where would
you go to learn how to do this? What tools would you use?

c. Do youremember the last book you found for an assign

Solicit reactions to the amount and layout of information through-
out the searching process.

UH Libraries Web Services Page 35-41



Who did we interview?e



Undergraduates (8)* Graduate Students (3)

= Geology and = Construction
Geophysics Management

= Civiland Environmental = Social Work
Engineering = Library & Information

=  Biochemistry Science

= Business Finance

»  Graphic Design Faculty (1)

= Chemicdl Engineering = Classical Rhetoric
= History
= English Literature

* Three of the undergrads were also students in the Honors College



Where did we interview them?@



M.D. Anderson Library

= Quiet zones

= Business zones

= Learning Commons

= |nstruction Room 106-R

= Academic Research Center

Department of Earth & Atmospheric Science
Computer Lab

Student Center — Legacy Lounge
The Nook coffee shop

Faculty member's office



What is involved In
INnferpretation sessionse



Goals

1. To make sense of data
2. To understand intent

3. To move towards insights



Interviewer tells the story of the interview
Interview note taker helps tell the story

Interpretation session note taker records
thoughts and observations of the team as
notes for an affinity diagram

Moderator keeps the meeting focused on the
session objectives and makes sure everyone is
involved

Designer generates sequence models as the
iInferview story is told

Stakeholders contribute thoughts and
observations



Participant Schedule for Contextual Inquiry

Session Date & Time Participants

Contextual Inquiry Overview Wednesday, March 11, 4-5 pm (Room 106-T) Robert Frederick
Pilot Interview Wednesday, March 18, 9:30-10:30 am (The Nook)  [Rachel Sean
Pilot Interpretation Session Thursday, March 19, 10am-Noon (Room 106-T) Robert Frederick Kelsey

Keith Sean Rachel J

essIO Date & e Pa Da and Role

Interviewer Interviewer Notetaker Moderator Sequence Modeler|Stakeholder
Interpretation Session #1 Tuesday, March 24, 10am-Noon (The Cave) Robert Rachel Keith Sean J Frederick
Interpretation Session #2 Wednesday, March 25, 10am-Noon (The Cave) Robert Rachel Keith Sean J Kelsey
Interpretation Session #3 Thursday, March 26, 10am-Noon (The Cave) Robert Rachel Sean J Frederick
Interpretation Session #4 Friday, March 27, 10am-Noon (The Cave) Robert Sean J Kelsey
Interpretation Session #5 Tuesday, March 31, 10am-Noon (The Cave) Robert Rachel Keith Sean J Lisa
Interpretation Session #6 Wednesday, April 1, 10am-Noon (The Cave) Robert Rachel Sean Keith J Lisa
Interpretation Session #7 Thursday, April 2, 10am-Noon (The Cave) Robert Rachel Keith Sean J
Interpretation Session #8 Friday, April 3, 10am-Noon (The Cave) Robert Rachel Sean Keith J Cherie
Interpretation Session #9 Monday, April 6, 2-4pm (The Cave) Robert Rachel Keith Sean J
Interpretation Session #10 Wednesday, April 8, 10am-Noon (The Cave) Robert Rachel Sean Keith J Cherie

essIo Date & e Pa D3 and Role

Leader Participant #1 Participant #2 Participant #3 Participant #4 Participant #5
Affinity Diagram Session - Undergrads |Wednesday, April 8, 1-3 pm (The Cave) Robert Sean J Lisa Cherie
Affinity Diagram Session - Graduates [ Thursday, April 9, 10am-Noon (The Cave) Robert Rachel J Lisa Kelsey
Affinity Diagram Session - Faculty Friday, April 10, 10am-Noon (The Cave) Robert Rachel J Sean Frederick Kelsey

* Robert and Rachel will be conducting interviews with Undergrads, Grads, and Faculty, March 23-Apil 7




So what does this whole
process look likee



Interpretation Interpretation

Interview: Interview:

Session: Session:
Participant 1 " Participant 2 -
S Participant 1 arfcipan Participant 2




Consolidate
Sequence
Models
Sessions

Interpretation Affinity
Session: Diagraming
Participant 12 Sessions

Interview:

Participant 12




Persona Visioning el Share work

Development : research into :
.p Sessions with others
Sessions report




What is captured in an
INnferpretation sessione



Interpretations of events, use of tools,
problems, and opportunities

Important characteristics of the work
Breakdowns in the work

Cultural influences

Design ideas

Questions or uncertainty about something
from the interview

Insightful user quotes



Thoughts were captured in a Word document
template so we could easily print them out onto
sticky noftes.

Q: Signs into
Google.com or Gmail?

As a commuter he finds
it most feasible to stay
on campus during
breaks between work
and classes and he’ll
usually work on
homework

If the search results
“look decent” he'll click
on them. “Look decent”

means that the title

looks relevant

Breakdown: Wants to
visit websites he’s
bookmarked and can’t
because his bookmarks
are on his local machine

Goes to OneSearch
because he “prefers
articles”

Looks at peer-reviewed
articles if available

Opens 5-7 different
articles in a new tab (by
right-clicking on “View
Online” before reading
any.

Closes tab if the article
doesn’t appear useful.
The closing of tabs could
be more related to the
depth of the article
rather than the
relevancy

Copies and pastes
sections of articles into
a Word doc to refer to
as he writes starts to
write paragraphs in
another Word doc

Only opens 5-7 new tabs
at a time (even if he
needs more articles),
because 5-7 is all he's
comfortable with at a

time.

Refers frequently to
assignment sheet to
judge relevancy of
chosen articles to his
assignment

Keeps tabs open for
days

Q: When do you capture
the citation
information?

Prefers ebooks to
regular books

Occasionally bookmarks
articles he finds useful
for his assignment

Q: Did this user look for
books?

To determine relevancy
of ebook, searches
through the full text of
the ebook

When there is a book on
reserve waiting for him, he
goes to the service desk to
get it. He doesn’t go online
to see if it’s there and feels

that no one else does

either.




We also
captured
insights from
discussing
the data.

Insights

Many people are selective in their printing because they’re environmentally-
conscious

Alot of improvement can be made to the various automated emails that the
library sends out

Grad students are better at planning, more invested in the research process,
more organized, better at searching

Grad students are able to find workarounds better than undergrads; they are
persistent enough to keep finding workarounds and troubleshooting
problems

PhD students are different from Masters students; PhD and Masters students
are different from professional students

Only uses her laptop at home instead of taking it with her

Doesn’t use the physical library space. She is action-oriented / task-oriented
when in the library and doesn'’t use it for work or study.

Some majors have study space available within their colleges and buildings,
and some don'’t. This can influence who visits the library to study and who
doesn’t.

DI: There could be more training or a more intuitive way to use Document
Delivery, ILL, and related services. The website could better explain what
each one is used for or how to use them optimally. Too many “library terms.”
Some of her information literacy skills have come from interactions with
librarians in Liaison Services.

The PhD/international type of student is a common type of student at UH and
has specific needs that we need to address




At the end of the interviews and interpretation
sessions, we had:

User profile data that helped us build
personas

= Captured notes that were combined to build
an affinity diagram
« We generated ~/5 notes per interpretation
session
= A list of insights from discussing the data

= A series of sequence models for an individual
participant



What's a sequence modele



A sequence model is a diagram
that show the order in which each
participant completed each of
thelr tasks.

A consolidated sequence model is
a diagram that displays all the
participants’ diagrams together.



A model provides a shared
understanding of the user data, a shared
language for the design team, and an
easily understandable deliverable for
communication outside the design team.

Q)‘
A7,

- Jon Kolko, Founder
& Director of The Austin -

Center for Design B g

http://www.jonkolko.com/projectFiles/scad/IDUS215 03 Ethnography AnalyzingDatal ContextualDesign.pdf




The step: The actual thing the user did at the
appropriate level of detail.

The trigger: The situation(s) that prompts a user
to start a new task or a parficular step. A trigger
always starts a sequence.

The intent: The reason, known or unconscious,
the user is doing the task or the step. The more
INnfents you can identify, the beftter for your
future design.

A breakdown: A point in the sequence where
the direct path to fulfilling the intent breaks
down, and the user must devise a workaround
or quit.



U2 Sequence -- Grocery Shopping Pg.1 of 2

INTENT. Collect groceries needed lo feed family and plan
whal they'll eal

TRIGGER: Weekend ei:d there's ime o shop.

Invites husbandto go a’IBn g as a shared activity

INTENT. Husbandhad 3 otherthings planned

Balance doing andis overwhelmed
tasks with ¥
family time -1 Argu inent

Husband agreef to come along
Go to favorite groce‘r'v store —it's closed R

Decideto get only the thingsthat are really needed right
now (Passover, breakfast--ricotta, fruit); helperwill buy
produ ie later

Go backto sec&n d-choice store
Walkto frodu ce
Decideit'sno goodlwill get cannedfruit

Decide to go straight to canned fruitinstead of walking
ai?ll'es

H leaves, gets detirgent. comes back

Pg.2 of 2
4
U walks down end of aisles, trying to read signs saying
whataisles h ave--cin tfind cannedfruit T

Endupin front ci Passover items
Discusswith Hwhatthey need, how many boxes Matzo
Look at gefilte fish without s:'gar, decide how much to get
Lookat new cerea&o try, decideto get
Discusswhether kids will Iilfe pancakes, decide to get

—E—Can'tfindch ocolati. H finds elsewhere

Decides notto buy any of the normal items, helperwill
buythegext day

Look at safflower oil, olj'ay for Passover, buy it

Look at chocolate covered Matzos, say it's expensive,

buxit

Walk aisles again for ca‘r'med fruit--still can'tfind
H separates and goes *off looking on his own
Hreturns and says foundfru g hidden by promotional sign

Go to checkoutcounter

https://www.interaction-design.org/literature/book/the-encyclopedia-of-human-computer-interaction-2nd-ed/contextual-design










TITLE: Find Specific Book By Title 2/27/2015

Sequence #4 PAGE 1/2

INTENT: find a specific book by title
TRIGGER: need a specific book to complete a task

v

learns from BlackBoard he needs a specific book

v

opens new tab

v

types in U of H Library

v

clicks on top link (info.lib.uh.edu)

v

clicks on catalog tab in search box

v

clicks on “title” link

v

types in “Tipping Point”

v

first selects by publication date

v

BD: book not available locally (MD Anderson)

v

Requests book to be places on hold

v

BD: realizes book won’t be available for 2 days

v

writes call number down on paper

\

Likes aeticse

Cicks on “Pun Text Optone” dropdown |

Cheks 60 UM Find this ilem” busion

Cantinuen

— — — ) ) ) ) ) ) ) )
\ J — — — — — — — — — —




The sequence models help
direct design decisions
on what to do as well as

what not to do.



We learned what breakdowns exist
and can make design decisions
to help users more easily recover
from the inevitable breakdowns.



What are affinity diagrams?



Hierarchical representations of the issues
for your user population built from
iInterpretation session affinity notes

Group the data intfo key issues under
labels that reveal users’ needs

Show the common issues, themes, and
scope across all users

Issues and themes translate well into user
requirements and user stories



Affinity diagrams synthesize
major themes and issues for each
of three different types of users.



Top Level: Theme

Second Level: Consolidated g !4 :

BEEEE sfan s

user needs, often | e
articulated in the voice of
the user

Third level: Individual user
needs, always in the voice
of the user

ldeas, insights,
and observations from the
user interview interpretation
sessions
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seat vs fultext on search
resuts




-

[ ]
.
]
»
- |
L

%







Major themes of our affinities

(These are from the green sticky notes.)

Discoverabillity of resources

Valuing physical space and their
resources

Information overload
Organization and efficiency
Collaboration and exploration
Lack of confidence and trust

Importance of resource medium



User needs

Full library discovery

More personalized user experience

Get to resources and info quickly

FInd library resources library through Google
DRM free resources

Printer-friendly e-resources
Simple, clean design

Point of need assistance
Mobile friendly



What are personase



Personas are fictional characters created to
represent the different user types that might
use a site, brand, or product.

They embody the characteristics,
behaviors, and needs observed through
user inferviews.

They help project team members and
stakeholders develop a shared
understanding of what the users might
need in a variety of scenarios.
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Sylvia Fuentes - The Explorer

An explorer who gets inspiration browsing online and in the stacks

PERSONAL STATS

e 22 yearsold

e Junior

¢ Graphic Design major,
English minor

e Lives with aroommate
inside the Loop

SOPHIA'S GOALS

This Semester

¢ Get good grades

e Getinto the BLOCK
undergraduate design
program

e Build her portfolio

After Graduation
*  Work for a publishing
company

“l tend to approach research assignments pretty
broadly. | like to let what | find take me in interesting
and unexpected directions. It’s not the most efficient,
but | think it adds a lot of value to my work. It also
gives me ideas to explore outside of school.”

ABOUT SYLVIA

Sylvia grew up in League City and chose UH because she liked its
friendly, down-to-earth environment. She also appreciates Houston's
supportive Arts scene. Between her part-time job, her classes, and
personal design projects that tend to take up her whole weekend,
she's trying to catch exhibits at the Menil or HMFA. Oh, and she pro-
duces a weekly online radio show.

HER RESEARCH PROCESS

She'll start with a search on a topic in OneSearch, identify an inter-
esting book, and browse the stacks in the Architecture & Art Library
where it is located. She's drawn to images, and will often browse
Amazon.com instead of the library catalog, switching back to the
catalog when she finds something that piques her interest. She'll take
notes in a journal rather than on a computer. A video, a music score,
anything can be source material, and she finds searching by format
really useful.

Researching a paper topic can often give her ideas for personal
projects or public discussions. If she runs across an interesting Shake-
speare quote, she'll post it on Facebook to start talking about it. Or,
she'll use a collection on Houston history as a premise for an episode
of her radio show.

HOW SHE USES THE LIBRARIES

» Searches for materials by format
for her design projects

Browses both MDA and Archtiec
ture & Art stacks by topic
Browses the digital library and
online exhibits for ideas

Uses the physical space for de-
sign projects

Uses A/V resources for her

radio show

WHAT FRUSTRATES HER

Hard to search by format

Prefers image-based browsing
experience (like Amazon)

* Sometimes can't find a quiet
space in the library to spread out
her materials

Comfort with Technology
I |
Novice Expert

Research Skills

Novice Expert

UH Libraries Web Services
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Stuart - The Working Professional

Transitioning careers through a professional-track graduate program

PERSONAL STATS

42 years old

1st-year graduate stu-
dent in construction
management

Lives with wife and two
kids in Pearland

B.A. in Business Admnis-
tration 20 years ago

10 years as a

real estate agent

GOALS AND LIBRARY USE

Stuart wants to leverage his real estate ex-
perience and previous degree to get into
construction project management. Because
it's been so long since he was in school and
his program relies on industry-led rather than
scholarly research, he uses Google almost
exclusively. He's not familiar with UH Librar-
ies resources other than the Catalog, and
has never accessed the UH Libraries website-
through the homepage. He likes to use MDA
as a homebase between classes, but doesn't
stay long. He's always running off campus to
show a property.

Amy - The Assistant Professor

Managing information-rich resources for her classes, her research, and her affiliations

PERSONAL STATS

33 years old

From Milwaukee, Wis-
consin

4th year on Computer
Science faculty
Sponsors a mobile app
development club
Co-teaches a sum-
mer software design
program through the
Honors College

GOALS AND LIBRARY USE

Amy is hoping to earn tenure in the next two
years and build the software design commu-
nity at UH. She is always gathering and shar-
ing sources for her research, the app-building
group, her classes, and the summer program.
She juggles her information workflows with
multiple document management systems,
including Dropbox, SharePoint, a wiki, and
Blackboard. She chooses Google Scholar
over OneSearch, noting, “it just doesn't cover
all the databases that Google Scholar does or
the industry whitepapers I'm looking for."

Comfort with Technology

Novice Expert

Research Skills

[

Novice Expert
Comfort with Technology
I |
Novice Expert

Research Skills

Novice Expert

UH Libraries Web Services
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What is visioninge



= Visioning is where the tfeam uses the
consolidated data to drive conversations
about how to improve users' work.

= A vision includes the system, its delivery,
and support structures to make the new
work practice successful.

= |t sefs a possible design direction, without
fleshing out every detail.

https://www.interaction-design.org/literature/book/the-encyclopedia-of-human-computer-interaction-2nd-ed/contextual-design
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What happens nexte



J

Contextual Inquiry

Talk with users, capture key issues,
understand as a team what is
Sequence Modeling important to users, and
consolidate the data

Interpretation Sessions

Y

Affinity Diagramming

Persona Development ) )
Set a direction based on what you

Visioning know about your users

Storyboarding

Design a system to support all the

Product and System Requirements
research

User Environment Design

Paper Prototypes and Interviews . .
lterate designs and systems with

Interaction and Visual Design users

]

Inspired by https://www.interaction-design.org/literature/book/the-encyclopedia-of-human-computer-interaction-2nd-ed/contextual-design




What were the challenges of
doing contextual iInquirye




t's time-intensive
t's resource-intensive

_.ead investigators need training

Need familiarity with analyzing large
amounts of data

You need incentives for long interviews

You need space for affinity diagramming



What were the advantages of
doing contextual iInquirye



It produced an incredible amount of in-
depth, rich qualitative data that can be
used by multiple departments within the
library.

We better understand our users and their
research process.

We developed robust personas that can
be used for spaces and services
throughout the library, not just the website.



= We have a final report to share with
colleagues at UH and other libraries about
our methodology and findings.

= We have a better understanding of where
breakdowns exist.

= We will be able to create a website that is
more responsive to our users’ needs.



References



Bevyer, H., & Holtzblatt, K. (1997). Contextual design: defining customer-centered systems. Elsevier.

Dempsey, L. (2014, November). Thinking about Technology . . . Differently. Speech presented at LITA Forum
2014, Albuguerque, NM.

Holtzblatt, K., & Jones, S. (1993). Contextual inquiry: a participatory technique for system design.
Participatory design: principles and practice. Hillsdale, NJ: Erlbaum.

Holtzblatt, K., Wendell, J. B., & Wood, S. (2004). Rapid contextual design: a how-to guide to key techniques
for user-centered design..

Kolko, J. (2015, February). How to Use Empathy to Create Products People Love. Speech presented at the
Designing for Digital Conference, Austin, TX.

Makri, S., Blandford, A., & Cox, A. L. (2006). Studying Law students’ information seeking behaviour to inform
the design of digital law libraries. Presented at: 10th European Conference on Research and Advanced
Technology for Digital Libraries 2006 (ECDL2006), Alicante, Spain.

Notess, M. (2004). Three looks at users: a comparison of methods for studying digital library use. Information
Research, 9(3), 9-3.

Portigal, Steve. (2013) Interviewing Users: How to Uncover Compelling Insights.

Raven, M. E., & Flanders, A. (1996). Using contextual inquiry to learn about your audiences. ACM SIGDOC
Asterisk Journal of Computer Documentation, 20(1), 1-13.

Rosenfeld, Lou. "Seeing the Elephant: Defragmenting User Research.” http://alistapart.com/article/seeing-
the-elephant-defragmenting-user-research



Thank you!

Rachel Vacek

Head of Web Services
University of Houston Libraries

rachelvacek.com
vacekrae@gmail.com
@vacekrae

All our user research is publically available af:
sites.lib.uh.edu/wp/website-redesign/

This presentation is available on:
slideshare.net/vacekrae




