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Work Models

Data from a Cl is used to make models
Helps us understand the workflow

Highlights gaps in our understanding
Allows us to note breakdowns and workarounds

These are often opportunities for design



Can someone list the work
models from the readings!



5 Kinds of Work Models

Flow — Direction of communication and
coordination

Sequence — Detailed sequence of work steps
Artifact — Physical objects that support the work
Culture — External influences

Physical — Layout of the work environment



Flow Model

Focuses on the roles of different users and how

they communicate and coordinate to get work
done

Each flow model is generated from a specific
individual perspective

Includes the places where communication happens,
the artifacts used for communication, and

breakdowns in communication that negatively
impact work



Flow Model: Secretar

President
—Run the business
—Keep abreast of what's going on
—Sign checks
—Go on trips

‘&'gneu checks_’

Worker
—Do the work of the business
—Meet with management

Request to
help with family
vacation plans

Request to
Department's schedule meeting

reports with president

Vendor
J’ J, Invoices —Invoice for services
]Checks to sign U1

(Secretary)
—Keep office organized

Checks
—Ensure bills paid on time
—Do final proof, print, and distribution of documents
—Manage and coordinate schedules
—Handle logistics of trips Request to
Req_u_est _for Discussion of book trip
clarification

proof and mail

Requires lots of
Iterations

Sales manager
—Run the sales department
—Travel to sales offices

lﬂmouncemem

Marketing manager
—Run the marketing department
—Produce proposal

Bulletin board
—Announce events of general interest
—Hold documents that manage

shared projects




Flow Model: Documentation

Test user
'—Run software and use
documentation
—Report all problems

/ Discussion of
L

Documentation problems

.

Probiem reports

U2
(Documentation writer)
—C(reate documentation from
specifications and the actual product
—Validate documentation with developers
and the actual product

Marked-up drafts

—Test all examples
_ _ AN
Drafts for review Discussion of - fprodyct versions
system problems A
Discussionof  |Marked-up drafts Discussion of | Specifications
assugr;r'nenls ' / review
Biscussion of Work as;!qnments D[aﬂ_s for
review K < ardade review Developer
ol “h —\Write the software
—Review documentation for

accuracy and completeness

v
Editor
—Check drafts for accuracy, consistent
layout, arammar, and terminclogy
~—Assign wriling 1asks




Flow Model: Blogger

Goya [Lo03]

- Display state of illness [L026)

We [Loz26)
- Nurse the dog [i-L026]

Seek info about his rare disease [L026]

Prognosis and diagnosis [L026)
foe—

Gary [Lozs)

Information about
everyday nursing [LO30]

Information about
the iliness [L027]

Bonnie [Loo1]

Information about Vet
Rehabilitation Center [L0O33]

Useful links [L028, L034]

Information about
the iliness [L027)]

Other dog

Opportunities | owesws
for design?

Flow
Mode

/

Google [Lo3s)

Web [Lo26)

- Hold information [L026]

Wikipedia [Lozg)

Information about different

diseases that Goya doesn't
\ have [L028)
\ Blog (Lo25)
- Info about Goya [L027]
- Info about diagnosis [L027]
- Links to other web resources
[L028]




Questions!



Sequence Model

“Low-level, step-by-step information on how work
is actually done”

Includes the intent behind the action, the trigger
that led the user to this action, and breakdowns
that create problems

Captured at level of detail appropriate for focus of
the design team



Sequence Model: Handling Mail

Intent: Plug in
Trigger: Return to the office

Scan message list for important message—
Use sender, subject

Intent: Handle emergencies Choose urgent message
Read message about unhappy user

Decide more info needed

Make phone call

Had to put off issue of
unhappy user

Leave phone message
Intent: Get back to people easily File in phone folder
See list of messages

Choose message 9: subject indicates
university news relevant to department

Reaq message
Delete message
See message 10 automatically

Read message 10

—
| —



Sequence Model: Blogger

Breakdown: The twgediting modes
; weren't clear to her. She thought she was
Intent: Draft post [<L208] / in "Compose" before but she was in "Edit
The evidence for this was before the lines HTML" (L368]
you started modeling.
Trigger: Text needs a picture
10 be clear [L208)

Sub-Intent: Position image [-L290)

Step: Indicate position of desired

Breakdown 1: She was expecting the image at the bottom but
picture in the text|L208, L299, etc.] sk At

it appeared at the top (because her cursor was at the bottem
when she inserted the image). Blogger doesn't use the cursor
86.an mdmuon of where you want te put the image [L288].

Sub-Intent: Prepare the image [i-L208)

Step: Opens image In
iPhoto [L209)

Step: Download the image
to the computer [i-L.209)

gspace is not to her liking and~pe
ing HTML [L323 - L356]

ggesnt seem te move the
the editing window in

Breakdown 5: Default wh
default can only be ovemdde:
Breakdown 6: WYSIWYG edito
image (She needs to keep the targe!

Trigger: The picture shows order to move the image, but the winddy is too small and the
more than she would like image is too large, so she can't successfiy move the image
[L211) to her desired location) (L370)
Sub-Sub-Intent: Keeping the This intent is aclually supported Breakdown: She doesn't know iPhoto
original image [L213) automatically by iPRoto, so there are no enough to know that it would keep the
necessary steps n this sequence. original even if she medifies it [L213)
A\ s
Step: Crop the image (L212), Click Breakdown 1: Image cropping function is inactive,
*Done" to complete cropping [L258) because she hasn't selected the area to crop [L212, LZ6

Breakdown 2: Cropping wasn't successful (because she
cidn't hit "done” in L212).

Sub-Sub-Intent: Format the image to Breakdown 3: User expects to find *File>Save” but
use it in the blog [L225] v iPhoto uses the term “Expont™ [L258]
Trigger: Photo is 100 many
pixels [L225)

A\
Step: File>Export [L225)

Stolgzgzogxstggr:nmer Step: Chocse name  Step: Choose size (full-size tep: Choose a format Breakdown: She dossnt knc
L242] (L242). vS. new size) [L231). (JPEG) [L230) size she needs to resize the i

e \ / / (L231)



Questions!



Artifact Model

“An artifact model is a drawing or photocopy of
the artifact, complete with any handwritten notes”

Documents physical artifacts used in work

During the Cl, interviewers should inquire into the
structure, content, presentation and usage of the
artifact, as well as any breakdowns in its current

use



Past (seldom accessed) Future (quick access)
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Artifact Model: Coonhound Paralysis Blog
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Driver Field of View

_ _ Top of Center Dash
DI'IVEI" Field of View ' « A place to hang important info for easy viewing
+ Easy viewable space for controlling - Easy viewable place to check phone fofincoming
entertainment device or phone text or calls
; Dashboard too low in relation to seat Radar Detector

20 “ng

GPS
Instrument Cluster Space :)

Cables clutter and hinder g
from accessing devices  ©

GPS

Instrument Cluster Space \
- AcGess and control of GPS -
dri erformance status ; Cluster displays not in view f Cluster displays graphics distracting -
©® O ®|=
Stack Controls o
y B :
- intrudes into space oo CO Player a
Steering Wheel Space Screen Dpity 8
Volume Control [ [ 5] - « SWC access to integrated  [Mode] Icons hard @ @
Temperature Control | £—2]  devices: GPS, phone, music &= to understand @
Location of DIC ® S - @
control hard to reach S
; Not enough 9*@ :
0 power connections
ma 0 Items Near at
N GPS Hand Storage
— é," Driver Below Dash Storage a8
. $ o=p
\
l




Questions!



Cultural Model

“Work takes place in a culture, which defines
expectations, desires, policies, values, and the
whole approach people take to work”

Revealed in the language used to describe work,
the tone of the place, the policies, and the influence
of the overall organization

Influencers are the individuals, formal groups or
abstract principles that influence the work of
specific people



Marketing Competitors

Cur new features are top prionty

We have 50 new features,

catch up
if | say do X, you figure
out what that means

ug
(Developer)

You aren't our primary User;
we'll fix bugs for you in
\DU" e Cur bua reports are top priority

ur rechnofagy is standard,
use it even if it doesn’t work

Base technology group Customer support

Product Development



Department store company culture

Do@yr /_\

fing you can for the clstomer

\
We se@ckée‘ \ PC support
N\ W management
The PCuser is your customer

We sell socks

Don't enforce any srand?rds
Standards make my life easier

Use whatever new

We are a qo-n’sk interface
I
net HW we create

3 Support wrarever I choose to buy
O\ We are your one-stop shop

| ga

External
technology
vendors

‘customers
Department Store



Goya [Lo03)

Blog [Loz5)

Want you to get
better [i-L026)

Hope you can
help us [LO26]

formation you can findis

We [Lo26) limited to what we put up [L027]

Gary [Lo2g)

Webizens [Loz26]

Bonnie [Loo1] M O d e |

Want to help [L027,L033]

Other dog
owners [Lo27)

Blogger



Questions!



Physical Model

Documents the physical environment where work
happens

Includes the organization of space, the grouping of
people, and their movement in the space

Focuses on aspects of relevant to the work/focus
and not on complete fidelity
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O O space - - 0

University Computers



Wall Globe
outlet fL129]
[LO12]

[L012]

Piles of

Bookshelf
paper [L129]

[LO12]

(LO12)

N~ et N mmmmm
Cherry [LO28) )----——""" °
Side table ’

Reclining couch [LO01, LO12]

Coffee cup [LO17]
Phone [L022]

Breakdown: Barking dogs are

Fireplace [LOO1] :::%::: tg:?:teh?rr:':: ::u::h
several times during the
interview).
Carpet [LO01]

Flower pot [LO01] Go
/lOoJ;j)
Blogger

Plastic bag
[L127]

Side table [L008]

Y

Projector
(Loos]

Speakers
[LOO8]



Opportunities for Design
Breakdowns
Workarounds

Mismatches between what people ‘say’ and what
people ‘do’

Offhand comments
Sighs
Rolling of the eyes

Confessions



Assignment |

Conduct contextual inquiry on a web-based service
Conduct a 10-minute contextual interview

Make an affinity diagram

Generate five work models

Generate one initial design idea

There isn’t a lot of time — start early!
Assignment details on Canvas

Team assignment

CS-570 — Project teams
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