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Today’s agenda

• Website UX/UI design processes

• User research
Exercise: Among an area of interest, try to interview 3 people in the class to understand 
their painpoints/behavior.

• Data analysis
Exercise: Use affinity diagram to analyze the data from user research to find out their 
painpoints.

• Personas and user journey

• Problem statement

• Website solution and user flow



Remember 
what we’ve 

done last 
week?

• Use case

• User scenario

• Site map

Have you submitted?

Please specify your name and 
email so that I could send the 

comment to you.



Any problem with 
the homework?



Website UX/UI design 
processes



Albert Einstein

“Art is a noun, and design 
is a noun and also a verb. 
Art is a product and design 
is a process.”

Paul Rand
Logo Designer of IBM, UPS



Why do we need 
design?

For 
aesthetics?



Design is more than 
aesthetics, it’s a plan 

to 

solve a problem



The design process



There are many 
different models 
when practicing 

design

NAVIGATIO
N

is how you move 
around.

User-
centered / 
Iterative

NAVIGATI
ON

is how you move 
around.

Waterfall

NAVIGATIO
N

is how you move 
around.

Process-
centered 

design

NAVIGATIO
N

is how you move 
around.

Empathic 
design NAVIGATI

ON

is how you 
move around.

Agile / 
Lean UX



But they have a lot 
in common…

• Research the problem 
space

• Focus on the opportunity 
and define the constraints

• Explore possibilities

• Decide the best solution



Start with 
WHY





Ask 5 “Whys”

We need a bigger Share button

   Why: People aren’t sharing the documents they create

      Why: People are nervous about sharing

         Why: They’re not sure who will see what they share

    Why: We don’t tell them who will see what they share

       Why: We don’t have that data in our system



Why ask 5 
“Whys”?

If we’re going to solve a problem, 
let’s make sure it’s the right one



User-
centered 
design 
process



Double 
diamond



Why user-
centered 
design?

Make sure that

• You are solving the right problem 
for your users

• Your users will use your website

• You discover what goes wrong 
before investing too much



Today we 
will cover:

NAVIGATIO
N

is how you move 
around.

User 
research

NAVIGATIO
N

is how you move 
around.

Data 
analysis

NAVIGATIO
N

is how you move 
around.

A little bit 
of solution



User research



User research
User research focuses on 
understanding USER 
BEHAVIORS, NEEDS, and 
MOTIVATIONS through 
observation techniques, task 
analysis, and other feedback 
methodologies



User research
Understanding

USER BEHAVIORS

NEEDS

MOTIVATIONS



Why do we need to 
understand our users?



Because they are 
usually* where 

the income from



Why UX research?
• To ensure you’re solving a problem 

that exists in peoples’ lives

• To deliver design that is tailored to the 
needs of its intended audience

• To learn how users actually use our 
product

• To align the team

• To identify UX or product opportunities

• To gather data that support your 
(design) decisions

• To save money!



Albert Einstein

“If I had an hour to solve a 
problem, I’d spend 55 
minutes thinking about 
the problem and 5 
minutes thinking about 
solutions.”

Albert Einstein







Steven Krug’s “Don’t make me think”



To align the 
team

• Align the team’s 
understanding:
o  i) clarify who the users are,

o  ii) clarify what the actual 
problems are, and

o  iii) provide qualitative data 
and/or quantifiable data on each 
problem’s impact to 
customers/business so that the 
team can make informed 
decisions





To save money

• Research up-front can help you 
avoid designing or building 
things that don’t matter

• Continual research can validate 
your ideas and save you time 
and money



Number of design 
alternatives

Cost of changes

Initiating / 
Planning

Requirements / 
Design

Development / 
Testing

Deployment / 
Closeout

Cost of changes user involvement
Early & often is key!



What do we need to learn 
from our users?



PEOPLE

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire



CONTEXT

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• Location / Environment
• Devices
• Relationships (objects 

and people)
• Relationships (people and 

people)

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• business and technology 
environments

• social and cultural context 
in which activities occur



ACTIVITIES

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• What is the user trying to accomplish?
• What tasks must the user complete to 

accomplish their goals?
• Are there any pain points in the current 

ways they go about these tasks?



Summary: 
What do we 
need to 
learn?

• Needs are shaped by personal history, 
mood/emotions, culture, education, 
desire, etc.

People

• Behaviors are influenced by context.

Context

• Motivations are reflected through 
activities

Activities



How do we 
obtain this 

information?

User research focuses on 
understanding user behaviors, 
needs, and motivations through 
observation techniques, task 
analysis, and other feedback 
methodologies



Research methods



Diary studies

Usability test

Ethnography / 
Contextual inquiry

User interview
Focus group

Participatory design



Eyetracking

Card sorting

A/B testing

Survey

Concept testing

Flow analysis



New 
methods 

are always 
coming …



Diary studies

Usability test

Ethnography / 
Contextual inquiry

User interview
Focus group

Participatory design

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

We will 
focus on



User interviews



User interviews

• One-on-one conversations 
between researcher and 
participant

• Qualitative

• Tends to be more evaluative 
than generative

• Tends to be more attitudinal 
than behavioral



Benefits of 
user 
interviews

Very personal; increases 
user empathy

Produces rich qualitative 
information

Enables follow-up 
questions



Challenges of user interviews

Making 
participants feel 
comfortable

01
Listening actively

02
Respecting 
boundaries

03
Avoiding leading, 
dead-end, and 
compound 
questions

04



Ask good questions

• Ask open-ended questions

• Ask about actual behavior, not 
intention

• Avoid leading questions

• Avoid compound questions

• Avoid pointing out specific issues



Ask open-ended questions

“Do you like to use 
free weights at the 

gym?”

“What types of 
equipment do you 
like to use at the 

gym?”



Ask about actual behavior

“How many times do 
you plan to go to the 

gym this year?”

“Describe your gym
schedule last year.”



Avoid leading question

“Would you say 
cardio classes are a 
better workout than 

weight lifting?”

“What type of 
exercise gives you 

the best workout?”



Avoid compound question

“When you’re at the gym, do you use free weights, 
or weight machines, or like, bands or straps, or …?”



How to 
conduct a 
user 
interview? Analyze Analyze results

Observe Observe how users behave

Conduct Conduct interview

Prepare Prepare topics and questions



PEOPLE

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

What do 
we need to 

learn?



CONTEXT

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• Location / Environment
• Devices
• Relationships (objects 

and people)
• Relationships (people and 

people)

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• business and technology 
environments

• social and cultural context 
in which activities occur

What do 
we need to 

learn?



ACTIVITIES

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

• What is the user trying to accomplish?
• What tasks must the user complete to 

accomplish their goals?
• Are there any pain points in the current 

ways they go about these tasks?

What do 
we need to 

learn?



Contextual inquiry



Why we do 
contextual inquiry? • Design should support and 

extend user’s existing behavior

• Users are experts in how they do 
things

• More explicit than interviews, 
surveys, or other data



How to 
conduct 
contextual 
inquiry?

Gather relevant information about your subject

Observe: A contextual interviewer observes users as 
they work and inquires into the users' actions as they 
unfold to understand their motivations and strategy.

Post-observation Q&A’s: The interviewer and user, 
through discussion, develop a shared interpretation 
of the work.

Repeat the above for multiple users

Synthesize your findings



Usually we do user 
interview and context 

inquiry at the same 
time



How to do a 
user interview?



Exercise: 
User research

• Get into a group of 3 people

• Each group would be assigned an area of 
interest from below,

• Prepare a list of questions within the group

• Interview the person in the next group to 
understand their PAINPOINTS or 
BEHAVIORS

• Group A please interview Group B, vice 
versa
i.e. Student 1 of Group A should interview 
Student 1 of Group B, and vice versa; 
Student 2 of Group A should interview 
Student 2 of Group B, and vice versa; 
Student 3 of Group A should interview 
Student 3 of Group B, and vice versa



Exercise: 
User research

• Areas of interest:
1. Finding a job

2. Apply for a course

3. Travel planning

4. Managing finance

• Ask the interviewees about 
their habits to discover their 
painpoints

• Time: 25 mins



So now we have 
some data, what to 

do next?



Data analysis



Do you still 
remember what 

you’ve got out of the 
user research?

Write down your three most 
memorable points :

1) ____________________________

2) ____________________________

3) ____________________________



Do you still 
remember what 

you’ve got out of the 
user research?

Write down your three most 
memorable points :

1) ____________________________

2) ____________________________

3) ____________________________

• Personal History
• Mood / Emotions
• Culture
• Education
• Desire

We may need some 
better methods



Affinity diagram



Affinity diagram

• A way to find patterns in 
qualitative data

• A tool that gathers large 
amounts of information (ideas, 
opinions, issues) and organizes 
them into groupings based on 
their natural relationships



Why affinity 
diagram?

• To consolidate a large amount of 
information into groupings or 
clusters of ideas that have a 
natural relationship

• To find patterns or to reveal the 
underlying themes in qualitative 
data

• It’s simple and cost effective 
technique for soliciting ideas and 
obtaining consensus on how 
information should be structured



v
v

v



How to do 
affinity diagram?

• Most effective when done as a team

• Go for the essence, in silence, 
collaboratively

• Create the affinity silently to allow 
each teammate’s perspective to be 
reflected by the diagram

• As a team, organize the data by the 
insights each grouping suggests about 
the problem. Add a group title using 
“I…” statements (from the user’s point 
of view)



Go for the 
essence, in 

silence, 
collaboratively

• Any group that the entire team 
can’t abide by should be 
reorganized

• Any group with <3 data points is 
weak (not sufficient)

• Any group with > 10 data points is 
weak (can be broken down more)

• Any group formed entirely by data 
from one user is weak (biased)



Go for the essence

Any group formed entirely by 
data from one user is weak 
(biased)

v
v



Go for the essence

• Groups are Task oriented (not 
words)

• Each group doesn’t yield actual 
patterns

v
v



v
v



Exercise: 
User Research

• Review your user research data 
from this morning. Rewrite sticky 
notes if necessary for clarity / 
legibility

• Get back to your group

• Start grouping your sticky notes 
of the whole group by their 
natural relationship. Come up 
with group label (i.e. a problem 
statement) for each group

• Compare this with the 3 
observations you wrote down 
earlier

• Time: 25 mins



Exercise: 
User Research

• Each team briefly present their 
area of interest and what 
they’ve found about the users

• This should include:
• Users’ painpoints

• Users’ needs



Personas and user 
journey



But users 
can be very 
different…



Personas
• Archetypes

• Groups of real people 
represented by a handful of 
personas

• Not necessarily the people 
who bring in the MOST 
revenue for a business



Why do we 
make personas?

• To remind us who our users are

• To summarize user research

• To focus design efforts on solving 
the users’ problems

• To make design less subjective



What does a 
persona include?

• A name and photo

• Demographic information

• Goals and needs

• Preferences

• …and whatever else is 
important







So how can 
we make a 
persona?



So how can 
we make a 
persona? • Personal History

• Mood / Emotions
• Culture
• Education
• Desire

Remember 
that we have 
interviewed 3 

users?



Steps of 
getting a 
persona Keep Keep them alive

Validate Validate them

Prioritize Prioritize your personas

Create Create personas to represent a user from each group

Write Write post-it’s and create affinity diagrams



1. 
Post-it’s and 

affinity diagram

• Write key points on Post-Its

• Make sure they are:
• Specific

• Relevant

• Universal

• Create an affinity diagram



2. 
Create personas

• What are the groups that 
naturally form?

• What are their shared 
characteristics?
• Frequency of use

• Expertise

• Geography

• Not just demographic!



2. 
Create personas

Computer and IT experience

Expert Numb



2. 
Create personas

Frequency of use

Once a 
year

Every 
day



2. 
Create personas

A persona should have:
• Name

• Tagline

• Who are they?

• What are their goals and 
motivation?

• What is important to them?

• What are their pain points?



3. 
Prioritize 
personas Primary Secondary



4. 
Validate them

• Do a quick gut-check:
• Are they based on research?

• Do I know people like this?

• Are they useful?

• Run experiments (usually via 
conducting user research)

• Role-play as a persona — still 
realistic?

• Continually refine your personas



5. 
Keep them alive

• Make posters and display them 
prominently

• Refer to them in presentations 
and documentation

• Use them in casual product 
discussions



Tools for making personas

NAVIGATIO
N

is how you move 
around.

Xtensio

NAVIGATION

is how you move around.

Powerpoint

NAVIGATIO
N

is how you move 
around.

Paper

https://xtensio.com/


User journey



What is user journey?

a strategic process of 
capturing and 

communicating complex 
customer interactions

visually illustrate a 
customer’s processes, 
needs, & perceptions 

across their interactions 
and relationships to satisfy 

a need.





User journey VS 
User flow

• Compared to user flows, user 
journeys:
• concerned primarily with the 

experience, emotions, and pain 
points throughout the process, 
as opposed to task and decision 
steps

• more focus on higher level

• more aesthetically visual









Persona and user journey

• Each persona has a unique user journey

• User journey is made to visualize a persona’s needs, pain points and 
moods throughout the process

• To figure out what is the most urgent pain points that we need to 
attend to



Problem statement



What is the 
biggest 

problem for 
the user?



Problem 
statement

__________________ 
is a challenge for 
__________________ 
because 
__________________.



Problem 
statement

Opening doors is a 
challenge for dogs 
because they don’t 
have thumbs



Website as a 
solution



Go back to your 
problem statement…

• Can website provide a solution?

Please look at your journey map 
and persona

• Is the persona tech savvy?

• Is website involved in the current 
user journey?

• Can website do better than 
current methods?







Homework: 
User research

• Do it with your group

• Choose an area of interest from the list (or from 
your own):
Work| Study| Travel | Finance | Relationship | 
Shopping | Home | Health

• Interview 5-10 people to understand and 
identify users’ painpoints and behavior

• Devise a website development plan to solve the 
painpoints with personas, user journey and 
competitive analysis

• You may consider this as a part of your group 
project!

• Submit this to gordonlee.cityu@gmail.com

• On or before next lesson (Oct 30)

mailto:gordonlee.cityu@gmail.com
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