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Understanding Users Better

• Biggest challenge is not technical


• Understand your audience and their needs first


• First step is often to interview subjects


• How many interviews are enough?


• Three good interview rules to follow  (from Deloitte UX expert)







Exercise: Interview Triads

Question: 
How do you compare prices while 
shopping for household goods?



Understanding Users Better

• Biggest challenge is not technical.   (gonna keep saying it… )


• After interviews, we want to formalize the knowledge 
we’ve captured


• Various modeling approaches can help us in that regard


• Three we will discuss today: 

• Sequence modeling


• Flow modeling


• Cultural modeling



Sequence Modeling

Represents the steps users go through to accomplish a 
certain activity, including breakdowns


• Trigger(s) that start a sequence (one model may have >1)


• Intent(s) that highlight the user’s reason for completing a 
process (one model may have >1)


• Breakdowns (red lightning bolts) to highlight breaks in 
the sequence and opportunities to improve



Sequence Modeling

!Trigger: Out of Milk
Intent: Buy Milk

Add milk to grocery list on fridge

Gather things to go to the store

Mother calls

Take call on the walk to the store

Arrive at store

Walk through aisles

Buy snacks

Return home with food



Flow Modeling

Used to represent the coordination, communication, interaction, roles, 
and responsibilities of the people in a certain work practice


Flow models contain:

• People and groups (in bubbles) with a job function and list of 

responsibilities


• Flow (arrows between bubbles labeled with passed information/
artifacts) 


• Artifacts (in boxes) that can be any “real” part of the work and flow


• Places and items (large boxes) with a name and responsibilities


• Breakdowns to highlight problems





Cultural Modeling

Used to represent the norms, influences, and pressures that are 
present in the work environment


Cultural models contain:

• Influencers (in bubbles), that can be individuals or groups with a 

job function and a list of values


• Influence (arrows between bubbles labeled with the type of 
influence)


• Relationships and group membership (in how the bubbles 
overlap)


• Breakdowns to highlight problems





Prototype, Prototype, Prototype

• Biggest challenge is not technical    (the truth bears repeating… )


• Once you understand your audience, need to 
encapsulate that learning with wireframes


• Also a key step in helping us bridge the two gulfs



Starting with Low Fidelity Wireframes

• Various ways to generate LFW



Starting with Low Fidelity Wireframes

• First prototype must be low-fidelity wireframes


• Time-saving; can explore lots of ideas (good and bad) 
quickly at low cost


• Easy for visual interaction to overwhelm other 
interactions


• Honesty from users improves 


• Knowing what (and what not) to go forward with



Exercise: Sketching a LFW

We are wireframing an app that scans for the price of items 
at a particular store.


Notes:

1. There are two parts to the app — the actual price check 

and saving past price checks — but we will only focus 
on the process for scanning items now.


2. Need a minimum of two screens, but absolutely no 
more than 6 screens.



One possible solution



3 key questions to ask when testing prototypes

• Does the user know how to do _______?


• Is it easy for the user to do _______?


• How can we make this better?


At the end, ask “Please give me two adjectives 
that describe this app.”



Next level of wire framing

• Creating high fidelity wireframes


• Adding colors, images, realistic content


• Lots of notes to guide developers


• Creating interactive wireframes


