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The Plan for Contextual Inquiry

1.  The Talking points and questions you plan to ask participants

· Introduction

· Ask participant’s cooperation

· Introduce the game

· ask if they have ever played this before, and if they ever played this particular version

· If they know about it, let them use the game

· If not, tell them its at Yahoo (http://yahoo.com), in the Games section 

· Do not tell them how to get there or how to play the game unless they are incredibly stuck

· Watch them and ask questions while they perform the task

2. A list of the key tasks that you plan to ask participants to perform during the contextual inquiry. Note that the list includes tasks, not directions.

· Find game

· Join game

· Play game (possibly learn game)

· Finish game

3. A description of how you plan to gather information during the contextual inquiry.

· We plan to use a digital voice recorder.  We also have an observer in addition to the interviewer present. This observer will be responsible for noting what the volunteer touches and looks at during the interview.  This observer will also note the steps taken and also how the user appears to be using the objects.  The interviewer takes notes on the user’s dialog during the interview.  This interviewer is not acquainted with the volunteer personally, so will mainly ask the questions.  However, the observer may sparingly include questions as well if necessary.

4.  The talking points for the wrap-up at the end of each interview.

· Thank user

· Ask the user how they liked the game

· Ask the user for features they would like in the game.

· DON’T ask them if there was anything to add to improve the game (this presupposes that they didn’t like the game)

· Ask if they have comments to add

· Ask if they have any questions

· Ask if we didn’t ask the right questions

· Tell them how to keep in contact

5. A description of how the plan changed between the different interviews.

· Between the first and second interview, we added the requirement that the user should complete one full game before switching to another game or room. In the first interview, the user started to jump between game rooms instead of actually playing the game.

· Also we formulated a set response when asked for more information. The interviewer was not sure how to answer requests for more information in the first interview but standardized what information he could give out in the later interviews. (i.e. “There is a Pictionary type of game on Yahoo! Games.”)
· After each interview conducted, more questions were generated.  Each volunteer helped the interviewer generate more interesting questions.  For example, after Hari’s interview, two new questions that were not planned originally were asked (Did you figure out the point system? Do you remember your opponents/partners’ names?)  These new questions were then added to the next interview.

Observational Notes
1. Interview 1
a. Volunteer: Harendra Guturu

b. Observer - Monish Subherwal
Interviewer – Myung Kim
Person Handling Digital Voice Recorder – Monish Subherwal



2. Interview 2
a. Volunteer: Neil Kadakia
b. Observer - Monish Subherwal
Interviewer – Myung Kim
Person Handling Digital Voice Recorder – Monish Subherwal


3. Interview 3
a. Volunteer: Anita Pandhoh
b. Observer - Monish Subherwal
Interviewer – Myung Kim
Person Handling Digital Voice Recorder – Monish Subherwal

NOTE:  Monish Subherwal (MS) as the observer, observed each of the facts from the data in the below interview.  Myung Kim (MK) was the interviewer and posed the questions found after each interview.  Monish Subherwal was allowed to ask questions sparingly during the Post-Game Question Session.  These are noted as MS after each question whereas Myung Kim’s is noted at MK.  
Interview 1: Harendra (Hari) Guturu, Age: 18, Major: EECS, Sophomore


Observations/ Noted Comments

· Goes to Yahoo
· Clicks games
· Scrolls briefly and scans page briefly 
· Immediately goes to Search bar and searches “Pictionary”
· Browses the first two results

· The first result was not the game site Hari was looking for

· The second result was Graffiti the Yahoo game he was looking for
· Simultaneously Hari was chatting on AIM

· He had trouble finding game

· Hari comments that if he didn’t have an account, he probably wouldn’t have played 

· Hari doesn’t have a yahoo account, so the interviewer supplied him with an account)
· Hari went to Beginner tab and joined one of the groups hyperlinked

· Entered table (which has multiple groups one can join)
· Accidentally joined a group (by clicking the JOIN button) with no one else in it
· He created his own table then by clicking the CREATE TABLE button
· He had loading problems (the Java Virtual Machine platform which Graffiti runs off of was having loading problems)

· After a while, Hari comments that the window says to “Wait 3 Minutes” 

· Finally, noticed “Click here if applet fails to load” 

· Interviewer helped Hari restart the game since Yahoo froze his computer

· Hari searched Pictionary again and finds Graffiti

· Hari joined an ongoing game (under the Social tab) where he took some else’s “seat” and the game gave him an warning message noting that if that person came back, his seat would have to be given up.  Hari clicks OK.
· Hari comments that the game “doesn’t seem fun online”

· Hari wasn’t sure to enter words in ENTER WORD box to guess

· Hari asked interviewer why their names were in green.  Interviewer asks Hari what he thinks it means.  

· Hari comments that green means you almost got it, while blue is a correct answer
· After each Round, a screen comes up (even if Hari is typing) that says Round’s Up and counts for 10 seconds, it disappears and now Hari notices its his turn to draw
· Hari’s turn to draw, he wasn’t sure how to use the eraser correctly
· Hari was chatting in the guessing/users console (in the ENTER WORD box) as opposed to the large chat box below
· Hari left the game since one of the users was doing too well

· He tried another game table (he exited current game by pressing the X at the top right of the window)
· He quickly went to different boards (about three before he settled in one)  each time pressing the JOIN button and closing with the X button
· Interviewer asks Hari why he choose that table, Hari comments whichever one loaded quickest and had people he joined

· Hari comments that he wished there were more colors to choose from (like for a “chocolate cake”)

· Instead of erasing his drawing, he used a different color to draw over it

· Hari used the chat box for the first time 

· Hari quit the game (pressed X button), he noticed deductions in points when quitting an ongoing game  and entered another game by clicking the JOIN button
Post-Game Question Session
1. How interested were you in the game? (MK) 

He says he was pretty interested in it.  He was more into it than he thought he would be.  He thought it would be pretty weird since it was different than Pictionary he played.
2. Anything you would like to add to the game, if it needs adding at all?  (MK)
He didn’t like the clear canvas idea.  He thought it would be better to have an option to change the canvas background (so to represent space or night with a black canvas).  Also, he mentioned there was no color for snow.  Hari thought it wasn’t fair that some people who typed faster got an advantage when in real life, if you played Pictionary, such mistakes (in speech) wouldn’t occur so readily.  Also, if you were off in the spelling, you didn’t get the points, even though you got the idea.  He recommended some sort of voice recognition system.  Also, recommended MS Paint type of tools for making quick boxes and shapes.  Hari also asked to improve the means to find the game.  Also, those who had a faster connecting speed got a bit of an advantage (more time to guess) based on the lag in the game.

3. How did you like the game? (MK)
Hari said the game was OK.  He probably wouldn’t play if it required login (as it does).  Said it was pretty well implemented.

4. Did you figure out the point system?   (MS)
Hari correctly recalls the point system for this game.
5. Do you remember your opponent’s names?  (MS)
He states two: wildflower and freestyle.  Because one was cheating like crazy and the other was tied with him.

6. Questions for us?  Questions we should have asked you?  (MK)

How are you going to implement your project?    We mentioned our concept of a similar game.  
Additional commentary given by Hari during Post-Game Question Session
· Hari noticed that the word vocabulary was sometimes reused at different tables

· Hari comments that the actually was actually “pretty fun”

Interview 2: Neil Kadakia, Age: 18, Major: PEIS/ Business, Junior



Observations/ Noted Comments
· Neil mentioned he played Pictionary before, but never online

· He typed in www.yahoo.com

· Went to Games

· Then was scrolling for Pictionary

· Couldn’t find it, so he clicked on “All Games List” (found at bottom of the page)
· It wasn’t under P so he searched for ‘Pictionary’ in the SEARCH box
· Since he couldn’t find Pictionary, interviewer told him where it was located (under the title “Graffiti”, actually the search returned 2 websites, the second one which was Graffiti, but Neil didn’t select either and opted to go back to the game selection page)

· Entered Graffiti, where there was a table for joining games

· There are 4 tabs 

· Went to Intermediate level game tab

· Neil asked how come there was only 1 person in each game

· He then went back to the Social tab

· Clicked on JOIN to enter a table

· Immediately he started playing (it so happened it was his turn to draw when he entered the table)

· There were 5 other players

· He had to draw a business card and he made a mistake

· Instead of using eraser or clear canvas, which were two buttons (the eraser looked like an eraser, while the other was just a button), he crossed out his mistake

· Found SKIP WORD button
· He used user chat to make comments

· Found ENTER WORD  box for entering guesses

· He drew a dolphin in red, but no one could guess it

· *Neil mentioned he was color blind, and he didn’t know that the color for dolphin wasn’t supposed to be red

· made humorous short comment/guesses in ENTER WORD box instead of chat box
· After each Round, a screen comes up (even if Hari is typing) that says Round’s Up and counts for 10 seconds, it disappears and now Hari notices its his turn to draw
· Game Ended (it didn’t note his score when he had 0 points)

· Only top 5 scores showed up

· The game doesn’t reveal the answer immediately if no one can guess the answer

· Users cheat during the game by using pen tool to spell out right answers

· Neil was annoyed by how he was so close to getting the right answer, but someone else beat him within a second

· Neil comments the game is “entertaining”

· Notes his own score

· Drew a shark, this time in the red color

· He didn’t know what “snoop dog” was so he couldn’t draw it

Post-Game Question Session
1. How did you like the game?  (MK)
Neil thought it was interesting and how they adopted it from the original game.

2. Any features you would like to add?  (MK)
Different size brushes.  Extend the time per round.  He didn’t like how everything depended on the mouse (some people are better then others are drawing with a mouse)

3. Any questions for us?  (MK)
What was the purpose of our contextual inquiry (they knew it was for a CS project, but besides that, no more information was given).  We told Neil some more information about it.
4. Any comments on the game?  (MK)
He was a bit confused when trying to find Pictionary on Yahoo Games.  No one thinks “Graffiti”, just like no one thinks “soda pop”, but rather Coke or Pepsi.  Also, he would like the game to have extendable times and also changeable number of users.   Neil also commented that a ranking system is important since some users were too “into” the game, while others were just relaxing.  He didn’t like the way the crayons worked (said it was too fisher price).  Also, he at first tried to drag the crayons to the canvas, then he learned it was click (select) and then draw mechanism.

5. Did you remember any of the opponents names and why?  (MK)
He remembered abbreviated names.  Neil gave three out of 5 opponents names.

6. Did you notice the lighting system used in the game?  (MS)
Neil noticed that blue meant right word, while black text meant wrong word.  Since Neil is color blind, he didn’t notice green since it blended with blue.

7. Did you remember what level in the game you were playing?  (MS)
Neil remembered he originally tried Intermediate and then switched over to Social (with 165 users)

8. How interested were you in the game?  (MK)
Neil said he was pretty interested.  He was confused originally, but as time went by and he learned, it was more interesting.

9. Did you figure out the point system?  (MS)
Neil correctly remembered the point system.  

Interview 3: Anita Pandhoh, Age: 18, Major: Political Science, Freshman


Observations/ Noted Comments
· Anita commented that she already played Graffiti many times before

· Went to yahoo games

· Was scrolling the page to try and find it 

· Clicked “Other Games” hyperlink (found under each category of game)

· She couldn’t find Pictionary on the next page which was a list of games

· Search ‘Pictionary’ on the search box at top right

· She remember Graffiti and click on the second search result

· Went to Beginner tab (clicked), but she comments that no one was there so she went to the Social tab

· Click on top group (hyperlinked)

· Entered a table by clicking JOIN button

· She realized she was on a team (she comments about this) and was confused as to if her partner was to guess

· There was an AIM disturbance from her friend which she responded to (she told her friend to “go away”

· Interviewer (MK) asks Anita about Team Play and she comments that the person who creates the table gets to decide what type of game (individual/team) it is 

· She shows interviewer the notation of this (in small font) in the main table where the JOIN buttons are

· AIM disturbance made her forget her turn was up, but she quickly returned to her game
· 3 people abruptly left the game, leaving Anita with 2 others

· Anita leaves the table by clicking the X button on the top right of the window

· In the Yahoo window, Anita joins another table (by clicking the JOIN button)

· That game abruptly ends (she joined toward the end of the game)
· Anita didn’t notice her score even when the screen was presented to her

· Clicked on START GAME button on the top left of the window to join the new game officially

· Anita comments how it was annoying her guess was “wing” when the answer was “wings” and her input wasn’t counted as correct

· Anita comments how the game is fun when you are winning

· Her roommate came inside and also another AIM message appeared

· Anita comments how she used to play three games at once

· Round ends by flashing a screen and timer is shown indicating the time (10sec) remaining under the next round starts

· Anita’s turn to draw

· She used different colors

· Used math symbols in her drawings

· A pop-up message came up while she was drawing that asked her to join a table

Post-Game Question Session
1. Did you notice your points?  (MK)
Anita mentions (correctly) that she had 400 points and that she was in 2nd place.


2. Any questions for us?  Any questions we should have asked you?  (MK)
Why did we choose Graffiti.  We described our project to her.


3. Did you want to add any features to the game?  (MK)
Anita says no.  


4. Did you notice how many times you are allowed to press the SKIP WORD button? (MS)
Anita says its 10 times and then the words cycle through again.


5. Did you notice the point system? (MS)
Anita says yes she did and that it was 50 points for a drawing and having another player guess correctly and 50 points for your guess correct during another players turn to draw.  She does mention that she thinks there is feature to change the points allowed when creating a table.

6. Did you notice the color scheme used for guessing? (MS)
Anita says blue for right answer and black for wrong (she doesn’t mentioned red is for the solutions and that green is for a close answer)


7. Did the game keep your interest?  (MK)
Anita comments that it didn’t really.  In team mode, she was kind of bored since she was an observer sometimes, but she thinks she wouldn’t be if she was in “individual” mode.  She comments that its good to have both options.


8. Did you remember the solution to the cereal box drawing? (MS) (Note: the cereal box was a drawing by another player that the entire group couldn’t figure out.  The player eventually skipped the word, but the game didn’t show the answer immediately. Anita made comments during this episode asking—to the virtual player?--what could the solution possibly be)
Anita comments that she didn’t, but sometimes she really wants to know the answer and pays attention.  (The solution to drawings are shown at the end of the round in red color in the player/guess box)


9. Would you have played differently with friends? (MK)
Anita comments yes, but that most likely she would’ve chatted with them as opposed to playing seriously.


10. Did you remember any of your partners/opponents’ names?
Anita says she didn’t.



Additional commentary given by Anita during Post-Game Question Session
· Anita comments that the pop-ups are distracting and she didn’t know how to shut them off.  But when asked if AIM bothers her, she said no, since it was her friends chatting with her.  

The Analysis
1.  What tasks do users now perform?

Users are normally socializing and “wasting time” on their computers when playing games like this (which they also commonly characterized as “doing nothing”).  Thus instant messaging, browsing the web, and listening to music were concurrent events happening while the user was doing the task.

2.  What tasks are desired?


They want to be able to probably do all the things they used to do as well as play 
the game.

3.  How are the tasks learned?

Users normally learn tasks like this through observation.  Often times, users

exhibit a limited patience for anything getting in between them and the game (one
of our users couldn't find the game and after less than 60 seconds of searching,
proclaimed “I can't find it.” and looked at us for guidance).  

4.  Where are the tasks performed?

Normally theses tasks are performed in their personal spaces (like their rooms,
their dorm rooms).  These environments typically have a very familiar feeling to
them, are often cluttered, and often exhibit varied lighting.  These environments
are also prone to distractions, both remote (via phone and IM) and personal
(friends dropping in).

5.  What is the relationship between user and data (personal, private, public, meaning to the user, etc.)?


This data is normally not really personal or private at all.  It's normally a social action, so people don't really mind if others watch, or maybe even participate(there were times when people walked in and started being “back seat players”). These games often have limited significance and meaning to the user as well (one of the users reported they “didn't care that much” when they lost).  They did, however, unanimously admit that they would take the game more seriously if they were playing with people they knew.

6. What other tools does the user have to complete the tasks?


Users often used their personal computers.  While all our subjects seemed to be using Windows PCs, it's conceivable that there would be multiple platforms that this game would be played on.  Manually, users typically didn't need to use any other tools than the mouse and keyboard.  Indeed, they never seemed to touch anything else.  The computer screen alone seemed to provide all the input/output information they needed as well as the needed illumination (some rooms were pretty dark).

7. How do users communicate with each other regarding the tasks?

There was often a chat dialog box underneath the main game play area.  Users often used this to write comments about their game play and their thoughts about how a round went, if they thought a question was unfair, ect.  Many times, they also seemed to talk out loud at the other players, even knowing that other users could not hear them.  In fact, some comments were made because of that fact (one user called another user a “cheater” because he was getting every question right.  He probably would not have called him a cheater to his opponent's face).  

8. How often are the tasks performed? 


These are almost exclusively free time events.  When asked even if they had ever played this game before, 2 of the 3 users replied that they had not.  The user who had played said that she hadn't played “in months.”  Thus, this sort of task is not central for people to function from day to day in it's current form.  

9. What are the time constraints on the tasks, if any?

The games themselves are often structured with time limits.  People are typically given 90 seconds to draw and guess, with 10 second breaks between rounds.  The games can be either individual (wherein every round you are either drawing or guessing) or team based (where the teams take turns going through all their members).  Often, users will play the game during their spare time, so they are limited by all the other things they have to do aside from play this game.

10. What happens when things go wrong while performing tasks?

The biggest problem seemed to be finding the game.  When this happened, users often resorted to the search bar.  In one user's case, the Java VM he played the game on crashed, requiring him to restart his browser.  This is really just a game, so system failure is rarely catastrophic.  The only way it could be catastrophic is if in running it, it crashes the user's entire system.  As such is the case, careful consideration of the implementation platform would be prudent.

The Six (6) Tasks
We summarized six tasks that the users are required to perform when they tried to use the game:

1. Joining the game

This is very important for it is the first step a user will take to start his/her experience of this game software.  If done right, the user should not notice any inconvenience and will be immediately drawn to attention by the actually playing.   A user who wants to join a game will do the following:

I. Log into the game and wait for the game to load if not loaded, and he/she will get a screen name.

II. Locate a group that he/she will play the game with.

III. He/She can also start his/her own game and wait for others to join.

IV. People in the group will (or will not) do small chats before the game starts.

V. People will select their teams or allow the system to pick teams for them.

VI. Somebody (usually the hosting player) will launch the game when everyone feels ready.

2. Learning the game’s rules and objectives

This task has to be very simple.  Games with complicated rules or insufficient explanations will quickly lose user’s interest.  It is preferable to have the option of a short demonstration to the user at the game’s starting point.  The option (may be a clickable link with large font size) need to be obvious.  The user then will need to spend a few minutes to go through this demo.  An alternative approach to prepare a user for the game is to have an instruction manual.  This approach is used by Yahoo Games.  The advantage of it is relatively inexpensive to implement.  No matter which method is used, this task is very difficult.  The best solution is probably making the game so popular that a new use will have influence and guidance from many experienced users.  Unsurprisingly, many users of popular games actually learned to play these games by advises from friends, a good example is “bunny hopping” in Counterstrike. 

3. Picture selection.

This will not be different from performing a search using Google’s home page, so it is easy. The user will supply a word or let the system select something at random. The word will be used to perform an image search on public online picture repository.  The more critical side of this task is that the user needs to notice such options at the point when the game is being set up.  To keep the user of other distraction, his is displayed the available options (i.e. key word input, machine random select) on a single page and allowed to enter his selection through a well-known interface such as radio buttons or checkboxes.

4. Communication among users.

A common method is to provide each of the users a chat box and an input box.  This is a very common interface that exists on many applications.  The real task for the user is to identify the location of the two chat items in an interface that contains not only these items.  Users tend to expect such a chat mechanism when they are exploring a known-to-be multi-user application. They also expect this mechanism to be at a convenient location of the screen (i.e. in the middle).  Once they discover the chat box and the input textbox, they will start typing directly and expect to see the texts they entered to appear in the textbox.  This is a very simple task which requires little guidance or training as long as the chat interface is at an easy-to-see location.

5. Screen layout adaptation.

This task is important and yet difficult in some cases. If the user has already understand the rules of the game and if the design of the layout is similar with a real-world game or objects (i.e. an existing software application), the layout should be straightforward. However, many new users will not have the patience and jump straight into it. So he will first try to explore the functionality by clicking and observing the reactions of the program.  Therefore, a good layout that closely resembles well known reality accompanied with observable reactions can drastically increase the speed of learning for such kind of users.  In a typical computer game, visual changes (i.e. movement of a screen object), sounds, especially scores and messages are paid the most attention by “try and error” users.  Sometimes these are more powerful than a tutorial or demonstration.

6. Team Making and Team Breaking.

Quitting is easy.  A user just needs to close the game window or clicks “log out” or “quit”.  But the other players should be allowed to continue the game.  In many multiplayer games, players on the same team as the quitter are notified the leaving of that person.  The game will be resumed. There is a wait period in a synchronized game when a player stops responding (i.e. forcefully turning of his computer).  When the wait period expires, the player has officially left the game.  Sometimes users are also allowed to initiate a poll on whether a particular user should be kicked out of a game.
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