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The first part of this chapter discusses interviews and questionnaires. As with
observation, these techniques can be used in the requirements activity (as we de-
scribed in Chapter 7), but in this chapter we focus on their use in evaluation. An-

other way of finding out how well a system is designed is by asking experts for their
opinions. In the second part of the chapter, we look at the techniques of heuristic
ve predicting how usable

evaluation and cognitive walkthrough. These methods invol
interfaces are (or are not). As in the previous chapter, we draw on the DECIDE

framework from Chapter 11 to help structure studies that use these techniques.
The main aims of this chapter are to:
e Discuss when it is appropriate to use different types of interviews and

questionnaires.
o Teach you the basics of questionnaire design.
s Describe how to do interviews, heuristic evaluation, and walkthroughs.

o Describe how to collect, analyze, and present data collected by the tech-

niques mentioned above.
» Enable you to discuss the strengths and limitations of the techniques and se-

lect appropriate ones for your own use.

13.2 Asking users: interviews

Interviews can be thought of as a “conversation with a purpose” (Kahn and Can-
nell, 1957). How like an ordinary conversation the interview is depends on the
questions to be answered and the type of interview method used. There are four
main types of interviews: open-ended or unstructured, structured, semi-structured,
and group interviews (Fontana and Frey, 1994). The first three types are named ac-
cording to how much control the interviewer imposes on the conversation by fol-
lowing a predetermined set of questions. The fourth involves a small group guided
by an interviewer who facilitates discussion of a specified set of topics.

The most appropriate approach to interviewing depends on the evaluation goalsi

the questions to be addressed, and the paradigm adopted. For example, if the goal is

to gain first impressions about how users react to a new design idea, such as an inter-
active sign, then an informal, open-ended interview is often the best approach. But if
the goal is to get feedback about a particular design feature, such as the layout of a
new web browser, then a structured interview or questionnaire is often better. Thisis
because the goals and questions are more specific in the latter case.

13.2.1 Developing questions and planning an inferview
When developing interview questions, plan to keep them short, ms,.&m:%onian_
and avoid asking too many. Here are some guidelines (Robson, 1993):

o Avoid long questions because they are difficult to remember.
s

them into two separate question™
like this cell phone compared with

o Avoid compound sentences by splitting
For example, instead of, “How do you
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13.2.2 Unstructured interviews

Open-ended or unstructured interviews are at one end of a spectrum of how much
control the interviewer has on the process. They are more like conversations that
focus on a particular topic and may often go into considerable depth. Questions
posed by the interviewer are open, meaning that the format and content of answers
is not predetermined. The interviewee is free to answer as fully or as briefly as she
wishes. Both interviewer and interviewee can steer the interview. Thus one of the
skills necessary for this type of interviewing is to make sure that answers to rele-
vant questions are obtained. It is therefore advisable to be organized and have a
plan of the main things to be covered. Going in without an agenda to accomplish a
goal is not advisable, and should not to be confused with being open to new infor-
mation and ideas.

A benefit of unstructured interviews is that they generate rich data. Intervie-
wees often mention things that the interviewer may not have considered and can be
further explored. But this benefit often comes at a cost. A lot of unstructured data
is generated, which can be very time-consuming and difficult to analyze. It is also
impossible to replicate the process, since each interview takes on its own format.
Typically in evaluation, there is no attempt to analyze these interviews in detail. In-
stead, the evaluator makes notes or records the session and then goes back later to
note the main issues of interest.

The main points to remember when conducting an unstructured interview are:

e Make sure you have an interview agenda that supports the study goals and
questions (identified through the DECIDE framework).

 Be prepared to follow new lines of enquiry that contribute to your agenda.
¢ Pay attention to ethical issues, particularly the need to get informed consent.

s Work on gaining acceptance and putting the interviewees at ease. For exam-
ple, dress as they do and take the time to learn about their world.

o Respond with sympathy if appropriate, but be careful not to put ideas into
the heads of respondents.

o Always indicate to the interviewee the beginning and end of the interview
session.

e Start to order and analyze your data as soon as possible after the interview.

CACTIVITY 13.1  Ananova is a virtual news reporter created by the British Press Association on the website
_ www.ananova.com, which is similar to the picture in Figure 13.1. Viewers who wish to hear
Ananova report the news must select from the menu beneath her picture and must have
downloaded software that enables them to receive streaming video. Those who wish to read
text may do so. .
The idea is that Ananova is a life-like, i.e., an ‘anthropomorphic’ news presenter. She 15
designed to speak, move her lips, and blink, and she has some human facial expressions. She
reads news edited from news reports. Ananova'’s face, her voice tone, her hair, in fact every-
thing about her was tested with users before the site was launched so that she would m.Euam_
to as many users as possible, She is fashionable and looks as though she is in her twenties 0T
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is i thical issues
uter available for the interviewee to zwm.wn to is ,,__.:Sjm:p.. .HHM M:m. e
m:mﬂmm telling the interviewees why you are doing the _=.m_.5nM.” m.__anBnn_ S
M_o with the information, and guaranteeing them anonymity.
form may be needed.

13.2.3 Structured interviews

Structured interviews pose _u_damnmnaw:wa, questions w:.:_.m_” to ”M%Mm:_w_wﬂ MMMM_M”W
; ion 13.3). Structured interviews are :wmm.c_ when e e
e e wno”MM_a and specific questions can be identified. .q,o work bes ; i
n._mm:q :Mawa_un short and clearly worded. Responses may E<o_§_« mn_nn:_._ma —Mw '
etk on s that are read aloud or presented on paper. The questions ﬂ_w._op__ o
ks o_u:o_wm another evaluator to review them and by running a small pilo ...ms.nw:
_m:nm_ cm mwr_smzam:csm are closed, which means that they require a v_,nn%w.%n_ ;
MWW_MMEWMH%:O% are used with each participant so the study is standardized.

13.2.4 Semi-structured interviews

ACTIVITY 13.2

Semi tured interviews combine features of ﬂEnEﬂnQ and ::ﬁEoE,nMM m__ﬂﬁ“m
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Ananova.cm website or Figure 1

3.1. Then ask them to comment on
Refine the questions based on thei

your interview script,
I comments.

You can use questions that have a predetermined set of answer choices, These work well for
fast interviews when the range of answers is known, as in the air

port studies where people
tend to be in a rush. Alternatively, open-ended questions can also be used if Yyou want to ex-
plore the range of opinions.

Some questions that you might ask include:
* Have you seen Ananova before?

° Would you like to receive news from Ananova?
* Why?

* In your opinion, does Ananova look like a real person?

Some of the questions in Exercise 13.2 have a
such as “yes,” “no,” “maybe.” Others, such as t
tudes, do not have an casily pre
collecting answers if we list poss
checked (i.e., ticked). Here’s ho

predetermined range of answers,
he one about interviewees’ atti-
dicted range of responses. But it would help us in
ible responses together with boxes that can just be
W we could convert the questions from Activity 13.2,
* Have you seen Ananova before? (Explore previous knowledge)
Interviewer checks box OYes ONo [Don remember/know
* Would you like to receive news from Ananova? (Explore initial reaction,
then explore the response)
Interviewer checks box [T'Yes [ No
* Why?
If response is “Yes” or “No,” interviewer says,
menis represents your feelings best?”
For “Yes,” Interviewer checls the box
O Idon’t like typing
O This is fun/cool
O I've never seen a system like this before
O It’s going to be the way of the future
O Another reason (Interviewer notes the
For “No,” Interviewer checks the box
O Idon’t like speech systems
O Idon't like systems that pretend to be people
O It's faster to read
0O Ican’t control the pace of presentation
O I can’t be bothered to download the software
0 Another reason (Interviewer notes the reason)
* In your opinion, does Ananov.
Interviewer checks box
O Yes, she looks like a real person
OO No, she doesn’t look like a real person

O Don’t know

“Which of the following state-

reasomn)

a look like a real person?
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CACTIVITY 13.3

Comment

ACTIVITY 13.4

Comment

Asking users and experts

As you can probably guess, there are problems deciding on the range of possible
answers. Maybe you thought of other ones. In order to get a good range of answers
for the second question, a large number of people would have to be interviewed
before the questionnaire is constructed to identify all the possible answers and then
those could be used to determine what should be offered.

Write three or four semi-structured interview questions to find out if Ananova is popular
with your friends. Make the questions general.

Here are some suggestions:

(a) Would you listen to the news using Ananova?
If yes, then ask, why?
If no, then ask, why not?
(b) Is Ananova’s appearance attractive to you?
If yes, then say, Tell me more, what did you like?
If no, then say, What don’t you find attractive?
(c) Is there anything else you want to say about Ananova?

Prepare the full interview script to evaluate Ananova, including a description of why you are
doing the interview, and an informed consent form, and the exact questions. Use the DE-
CIDE framework for guidance. Practice the interview on your own, audiotape yourself, and
then listen to it and review your performance. Then interview two peers and be reflective.

What did you learn from the experience?

You probably found it harder than you thought to interview smoothly and consistently. Did
you notice an improvement when you did the second interview? Were some of the questions
poorly worded. Piloting your interview often reveals poor or ambiguous questions that you
then have a chance to refine before holding the first proper interview.

13.2.5 Group inferviews

One form of group interview is the focus group that is frequently used in marketing,
political campaigning, and social sciences research. Normaily three to 10 people ar¢
involved. Participants are selected to provide a representative sample of typical
users; they normally share certain characteristics. For example, in an evaluation of 2
university website, a group of administrators, faculty, and students may be called to
form three separate focus groups because they use the web for different purposes.
The benefit of a focis group'is that it allows diverse or sensitive issues to be
raised that would otherwise be missed. The method assumes that individuals de-
velop opinions within a social context by talking with others. Often questions posed
to focus groups seem deceptively simple but the idea is to enable people to put for-
ward their own opinions in a supportive environment. A preset agenda is devel

oped to guide the discussion but there is sufficient flexibility for a facilitator 10
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13.2.6  Other sources of interview-like feedback
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