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Opening images

For an explanation of the images, particularly the door, 
on the opening page see:

Donald Norman (2013) The Design of Everyday Things, MIT 
Press; chapter 1.



Poorly designed systems are everywhere

• Users are people 

• If the user can’t use it, then it doesn’t work 

• If the user doesn’t need it, then it doesn’t work



Features of a well designed system

• Efficiency 
• Effectiveness 
• Easy to learn 
• Easy to use
• Easy not to make errors 



User testing

• Testing of systems 
• Approaches include: 

• User feedback 
• Observations / interviews of practice 

• Users don’t know possibilities 
• What information is needed 
• What is the task



New designs create new opportunities for use

• Design and use evolve together 

• Some new uses may be positive 
• Others expose design limitations 

• Methods for understanding evolved practices:

• Interviews 
• Observations 
• Contextual Inquiry (in the workplace) 



Understand your users

• Who will the users be?

• User testing - working with users to identify difficulties 

• Usually late in the development process 
• Tasks may be defined by analyst or user 
• Setting may be more or less realistic 
• Measures may be quantitative 

• time to complete task; number of errors 
• or qualitative 

• user difficulties or perceptions 



Gathering data on your users

• Interviews
• Unstructured – simple discussion 

• Structured – tight script for the questions 

• Semi-structured – more flexible with a guide 

• Questionnaires 
• Fill out a form with questions 

• Observation 
• Direct observation (workplace) 
• Indirect observation – tracking activity / diary etc. 



Key approaches

• Triangulation 
• use more than one method 

• Pilot study 
• Small trial of main study 

• Always an iterative process 



Design problems

• Prioritise them 
• How easy to fix 
• How critical
• Now or later?

• Need to understand user requirements 

• To design the future, you need to understand the 
present

• Need to understand users’ needs and practices



Example of a well designed object. No 
instructions needed!


