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Abstract

This paper documents my personal visions and
understandings of the User Experience (UX). I first introduce
my personal point of view on UX, the goals and objectives of
this course. I reflect on my weekly activities of the first three
weeks of the course, as well as the choices and motivations
of the relevant key aspects of theory, tools and attitudes. Then
I reflect on my past work and discuss how to integrate new
knowledge and interpretations of UX design on this project,
last but not least, I envision my UX proposition for my future
work as a UX designer.
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1. Introduction

My name is Yiwen Shen, I am a master student studying

in the TU/e at the Department of Industrial Design. In my
opinion, UX plays an important role in the process of RDD
(research, development and design). The aim of this paper is
to deepen my understanding on UX design and facilitate me
as an ID student to develop attitude, skills and knowledge that
are needed to contribute to succeed in the RDD projects. The
purpose of this portfolio is to show my understanding of UX
through 3 weeks of study and how to apply the knowledge to
my future projects.

2. UX — Definition and Description

Definition: UX are the interactions exist between human,
artefacts and environment. The platform of UX design can
be tangible or digital or the mix of both. UX design provides
users with services and functionalities in order to fulfil their
psychological, physical and emotional needs [1]. Well-
designed UX products or systems do not require a user to
spend a lot of time and effort to learn it.

Description: UX design must be based on respect for human
empathy and serves to fulfil their needs. Working in UX
industry, it requires designers to have a deep understanding
of UCD (user-centred design) and strong analytical abilities.
UX designer must also develop theoretical knowledge, skills
and social awareness, to be able to deal with the interplay
relationship between companies, users and products.

When conducting a user research project, designers should
able to use appropriate tools and frameworks to generate
user insights in order to contribute design solutions (or a

prototype).
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3. Activity Overview

This section shows the activities during the weekly study. A
detailed description of logbook can be found in the appendix
1. In each week, a mind-map hierarchy regarding the selected
literature was generated, it served to clarify and structuralize
the selected literature in an articulated manner. The mindmaps
(appendix 1) facilitate me to generate knowledge as deep,
coherent and productive as possible.

Week1

The first-week study brought me useful insights on UX
design, 10 satisfying user needs and value-based design. First
of all, the UX white paper offers a fundamental overview

of UX in three perspectives:UX as a practice, phenomenon
and field of study[1]. It helped me to understand UX design
in a wider scope. When designing experience in systems or
products, it is important for a designer not only to understand
the user’s individual context but also ensure that predefined
experience satisfies their needs. The framework [2], [3]

from Hassenzahl brings indeed useful guidance to facilitate
designers on how to design experiences that are perceived
valuable and enjoyable by users.

Week2

The second-week study deepened my understanding of UX

in both psychological and social aspect. The SDT [5] helped
me to understand at a greater level of human needs. It can
empower my design with strong theoretical and psychological
expertise when designing RDD products and system.

To design tangible product seems easier because designers
could observe users and generate insights through onsite
observation. However, how to design a virtual system,
which is not only perceived as positive user experience in
their context, but also add social awareness? The social
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translucence theory [7] brought me insights to address this
problem.

Week3

The last week study brought me knowledge of empathy,
empathic design, innovation and UX design frameworks.

As a UX designer, it is important to know what is empathy
and able to develop it further. The study of this week, for me
it felt like that I was introduced a lot comparison between
design techniques and frameworks. To summarize:

- The Co-Constructing stories [10], this technique have two
phases: sensitization and elaboration. Buskermolen compares

this technique with cultural probes and generative techniques.

He concluded that co-constructing story requires fewer
efforts, while also offers big change to elicit future concept
[10].

- Incremental and radical innovation [9]. I consider that
incremental innovations are the results of using CDR [14]
methods when designing systems or products. The tools and
iterative process reminds of what I have learnt from the CDR
course. The definition and evolution of radical innovations
inspired me further on how to distinguish two types of
innovation.

- Comparison of different frameworks and UX definitions
[11]. This paper introduces a lot of frameworks of UX design
and definitions, since I am working on my M1.2 researcher
project, I consider that knowing more than only one design
framework and the differences between them would
positively guide me through the upcoming project.

4. Key UX Aspects

Reflection from week 1: From a microscopic point of view,
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I used to believe that UX was defined as a design practice.
This was how I envisioned UX as a design practice: designers
need to observe and study users’ behaviors when they were
asked to experience certain systems or products. Then they
apply appropriate methods or tools to collect, visualize, and
analyze user’s data. This design sequence serves to help
designers to capture insights, create meaningful products

to add values to people’s lives. However, As the UX white
paper discussed: UX is also a phenomenon, which means that
UX design is sometimes not technology-driven (not just a
beautiful user interface design) or observable, but it is rooted
in social, physical, and cultural contexts [4].

From a macroscope perspective, with the historical
development economy models, the above-mentioned
“creating meaning and add values” aspects of user experience
design are also gradually and evolutionally adopted [4].
People living in different periods cherish and appreciate
different values. Therefore, it is challenging to design a
product or system that meets people’s needs based on the
same value or the same contexts. However, there are some
frameworks can facilitate UX designers to quickly apply
them into their RDD process. Hassenzahl’s framework [2],
[3] is very helpful in solving this problem. There are still lots
of differences in fulfilling people’s contexts, but their needs
are basically the same [2]. He took a psychological approach
and claimed that experience can be designed adoptively to
the development of economy model, but also be able to fulfill
people’s needs.

Reflection from week 2: The SDT [6] is the follow-up study
of the ‘10 satisfying needs’. It brought me to a higher level on
understanding of people’s psychological needs. This theory
enlightened me in such a way that when designing experience
in systems or products, the use of context and technological
parameters play a part of role in design, designing aesthetic
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Figure 1: Grasshopper code

Figure 2: TUI box

interactions not only requires designer respect on basic
human skills such as cognitive skills, social skills and bodily
skill [13], but also respect personal values [5]: competence,
autonomy and relatedness.

When designing a system, it is important that the system

or product not only provides aesthetic interaction [13], but
also provides a good user experience. Thomas and Wendy
referred social translucence theory (which is used in the field
of architectural design) to facilitate UX designers to address
social needs when designing such digital systems.

Reflection from week 3 Zaki explores empathy in a

greater manner. He claims that empathy can be trained and
developed [8]. Developing empathy skills is important for

a UX designer. From what I have learnt from the previous
two weeks: the goal of designing a positive experience in
systems or products is to fulfil people’s needs. In a design
practice, UX designers need to “get closer” to the users and
understand their current needs, in terms of expectations and
functionalities. Designing with empathy can help designers
to “get closer” to users. As discussed by Thomas and Wendy
[7]: having conversations is the key to achieving reliable and
accountable outcomes. The empathic design uses a similar
approach, which is also using the conversation approach.
Through on-site observational research, designers can gather,
analyze and apply their findings to their prototype in order
to contribute design solutions and sometimes even lead
innovations.

When it comes to innovations, Norman and Vergati discussed
two types of innovations, radical innovations and incremental
innovations [9]. I consider that empathic design is more likely
to bring incremental innovations. Radical innovations were
done without design research or careful analysis of a person’s
or even a society’s needs [9]. Vergati discusses that radical
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innovation can be driven by technology changes and meaning
changing. This reminds of the development of different
economic models discussed by Brand [4]. The development
of technology can lead to a new economy model entering life.
As aresult, it can lead to the changing of meaning in a daily
context.

Looking back to empathic design, designers need to follow

a framework as a guide. Pettersson discusses different
frameworks and UX definition. He documented the
development of each framework and compared them. This is
very inspiring and helpful, especially for my research project.

5. Reflection on Past Work

The example presented in this section serves two goals. First
of all, this project showcases my experience in designing a
TUI (tangible user interface). Second, I will reflect on what
theory and tools or methods can be used in this design in
order to improve the user experience.

In the elective “Golden Ratio and Generative arts” offered
by Prof. Loe Feijs in Q2, I was asked to make a ‘pattern
generator’ using mathematical theories and programming
language to generate graphical contents. I was the only
student who used grasshopper 3D (parametric design
software) as the main platform for generating 2D patterns

or 3D models, while other students used processing. In the
midterm demo, when showcasing the code (Figure 1) to my
fellow students, it seemed that no one really understood, not
only because of the unfamiliarity of the terminology, but also
the interactions within this pattern generator brings a lot of
confusions. I asked several fellow students as users to try out,
but nobody was willing to do it because they have almost no
experience with using grasshopper.
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In order to tackle this problem and involve them in the
design process, bringing them the freedom to customize

and manipulate patterns (competency). In the final product,

I built a tangible user interface (Figure 2) that allowed

users with little or no programming experience to not only
generate patterns, but also customize input variables. The
idea of having this TUI has proven to be a useful medium for
bridging the gap between physical interaction and the digital
world.

When I reflected back on this project, I realized that in order
to create positive user experience, first of all, it is important
as a UX designer to have empathic skills, during the midterm,
according to my observations that I discovered that users
were encountering difficulties to follow my explanations
(relatedness), simply because they were lack of interests and
knowledge (autonomy) about grasshopper programming, so
they didn’t see the value and power of this pattern generator.
After I introduced this lo-fi interface prototype as the final
product to them, they could generate patterns by themselves
without knowing programming. At that moment, I realized
that user experience could be designed. The functionality
(do-goals) and interaction (motor goals) were provided in
the midterm demo, but the holistic experience and needs (be
goals) were not being satisfied.

6. Future UX Work

Our lives are surrounded by new technologies and data.
Industrial designers should always be open minded and
creative, adopting and exploring new technologies and turn
them into pleasant experiences and innovative ideas. In order
to do this, in the future, I will

Design with the user:

The design of everyday artefacts is not always user
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friendly and intuitive, and sometimes it can frustrate users.
The essence of design is to facilitate people’s lives and
create meaning for their daily lives. Good interaction and
user experience are shaped by one’s feelings, feelings,
motivations and behaviours (Hassenzahl, 2001). In order
to design a product that provides functions and a superior
user experience, designers are required to have a deep
understanding of the user and their contexts.

Design with data:

Data has become an important part of people’s lives. Data-
driven design can provide designer insights to assist with
their design process. For technology companies, users,
products and data are always intertwined. Companies can
collect data from users and then optimise their solutions to
meet their design goals while ensuring that their decisions
meet the desires of stakeholders. Using data to design can
take the design company to the next level.

Design for aesthetics:

Aesthetics is important to industrial design. It increases the
level of user commitment to the product, also creates an
engaging and intriguing experience. Aesthetics exists not
only in the form of products, but also in their interactions and
functionalities.

Design for respect:

The users of the product is human, when designing systems
or products, the design process always involves the whole
human being, designer should always respect human skills:
cognitive, perceptual-motor, emotional and social skills
(Hummels, Djajadiningrat, and Overbeeke, 2001). In my
design, I try to take user as the center and their skills as

the radius; it is used to establish a harmonious relationship
between people and artefacts, to maximize the potential of
human beings and thereby to improve user experience.
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Rethinking value in a
changing landscape

Historical legacy of value
creation

The industrial economy

The experience economy

p—

The Neolithic Agricultural
Revolution started around
10,000 years ago and led to
settlement, which completely
transformed every aspect of
human existence.

The French Revolution in 1789
and the ensuing ‘Age of Reason’
or Enlightenment

people abandoned their pre-
destined roles in agricultural
communities to relocate to cities
where they typically worked in
factories or service industries

This economy was dominated by
the rise of lifestyle brands.

relied on media and brand
management as a core
competence.

value was cre- ated by
companies who had the power
to invent, mass produce and
deliver.

©
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The knowledge economy

Businesses in the knowledge
paradigm have to shift the focus
of their value contribution from
selling products and brand
experience propositions to
creating enabling platforms that
fulfll and support these changing
socio-cultural ambitions.

ordinary people could create
content in the form of blogs,
photos and video, and create
value that could compete with
traditional business, newspapers
and magazines.

S

people were thus born into the
role and identity that they would
fulfll in the community.

Much of the current paradigm of

business wisdom and value
delivery - industrialization,
division of labor and mass
produc- tion - has its roots in the
Age of Modernity.

mass production and organized
labor.

the emergence of large
companies

TV, lifestyle magazines, radio,
newspapers, and billboards.

Internet

value was cre- ated by
companies who had the power
to invent, mass produce and
deliver.

people were not working to fulfll
their destiny in their com-
munities, but to earn monetary
compensation for their labor that
could be exchanged for
consuming the output of
industrial production in order to
modernize their lives.

The Web 1.0

Web 2.0

MBI S ETR

BE, MEER. AR
NEMRE, REMNR
5, FakRtE

Instead of talking, businesses are

being forced to start listening.
Finding ways of participating in
on-line dia- logue requires very
different tools, talent and
thinking than in traditional top-
down brand management
practices

brought benefts related to per-
sonal empowerment to
multitudes of people who have
access to the Internet.

easy for compa- nies to share
messages and information.

the experience economy has
reached its peak in economic
value creation.

People became increasingly
cynical and skeptical of brand

The transformation economy

messages and brands in general.

D

Many entrepreneurs and
corporations are starting to
explore value creation and new
business models that go beyond
fulflling personal consumer
needs and desires.

provide meaningful context-
specifc proposi- tions built
around long-lasting, proftable,
ethical, and fair busi- ness
practices, and based on multiple
stakeholder collaboration and
value sharing.
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User Experience and
Experience Design _
The Encyclopedia of
Human-Computer
Interaction, 2nd Ed_

experiential purchases make

people more happy than
material purchases

music industry

experiences

Psychologically

where does the pleasure come
from

e the need for autonomy or

‘e €motions and the meaning are

Experience or User Experience is
not about technology, industrial
design, or interfaces. It is about
creating a meaningful
experience through a device.

-
\

meaningful, personally
encountered events

memorized stories of use and
consumption and distinct from
the immediate moment-by-
moment experience

-
\

emerges from the integration of
perception, action, motivation,
and cognition into an
inseparable, meaningful whole

\

An experience is a story,
emerging from the dialogue of a
person with her or his world
through action” (Hassenzahl
2010, pp. 8). An experience is
subjective, holistic, situated,
dynamic, and worthwhile.

(. J

stimulation

\ J

A speci?c look at technology-
mediated positive experiences
revealed stimulation,

r relatedness, competence, and @

popularity as the salient sources
of pleasure (Hassenzahl et al.
2010).

-

J

The mobile phone is
instrumental to creating this
experience, but the positive

evoked through the ful?lment of
a universal psychological need.
Need-ful?lment is what makes an
experience pleasurable.

a sweet 'l love you'(Figure 3).
This is an example of a
relatedness experience, which
gets its positive meaning
through ful?lling a need for

social relationship and intimacy.

The challenge of designing
interactive products for the post-

featuring a so far unique

e aesthetic of interaction, but
basically ful?lling the same tasks
as any other mobile phone.

the mobile phone was used as a tool for creating a relatedness
experience. But the mobile phone is neither especially adapted to this,
nor does it in any way imply the creation of this experience. It is nothing

materialist is to bring the

resulting experience to the fore -
to design the experience before
the product

Aesthetics of Interaction the success of Apple's iPhone

Itis a technology that offers a
meaningful, valuable, and
aesthetic experience and not just
a bunch of functions, leaving it to
the users to ?gure out how to
incorporate them into their daily
lives.

Buddha Machine

\

an excellent example of a full-
blown post-materialistic device.

-
\

is often intimately tied to the
What technology itself or a certain
product genre

-
\

operational, sensory-motor level:
Buttons pressed, knobs turned,
menus navigated, touch screens
stroked, or remotes waggled.
The How is even more tied to the
actual object to be designed and
its context of use

How
L J/
to make given functionality
accessible in an aesthetically
pleasing way
\ J
way to ful?l their need for
relatedness
\ J
Why

it determines functionality that is
able to provide the experience
(the What) and an appropriate
way of putting the functionality
to action (the How).

more than an awkward piece of infrastructure: even with the most
elegant shell or navigational structure, it does not re?ect the love put
into the message.

-

J

While a telephone is certainly able to connect distant lovers, it

‘. _embodies a strictly conversational model. However, feeling close is not
about good conversations only, it is a about a feeling of presence and
emotional expression.

-
\
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what is satisfying
about satisfying
events

SDT theory in one
sentence

Supporting self-determination
theory postulates (Ryan & Deci,
2000)—autonomy, competence,
and relatedness, were
consistently among the top 4
needs, in terms of both their
salience and their association
with event-related affect.
Self-esteem was also important,
whereas self-actualization or
meaning, physical thriving,
popularity or influence, and
mbney-luxury were less
important.

Maslow's theory of personality

Epstein's cognitive-experiential
self- theory

In sum

"American dream

10 needs

S ——

S ——

feel effective in their activities
(competence), to feel that their
activities are self-chosen and
self-endorsed (autonomy), and
to feel a sense of closeness with
some others (relatedness).

five fundamental needs: physical
health, security, self- esteem,
love-belongingness, and self-
actualization.

Ve
\§

self-esteem, relatedness,
pleasure (vs.

pain), and self-concept
consistency.

r
.

the two models together
suggest seven different
psychological needs that might
be tested: autonomy,
competence, relatedness,
physical, security, self-esteem,
and self-actualization.

r
.

happiness results when
individuals acquire popularity-
influence and money- luxuries

\ J

win friends and influence people

. J

autonomy, competence,
relatedness, physical thriving,
security, self-esteem, self-
actualization, pleasure-
stimulation, money-luxury, and
popularity-influence

Study 1

support for our hypotheses based on self-
determination theory, concerning which needs
are most fundamental.

Study 2

Study 3

longer time frame.

&

autonomy, competence, and
relatedness emerged within the
top four in terms of salience

popularity-influence and money-
luxury are leastimportant and
may even be negative for well-
being

limitations

petcnce.
That | was successfully completng difficul tasks and projects.

That I was taking on and mastering hard challenges

Very capable in what I did.

3. Relatedness

A sense of contact with people who care for me, and whom I care for.
Close and conneced with other people who are impora

A strong scnse of intimacy with the people I spent time with,

meaning
“That T was “becoming who I really am.”
A sense of deeper purpose in life.
‘A decper understanding of myself and my place in the universe.
5. Physical thevi

That I got enough excrcise and was in excellent physical condition.

N That my body was geting just what it needed.

A strong sense of physical well-being.
Pleasure-simola
That | was experiencing new sensations and actvities.

-

Intense physical pleasure and enjoyment.
“That 1 had found new sources and types of stimolation for myself.
Money-luxu

Able 10 buy most of the things I want.

“That T had nice things and possessions.

Security

That my life was structured and predicuble.

Glad that | have @ comfortable set o routines and habits.
Safe from threats and uncertanties

“That I had many positive qualiis.
Quite satsfied with who I am.
A strong sense of self-respect.

i

That I was a person whose advice others seek out and follow.
That I strongly influenced others” belicfs and behavior.
“That I had strong impact on what other people di

autonomy, competence,
relatedness, and self-esteem
emerged as the most important
set, both in terms of mean
differences and association with
event-related affect.

The South Korean sample
consisted of 200 students in
introductory psychology at

Hanyang University in South
Korea

Specifi- cally, self-determination
theory's three proposed needs
again emerged as important
determinants of satisfaction by
the "sa- lience" criterion.

self- esteem again emerged as
very important by both criteria.
These findings help to enhance
confidence in the earlier results
and also help establish that the
sources of satisfaction tend to be
the same across different
temporal frames.

Autonomy, competence, and
relatedness again emerged as
very important needs by the
"salience" criterion

(S

it addressed only satisfaction
within a single time frame

par- ticipants came from a single
(highly individualistic) culture,

322 students in introductory
psychology at the Uni- versity of
Missouri

According to the current
. research, the answer is

autonomy, competence,
relatedness, and self-esteem.

Security may also be a need,
which becomes salient in times
of privation.

Pleasure-stimulation, self-
actualization- meaning,

‘. pOpularity-influence, and
physical thriving are less im-
portant, and we would tend to
deny them "need" status.

o—

‘e Least deserving of need status is
money-luxury.
9
Feelings of relatedness were
especially salient within South
Koreans
9

feel- ings of self-esteem were

less salient in Korea compared
with the U.S

Summarizing the Results

o

First, we found relatively
consistent re- sults across our
two criteria for determining
needs. This is impor- tant
because it lends greater
confidence to our conclusions,
and it also suggests that
participants are aware of "what's
satisfying about satisfying
events."

Second, we found largely
consistent results across three
different time frames (i.e., the
most satisfying event of the last
week, of the last month, and of
the entire semester). This is
important because it indicates
that our results are not artifacts
of the particular time frame
addressed.

Third, although our results were
generally consistent across two
different cultures, there were
also meaningful and
interpretable differences. This is
important because it suggests
that our measurement approach
is able to detect effects
consistent with other findings in
the literature.

Finally, the method yielded
results quite consistent with
theory, in particular Deci and
Ryan's (1985, in press) self-
determination theory but also
with the many theories that posit
self-esteem as a fundamental
human need (Epstein, 1990;
Greenberg et al., 1995; Leary,
1999). This consistency is
important because it suggests
that our new approach may
supply a fruitful new means of
con- firming and perhaps
extending existing theories of
optimal experience.
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An apporach to
designing systems

how to design such systems so
that they support communication
thatis deep, coheren, ant
productive.

getinspired from

social translucence in

architecture & urban studies

tis dificul o conduct along- Socialinformation like this

isdfiulio conductalong o provide the basis for ifarances,
9, product o planning, and coordination of
actv iy,

through the digital medium,

Digital systems are generally
opaque to social information,

In the digital world we are
socially blind

approach to designing digtal
systems that emphasizes making

Socialinformation visible within
the system

concerned with creating contexts
that support various forms of
human-human interaction.

inspiration from work n the
areas of architecture and urban
design. What architecture and urbanism
have to offer s long experience
in exploring the interrelationship
between physical spaces and
socialinteraction

Visibiity, Awareness, and ©
Accountability
1 do not open the door quickly
because | know that you are on
the other side

HCI
3. APPLICATION
DOMAIN:
KNOWLEDGE
MANAGEMENT

Soci

Knowledge Management as a

ial Phenomenon

From Knowledge Management
mmunites.

In socially translucent systems.
we believe itvill be easier for

three proparties o socaly
anlucom symemausiily, O
awarsness,and ccourtabily

requirement for supporting ll
types of communication and
collaboration.

2.2 Translucence and the Power
of Constraints

23 Summary

twould be a mistake, however,
0 think that translucence s only
about the tension between
privacy and visibilty

participants were aware of the
others'awareness of the
constrains.

translucance stands in more
generally for the power of
constraints

Awareness of and experience
with the physics of eal- world
interaction enabled smooth

interaction among the group.

participants were able to
anticipate the ways in which the

constraints structured the

group' interaction and adjust
their own actions accordingly.

We have discussed two.
dimensions of social
translucence

Neither of these dimensions of
socialtranslucence is a given in
the digital domain.

4 IMPLEMENTATION: SOCIAL
TRANSLUCENCE IN DIGITAL
SYSTEMS.

5. SOME RESEARCH ISSUES

work that

SocialIn
Prototype

Abstract Representations of

social proxy

tis applicable to

designing socially ranslucent
systems

formation: The Babble

Knowledge managementis
often seen a3 a problem of

Clustering

databases and provid- ing
schemes for organizing an
retrieving the information

asystem

Aknowledge community

and databases and documents

predicated on the assumption
that knowledge is and

(S dlisiibuted throughout a
network of peaple, and that anly
a small propor- tion of itis
captured in concrete form.

2 place within which people
would discover,use, an
manipulate knowledge, and
could encounter and interact

Why
should those who
produce and use

knowledge take

to engage in such

interactions?

particularly interested in the.
abstract approach

focusing on the way in which it

| uses textual and graphical
representations to make sacially

salientinformation visible

likewise.

social ranslucence.

making knowledge work visible
(thus llowing people to observe

unearthing, applying, and

the time

How ©

Text and simple graphics have
many powerful characteristics:
they are easy to produce and
manipulate;

(accountabiy.

Social Activity in Babble.

private chats visible is that it

might increase awareness of the
feature.

has been in daily use by its
implementers for two years, and
—  hasbeen deployed to about
cightother groups who have
used it for periods of two to six
nths

initiates a conversation via private chat

adapting
creditfor what s al ta often an
invisible form of work.

Conversation: Knowledge Work
Made Visible

The Vision:
Conversationally Based
Knowledge Communities

Canversation s essential. We use
conversation as a medium for
decision making. It s through
conversation that we creae,
develop, validate, and share
knowiedge.

conversation has tw
characteristics that are central to
its power and ubicuity

supports the maintenence group awareness

ded, pr
that shared considerable context

social proxy,a minimalist

L graphical representation of users
that depics their presence and
their activities

proxy will begin to look out of
bal

the nature of on-line
conversation

—

need for machanisms that
support the visualization of
conversation.

awareness and accountabilty.

Visualizing Conversation

O=1 overwhelmed

casual approach to speling

o

Organizational Knowledge
Spaces

(or have had now elements fike
summaries, glossaries, and

the knowledge produced

accessible

tis a deeply interactive
intellectual process

process

functionality

a superb method for eliciting,
© unpacking, artculating, applying,

and recontextualizing
knowledge

itis afundamentally social

[—— P

Conversation Visualization and

= | Restructuring

Organizational Knowledge
Spaces.

to support the initiation and
conduct of social activty via
digital media

The knowledge embedded in
conversations should be
reuseable.

participants should be able to
add structure to conversa- tions:
summarizing, highlighting,
linking, and otherwise.
annotating them.

a semiprivate environment-a
relatively small community where
knowledge workers feel "safe”
enoughto venture tentative

CONCLUSION

metaphor

for a very general problem with

technological systems today.

system creates a barrier between
users; the remedy requires that
they do extra work-noticing the
sign, interpreting its words, and
adjusting their actions just in

the system reveals the presence.
of those using it enabling the
already established social rules
and mechanisms to come
smoothly into play.



marginnote3app://note/1CB90816-2EF0-491D-9F25-E99B538885FF
marginnote3app://note/08496870-E34C-40F6-B702-7AE566DDE385
marginnote3app://note/C7255D79-762B-4A61-907A-CD55E1211B0B
marginnote3app://note/5D836A1A-2ACE-43D1-90B4-DCD7A3CA1DB3
marginnote3app://note/ACD0DDFA-95D3-4AA1-B49E-F361E3469F60
marginnote3app://note/904B019C-1E80-4164-8502-0B4B96C9EB78
marginnote3app://note/35F34488-37E6-45FF-91C9-9CF5AA8B17F1
marginnote3app://note/C4982C95-3DE1-4573-9AEB-63C98783FE86
marginnote3app://note/804AFA46-C59E-4B53-B615-6F1FE99B2E8B
marginnote3app://note/7BA1C7E3-B8CB-442D-9CD3-E04D473B98E5
marginnote3app://note/1E69EF77-2DB7-434B-8511-9EF594B0C603
marginnote3app://note/72F49DD5-92AD-47BF-B510-60261FE85983
marginnote3app://note/3EB48500-E26A-4084-8D75-D06D477B8B1D
marginnote3app://note/1026D300-76D8-4957-B9B8-2FD13043C1B1
marginnote3app://note/A0FFC64A-BEF6-45ED-B1EF-D669B8D6EFFB
marginnote3app://note/6E024D8E-067E-4637-8F36-BE2DBF781067
marginnote3app://note/62C38D19-B8D6-4662-95D5-EA36FFCF9855
marginnote3app://note/1A46C76F-972D-4FC5-A47D-BFDF0128566E
marginnote3app://note/E0ECF024-6780-41F5-B2EE-82385CBBBB9B
marginnote3app://note/D79ADE57-E165-4A4C-BE74-7EB02153C048
marginnote3app://note/976D7D42-0D67-4F55-9323-E1D4E15E9DC0
marginnote3app://note/C2214214-40A6-4D59-A712-C7004DFD9A68
marginnote3app://note/44EA9608-D8F6-4D03-B53F-5CBE8EB232FA
marginnote3app://note/5131D118-08FF-4896-B987-DC345C43B62B
marginnote3app://note/95770649-E30E-4BB7-A672-D88D678F52E2
marginnote3app://note/4DF88E69-11F0-4CA9-AFCE-8DEAD93D5EDE
marginnote3app://note/65F96612-3232-4BF6-B68B-5B8C4C149D47
marginnote3app://note/F86F0690-DF1C-41D1-82C6-7CFC8C2B73F4
marginnote3app://note/615B8AFB-BB72-44DF-9F20-7E94657F5082
marginnote3app://note/FC4E9CD3-3CA3-4FBC-AC5F-77D43440D01B
marginnote3app://note/46B2D638-E1F5-4872-A894-B1A05FECD0BD
marginnote3app://note/56734D90-E933-496B-A05C-F67907491038
marginnote3app://note/EFC089E8-C039-4FE7-B360-2066330A902E
marginnote3app://note/3690AFCF-8CAA-4B64-8D31-2047869AD463
marginnote3app://note/FFD99378-AEB0-407A-B7E1-1C0D702643F8
marginnote3app://note/D0F8287E-E586-4A94-8068-60FC6AF5D978
marginnote3app://note/ECEDE6AA-8368-41FD-9DBD-A01B54A199B3
marginnote3app://note/D4A4B16F-FE64-4A7A-971B-7989674E74D7
marginnote3app://note/A9623FF0-AE84-4F4D-9D5F-0C02E810BFB8
marginnote3app://note/36751D8C-EDE8-452F-BBF6-DC9368991376
marginnote3app://note/A22033DB-8865-413D-B0C1-DA96A0B19466
marginnote3app://note/B1BED39B-7C98-4E56-B34B-A460689DC385
marginnote3app://note/0D083357-C4CF-4F4B-B44B-44A88DFA850A
marginnote3app://note/25FC9331-9006-4109-B0BD-D48A48AF39A8
marginnote3app://note/E22E9D16-41DF-41A8-A28C-7009A010C253
marginnote3app://note/CAE41799-4AD5-4824-AA97-169C0ED5F961
marginnote3app://note/B5A80C7C-593D-44F3-B74C-416101974DA6
marginnote3app://note/B673B860-CE01-4FFB-A282-DFBA84E364E0
marginnote3app://note/2D4AE438-3DB3-4E5C-8CA3-DF439DD91D60
marginnote3app://note/1C0DD217-12BA-4796-8303-7F14C56BAABC
marginnote3app://note/B7890F96-1CBD-4671-8DA6-B99EAC3BF6F1
marginnote3app://note/DD6A65CA-761F-42F0-A5FE-7BA77B4B1854
marginnote3app://note/A8EE194C-F3CF-46F6-ADFF-7B9D776C3B55
marginnote3app://note/19BF44A3-744C-4282-A1BA-36E27147CA9B
marginnote3app://note/B6E75A24-CC57-4BC4-8F7E-53F95B2A22AA
marginnote3app://note/2904FA3B-0029-4126-88B4-5F11C7A8E59F
marginnote3app://note/756A12B9-E09E-42EF-86AA-71C1398F6A9F
marginnote3app://note/92FBBD02-2368-4E49-BEB4-E3BCBDFA7445
marginnote3app://note/BF71D03D-EF01-426F-8356-13224F08588B
marginnote3app://note/E675DF73-FC3B-4414-8269-0588471F62EB
marginnote3app://note/E26E8762-E6BF-4886-A8D7-035AFD436A57
marginnote3app://note/11710D1C-7D4B-4087-B4EF-1C07D380EDB4
marginnote3app://note/B2B671B8-3471-48BE-A774-FA409190B9AF
marginnote3app://note/56E0D65E-E730-4646-9BCA-6F87D7ADC0ED
marginnote3app://note/541D50A7-659A-41DA-B403-54FBB69AADAA
marginnote3app://note/251A7107-4346-47AC-A8C9-F4AF86BD246B
marginnote3app://note/7CB7B515-0F09-4B94-9BA7-3FD5F420ACF4
marginnote3app://note/3B8ED88F-2C60-40FF-9EF0-5A3EB480B04B
marginnote3app://note/7D38B8D2-2A3C-42A8-AE18-4B00327CBE0A
marginnote3app://note/85D511C1-C149-4ADA-8AD8-D49FAF376936
marginnote3app://note/15A3DC5B-FBB1-41D8-BB7D-02C61A740A7D
marginnote3app://note/F9618BD8-7F87-4344-BC26-06770B0E4A3C
marginnote3app://note/CC8DD49F-B9A6-4332-9DEB-AE5ED486DF12
marginnote3app://note/A15A6BFA-957F-4DE7-978F-6071ADC07F57
marginnote3app://note/A65C1423-7335-4BDE-9825-1A990657AC0D
marginnote3app://note/1AA78E14-B2A2-4943-B59E-A0C5CB4A966A
marginnote3app://note/E5FC9698-893F-47B0-8B7C-1B57625C2B92
marginnote3app://note/36C20139-9156-4210-8D92-743317A898FF
marginnote3app://note/F40DA2D8-448C-4DC5-B3E3-F798C45FE894
marginnote3app://note/1F12AB7B-E6A9-4A86-8ED0-2FD51F51AB6B
marginnote3app://note/F48833E4-BF38-4CFE-9BE7-ADA23D3B65D9
marginnote3app://note/61418D09-1181-4176-9865-D5421D348A04
marginnote3app://note/97614B46-B567-4916-8B11-728A3C51403C
marginnote3app://note/CFDF168B-8028-4989-A744-5D1D307634C6
marginnote3app://note/DABA07B5-E5A3-4D5D-AA15-79A702112546
marginnote3app://note/688E35D4-0AF9-42FB-A3CE-0C3909E63933
marginnote3app://note/129A10CB-B7AA-484B-A449-FE64B60535E4

Self determination
theory and work
motivation

Vroom's (1964) expectancy-
valence theory of motivation

Porter and Lawler

Deci, 1971

Cognitive Evaluation Theory

Self-Determination Theory

externally regulated

Intrinsically motivated behavior

— 957, FEEEREFintinsic

pe{ be detrimental to outcomes such

Intrinsic motivation

For instance, Vincent loves reading, it his hobby
and he finds it is nteresting to do.

Extrinsic motivation

There is a reward.

we can motivate people to do
things which they don't have
interests by offering them
extrinsic motivation, such as
tangible or verbal rewards

work environment

tangible extrinsic rewards
undermined intrinsic motivation
whereas verbal rewards
enhanced it

SMEMfactors, EMTFMFRER,
deadlines 5l FEBTHIEE

motivation, 18R, —IMERT
factors, GIANIRHAIME BT
15, SIBMEEMREN.

feelings of competence and
feelings of autonomy are
important for intrinsic motivation

assumption

" miMassumption: MEZRARRPEIT

intrinsic motivation
BRI, MG Senhance intinsic
motivation, elative to a comparison condition.

tangible rewards and other
extrinsic fac- tors such as
competition and evaluations can

Intrinsic motivation

making the work more
interesting to do

Extrinsic motivation

higher payment or promotions

PRI,

Other types of extrinsic
motivation result when a
behavioral regulation and the
value associated with it have
been internalized.

thus implying that intrinsic and
extrinsic can be both

AT, O KZRR A EREIAL

EERNRIRERR, REARTE
2, BEGHamotivated

people need to feel autonomous
and competent, so social-
contextual factors that promote
feelings of autonomy and

competence enhance intrinsic
motivation,

positive feedback enhances
intrinsic on, tangible

rewards significantly undermine
it

MRIETHERER—TIMER
#, RETHERE LT

as creativity, cognitive flexibility,
and problem solving which have
been found to be associated
with intrinsic motivation

assessed satisfaction of
employees’ needs for
competence, autonomy, and
relatedness at work and found
direct positive relations in both
countries between the degree of
need satisfaction and both work
engagement and well-being on
the job.

creativity, cognitive flexibility
and problem solving

incorporated CET but is much
broader in scope.

controlled motivation

people’s interest in the activity
itself

When externally regulated,
people act with the intention of
obtaining a desired

= consequence or avoiding an

undesired one, so they are
energized into action only when

the action is instrumental to
those ends

positively and negatively
interactive rather than additive.

Basic psychological needs

tangible rewards enhanced
intrinsic motivation relative to a
comparison condition with no
rewards and no feed- back.

specified limiting conditions

Individual differences: general

causality orientations

In sum: an overview of the
structure of SDT

Goal-setting theory

Action regulation theory

internalization

We argued earlier that the needs
for competence and auton- omy
underlie intrinsic motivation—that
people need to feel competent
and autonomous to maintain
their intrinsic motivation

but a third basic need-the need
for relatedness-is also crucial for
internalization

Social contexts and
internalization

autonomy oriented, control
oriented, and impersonally
oriented.

DT distinguishes betwean amativtion e, lack of
mativation)and mtvaton. Amatiation involves ot
Raving an ntenion to sct, whereas motivaton involues

Thus,being autono: mouly motvated means being
motivated by one's nerest i an actuiy i, intinsic:

tho ctiviy havo besn integrated within ona's el .0,
inte grted extinsic motiation). Contolled motwation
consist of exteral regulation (te only type of
extrinsic motvaion that was cansidered when resaarch
focused on the dichatomy between inrinsic and
extrinsic motvation) and ntojected extrinsic
motivation.Thus, the dsgree of ono's controlled
motiation eflects the degree to which one fecls
coerced or seduced by external contingencies or by
their inrojected counterparts

predict work outcomes, but no
attention is given to the fact that
different goal contents and
different types of regulation of
goal pursuits lead to different
qualities of performance

Hacker went so far as to say that
greater decision latitude
promotes greater intrinsic
motivation, but the theory does
not make differential predictions
for intrinsic and extrinsic
motivation.

™ introjection

identification

integration

I sum, field and b suclies have found tht supports

P
the mostimportantfor facltating ntegration. Supports
for autonomy fall within two generslcategories: 1)

which can be thoughtof s being anslogous to the
erganizationalcimate and mansgers” nerpersonl
sys.

First, people do not necessarily
require structures, limits, or
contingencies to maintain
intrinsic motivation, but these are
essential elements for

O—e

internalization because it is they
that get internalized. Second,
internalization is facilitated by
explicit or implicit endorsement
of behaviors by significant
others, whereas that is less
important for maintaining
intrinsic motivation.

e SUPPOT- tive and to be self-

| work because it makes me feel
like a worthy person)

the nurses would feel relatively
autonomous while performing
such tasks (e.g., bathing
patients), even though the
activities are not intrinsically
interesting

the nurses would not only
identify with the importance of
the activities for maintaining
their patients’ comfort and
health, but regulation of the
activities would be integrated
with other aspects of their jobs
and lives.

become intrinsic motivation but
is still con- sidered extrinsic
motivation (albeit an
autonomous form of it) because
the motivation is characterized
not by the person being
interested in the activity but
rather by the activity being
instrumentally impor- tant for
personal goals.

S —

autonomy orientation is

positively related to self-
I

determined

" to be amotivated.

, , ego
development, integra- tion in
personality, and satisfying
interpersonal relationships;

public self-consciousness, the
Type A behavior pattern,

controlling and to be controlled; (™" defensive functioning, and

placing high importance on pay
and other extrinsic motivators

O=————1 self-derogation and depression.

Kanfer's task-specific motivation

Job characteristics theory

is not well equipped to predict
types of perfor- mance
(algorithmic and heuristic) and
does not give consideration to
the affective or well-being out-
comes that accompany different
types of motivation and
performance.
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3. Leonard and
Rayport - Spark
Innovation

gathering, analyzing, and Ahuman-factors specialist may

customers' ability to guide the
development of new products
and services is limited by their
experience and their ability to
imag- ine and describe possible
innovations,

empathic design can help
. resolve those dilemmas

Gemands creative interac-tions am

hing

ong
‘members of an interdisciplinary team.

use products or services.

Answers

‘e When Questions Don't Yield

techniques ©—" zpplying information gleaned

is a relatively low- cost, low-risk
way to identify potentially critical
customer needs.

technological capahilities toward
entirely new businesses

Empathic- design techniques
can yield at least five types of
information that cannot be
gathered through tradi- tional
marketing or product research.

Empathic-design techniques
thus exploit a company's existing
technological capabilities in the
widest sense of the term.

One important note: empathic-
design techniques cannot
replace market research; rather,
they con- tribute to the flow of
ideas that need further scien-
tific testing before a company
commits itself to any full-fledged
development project.

What We Learn from
Observation

Watching consumers has always yielded
‘ohvious, but sl tremendously valuable, basic
information.

don't think to ask for a new
solution-even if they have real
needs that could he addressed.

Market research is generally
unhelpful when a company has
developed a new technological
capa- bility that is not tied to a
familiar consumer para- digm.

from observation in the field

Triggers of Use.

What circumstances prompt peo- ple to use your
product or service?

Interactions with the User's
Environment.

User Customization.

Observing these users helps designers at
Nissan and Toyota envision the potential
evoluton of specific m

Intangible Attributes of the
Product

Unarticulated User Needs

the greatest potential benefit i the observation
of current or possible customers encountering
problems with your prod- ucts or services that
they don' know can be ad- dressed and may not
even recognize as problems

usability:

Is the package diffcultto open? Does the user
have to resort o the manual,

Are handes, knobs, and distances from the floor
designed ergonomically?

Some stunning product ideas
come from an engi- neer or
designer who actually uses the
products he or she develops
because this individual
combines knowledge of
unexpressed needs with
knowledge of how to fill those
needs.

five-step proces

Step One: Observation.

' important to Glrify who should be observed,
who should o the observ- ing,
observer should be watching.

Step Two: Capturing Data

' Step Three: Reflection and

Analysis.

' Step Four: Brainstorming for

Solutions.

\—  Step Five: Developing

Prototypes of Possible Solutions.

O—e

(= —

note body positions; an
engineer may notice angles and
me- chanical interactions; a
designer may see spaces and
forms.

Observing behavior in that vir-
tual realm can yield many of the
same benefits as ob- servation in
the physical world.

company can harvest insights into future needs

by observing how users cus- tomize and ciitique.
their products.

Empathic design requires
researchers to think ahout a
body of data as a window into
consumers’ behavior and then to
use that information as the basis
for innovation.

Companies observing in
cyberspace also face the issue of
where to draw the line when it
comes to pri- vacy

Itis worthwhile for com and to explore the.
potentia niques in the marketspace ward and
inexpensive to 0 i the virtual world, but m
collecting the raw materia know it or not, simply
by tiities in marketspace G consumers make
the vi ingerprint;collectively, th outines needs
and desires successful innovation,

member of any team should
have experience in behavioral
ob- servation and another
should have a deep under-
standing of the organizational
capabilities the de- velopment
team can draw upon. When the
team comes from an outside
consulting firm, some of the
client's employees should be
included to provide that deep
understanding

. Thus empathic-design teams

very frequently use photogra-
phy and videography as tools.

Video can capture subtle,
fleeting body language that may
convey large amounts of
information and store it for future
review and analysis

Inquiry Versus Observation: What's Different?

Inguiry

1. People cant ask for what they don't know is
technically posible

2. People are generally highly unreliable re-
‘portersoftheir own behavior.

Observation

1. Well-chosen observers have deep knowledge of
corporate capabilities, including the extent
of the company'stechnical cxpertise.

2. Observers rely on real actions rather than re-
ported behavior. i

3. People. ;{nm e answen hey think are 3. lkluplglnnmllk:dmmp‘md“w.hv:rhdlnm . Using the actual product or a
expectedordeired: ul they give nonver i ecings o
rsponses though body anguase, i add- prototype, or en- gaging in the
o 10 spontaneous, unsolicted comments. actual activity for which an in-
4 Peope are les likely o recall hee feclings 4 is bei i
st Horr e Srvirs 3 = C novation is being designed,
i b thy st st novton bl el imuitscon- stimulates com- ments about
usingl ments about such intangibles 4 smells or
cmotions assocated wit the product’ us. such intangibles as smells or
5. People’s imaginations e de hisicated observers emotions associated with the

p
sires-are bounded by their experience; they
adequacics and deficiencies in their

6. Questions

re often biased and reflct inquir-

Trained, technically sop!
can see solutions t unarticulated needs. product's use

7. Questioning interrupts the usual flow of peo-
ple's nauw

Servational biases,

7. Observation, while almost never otally unob-
trusive,interrupts normal actvities less than
questioning,

8 wsens to
suggest innovations.

Brain- storming is a valuable part
of any innovation process; within
tbe empatbic-design process, it
is used specifically to transform
the observations into graphic,
visual representations of
possible solu- tions.

Prototypes clarify the concept of
the new product or service for
the development team.

« They enable the team to place
its concept in front of other
individuals who work in functions
not formally represented on the
team.

* They can stimtilatc reaction and
foster discussion witb potential
cus- tomers of the innovation
because of tbeir concreteness.

vations that can be duplicated and improved
forthe rest of the market

five rules: defer judgment, build
on tbe ideas of otbers, hold one

S conversation at a time, stay
focused on the topic, and
encourage wild ideas.

two prototypes are used, one
tbat emulates the function but
S not tbe form, and anotber tbat

illustrates the ideal physical
appearance of the intended
product but doesn't work.

Good observations,
allows designer creating
stuff to give meanings to
everyday life
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4. Norman Verganti

Norman

Verganti

Radical innovation
(improvements within a given

(—  frame of solutions (‘doing better

what we already do'))

P —

incrementalinnovation

ot e v st st o o

TWWO TYPES OF INNOVATION:
INCREMENTAL AND RADICAL

TYPES OF DESIGN RESEARCH

the definiion of design as
“making sense of things

e clbarste s s nspg v
kg oo et e il
e g g o e

Ot

O

radical innovations were diven
by technology changes, vithout

radicalinnovation he.
investigated was done without
design research, without careful
analysis of a person's or even
society’s needs.

developed, however, then HCD.
was invaluable a5 a way of
improving the product and
enhancing it appeal, a good

Facebook and Twitter have
modified themselves since their
initialintroduction.

successful radical innovationis
surprisingly rare. Most attempts
at radical innovaion fal

Apple’s development of multi-
touch interfaces and their

associated gestures to control
hand. held and desktop systems.

Most radicalinnovations take
considerable time to become
accepted,

Edison's development of the
electric light bulb resulted ina
adical, major revolution in home
and businss, but he did not
invent the light bulb.

anterative cycle of investigation,
usually characterized
observations, deation phase
and rapid prototype and testing,
Each iteration builds upon the
lessons learned form the.

le, and the process.
terminates either when the
results are appropriate or the.
allotted time has run ot

framework

Human-Centered Design

Incremental product innovation
refers to the small changes in a
product that helps improve its
performance, lower ts costs, and
enhance its desirabilty or simply
to announce a new model
release.

innovation

==

Radicalinnovation brings new
omains, new paradigms, and
ereates a potential for major
changes.

Incremental innovation is how
the value of that potential s
captured.

Without radical innovation,
incrementalinnovation reaches a
limit

Without incremental innovation,
the potential enabled by radical
change is not captured.

1. Technol h i in

from
technology without any change in the meaning of products. The
invention of color TV sets (on top of the existing black and white
TV sets)is an example. Technology Push innovation definitely does
not come from users (Christensen 1997; Dosi 1982).

I

i society. No new technology was involved,

Technology Epiphanies that bring a radical change in meaning
o [~ enabled by the emergence of new technologies or the use of
E Gurge [ puscosenr, | Bmeerr existing technologies in totally new contexts.
H 5
L
e | MG
el | fogct
e Garge
MEANING

Market-pull innovation that starts from an analysis of user needs and

L then develops products to satisfy them. We put both Human-
Centered Design and traditional market-pull methods here: both
start from users to identify directions for innovation.

One perspective sees research as exploration and
experimentation that leads to the advancement of
knowledge, the development of theories and the
application of theories. This perspective has been the
subject of reflections, definitions and effective
classifications by design theorists, for example Frayling’s
well-known three-part classification of design research:
research into design, research through design, and
research for design (Frayling 1993). See also Cross
(1999), Friedman (2003), and Feast and Melles (2010).

This perspective is used by practitioners to indicate their
activities such as ethnographic research or observations on
people's activities to understand user needs, product
research on possible solutions, market research on the kinds
of products people would buy and price sensitivity, and
usabilit research on the interaction between people and
products.

Both agreed about the
importance of technology
ehange in driving radical
innovation. But Verganti wient
one step more: he demonstrated
that radical innovation could also
come about through meaning
ehange.

B nomancetereopesioy (S [heccslcamponensof O

design researchers immerse.
themselves in the existing
context

1. HCD starts by analyzing user needs and then searches for
technologies (or methods) that can better satisfy them or
updates product language to respond to existing trends

starts with extensive design
research to determine user
needs.

is 3 method of teraive testing,
evaluation, and refinement

2. HCD then goes through an terative process of rapid prototyping
and testing, each cycle developing a more refined, more complete
prototype. This cycle guarantees that the needs are met and that the
resulting product is usable and understandable.

this quarantees continual

lead one to the highest hill. Step
2, therefore, s fundamentally

restrcted to incremental change:
it cannot lead to radical change.

CHNOLOGY AND MEANING

TECH
DRIVEN INNOVATION

design research

‘CAN DESIGN RESEARCH LEAD.
O RADICAL PRODUC

INNOVATION?

5

Video games.

Watches

Basic Design Research,

Design Driven Research

Human-Centered Research

Tinkering.

Radical innovation.

Research based on
interpretation processes is
capable of leading to radical
change that i recognizable and
replicable

O Enore Somsass

consoles and home computers.Because reviewers and players of the
games all expressed a desie for even better graphics and faster response
faster

processors and higher quality graphics.

watches were considered jewelryaccurate time (usually even better then the

additional functions such as timers,stop watches, alarms, games, and calulators.
eyt h

y
centor of watch production from Switzerland to Japan

g o
f comcom | B T
§ o [k, P |
3 B
E e
E Watches s | Watches as | Watches as | Watches a5
o | s | e | Mt
il
EANIG CHANGE

They pionecred the exploration
of post-modern philosophies
and languages applied to
experimental artfacts.

taimed a deep understanding
of why people buy products, and
how one could transform
Kitchenware into items that
peaple buy for their emotional,
playful and symbolic

h as for their

to be applied n products functional usage.

current meanings of products.
aimed at dstecting existing
meanings and needs in order to
design products that it those
meanings and noeds.

with no goal, nefther for
enhancement of meaning nor for
practicalty,

Tinkering can lead to brillant

completely accidental

Tochnology fist, needs last

They are not driven by formal
studies or analyses. They usually
do capture & need identified by
the inventor, but the need might
be real or imagined

Radicalinnovation driven by
meaning change can be design
driven thraugh bett
understanding of potential
patterns of meaninge.

The Wi redefined th paing
Tty combinig o sl
echrolony st massve
| et Sonyond
Micosohsniagied o cnchup
Wicakafom oo o Mo
B torespondent s echnaigy
e Sovanca e iner
onyPystoionand he
Nicrosoh Xbon e aradicsl O A
innovation n technology CEE——
MEMS scclarometeswere
ooty known ool
anlucusersofgame consle,
Jintvimergs

targeting exsting user neds.

developing games that were
more playable and enjoyabie for
less expert players.

“The success of the Nintendo Wii
was the clover application of
MEMS accelerometers and
infrared sensaors. Thes
components allow the console
to sense the speed and
orientation of the controller,
therefore creating a completely
new experience for game
players

Nintendo, as we willsoon see,
decided to follow a diferent
path.

O

the vision of postmodernism in
products
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5. Pettersson
Chapter 2

217 UX background and
definitions

2.2? UX frameworks

In conclusion, a wide range of
frameworks exists, from which can
be learnt that user experience is
mult-layered and affected by the
use context, but a difference can
be seen between more holistic and
reductionist approaches

237 Temporality of UX

47 Implications of UX theory

d a

life product use, including the pleasurableness and leisure of using systems

everyday

UX design defination

somo common patierns can be found,as UX.
appenrs 0 be iuated I the ynarics beween
tha procuct e use ontert an

UX research ©

Patrick Jordan

e n the oxploraton f e conceptof
Intracive products quales beyond usabil
and functionaly.

iy

©

Don Norman

Desmet and Hekkert

Hassenzahl (2004)

Forlizzi and Battarbee (FILAE%
E|HAresearch paper)

10 52y memorabl event hat he user s able
o communicats o o

Grounded in Dewey’s

— the nature of

pects of use, as well as the users'varying emational states (see for example Hassenzah!

&Tractinsky, 2006; Roto et al, 2011).

Nielsen Norman Group.

Hassenzahl (2008)

can be found in the intersection
of felds such as cognitive
science, design, psychology,
philosaphy, sociology, marketing
and engineering

]

Physio-pleasure

Psycho-pleasure

[

Socio-pleasure:

S Ideo-pleasure:
-_ .
AHERIT
—
Visceral Design
—— .
TRt
Behavioural Design
P o
BERit
-
Reflective Design
0
—

The meaning level

[

The emotional level

[

The aesthetic level

why

what

pragmatic

g
I |

hedonic

e

T

T

T

T

T

l

]

[ T 111

+"linvented the term because | thought human interface and usability
were too narrow. | wanted to cover all aspects of the person's experience
with the system including industrial design, graphics, the interface, the
physical interaction, and the manual "

+"User experience encompasses all aspects of the end-user'sinteraction with
the company, its services, and its products”

Allthe aspects of how people use an interactive product

context within which the interaction occurs’.

From the perspective of psychology research, knowledge and methods
adopted to the UX field have for example resulted in questionnaire-based
research building on salient human needs, motivations, satisfactions and
emotions (see for example Hassenzahl, 2004), as well as psychophysiological
research (Ganglbauer et al,, 2009)

evoke physical pleasure

rewarding experience

enabling social relatedness

user's values, beliefs and ideals

product’s appearance and
appeal to the user's senses

efficiency and ease of us

user's self-image, personal
satisfaction, and meaning-
making,

assigned personality or other
expressive characteristics,
resulting in personal or symbolic
significance.

emotions that are evoked by
product

2 product’s capacity to delight
one or more of the sensory
modalities

addresses people's needs for
using an artefact, such as
establishing relatedness with
another person through a
telephone call

atwhat specifically can be
achieved with the product (e.g.
make a call),

how the interaction is enabled
by functionality and design

usability and
controllability

practical goals of interaction
such as making phone calls

stimulation, identification (e.g.
the user building identity with
the help of the product), and
evocation (e.g. provoking past

d feelings)

fluent

cognitive

expressive

The Sensual Thread

The Emotional Thread

. the temporal aspects of UX are
important, and different
experiential aspects can be
addressed by focusing on
different stages of use.

The Spatio-Temporal Thread

(0]

l

automatic and skilled
interactions.

interactions that focus on the
product at hand, such as
encountering a new product with
an unknown interaction style

interactions from which a
relationship is built with the
product

sensory engagement

positive or negative emotions
are connected to the experience

relationships between the parts
and the whole of an experience

experience relates to the user's
past and future and the place
where the experience takes
place

designers need to deal with “an unknown or only p:
with demanding d users, wit

artially known situation,
h

fuzzy stuation

with new technology and new materials, with limite
limited 24 knowledge and skill, and with inappropr

analytical phase

3 creative phase

Archer (1984)

o
H
3
q

Jones.  transformation

of planning, concept
development, system-level
design, detail design, testing
and refinement, and production
ramp-up

Eppinger and Ulrich

The core of UX design process work is
the focus on the user, and especially
the context and the nature of the
interaction taking place

257 The design process

d time and resources, with
riate tools..."

understanding the design
problem and opportunities

(ideating and exploring ideas

(transforming the ideas into final
designs through an terative
process

understanding a design problem

extending the boundary of a
design situation

result of iterative evaluation

analysis
ideation
evaluation

e understanding user needs and
context

cultural probes

first collect concrete data approaches

contextual inquiry

lower left

observing daiy e and pracices

context mapping

When researching for future, as
Ressarching Prototyping yet non-existing products
Interpret
Model of
Modelot _suogest | Model
whet o7 “could be™ [~ brainstorming
|
mandost
Dubberly and Evenson T | O
e
! T sFuture Workshops
‘What
‘What “is” “could be"
analysing the data and producing models that connect the pieces
SFindings nto comprehensie patters and gaps fo imnoation = {Imeraction Relabelling and
Exsting (curront)  Preforod (future) upperleft 9 P! P 92p" Extreme Characters
and/or improvement.

There are certain differences in how academia and industry approach design
processes (Stolterman, 2008) and UX evaluation

267 U in industry

Novel
industry for

The experiences are situated in
the car, an object that tends to
evoke strong attachment and
emotions

analysis

2.77 Automotive UX research

apply “open-ended" methods,
considering the layered, multi-
faceted aspects of experience

287 Summary

experience prototyping

Convivial Toolbook

suggesting and exploring rather
than excluding and refining

generating tangible concepts

upper right

iteratively prototyped and
typically tested with users

lower-right

given tools to record

impressions from a situation
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.
Empathy: A Motivated
Account

.
Automaticity and
Context Dependency
in Empathy

p
Components of
Empathy

Intergroup conflict.

Expertise

phenomenon is deeply context

" dependent and varies along with
numerous situational features.
1
[EHC
. (A

empathy simultaneously appear Intergroup conflict.
automatic and context e—‘ early and contemporary
dependent accounts of empathy—across Components of Empathy

philosophy, develop- ment, L )
RO SE(RSAY, context dependent ‘e ethology, cognitive and social

i
psychology, and nevrosi-ence- A

share a common thread, viewing
empathy and experience sharing Expertise
in particular as automatic.

Components of Empathy

(.

describes observers’ tendency to
take on the sensory, motor,

e . .
experience sharin ) :
P 9 visceral, and affective states they
encounter in
three key subcomponents of )
empathy and trace longstanding e observers’ capacity to draw

N " . mentalizin it s
theoretical traditions holding 9 explicit inferences about targets

that empathy often oc- curs in- ter\tions, beliefs, and
automatically but also shifts as a emotions
function of context

deployment of mind perception
is context dependent (see
below) and thus not necessarily
simpler, more rudimentary, or
more automatic than mentalizing
or experience sharing.

mind perception, describes ob- servers’ detection

of targets’ internal states

four sections @ 1 2 2
Vischer's and Lipps's views e einfiihlung

immediately and simultaneously
with perception

| outline a model of motivated 2
empathy, which describes (a)
motives that prompt observers

A motivated model of empathy

to approach or avoid empathy @ holds that motives affect all three extant empathy research empathy as an immediate,
and (b) regulatory strategies empathic processes. 2 interpersonal sensory exp’e-
through which observers carry rience

out those motives. Titchener

Not only do | see gravity and modesty and pride
and courtesy, but | feel or act them in the mind’s
muscle

Third, | review evidence for
motivated empathy across a
number of research domains.

(. J

Finally, I highlight implications of
‘el a motivated model for basic
science, clinical research, and
interven- tions.

Vs
.

-
Automaticity as a
Theme in Empathy

Research

Contemporary theory

Foundations and
Structure of a
Motivated Model
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Co constructions

itis challenging to design for
user experiences, as individual
differences and the situations in
which people interact with the
products are influential in
shaping the experience

co-constructing stories

The cultural probes technique

generative techniques

to inform their design process,
designers need to have a deep
understanding of users and the
use contexts.

feedback designers consider
valuable

The technique utilizes
storytelling and sketching to
elicit past experiences of users
and anticipated future
experiences enabled by the
design concept

N

two phases:

contextualized and grounded
feedback most valuable.

appreciate real-life stories of
users as these are informative,
inspiring and trustworthy.

Itis a projection technique,
aiming to gather information
about people and their activities
= through self-documentation by
using the materials (diaries,
cameras, recorders) provided by
the designer.

@_ do not address people’s

expectations about the future

S

co-constructing stories serves
several different purposes. The
first phase helps users to relive
‘. relevant past experiences which
facilitates thinking about the
future, and it provides designers
with materials helping to
establish empathy with users.

With our technique we are
aiming to elicit stories about past

e_ and future experiences that are
relevant to the design in a more
direct manner, creating empathy
with the user.

- make participants think about
sensitization ) .
their past experiences
|\
elaboration envision the future.
\

(S —

starts by a basic fictional story
told by the designer introducing
the context of interest and
setting the stage for dialogue.

it requires quite some time and
effort in comparison to
traditional user studies
regarding the preparation and
execution of the study

contextmapping

With co-constructing stories we
are aiming to elicit similar type of
data in a shorter period of time

Thus in co- constructing stories
we intent to reach the reasoning

s behind the futuristic visions of
people by asking them to build
these visions based on their past
experiences.

Storytelling

these techniques and methods
are effective in revealing
people’s dreams about the
future, we miss the information
about where these dreams are
grounded.

2
starts with designer’s fictional
story that introduces the concept
in an envisioned context.

4

Our experiences so far have shown some advantages
of the technique over similar tools and methods. First
of all, the technique elicited feedback about the future
concept which is both deep and specific to the
concept. Designers find such feedback both useful, as
itis inspiring and trustworthy, and usable, as it is
specific to the concept and structured (Ozcelik
Buskermolen et al., 2012).

Secondly, the technique elicits stories from the users,
thus it reveals grounded feedback as stories indicate
reasoning.

Moreover, stories are easily remembered,
communicated and they establish a shared vision
among the members of the design team (Gruen etal.,
2002). Last but not least, the sensitization takes less
effort in comparison to other similar techniques as it is
integrated in the session itself, rather than being a prior
activity. However it s still effective, as participants can
talk about two to three cases in twenty minutes and
reveal several anecdotes. To conclude, we believe that
the technique will help eliciting in-depth feedback that
i specific to the concept, in relatively little time.
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