‘Thick description’” and design

e ! 4
Jack-Whalen
Aalto ARTS

Department of Design
Summer School

4 June 2015

-~



Outline

Human-centred design — Revisiting some basic ISSues
and history

Thick description - Where did the term comes from? What
does it mean” Why should it matter?

Seeing the world ethnomethodologically

The native’s point of view — Case studies of practitioner
expertise and designing ‘'smart’ knowledge systems

Human centred design and ethnography redux

Reconfiguring design ethnography
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Three waves of HCI

0. Practice-based research
(research through design)




Three waves of HCI

1. Dominance of cognitive science
(modelling devices, users and
interactions; research for design)




Three waves of HCI

2. Turn to the social
(ethnomethodology prominent)




Three waves of HCI

2. Turn to the social
(ethnomethodology prominent)
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Three waves of HCI

3. Affective psychology
(user experience, interest in ‘critical design’, influenced
decisively by the arts and humanities, ‘anything goes’)



Three waves of HCI

Worksites => Everywhere

3. Affective psychology
(user experience, interest in ‘critical design’, influenced
decisively by the arts and humanities, ‘anything goes’)
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Human (‘user’) centred design

e [f humans are the
focus, the centre
of attention —
How can we truly .
‘understand’ them FHEE
(their behaviour, X AN
feelings, thoughts, . // AN
needs, ...?) ' -».iy..ﬁ. e




Human (‘user’) centred design

'Interpreting’ humans
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Human (‘user’) centred design

'Interpreting’ cultures
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Human (‘user’) centred design

'Interpreting’ cultures

Taking a turn to the social is by no means a straightforward matter however,
not least because of the vast array of competing accounts or descriptions as to
how human activities are socially organised in the actions and interactions of
people. Simply put, the problem in turning to the social is one of describing the
sociality of conduct in an adequate fashion. This is not simply a sociological
problem but one that goes to the heart of design as it follows that
inadequate descriptions of practical conduct — of work — in which
systems are to be embedded can but result in inadequate designs.
Designs that is, which are not particularly responsive to the actual
circumstances of their use.

(Crabtree, Wild Sociology: Ethnography and Design, 2001)
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I'hick description



I'hick description

 \Where does the term come from?

- Gilbert Ryle — ‘The Thinking of
Thoughts: What is Le Penseur Doing?’
and ‘Thinking and Reflecting’ (1968)

- Clifford Geertz — The Interpretation of
Cultures (1973)
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I'hick description
*\What does it mean” Ryle...

» Blinks (involuntary twitches) and winks ...
and parodies of winks, and rehearsals of
parodies of winks

» Thin description of the rehearser: ‘rapidly
contracting his right eyelid’

» Thick description of the rehearser: ‘practicing a
burlesque of a friend faking a wink to deceive an
iInnocent into thinking a conspiracy Is in motion’
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I'hick description

\\What does it mean” Geertz. ..

» Cultural analysis is an interpretative, decoding
practice

» The raw observational material collected by an
ethnographer is too thin,

» Our detailed, layered interpretations of local
(situated) happenings make up thick description

» But the thickest of descriptions can still only be
based on what the locals tell (instruct) us
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I'hick description

\What does it mean”?

‘what we call our data are really our own
constructions of other people’s constructions
of what they and their compatriots are up to’

The native’s point of view"?
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I'hick description

\What does it mean”?

‘most of what we need to comprehend a
particular event, ritual, custom, idea or whatever
IS Insinuated as background information before
the thing itself is directly examined’
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I'hick description

\What does it mean”?

‘most of what we need to comprehend a
particular event, ritual, custom, idea or whatever
IS Insinuated as background information before
the thing itself is directly examined’

What everyone knows...
commonsense knowledge

19




Understanding
commonsense knowledge



Seeing the world
ethnomethodologically

ethno metholdology
A
" ‘the people’ — b their methods |
members of a (of practical reasoning
culture/collectivity and action, their ‘practical
sociology’)

Ethnomethodology =
the study of members’ methods
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Seeing the world
ethnomethodologically

o Studying the ‘work’ of any setting’s members to
accomplish the naturally occurring activities in which
they are involved — that is, the work of being anyone,
doing anything (not necessarily paid labour)

* Derives from Harvey Sacks’ reflections on doing
'‘Being Ordinary’:

No matter how mundane and familiar our activities
might be, it takes practical effort on our behalf, and
on that of the others involved too, to make them
happen
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Seeing the world
ethnomethodologically

The phenomenon:
The ‘achieved ordinariness’ of our
social world
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Seeing the world
ethnomethodologically

* Any setting’s work Is ‘naturally accountable’

- The members of a setting can see the work that
IS going on around them ... and know what it is
that they and the other parties to the work are
doing

- Members can unproblematically offer a natural
account of what they can see and what they
are doing that others will recognise too
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Seeing the world
ethnomethodologically

The upshot:
In doing their work members display for others what

it is they are doing...
and by making visible what they are doing, others
can see and recognise what is being done and can

then coordinate their actions accordingly

an (observable) ‘“architecture of intersubjectivity’
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Seeing the world
ethnomethodologically

Hunting the animal in the foliage:

How Is something — actions, activities,
identities, places, objects, etc — visibly
(accountably) done, recognisably what it
IS’/ what ‘everyone around here knows’?

20



Ethnomethodological
thick description

* Descriptive accounts (inscriptions) that make

instructably observable the work of a setting

d

members who do it

nd its accountable organisation for the

hese accounts rely on the development of a

members’ competence in a setting’s work

. P

q

ainly, analysis Is not something that happens
ter fieldwork, but runs through it
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Ethnomethodologically informed
research and design

e |Large scale document production (Pycock et al, 1998)

e Ethnographically-informed systems design for air traffic control
(Bentley et al, 1992)

Collections of papers and reports on ethnomethodologically informed
ethnography —

Paul Luff, Jon Hindmarsh and Christian Heath (eds.) 2000. Workplace
Studies: Recovering Work Practice and Informing System Design.

Richard Harper (ed.) 2011. The Connected Home: The Future of
Domestic Life

Margaret Szymanski and Jack Whalen (eds.) 2011. Making Work
Visible: Ethnographically Grounded Case Studies of Work Practice.
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http://www.xrce.xerox.com/Research-Development/Publications/1998-103
http://ftp.dcs.ed.ac.uk/teaching/cs4/www/hci/sixteen/atc.pdf
http://www.cambridge.org/us/academic/subjects/sociology/organisational-sociology/workplace-studies-recovering-work-practice-and-informing-system-design
http://www.springer.com/gp/book/9780857294753
http://www.cambridge.org/it/academic/subjects/management/organisation-studies/making-work-visible-ethnographically-grounded-case-studies-work-practice

Ethnography
and ‘implications for design’

(T)he ‘implications for design’ approach...involves a reading
of ethnography as purely methodological, and by the
same token, as equivalent to other empirical approaches...,
to be selectively deployed as needed. The ethnographer, in
this view, is a passive instrument, a lens through which a
specimen setting might be examined, with the ethnography
providing an objective representation of that setting. What
Is missed is the extent that ethnography is always,
inherently, a perspectival view, and that this perspectival
quality is critical to what ethnography is.

(Dourish, Implications for design, 544)
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Ethnography
and ‘implications for design’

Reading ethnographic inquiry too narrowly,
constraining ethnographic studies in ways that fail
to do justice to the kinds of insights that they can
provide

30



Ethnography
and ‘implications for design’

But to be honest, ethnomethodological inquiries
on system design and work have produced
more critiques, programmatic analyses, and
research reports than successful designs.
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Ethnography
and ‘implications for design’

And note: Not all ethnographic inquiry iIs
ethnomethodological in its orientation!
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The native’'s point of view:
Practitioner ‘expertise



Ethnomethodology's
‘unigue adequacy criteria

* The ideal: Learn to be a competent practitioner /
member

e The practicality: With the practices of specialized
populations and work communities, this can be quite
difficult

* The result: 'Hybrid studies’

- "Done by outsiders who are also insiders ... who have as their
alm that practitioners in the specialty area being studied will
be as interested in the studies as professional sociologists.™

*Anne Warfield Rawls, ‘Editors Introduction’ to Harold Garfinkel, Ethnomethodology s Program: Working Out
Durkheim’s Aphorism
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Ethnomethodology's
‘unigue adequacy criteria

* The ideal: Learn to be a competent practitioner /
member
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The setting: Emergency communications

o )

Data entry error
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EXxpert systems vs systems for experts

4656 BARGER, EUG

4656 BARGER, EUG RESPONSE UNIT STATUS AT 21:53

UNIT STA LOCATION

Cl

M4 DSP 3435 ECHO HOLLOW
M9

M>

ECHO HOLLOW

Paper run

sheets CAD dispatch screen
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EXxpert systems vs systems for experts

4656 BARGER, EUG

Battalion chief

Medic units 4656 BARGER, EUG RESPONSE UNIT STATUS AT 21:53

RES UNIT A LOCATION
1st alarm BC Cl
MED M4 5 3435 ECHO HOLLOW
MED M9
. ¥
2nd alarm

ECHO HOLLOW
3rd alarm

Run sheets for every Response group Each unit’s current
address listed for complete status and location
response groups — first alarm listed under STA
closest available (chief, medic, and LOCATION,
principle engines + truck) respectively

noted on screen

Separate notepad & by BOLDFACE
pen used to record

and track status &
location




EXxpert systems vs systems for experts

4656 BARGER, EUG

4656 BARGER, EUG RESPONSE UNIT STATUS AT 21:53

RES UNIT STA LOCATION
BC Cl

MED M4 DSP 3435 ECHO HOLLOW

ECHO HOLLOW
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EXxpert systems vs systems for experts

4656 BARGER, EUG RESPONSE UNIT STATUS AT 21:53

UNIT STA LOCATION

Cl
»

M4 DSP 3435 ECHO HOLLOW
M9
M5

Old ‘manual’ system

3435 ECHO HOLLOW

QTRS
Vv EGF-5

4656 BARGER, EUG RESPONSE UNIT STATUS AT 21:53
New, semi-
UNIT STA LOCATION
7 automated expert
4 ENR QTRS
T8 system — dependent
CO . .
M9 on incident code

entered by call-taker
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EXxpert systems vs systems for experts

Machine-as-prosthesis
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‘Smart’ call centres?

e ‘Smart’ technology (that could perhaps replace
human expertise with machine intelligence) was
considered a key enabler by Xerox management

* In the customer service organisation, they were
already employing an expert system, called Case-
Point, to diagnose document machine problems
over the phone...

e and, if possible, instruct callers in fixing the
problem

42



‘Smart’ call centres?

Th e Every service problem solved
c over the phone saves Xerox

business $396

Ccase » Other reasons given for using
an expert system

CasePoint - [Search - 5775.CBD]

» High employee turnover makes
It costly to train reps about
document machine operation

Is the defect also on the originals?
Have you cleaned the Document Glass?

o
Is the defect on the same page of each set? [ (Xe ro ra p h y)
Is the Copy Quality defect in the stock being used? [
What type of copy quality problem are you having? the . lir
< What type of problem is it?? >

_—_
69 [135] CQ Other, every 2nd, 3rd or 7th copy - Service } P ' |
L1 [113] CQ Other, every copy - Use new original without defect aS e = O | n C O u e u S e y
48 [114] CQ Other, every copy - Clean Document Glass

‘ |

47 [150] CQ Other, random copies - Use new originals without the defect
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‘'Smart’ call centres?

Description
provided by the

I
call taker |
wescription:

cq fine line on prints/ same as before/pr belt
e =

Questions: Answer (list):

What type of copy quality problem are you having? :Not Answered
< What type of problem is it?? > Copy quality

= Case’“oint - [Search - D( Answers

| =| File Edit Search Options WII’IdO

H OW lt l S A list of questions associated with the
Supposed top case
to work

p— The most likely cases given the

52 Place a service call

47 Create a log and es;:alale... a n Swe rS th US fa r
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‘Smart’ call centres?

To get to the right diagnosis:

1. The customer’s description must match
(somewhat) the rep’s description of the
case

. The rep must ask all the questions

. The customer must give truthful answers

. The rep must select the correct answers

~ W N
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Case-Point in the real world




Expert systems vs systems for experts
—-'--q — . -

&O

=



Communal knowledge, expertise
and informtion technology

The Social Life of
[nformation
{(}‘].

CSIMON HEAD #

LgLATURY rauloarien noox

& John Seely Brown
Paul Duguid

48



Ihe Eureka story

Eureka’s origins as an Al project:
Developing an expert system to help
technicians diagnose and fix
machines (machine-as-prosthesis)

Why this was wrong, and how we
learned this...

Observing everyday practice:
inventiveness in the field

and local/indigenous knowledge-
sharing

Honouring and building on
these practices to create Eureka...
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Ihe Eureka story

+ Necessity is the mother of invention

- Technicians frequently invent new solutions, keep ‘crib
sheets’ of solutions to jog their memories, share war stories

with their local work groups

We realised we could build on these communal practices
— we could turn Al on its head, with the work community

becoming the ‘expert system’

We also realised we had to co-design the system with them
— as well as provide for control over the system by the
technician community ... but this had never been done

before in Xerox
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Ihe Eureka story

“Tech Reps”

-.. around the
o -&p\ ‘—"’ g
{ crowinG {
| commumiTy %/m

| KNOWLEDGE

knowledqge in
the field.

% Entering the
@ insights mto a
O

Peer Review database creates

validates and documents
warrants the
insights.
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Ihe Eureka story

: Eureka Yiewer v1.7U IFKA1090F]

IP Author: GEORGE LUTZ_4B Edited: 1997/05/01 Success Rate:
Validator: David McE achern_alberta tatus: Validated [X Show Tip Details

- History: [\/zlidated 05/01/1997 101801IDavi McEachemn,_| |

District: 855/247 /Northwest Seen: 4 Submitted 03/19/1937 223409GEQRGE LI_ITZ_.L’
Submit Date: 03/19/1997 Tip Number: po051378

Doc. Type: Tip h

SUBJECT: Low humidity causes 1l or tray Z2 to Jam.

CHAINS:

PRODUCTFAM: 1090f
( > PROBLEM: Low humidity ceuases the paper to dry out and the result is badlly curled paper

which then skews and jeas in tray 1 (c-106, c-103 & c-107), and also in afea 2 (e-096).

CAUSE: The lack of humidity during the winter causes the paper to lose 1

preserved by the moisture proof wrapper. 0Once the wrapper is opened the
its moisture. This can be a dramatic change if the temperature is -30
temperatures cause varying degrees of paper curl, and at different rates.

SOLUTIOH: I use mylar tape (xXerox p/n 63p566). Access th :

removed the modification is more easily done but it can be done with

Clean the feed heads upper feed in chutes lead edge with f£ilm remover

of the mylar tape. I apply two lengths of the tape on either side ‘ rey feed belt, on
the upper feed in chute. Apply the tape approximately 3/16" on rhw top anfl bottom surface of
the upper feed in chute and for the full length (14" paper also curls!). eaving
approximately 1/2" of the overlapped mylar tape to extend into the paper tiay and sdqueez
tape together. This allows Curled corners of the paper which would noymally strike
upper chute (resulting in a Hd] tn be Uuidpd smoothly under the u-per chute.

done this on a number of ny i

Perhaps Xerox could come up wi

retrofit! It works, tyy0

Record 6 of 31 Highlight the Previous Matcha

I ] = =

Next Rec. Prev Rec. Find Back Pni Feedback : 3 Fi;ced! MNo Fix
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Ihe Eureka story

 Engaging the technician
community

- We started in France ... they had
the worst service performance
and both management and the
field technicians were open to

change i T TR
- Field experiments with laptops ... o [

and then national implementation
on French Telecom’s Minitel
system
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Ihe Eureka story

 Engaging the technician
community

- Quebecois technicians had
learned of the French results and
reached out to us, which led to
co-designing a very simple
‘community server-laptop client’
system for Quebec...

- with a participatory deployment
strategy across the country led by
Eureka leaders from Quebec
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The
pbattle

Arr

olt
erica

Ihe Eureka story

 Management reaction in the USA to the whole
idea of Eureka was very negative, regardless
of want had happened in France and Canada

- They believed that ‘quality service' depended
on good documentation — the repair analysis
procedures (RAPs) in the manual, written by
engineers who designed the machines — and
technicians should simply follow the RAPs

- Technicians need not — and should not! — invent
their own solutions (‘We don’t want them to be
cowboys!’)
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The
pbattle

Arr

olt
erica

Ihe Eureka story

* We turned to guerrilla methods (and
relationships we had built in the field) to
engage the technician community across
the USA and spread Eureka in the field

e After three years of struggle, there were so
many technicians promoting Eureka that
Xerox management had to listen ... but it
was a purely technical feature of the
system (and not its socio-technical value)
that finally led them to concede
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Ihe Eureka story

Whats in a
Eureka tip”

57

costly fa
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—asing the job

Comments on official
documentation

And pretty much any
other information that
technicians believe
could be helpful



Ihe Eureka story

(2] x]
: a | a @ 9 °
Stop Refresh  Home Search Favortes  History  Channels | Fullscreen
+Prev Next$
s 07-06 Fault - Replaced Nip Clutches
"L Author: GV MAD:ROCHS11SD Success:
Dsr Validator: Denis Cadieux_Que Show details
Author Phone: 514-336-9524 Doc. # 00015119
Author Org.: Dorval Status: Validated
Doc. Type: Dsr Submit Date: 10/30/1996 o
History: ‘alidated 1996/10/01 Last Edited: 1996/10/01
Product: 10501 Chains: 07
Problem:
(Applies to 1060)
07-06 Fault, replaced the Nip Clutches, and entire Elevator Module with no change.

The right hand tray release tab was bent towards the left.

- Remave Xero (Xerographic) Module, Yacuum Transport and Fuser Module to see
point of contact.

- Bend Iatch on Elevator Assy (Assembly)

B My Computer

58

Diagnosing unusual,
costly failures

—asing the job
Comments on official
documentation

And pretty much any
other information that
technicians believe
could be helpful



Ihe Eureka story

* Over 15,000 technicians
Eureka around the world were using

results the system...

* 10 solve over 750,000
problems each year (and this
does not take into account
the communal learning
benefits)...

e for an annual savings to
Xerox of $15M
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Ihe Eureka story

Eureka
results

Author: Gilles Robert_que Success:

Ti Validator: Marc Beauregard_que. [ Show details
Product: dc40 Chains: 03

Problem:

Printer declared 03-396 fault always at the start of a print job and never in the middle of the job.

Cause:

Fault : 03-396
Yideo selector marking control PWB detected a readwrite fault of the XPC register on the VSEL We changed the 2 video PWB's and the 2
ribbon cables between the video and the marking boards. \We returned the next day and changed the marking board . Still the customer had

intermittant 03-396 codes.

The customer had done did a lot of renovations in their offices and we found dust in the dc40.

Solution:

[$40,000]

The 5 volt line for the 2 VSEL PWB'S was the problem. There was a bad contact in the inline fuse in the b volt line. The 5 volts comes from
the IIT LVPS . The problem is that between PJ782 pin 1 and 3 and the 2 VSEL PWB you have 2 inline fuses there and the 2 fuses were
resistive and gave a bad b volt to the VSEL PWB. We cleaned the fuse contacts of the fuses and the problem never reappeared

See attachment for the BSD.
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Research through design

Community Knowledge Sharing
Who? What? How?
- Valued knowledge * Routines

- Boundaries
* Membership
» Subgroups

* Neighbors

Where?
* Location

* Proximity
* Role of comm tech

» Kinds or forms
* Natural categories

Why?

» Sharing

- Kinds shared
- Motivations

- Stories, requests
* Tech mediation
* Tech integration

When?
« Conditions

* Times
* Events

61




Research through design

Building Community Knowledge Systems

How much of the Eureka story can be generalized to other organizations that want a similar, socio-
technical system for knowledge creation and sharing? Answering these questions can help build such
a system.

Community: Who and Where

 Who are the members of the work community? Shared identity and practices define “commu-
nity.” Because members share practices, communication between them can draw on background
understanding or knowledge that doesn’t have to be explicitly stated. It is easier to build a
knowledge-sharing system based in community life that stays within the community than one that
crosses distinct boundaries. Moreover, community membership is the basis for trust, and effective
xnowledge sharing depends on trusted information. In the case of Eureka, technicians write tips for
other technicians, so the information is not only understandable in context but also trustworthy.

- Do members work in close proximity to each other? Working shoulder to shoulder supports
continuous apprenticeship learning in which people can share knowledge that has not yet been
articulated and documented. For people working primarily in separate locations, documents are es-
pecially important for sharing and learning. Moreover, when a community is large, documents help
scale knowledge more rapidly across numbers, time, and distance. For example, Xerox service tech-
nicians spend most of their time alone in the field at customer sites. Extensive community knowl-
edge sharing requires digital documents that they can read on a laptop.

Knowledge: What and Why

* What constitutes valuable knowledge for the community? Observation of how people do their
work will reveal what kind of information they most often share because they value it. For exam-
ple, we saw that technicians valued not only diagnostic tips but also hints about making certain
tasks easier and corrections or improvements to documentation.

- Why do members share particular kinds of knowledge? Understanding the motivations for
sharing is important for grasping the natural incentives within the community. Successful
knowledge-sharing systems should build on this structure. External rewards can encourage sharing,

but there may be a danger in assuming that financial payoff is a naturally effective way to get
quality information and participation. The service technicians felt that getting their job done more
effectively and building a reputation for competence was a significant incentive,

Sharing: How and When

- How does sharing occur in the community every day? An effective knowledge-sharing system

should honor natural sharing practices and the style people follow to exchange information, seek
and give advice, and otherwise support each other. Service technicians tell stories of particular ma-
chines and their problems to share their learning and experience. The style of the tips, although
they are written documents, tends to follow this narrative structure.

* In what different work contexts does sharing commonly occur? When a technician finds a par-

ticularly recalcitrant problem, he or she will tell the story at the next work-group meeting. This
volunteering is often “just in time,” because when a problem crops up in one machine, it may
come up in others. On the other hand, when people come to the group to help, they bring up old
stories. Then they use the story to suggest possible unexpected linkages between symptom and

Cause,

Implementation: What and How

- What constitutes effective technological support for work practice? OQur experience strongly

suggests the value of bringing a prototype to a pilot group in @ community for participatory design
and rapid turnaround in response to suggestions. The initial prototype provides something to which
community members can react, which can indicate how the technology should change. Inventive
community members will use the technology fruitfully in unexpected ways.

* How can people learn the new system? Learning to share knowledge involves learning what is

valued, how to express it, how to find the knowledge, as well as learning about the technology per
se. It is also involves having the incentive in the right context for learning. Learning should become
a common, everyday activity in using the system, rather than an initial training activity separated
from the work.




Human centred design
and ethnograpny
(redux)



Human (‘user’) centred design

e [f humans are the
focus, the centre
of attention —
How can we truly
‘understand’ them
(their behaviour,
feelings, thoughts,
needs, ...?)
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Human (‘user’) centred design

Ethnography Considered Harmful

Andy Crabtree, Tom Rodden, Peter Tolmie Graham Button
School of Computer Science & IT Fac. Arts, Computing, Engincering and Sciences
University of Nottingham Shefficld Hallam University
{axc, tar, pdt} @cs nott.ac.uk g buttond@shu.ac,uk
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Ethnomethodology
and design”

Research for design

versus

Research through design



Ethnomethodology
and design”

Research for design

Versus

research / art/ ‘intervention’
as inspiration to design



Ethnomethodology
and design”

Research for design

Designers, engineers
as gatekeepers



Constructing situations

Producing
disorganisation



B Pt 8 £ 8 6 € c 8
- ' o . 4 N e :"’“ . -\ .: A ¢ 0'01 "' ‘¥ -~ :l

Create
provocative
events /
situations

WE WILL
NOT LEAD

WE WILL ONLY
DETONATE
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... (including surreal metaphors) ...

Create
provocative

...and a photo album asking them to ‘tell us your story.’



Create Not ‘findings’
porovocative Rather, ‘returns’...
‘probes’ for inspiration

We received hundreds of cards, maps and photos in return.

We did not analyse the
probe returns

We used texture and
landmarks to tell stories




Breaching
experiments*

*Garfinkel warns these

should not properly be called

experiments, but more
accurately, demonstrations
meant to produce
disorganised interaction.

I Harold
2 Garfinkel

Studies in
Ethnomethodology

Engage in conversation with
others with the assumption that
what the other person says is
directed by hidden motives.

Bargain for standard priced
merchandise in a store.

Play tic-tac-toe where you ask
the other player to make the first
move, then erase that mark and
move it to another square before
making your responding move.

Stand very, very close to a
person while engaging in
otherwise Innocuous
conversation.


http://en.wikipedia.org/wiki/Experiment

A COUNSELLING EXPERIMENT

.
TNIEM, MY

PLRIRIEND 5

Breaching = |
experiments I REE

J Studente asked a counsellor in a university peychiatry
AL '.(:o; :'. \ 'l_ ;|
NOME %Al ', 151 department questions about a personal problem. The
YU SLF KAVE YU counselior — an actor — gave random yes or no answers. The
SEEN WORKING TOC -

MlAS” T . I\ HARDP DID YOU FAL studerte made sense of the answers where no sense axdstad.

Vaw = -

A Ak UP CAl Al d YOUR EXAMST
J BOAM. AND
MMERE'S TV &2 5T

ROOM PLEASE

Studentes were asked to act as boarders In their own home. This

is a ‘breaching experiment’, It disrupte normal routines. It

shows how people attempt to construct order and manufacture

sense when expected patterns of behavicur are breached
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Reconfiguring
design ethnography



Ethnography and design

Concern for what could be: a design orientation

Empathic
design
Co-design
Move of
researchers
d desi Contextual Lead user
an esigners design approach

toward users

Participatory
Ethnography design

Steen, M. (2011).
Tensions in human-
centred design,
CoDesign:
International Journal
of CoCreation in

Move of users
toward
CEEIES
and designers

Design and the Arts Concern for what is: a research orientation

7(1), 45-60.
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Ethnography and design

Concern for what could be: a design orientation

Empathic
design
Co-design
Move of
researchers
d desi Contextual Lead user
dn esigners . approach

toward users

Participatory
Ethnography design

?

Move of users
toward
CEEIES
and designers

Concern for what is: a research orientation

/8



Ethnography and design

Concern for what could be: a design orientation

toward users and designers

Empathic
design
Co-design
Move of Move of users
researchers y toward
d desi HJES R Lead user h
an esigners | design | approach researcners

!
}“,_L i

\

i

T
|

Ethnography

3 Participatory
‘ design
a

| §
ﬁ |
L ,

Concern for what is: a research orientation
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Ethnography and design

Concern for what could be: a design orientation

Discovering people’s worldly ways and heartfelt
desires through an ethnography of communal

engagement that seeks inspiration, not simply
data that is based on empathy, not detachment.

hoas Co-design
Move of o Move of users
researchers toward
. HIRS | Lead user
and designers e B— researchers

toward users and designers

SREN

Participatory
~design

Concern for what is: a research orientation
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