
























Work modelling

• gather information

• from users and relevant documents

• traditionally interviews and observations

• model system

• locate weaknesses, problems, solutions & improvements

• traditional case study 

• digitalize a Hotel system

• booking, billing & inventory system





Swan Hotels

• hotel booking system for small hotels

• linked to the web

• current system

• paper-based booking systems (a large diary)

• paper-based inventory system

• PC-based billing system







Contextual

• gather information

• from users and relevant documents

• traditionally interviews and observations

digital

• research

• user feedback (if feasible)



Work Models

• model data

• visioning

• vision of new system / tool

digital

• model data

• visioning

• vision of new system / tool



Design - storyboarding

• walkthroughs

digital

• walkthroughs



Design -prototyping

• create your interface

• test your interface

digital

• create your interface

• test your interface





Google Definition

“Contextual inquiry is a way to do research that involves watching 
and talking to users in their natural environment to learn more 
about their behaviours, needs, and preferences. This method is 
used a lot in software development, product design, and service 
delivery, among other things.”



Contextual Inquiry

• focused interview

• observation
Holtzblatt and Beyer

• core premise of CI is very simple

• go where the customer works

• observe the customer working

• talk to the customer about work

• results in a better understanding of your customer



Contextual Inquiry

• observation

• interviews

Working models

• flow models

• sequence models

• artefact models

• cultural models

• physical models

Contextual Inquiry

• research

• user feedback

Working models

• flow models

• sequence models

• artefact models

• cultural models

• physical models



• listen to the user

• ask why? 

• you could be totally wrong

• you need to check assumptions / interpretations

we will look at a digital contextual inquiry in week 3









1. flow model - captures communication and coordination between people 
to accomplish work

2. sequence model - shows the detailed steps performed to accomplish each 
task important to the work

3. cultural model - shows how people are constrained and how they work 
around those constraints 

4. artefact model - artefacts used in doing the work, they reveal how people 
think about their work - the concepts they use, and how they organize 
them to get the work done

5. physical model - shows the physical environment 



I will explain 
• each model
• how we can apply these to a digital product
• I will also give examples

You will work together in labs to
• provide examples of these models for digital products 
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