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1. INTRODUCTION
7KLV�SURMHFW�ZDV�FDUULHG�RXW�RYHU�¿YH�ZHHNV�LQ�FRRSHUDWLRQ�ZLWK�WKH�
8PHn�3ROLFH��ZLWK�WKH�DLP�RI�UHGHVLJQLQJ�WKH�JUDSKLFDO�XVHU�LQWHU-
IDFH�IRU�GLVSDWFKHUV�DW� WKH�&RPPDQG�DQG�&RPPXQLFDWLRQ�&HQWHU�
�/.&���7KH�FXUUHQW�LQWHUIDFH�DQG�V\VWHP�FRQVLVWV�RI�DSSUR[LPDWHO\�
���GLIIHUHQW�ZLQGRZV� IURP���GLIIHUHQW� VRIWZDUH� DSSOLFDWLRQV� GLV-
SOD\HG�DFURVV�WKUHH�PRQLWRUV���

7KH�FOLHQW�LQ�WKLV�SURMHFW�ZDV�D�WHDP�FRPSULVHG�RI�D�VXSHULQWHQGHQW��
GXW\�RI¿FHUV��DQG�FLYLOLDQ�VWDII�ZRUNLQJ�WRZDUGV�GHYHORSLQJ�D�QHZ�
/.&�LQ�8PHn��$�GLDORJXH�EHWZHHQ�WKH�GLVSDWFKHUV��XVHUV���VXSHU-
LQWHQGHQW�DQG�GXW\�RI¿FHUV��FOLHQW��DQG�GHVLJQHUV�ZDV�HVVHQWLDO�IRU�
FUHDWLQJ�GHVLJQV�WKDW�UHVRQDWHG�HPRWLRQDOO\�DQG�FUHDWHG�DOLJQPHQW�
EHWZHHQ�WKH�VWDNHKROGHUV��7KLV�GHVLJQ�PHWKRG�SURYLGHG�D�XVHU�FOL-
HQW�FHQWHUHG�DSSURDFK��LQ�FRQWUDVW�WR�EHLQJ�VROHO\�XVHU�FHQWHUHG�RU�
FOLHQW�FHQWHUHG��&OLHQW�XVHU�LQYROYHPHQW�FDQ�VWUHQJWKHQ�WKH�GHVLJQ�
E\�SURYLGLQJ�PRUH�SHUVSHFWLYHV�LQ�WKH�GLDORJXH��

,Q�WKH�LQLWLDO�EULH¿QJ��WKH�FOLHQW�HPSKDVL]HG�WKH�XVH�RI�D�ODUJH�SUR-
MHFWLRQ�ZDOO�DQG�H[SODLQHG�KRZ�WKH�SROLFH�V\VWHP�ZRUNV��7KH�IR-
FXV�ZDV�WKHQ�VKLIWHG�WR�DQDO\]LQJ��REVHUYLQJ��DQG�LQWHUYLHZLQJ�WKH�
GLVSDWFKHUV�DW�WKH�/.&��'LVSDWFKHUV�LQWHUDFW�ZLWK�WKH�V\VWHP�HLJKW�
KRXUV�D�GD\�DQG�DUH�KLJKO\�HI¿FLHQW�DW�XVLQJ�WKH�V\VWHP��7KHUHIRUH��
LW�ZDV�GLI¿FXOW�IRU�WKHP�WR�HQYLVLRQ�KRZ�WKH�V\VWHP�DQG�LQWHUIDFH�
FRXOG�EH�LPSURYHG�XSRQ�EH\RQG�DGGLQJ�IXQFWLRQV���$IWHU�VSHQGLQJ�
WLPH�ZLWK�ERWK�SDUWLHV��LW�ZDV�DSSDUHQW�WKDW�WKH�FOLHQW¶V�XQGHUVWDQG-
LQJ�RI� WKH�RI�XVHUV¶�QHHGV�GLG�QRW�DOLJQ�ZLWK�HLWKHU� WKH�H[SUHVVHG�
QHHGV�RI�XVHUV�QRU�WKH�LQVLJKWV�UHYHDOHG�E\�GHVLJQHUV��7KLV�OHG�WR�
WKRXJKWV�DERXW�XVLQJ�SURWRW\SHV�DV�DLGV�LQ�HQKDQFLQJ�WKH�GLDORJXH�
EHWZHHQ�VWDNHKROGHUV�

7KH�OLWHUDWXUH�UHIHUHQFHG�LQ�WKLV�SDSHU�XVH�WKH�WHUP�SURWRW\SHV��HYHQ�
ZKHQ�VNHWFKHV�DQG�PRFN�XSV�ZRXOG�EH�D�PRUH�DFFXUDWH�WHUP��)RU�
FRQVLVWHQF\� UHDVRQV�� WKH� WHUP� SURWRW\SH�ZLOO� EH� XVHG� WKURXJKRXW�
WKLV� SDSHU��7KH� IRFXV� RI� WKLV� SDSHU� LV� RQ� KRZ� ORZ� DQG�PHGLXP�
¿GHOLW\�SURWRW\SHV�DLGHG�LQ�FUHDWLQJ�WKH�GHVLUHG�GLDORJXH�ZLWK�XVHUV��
FOLHQW�DQG�GHVLJQHUV��DQG�KRZ�WKLV�GLDORJXH�ZDV�HVVHQWLDO�IRU�WDNLQJ�
WKH�SURMHFW�IXUWKHU��

2. EXPERIENTIAL VS. TECHNICAL FI-
DELITY

)LGHOLW\�LV�D�V\QRQ\P�IRU�IDLWKIXOQHVV��XOWLPDWHO\�FRPLQJ�IURP�WKH�
/DWLQ�YHUE�¿GHUH��WR�WUXVW��7RGD\��WKH�WHUP�LV�RIWHQ�XVHG�WR�GHVFULEH�
WKH�DFFXUDF\�RI�WHFKQRORJ\�LQ�HPXODWLQJ�VRPHWKLQJ�HOVH��7\SLFDOO\��
LW�H[SUHVVHV�WKH�GHJUHH�WR�ZKLFK�DQ�DXGLR�UHFRUGLQJ�IDLWKIXOO\�UH-
SURGXFHV�D� OLYH�RUFKHVWUDO� FRQFHUW�� ,Q� WKLV�SDSHU� WKH� WHUP�¿GHOLW\�
UHIHUV�WR�WKH�GHJUHH�RI�DFFXUDF\�LQ�ZKLFK�D�VLPXODWLRQ��LQ�WKH�IRUP�
RI�D�SURWRW\SH��FDQ�PLPLF�WKH�XVHU�H[SHULHQFH�WR�EH�IRXQG�LQ� WKH�
SURSRVHG�¿QDO�SURGXFW�

Ambiguity invites dialogue
,Q� LQWHUDFWLRQ� GHVLJQ�� XQOLNH� FRPSXWHU� VFLHQFH�� D� ORZHU� ¿GHOLW\�
SURWRW\SH�ZKLFK�SURPRWHV�GLVFXVVLRQ�FDQ�EH�PRUH�LPSRUWDQW�WKDQ�
RQH�XVLQJ�KLJKHU�¿GHOLW\� VRIWZDUH�� WKDW� IDLOV� WR� LJQLWH�GLVFXVVLRQ��
$�PHGLXP�¿GHOLW\�SURWRW\SH�IRU�WKH�SXUSRVHV�OLNH�WKLV�FDVH�VWXG\�
FDQ�EH�FUHDWHG�XVLQJ�FRPSXWHU�JUDSKLFV� LQVWHDG�RI�SURJUDPPLQJ��
$�ZRUNLQJ�PRGHO��ZKLFK�RIIHUV�D�KLJKHU�OHYHO�RI�¿GHOLW\��PLUURUV�D�
KLJKHU�OHYHO�RI�RSHUDWLRQDO�UHDOLW\�ZKLOH�OHVV�DGYDQFHG�WHFKQRORJ\�
LPSOLHV� JUHDWHU� DPELJXLW\��7KH� DGYDQWDJH� RI� XVLQJ� ORZHU�¿GHOLW\�
ZLWK�LWV�LQKHUHQW�DPELJXLW\��LV�WKDW�LW�RSHQV�XS�D�EURDGHU�GLDORJXH�
>�@��:KHQ�D�PRUH�VSHFL¿F�GLDORJXH�LV�GHVLUHG��LW�FDQ�EH�DSSURSULDWH�
WR�SURWRW\SH�XVLQJ�KLJKHU�¿GHOLW\��7KH�WDEOH�EHORZ�KDV�EHHQ�GHYHO-
RSHG�E\�WKH�DXWKRU�WR�FRPSDUH�WKH�W\SHV�RI�¿GHOLWLHV�LQ�SURWRW\SHV�
PHQWLRQHG�E\�%X[WRQ��&R\HWWH��(KQ�	�.\QJ��(ULFNVRQ��+DUWPDQ�
DQG�5XGG�>�����������@���&R\HWWH�HW�DO�DUJXH�WKDW�D�PHGLXP�¿GHOLW\�
SURWRW\SH�LV�RQH�ZKLFK�LV�GHYHORSHG�XVLQJ�VRIWZDUH�WRROV��EXW�LV�QRW�
D�YLVXDO�UHSUHVHQWDWLRQ�RI�WKH�¿QDO�GHVLJQ�>�@��

&KRRVLQJ�WKH�DSSURSULDWH�¿GHOLW\
7KH�WDEOH�VXJJHVWV�WKDW�LQ�WKH�LQLWLDO�GHVLJQ�VWDJHV��LW�LV�PRVW�YDOX-
DEOH�WR�XVH�ORZ�¿GHOLW\�SURWRW\SHV�WR�SURYRNH�ZLWK��LQ�RUGHU�WR�FUH-
DWH�DQ�RSHQ�EXW�EURDG�UDQJHG�GLDORJXH��)XUWKHU�DORQJ�LQ�WKH�GHVLJQ�
SURFHVV� LW� LV� PRUH� VXLWDEOH� WR� XVH�PHGLXP�¿GHOLW\� SURWRW\SHV� WR�
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HYDOXDWH�ZLWK��DV�WKH\�SURYLGH�D�KLJKHU�OHYHO�RI�H[SHULHQWLDO�¿GHO-
LW\�DQG�DQ�RSHQ��IRFXVHG�GLDORJXH�EHWZHHQ�VWDNHKROGHUV��6RIWZDUH�

SURWRW\SLQJ�VKRXOG�EH�XVHG�WR�YDOLGDWH�QHDU�WKH�HQG�RI�WKH�GHVLJQ�
SURFHVV��DV� LW�FDQ�OLPLW� WKH�YLVLRQ�RU�H[SHULHQWLDO�TXDOLWLHV��XQOHVV�
FRQVLGHUDEOH�DPRXQW�RI� WLPH�DQG�PRQH\� LV� LQYHVWHG� LQ�ERWK�SUR-
JUDPPLQJ�DQG�JUDSKLFV� >���@��7KH�PHWKRG�DQG�RXWFRPH�RI�XVLQJ�
VXFK�SURWRW\SHV�LQ�WKH�GHVLJQ�SURFHVV�ZLOO�QRZ�EH�H[SODLQHG�

3. PROVOKING WITH LOW-FIDELITY 
 PROTOTYPES
6WRULHV�DUH�D�QDWXUDO�ZD\�WR�EHJLQ�D�GLDORJXH�DQG�D�YDJXH�VWRU\�OLQH�
OHDYHV�RSHQLQJV�IRU�GLVFXVVLRQ�RI�WKH�GHVLJQ�>�@��%\�FRPELQLQJ�D�
ORZ�¿GHOLW\�SURWRW\SH�ZLWK�D�URXJKO\�VNHWFKHG�VFHQDULR�LW�ZDV�SRV-
VLEOH�WR�FUHDWH�D�VSDFH�WKDW�HQFRXUDJHG�XVHUV�DQG�FOLHQWV�WR�SURYLGH�
IHHGEDFN�DQG�UHDFW�WR�WKH�FRQFHSW��

3.1 Creating an environment for dialogue
7KH�JRDO�RI� WKH�ZRUNVKRS�ZDV� WR�SURYRNH�ERWK�XVHUV�DQG�FOLHQWV�
DQG��FRQVHTXHQWO\��WR�GHYHORS�D�GLDORJXH�DERXW�WKH�GHVLJQ�FRQFHSW�
GLUHFWLRQ��7KH�WKUHH�KRXU�ZRUNVKRS�ZDV�KRVWHG�DW�8PHn�,QVWLWXWH�

RI�'HVLJQ�DQG�WZR�URXJK�SDSHU�SURWRW\SHV�ZHUH�SURGXFHG�DQG�SUH-
VHQWHG�WR�WKH�SDUWLFLSDQWV�DORQJ�ZLWK�D�URRP�DUUDQJHPHQW�DFWLYLW\��
6L[�SHRSOH�DWWHQGHG�WKH�¿UVW�ZRUNVKRS��IRXU�GLVSDWFKHUV��XVHUV��DQG�
WZR�GXW\�RI¿FHUV��FOLHQWV���ZKR�ZHUH�SDLUHG�XS�LQ�JURXSV�RI�WZR����
(DFK�SDLU� URWDWHG�EHWZHHQ�VWDWLRQV�RI� WKH�GLIIHUHQW�FODVV�SURMHFWV��
(DFK�VWHS�ZDV�DSSUR[LPDWHO\����PLQXWHV�DQG�RYHUDOO����PLQXWHV�
ZHUH�VSHQW�ZLWK�HDFK�SDLU��7KH�¿UVW�VWHS�RI�WKH�ZRUNVKRS�ZDV�WKH�
GHVLJQHUV�DFWLQJ�RXW�D�VFHQDULR�RI�KRZ�RQH�ZRXOG�LQWHUDFW�ZLWK�RQH�
RI�WKH�SDSHU�SURWRW\SHV��2QH�GHVLJQHU�WROG�WKH�VWRU\�RI�WKH�ZRUNÀRZ�
ZKLOH�WKH�RWKHU�LQWHUDFWHG�ZLWK�WKH�SURWRW\SH��$IWHU�WKH�GHPRQVWUD-
WLRQ�WKH�VWDNHKROGHUV�ZHUH�HQFRXUDJHG�WR�WU\�LW�RXW�WR�VHH�KRZ�WKH�
ZRUN�HQYLURQPHQW�IHOW��7KLV�WULJJHUHG�D�GLVFXVVLRQ��EHIRUH�WKH�QH[W�
SURWRW\SH�ZDV�GHPRQVWUDWHG��IROORZHG�E\�D�FRQYHUVDWLRQ�DERXW
WKHLU�UHDFWLRQV�DQG�ZRUN�ÀRZV��

7KH�ODVW�SDUW�RI�WKH�ZRUNVKRS�LQYROYHG�GLVFXVVLQJ�WKH�/.&�URRP�
DUUDQJHPHQWV��3LHFHV�RI�FRORUHG�SDSHU�GHVLJQDWHG�WKH�GLIIHUHQW�HOH-
PHQWV�LQ�WKH�URRP�DQG�WKH�SDUWLFLSDQWV�ZHUH�DVNHG�WR�UHFRQ¿JXUH�
WKH� URRP�E\� UHDUUDQJLQJ� WKH�SLHFHV�RI�SDSHU��$IWHUZDUGV�� D� ODUJH�
ERDUG�ZDV�SODFHG�RQ�WKH�ZDOO��UHSUHVHQWLQJ�VKDUHG�SURMHFWLRQ�LQIRU-
PDWLRQ���,W�ZDV�XVHG�WR�FROOHFW�WKRXJKWV�RQ�ZKDW�WKH�VSDFH�FRXOG�EH�
XVHG�IRU��7KH�FOLHQW�EULHI�PHQWLRQHG�WKDW�D�ZDOO�SURMHFWLRQ�ZRXOG�EH�
DQ�LPSRUWDQW�SDUW�RI�WKH�GHVLJQ��'XULQJ�LQLWLDO�REVHUYDWLRQV�LW�ZDV�
QRW� HVWDEOLVKHG�KRZ�D� VKDUHG�ZDOO�SURMHFWLRQ�FRXOG�EH�XVHIXO� IRU�
WKH�XVHUV��)ROORZLQJ�WKH�VWUDWHJ\�XVHG�E\�(KQ�	�.\QJ��WKH�SURWR-
W\SHV�ZHUH�YHU\�URXJK�WR�HQVXUH�IHHGEDFN�DQG�GLVFXVVLRQ�ZDV�QRW�
KLQGHUHG�E\�PLQXWH�LQWHUIDFH�GHWDLOV��EXW�WR�IRFXV�RQ�WKH�KDQGV�RQ�
H[SHULHQFH�DQG�WKDW�WKH�FRQFHSW�ZDV�XQGHUVWDQGDEOH�>�@�

����'LDORJXH�LQÀXHQFHV�GHVLJQ�GLUHFWLRQ
:LWK�XVHUV�WHVWLQJ�WKH�YDULRXV�ZRUN�VWDWLRQV�DQG�IURP�WKH�GLVFXVVLRQ�
DURXQG�WKH�WZR�SDSHU�SURWRW\SHV��WKH�SUHIHUUHG�ZRUNLQJ�PHWKRG�DQG�
GHVLJQ�GLUHFWLRQ�EHFDPH�FOHDU���,Q�DGGLWLRQ��WKH�GXW\�RI¿FHUV�ZHUH�
YHU\�NHHQ�WR�REVHUYH�DQG�OLVWHQ�WR�WKH�FRPPHQWV�RI�WKH�GLVSDWFKHUV��
DQG�DOVR�FRQWULEXWHG�E\�DVNLQJ�TXHVWLRQV��7KH�URRP�DUUDQJHPHQWV�
SURIHVVHG�E\�WKH�GLVSDWFKHUV�DQG�WKH�GXW\�RI¿FHUV�GLIIHUHG�EHFDXVH�
WKHLU�QHHGV�ZHUH�GLIIHUHQW��%\�OLVWHQLQJ�WR�ZKDW�ZDV�LPSRUWDQW�WR�WKH�
GLVSDWFKHUV�DQG�WKH�GXW\�RI¿FHUV��WKH�GLUHFWLRQ�RI�URRP�OD\RXW�EH-
FDPH�FOHDU��:KHQ�DVNHG�LQLWLDOO\�ZKDW�WKH�VKDUHG�SURMHFWLRQ�VFUHHQ�
FRXOG�EH�XVHG�IRU��WKH�GLVSDWFKHUV�IRXQG�LW�GLI¿FXOW�WR�DQVZHU��ZKLOH�
WKH�GXW\�RI¿FHUV�VXJJHVWHG�LW�FRXOG�EH�XVHG�GXULQJ�VSHFLDO�HYHQWV��

7DEOH����&RPSDULQJ�WKH�TXDOLWLHV�RI�ORZ�¿GHOLW\��PHGLXP�¿GHOLW\�
DQG�KLJK�¿GHOLW\�SURWRW\SHV�

)LJXUH����/RZ�¿GHOLW\�SDSHU�SURWRW\SH�

)LJXUH����5RRP�DUUDQJHPHQW�DFWLYLW\�ZLWK�VWDNHKROGHUV�



7KH�SURMHFW�OHDG�WHDP�GLG�QRW�WKLQN�DERXW�WKH�DFWXDO�DSSOLFDWLRQ�RI�
WKH�VFUHHQ��EXW�UDWKHU�IHOW�LW�ZDV�QHFHVVDU\�EHFDXVH�WKH\�DUH�SUHVHQW�
LQ�RWKHU�FRPPXQLFDWLRQ�FHQWHUV��/RZ�¿GHOLW\�SURWRW\SHV�SURYRNHG�
D�JRRG�GLDORJXH�DERXW�WKH�ZRUN�HQYLURQPHQW�DW�WKH�/.&��DQG�UH-
VXOWHG�LQ�QHZ�LQVLJKWV�DERXW�KRZ�WKH�GHVLJQHUV�VKRXOG�PRYH�IRU-
ZDUG�ZLWK� WKH�SURMHFW��'HFLVLRQ�PDNLQJ� IRU� WKH�GHVLJQ� WHDP�ZDV�
HQKDQFHG�ZKHQ�PHPEHUV�ZHUH�DEOH�WR�UHIHU�EDFN�WR�WKHLU�GLDORJXH�
ZLWK�VWDNHKROGHUV�

3.3 Dialogue improves stakeholder alignment
7KH�HDUO\�FOLHQW�XVHU�LQWHUDFWLRQ�VSDUNHG�HIIHFWLYH�FRPPXQLFDWLRQ��
7KH�ULVN�RI�PLVDOLJQPHQW�EHWZHHQ�WKH�WZR�ZRXOG�EH�PLQLPL]HG
LQ�WKH�ODWHU�SKDVHV�LQ�WKH�SURMHFW��DV�WKH�FOLHQWV�ZHUH�DEOH�WR�VHH�KRZ�
WKH�XVHUV�UHDFWHG�WR�WKH�FRQFHSWV�¿UVW�KDQG��5DWKHU�WKDQ�FOLHQWV�PDN-
LQJ�VXJJHVWLRQV�ZLWK�MXVW�WKH�GHVLJQHU��D�PXFK�PRUH�HI¿FLHQW�FRQ-
YHUVDWLRQ�RFFXUUHG�RYHU�D�VKRUWHU� WLPH�VSDQ�EHFDXVH�RI� WKH�GLUHFW�
IHHGEDFN�EHWZHHQ� WKH�XVHU�DQG� WKH�FOLHQW��7KLV�GLDORJXH�EHWZHHQ�
GHVLJQHUV��WKH�XVHUV��DQG�WKH�FOLHQWV�SURYLGHG�QHZ�SHUVSHFWLYHV�WKDW�
PLJKW�QRW�KDYH�DULVHQ�XVLQJ�W\SLFDO�PHWKRGRORJLHV��,W�HQVXUHG�WKDW�
WKH�FOLHQW��LQ�SDUWLFXODU��XQGHUVWRRG�WKH�VSHFL¿F�XVHUV¶�QHHGV��

4. EVALUATING WITH MEDIUM-FIDELI-
TY PROTOTYPE 

0HGLXP�¿GHOLW\�SURWRW\SHV�SURYLGH�PRUH�GHWDLO�RULHQWHG�IHHGEDFN��
DQG� IRU� WKLV�SKDVH� LW�ZDV� LPSRUWDQW� WR� WHVW�KRZ�XVHUV�DQG�FOLHQWV�
ZRXOG�H[SHULHQFH�WKH�LQWHUIDFH�DQG�IRU�GHVLJQHUV�WR�VHH�WKHLU�UHDF-
WLRQ�

����6WRU\WHOOLQJ�WR�HOLFLW�XVHU�H[SHULHQFH
2QH�ZHHN�DIWHU�WKH�¿UVW�ZRUNVKRS��DQRWKHU�ZRUNVKRS�ZDV�KRVWHG�
WR�JHW�PRUH�VSHFL¿F�IHHGEDFN�RQ�WKH�GHYHORSHG�GHVLJQ�FRQFHSW�LQ�
RUGHU�WR�HYDOXDWH�WKH�GHVLJQ��7KLV�ZRUNVKRS�ZDV�WKUHH�KRXUV�ORQJ�
DQG�DOVR�KRVWHG�DW�8PHn� ,QVWLWXWH�RI�'HVLJQ��7KH�DWWHQGHHV� FRQ-
VLVWHG�RI�WZR�GXW\�RI¿FHUV��WKUHH�GLVSDWFKHUV�DQG�WZR�/.&�SURMHFW�
WHDP�PHPEHUV��IRXU�RI�ZKRP�DWWHQGHG�WKH�SUHYLRXV�ZRUNVKRS��$�
PHGLXP�¿GHOLW\�SURWRW\SH�ZDV�SUHVHQWHG��XWLOL]LQJ�D�FXUYHG�SODVWLF�
SDQHO� WR�VLPXODWH�D� WRXFK�VFUHHQ�XVLQJ�UHDU�SURMHFWLRQ��7KH�LQWHU-
IDFH�ZDV�SUHVHQWHG�DV�DQ�LQWHUDFWLYH�SGI�¿OH�ZKLFK�ZDV�QDYLJDWHG�

WKURXJK�DV�VOLGHV�E\�RQH�RI�WKH�GHVLJQHUV�ZKLOH�D�VFHQDULR�ZDV�QDU-
UDWHG�E\�DQRWKHU�GHVLJQHU�ZLWK�VWHS�E\�VWHS�LQVWUXFWLRQV��7KH�GLV-
SDWFKHUV�DQG�WKH�GXW\�RI¿FHUV�IROORZHG�WKH�RUDO�LQVWUXFWLRQV�DQG�LQ-
WHUDFWHG�ZLWK�WKH�VFUHHQ�7R�HYDOXDWH�WKH�LQWXLWLYHQHVV�RI�WKH�GHVLJQ��
D�VFHQDULR�ZDV�XVHG�ZKLFK�GHSLFWHG�WKH�FXUUHQW�ZRUN�ÀRZ��2QO\�WKH�
IXQFWLRQV�WKDW�ZHUH�WR�EH�SHUIRUPHG�ZHUH�H[SODLQHG��ZLWKRXW�VWDW-
LQJ�KRZ�WR�GR�WKHP��$IWHU�KDYLQJ�H[SHULHQFHG�WKH�SURWRW\SH�D�GLV-
FXVVLRQ�QDWXUDOO\�HPHUJHG�LQ�ZKLFK�PRUH�VSHFL¿F�TXHVWLRQV�DERXW�
LQWHUDFWLRQ�PHWKRGV�DQG�LQWHUIDFH�GHWDLOV�ZHUH�UDLVHG��

4.2 Storytelling triggers dialogue 
6WRULHV�SURYLGH�QRW�RQO\�D�ULFK�XVHU�H[SHULHQFH�>�@��EXW�DOVR�SURYLGH�
D�EDVLV�IRU�VWDUWLQJ�WKH�GLDORJXH��DV�D�ZD\�IRU�WKH�GHVLJQHUV�WR�GLYH�
GHHSHU�LQWR�WKH�GLVSDWFKHUV�ZRUNÀRZ���'XULQJ�WKH�XVHU�WHVWLQJ�ZLWK�
WKH�PHGLXP�¿GHOLW\�SURWRW\SH��WKH�XVHUV�LQWHUDFWHG�ZLWK�WKH�WRXFK�
VFUHHQ� LQWHUIDFH�ZLWK� HDVH�� GHVSLWH� WKH� SURWRW\SHV� ODFN� RI� DELOLW\�
WR� SURYLGH� UHDOLVWLF� WRXFK� IHHGEDFN�� ,W�ZDV� LPSRUWDQW� WR� KDYH� DOO�
WKUHH�SHUVSHFWLYHV�DV�LW�SURYLGHG�D�KROLVWLF�DQG�EURDGHU�YLHZ�RI�WKH�
SURMHFW��7KLV�UHYHDOHG��IRU�LQVWDQFH��WKDW�GLVSDWFKHUV�UDUHO\�FDOO�FDUV��
EXW� UDWKHU� UHJLRQV��7KH�FKDQJH�ZDV�DSSOLHG� LPPHGLDWHO\�� WR�ERWK�
WKH�LQWHUIDFH�DQG�WKH�ZD\�WKH�VWRU\�ZDV�WROG��7KH�VWRU\�EHKLQG�WKH�
RSHUDWLRQ�RI�WKH�LQWHUIDFH�LV�D�ODUJH�SDUW�RI�WKH�XVHU�H[SHULHQFH��DQG�
DOVR�LQÀXHQFHV�WKH�GLDORJXH��7KRVH�ZKR�ZHUH�XQIDPLOLDU�ZLWK�WKH�
SURMHFW�DVNHG�³,V�WKDW�D�WRXFKVFUHHQ"´�PHDQLQJ�WKH�SURWRW\SH�FUHDW-
HG�WKH�GHVLUHG�H[SHULHQFH�RI�EHLQJ�D�WRXFKVFUHHQ��DOWKRXJK�LW�ODFNHG�
WKH�WHFKQLFDO�VFRSH�RI�EHLQJ�D�KLJK�¿GHOLW\�SURWRW\SH��$V�UHIHUUHG�
WR�LQ�7DEOH����WKH�PHGLXP�¿GHOLW\�SURWRW\SH�KDV�D�KLJK�H[SHULHQWLDO�
TXDOLW\�GXH�WR�WKH�QDWXUH�RI�QDUUDWLYHV�>�@�

5. DISCUSSION
7KH� EUHDGWK� DQG� EURDGQHVV� RI� IHHGEDFN� DQG� GLDORJXH� UHJDUGLQJ�
GHVLJQ� FRQFHSWV� RIWHQ� PLPLFV� WKH� DPELJXLW\� RI� WKH� VWDJH� LQ� WKH�
GHVLJQ�SURFHVV��6RPHWKLQJ�SHUFHLYHG�DV�¿QDOL]HG�ZLOO�DWWDLQ�PRUH�
GHWDLO�RULHQWHG� IHHGEDFN��ZKLOH� DW� WKH� LQLWLDO� VWDJHV� RI� WKH� GHVLJQ�
SURFHVV�WKH�IRFXV�VKRXOG�EH�RQ�D�GLDORJXH�DERXW�WKH�RYHUDOO�FRQFHSW��
&KDQJHV�WR�DQ\�KLJK�¿GHOLW\�SURWRW\SH�W\SLFDOO\�UHTXLUH�FRQVLGHU-
DEOH� WLPH� DQG�PRQH\�� DQG�PD\� GLVFRXUDJH� VWDNHKROGHUV� IURP� DQ�
RSHQ�GLDORJXH�>���@��$FFRUGLQJ�WR�7DEOH����WKH�KLJK�¿GHOLW\�SURWR-
W\SH�VKRXOG�EH�XVHG� WR�YDOLGDWH��DQG�QRW� WR�FRQFHSWXDOL]H��GHVLJQ�
FRQFHSWV��/RZ�¿GHOLW\�SURWRW\SHV�DUH�LQWHQGHG�WR�EH�TXLFN��FKHDS�
DQG� LWHUDWLYH�� DQG� FKDQJHV� DQG� QHZ� LGHDV� DUH� HQFRXUDJHG� >���@��
&RQYHUVHO\� WR�%X[WRQ� DQG�(KQ�	�.\QJ��+RUVW�ZULWHV� WKDW� ³LW� LV�
SRVVLEOH�WR�GHYHORS�KLJK�¿GHOLW\�LQWHJUDWHG�SURWRW\SHV�WKDW�FRQYH\�
D�FRQYLQFLQJ�XVH�H[SHULHQFH��DQG�WKH�G\QDPLF�GHWDLOV�RI�D�SURGXFW�
LQWHUIDFH��ZKLOH�VWLOO�EHLQJ�YHU\�PXFK�RSHQ�WR�FKDQJH�DQG�FRQWLQX-
RXV� LPSURYHPHQWV�� WKURXJK� D� FROODERUDWLYH� SURWRW\SLQJ� SURFHVV�
ZLWK�GLIIHUHQW�VWDNHKROGHUV�´�>�@
7KH�SURWRW\SLQJ�PHWKRG�GHVFULEHG�E\�+RUVW�KDV�EHFRPH�FKHDSHU�
DQG�PRUH�DFFHVVLEOH�RYHU�WKH�SDVW����\HDUV�ZLWK�SURJUDPV�VXFK�DV�
3URFHVVLQJ�DQG�$UGXLQR��7KLV� LV�RQO\�KHOSIXO� LI� WKH�GHVLJQHUV�DUH�
ÀXHQW� LQ� SURJUDPPLQJ� DQG� LI� WKH� H[SHULHQFH� FDQ� EH�PRFNHG� XS�
XVLQJ�H[LVWLQJ� WHFKQRORJ\��+RZHYHU�� LW� LV�QRW�DOZD\V�DSSURSULDWH��
QRU�QHFHVVDU\��WR�FUHDWH�KLJK�¿GHOLW\�SURWRW\SHV�WR�SURYLGH�D�FRQ-
YLQFLQJ�XVHU�H[SHULHQFH��7KLV�FDVH�VWXG\�LQFOXGHG�WKH�XVH�RI�ORZHU�
¿GHOLW\�LQWHJUDWHG�SURWRW\SHV�WKDW�FRXOG�EH�SURGXFHG�DQG�PRGL¿HG�

)LJXUH����8VHU�WHVWLQJ�ZLWK�PHGLXP�¿GHOLW\�SURWRW\SH�



TXLFNO\��DQG�ZHUH�IRFXVHG�RQ�WKH�YLVXDOL]DWLRQ�DQG�H[SHULHQFH�DV�
RSSRVHG�WR�WHFKQLFDOLWLHV��$V�WKHUH�DUH�QR�FXUYHG�WRXFKVFUHHQV�RQ�
WKH�PDUNHW�WRGD\��XVLQJ�D�KLJKHU�¿GHOLW\�SURWRW\SH�ZRXOG�QRW�FUH-
DWH� WKH� ULJKW�XVHU�H[SHULHQFH�DQG�GHVLUHG�GLDORJXH�QHHGHG�ZLWKLQ�
WKH�VKRUW�WLPH�IUDPH�DYDLODEOH��1HLWKHU�FOLHQW�QRU�XVHU�FRPPHQWHG�
QHJDWLYHO\� DERXW� WKH� GLVSDULW\� EHWZHHQ� D� UHDO�OLIH� LQWHUIDFH�� DQG�
WKH�SVHXGR� LQWHUIDFH�FUHDWHG�� ,Q�DGGLWLRQ�� D�ZRUNLQJ�KLJK�¿GHOLW\�
SURWRW\SH�ZRXOG� UHTXLUH� D� SURJUDPPHU��ZKLOH� D�PHGLXP�¿GHOLW\�
SURWRW\SH� FDQ� EH�PDGH� E\� GHVLJQHUV� WKDW� DUH� QRW� DGYDQFHG� FRG-
HUV��7KLV�DOVR�HQVXUHV�WKDW�WKH�JUDSKLFDO�LQWHUIDFH�LV�QRW�OLPLWHG�E\�
WKH�VRIWZDUH��EXW�UDWKHU�OLPLWHG�E\�WKH�GHVLJQHUV�FUHDWLYLW\��DQG�WKH�
YDOXH�RI� WKH�GHVLJQ� LV� IRFXVHG�RQ� WKH�XVHU�H[SHULHQFH�UDWKHU� WKDQ�
WKH�WHFKQLFDO�SRVVLELOLWLHV��7KH�WUDQVSDUHQF\�LQ�UHJDUGV�WR�KRZ�WKH�
SURWRW\SHV�ZHUH�PDGH�DQG�KRZ�HDV\�WKH\�ZHUH�WR�FKDQJH�HQFRXU-
DJHG�VWDNHKROGHUV�WR�QRW�IHHO�OLPLWHG�E\�WLPH�RU�PRQH\�FRQVWUDLQWV�
ZKHQ�SURYLGLQJ�IHHGEDFN�

%\�KDYLQJ� WKH�GHVLJQHUV� LPSOHPHQW�PDQ\�RI� WKH� VXJJHVWLRQV�EH-
WZHHQ�WKH� WZR�ZRUNVKRSV��VWDNHKROGHUV�ZHUH�JLYHQ�D�IHHOLQJ� WKDW�
WKHLU�YRLFHV�ZHUH�KHDUG�DQG�WKDW�WKHLU�FRPPHQWV�DFWXDOO\�FRQWULE-
XWHG� WR� WKH�GHVLJQ��7KLV� VHQVH�RI� FRQWULEXWLRQ� LV� LPSRUWDQW�ZKHQ�
FUHDWLQJ�D�GLDORJXH�ZLWK�VWDNHKROGHUV��0RUH�UHVHDUFK�LV�QHHGHG�RQ�
KRZ�XVHUV� IHHO�� DFW� DQG� UHVSRQG� LQ� WKH�SUHVHQFH�RI�FOLHQWV�� DORQJ�
ZLWK�RWKHU�PHWKRGV� WR�HOLFLW� FRPPHQWV� IURP��DQG�HQFRXUDJH�GLD-
ORJXH�EHWZHHQ��YDULRXV�VWDNHKROGHU�

6. CONCLUSIONS
$�GHVLJQHU¶V�UROH�LV�QRW�PHUHO\�WR�HQJDJH�LQ�D�SURFHVV�IRFXVHG�RQ�
WKH� FUHDWLRQ�RI� D� SURGXFW�� EXW� WR� SDUWLFLSDWH� LQ�� DQG�RIWHQ� OHDG�� D�
VRFLDO� SURFHVV� EHWZHHQ� VWDNHKROGHUV�ZKHUH� FRPPXQLFDWLRQ�SOD\V�
D�FUXFLDO�UROH��7KH�ORZ�¿GHOLW\�DQG�PHGLXP�¿GHOLW\�SURWRW\SHV�RI�
WKH�/.&�SURMHFW�KHOSHG�FUHDWH�D�SODWIRUP�IRU�GLDORJXH�EHWZHHQ�WKH�
XVHUV��FOLHQWV�DQG�GHVLJQHUV��7KH�ORZ�¿GHOLW\�SURWRW\SH�SURYLGHG�D�
GLDORJXH�IRFXVHG�RQ�WKH�RYHUDOO�LQWHUDFWLRQ�DQG�ZKLFK�SURYLGHG�D�
ELJ�SLFWXUH�RI�WKH�SURMHFW��7KH�PHGLXP�¿GHOLW\�SURWRW\SH�IRFXVHG�
FORVHU�RQ�WKH�GHWDLOV�RI�WKH�LQWHUDFWLRQ��7KLV�GLDORJXH�DOORZHG�GH-
VLJQHUV�WR�PDNH�GHVLJQ�GHFLVLRQV�TXLFNO\��ZLWKRXW�D�QHHG�WR�PHHW�
ZLWK�WKH�WZR�SDUWLHV�VHSDUDWHO\��,QVWHDG�WKH�VHVVLRQV�SURYLGHG�YDOX-

DEOH�IHHGEDFN��DQG�D�FRPPRQ�XQGHUVWDQGLQJ�RI�HDFK�RWKHU¶V�UROHV��
7KLV�� LQ� WXUQ�� UHGXFHV� WKH� OLNHOLKRRG� RI� PLVDOLJQPHQW� EHWZHHQ�
VWDNHKROGHUV��,QFRUSRUDWLQJ�VWDNHKROGHUV¶�IHHGEDFN�HQKDQFHV�WKHLU�
HVWHHP��E\�DFNQRZOHGJLQJ�WKHLU�FRQWULEXWLRQ�WR�WKH�SURMHFW�
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6SHFLDO�WKDQNV�WR�P\�WHDP�PHPEHUV�$\VH�*RNFH�%RU��.LOLDQ�.UH-
LVHU�DQG�6LUL�-RKDQVVRQ��7R�RXU�SURMHFW�DGYLVRU�1LNODV�$QGHUVVRQ��
DQG�WXWRU�1LOV�(ULN�*XVWDIVVRQ�IRU�JUHDW�DGYLFH�DORQJ�WKH�ZD\�DQG�
WKDQN�\RX�WR�WKH�/.&�LQ�8PHn�IRU�WKH�IULHQGO\�FROODERUDWLRQ��
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