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Where	  we	  came	  from	  
System	  will	  fail	  if:	  
	  It	  is	  inappropriate	  for	  the	  customer	  
	  It	  does	  not	  meet	  customer	  needs	  

	  

Your	  contextual	  inquiries	  have	  emphasized	  
geZng	  to	  know	  your	  customers	  and	  their	  needs	  



…	  So	  we	  know	  what	  to	  
build	  now,	  right?	  
	  
Can’t	  we	  now	  just	  make	  ‘good’	  interfaces?	  
	  

	  

	  



Why	  Task	  Analysis?	  
‘Good’	  has	  to	  be	  interpreted	  in	  the	  context	  of	  use	  

Might	  be	  acceptable	  for	  office	  work,	  but	  not	  for	  play	  
Infinite	  variety	  of	  tasks	  and	  customers	  

	  

Guidelines	  are	  too	  vague	  to	  be	  genera0ve	  
e.g.,	  “give	  adequate	  feedback”	  

	  

Design	  is	  ofen	  about	  tradeoffs	  
Examples?	  

	  
	  



Why	  Task	  Analysis?	  
Task	  analysis	  complements	  the	  informa0on	  you	  
obtain	  through	  methods	  like	  contextual	  inquiry	  

	  Use	  what	  you	  learned	  in	  your	  inquiry	  to	  
	  answer	  the	  ques0ons	  in	  the	  task	  analysis	  

	  

Your	  assignments	  order	  the	  two,	  but	  in	  prac0ce	  
you	  should	  itera0vely	  decide	  how	  to	  best	  draw	  
upon	  all	  relevant	  methods	  throughout	  a	  process	  
	  
	  



Why	  Now?	  
Task	  analysis	  ques0ons	  due	  Tuesday,	  October	  14	  



11	  Task	  Analysis	  Ques0ons	  
Who	  is	  going	  to	  use	  the	  system?	  
What	  tasks	  do	  they	  now	  perform?	  
What	  tasks	  are	  desired?	  
How	  are	  the	  tasks	  learned?	  
Where	  are	  the	  tasks	  performed?	  
What	  is	  the	  rela0onship	  between	  customers	  &	  data?	  
What	  other	  tools	  does	  the	  customer	  have?	  
How	  do	  customers	  communicate	  with	  each	  other?	  
How	  ofen	  are	  the	  tasks	  performed?	  	  
What	  are	  the	  0me	  constraints	  on	  the	  tasks?	  
What	  happens	  when	  things	  go	  wrong?	  
	  
	  



Ques0on	  1	  
Who	  is	  going	  to	  use	  the	  system?	  

Iden0ty	  
In-‐house	  or	  specific	  customer	  is	  easy	  
Broad	  products	  need	  several	  typical	  consumers	  

Background	  
Skills	  
Work	  habits	  and	  preferences	  
Physical	  characteris0cs	  





Sealle	  Parking	  Meter	  
Who	  is	  going	  to	  use	  the	  system?	  

Iden0ty?	  
People	  who	  park	  in	  Sealle	  

business	  people,	  students,	  elderly,	  tourists	  

Background?	  
Have	  used	  parking	  meters	  before	  
May	  have	  an	  ATM	  or	  credit	  card	  
Have	  used	  other	  fare	  machines	  before	  

Skills?	  
may	  know	  how	  to	  put	  cards	  into	  ATM	  



Sealle	  Parking	  Meter	  
Who	  is	  going	  to	  use	  the	  system?	  

Work	  habits	  and	  preferences?	  
Park	  several	  0mes	  a	  week,	  a	  month,	  a	  year?	  

	  
Physical	  characteris0cs?	  

Varying	  heights,	  don’t	  make	  it	  too	  high	  or	  too	  low	  
	  
Anything	  else?	  
	  

	  









Ques0on	  2	  and	  Ques0on	  3	  
What	  tasks	  do	  they	  now	  perform?	  
What	  tasks	  are	  desired?	  

	  

Important	  for	  both	  automa0on	  and	  new	  func0onality	  
Rela0ve	  importance	  of	  tasks?	  
Observe	  customers,	  see	  it	  from	  their	  perspec0ve	  
	  

Automated	  Billing	  Example	  
small	  den0sts	  office	  had	  billing	  automated	  
assistants	  were	  unhappy	  with	  new	  system	  
old	  forms	  contained	  hand-‐wrilen	  margin	  notes	  

e.g.,	  pa0ent	  A’s	  insurance	  takes	  longer	  than	  most	  





Ques0on	  4	  
How	  are	  the	  tasks	  learned?	  

	  

What	  does	  the	  customer	  need	  to	  know?	  
	  

Do	  they	  need	  training?	  
academic	  
general	  knowledge	  /	  skills	  
special	  instruc0on	  /	  training	  

	  
	  







Ques0on	  5	  
Where	  are	  the	  Tasks	  Performed?	  

Office,	  laboratory,	  point	  of	  sale?	  
Effects	  of	  environment	  on	  customers?	  
Are	  people	  under	  stress?	  
Confiden0ality	  required?	  
Do	  they	  have	  wet,	  dirty,	  or	  slippery	  hands?	  
Sof	  drinks?	  
Ligh0ng?	  
Noise?	  

	  
	  





Ques0on	  6	  
What	  is	  the	  rela0onship	  between	  customers	  &	  data?	  

Personal	  data	  	  
Always	  accessed	  at	  same	  machine?	  
Do	  people	  move	  between	  machines?	  

Common	  data	  	  
Used	  concurrently?	  
Passed	  sequen0ally	  between	  customers?	  

Remote	  access	  required?	  
Access	  to	  data	  restricted?	  



Ques0on	  7	  
What	  other	  tools	  does	  the	  customer	  have?	  

More	  than	  just	  compa0bility	  
	  

How	  customer	  works	  with	  collec0on	  of	  tools	  
Automa0ng	  lab	  data	  collec0on	  example:	  
how	  is	  data	  collected	  now?	  
by	  what	  instruments	  and	  manual	  procedures?	  
how	  is	  the	  informa0on	  analyzed?	  
are	  the	  results	  transcribed	  for	  records	  or	  publica0on?	  
what	  media/forms	  are	  used	  and	  how	  are	  they	  handled?	  

	  
	  













Ques0on	  8	  
How	  do	  customers	  communicate	  with	  each	  other?	  

Who	  communicates	  with	  whom?	  
About	  what?	  
Follow	  lines	  of	  the	  organiza0on?	  Against	  it?	  

	  



Ques0on	  9	  
How	  ofen	  are	  the	  tasks	  performed?	  	  

Frequent	  customers	  likely	  remember	  more	  details	  
Infrequent	  customers	  may	  need	  more	  help	  

Even	  for	  simple	  opera0ons	  
Make	  these	  tasks	  possible	  to	  accomplish	  

Which	  func0on	  is	  performed	  	  
Most	  frequently?	  
By	  which	  customers?	  
Op0mizing	  for	  these	  will	  improve	  percep0on	  of	  performance	  
Careful	  about	  ini0al	  use	  though	  

	  
	  





Ques0on	  10	  
What	  are	  the	  0me	  constraints	  on	  the	  tasks?	  

	  
What	  func0ons	  will	  customers	  be	  in	  a	  hurry	  for?	  
	  
Which	  can	  wait?	  
	  
Is	  there	  a	  0ming	  rela0onship	  between	  tasks?	  

	  
	  



Ques0on	  11	  
What	  happens	  when	  things	  go	  wrong?	  

How	  do	  people	  deal	  with	  
task-‐related	  errors?	  
prac0cal	  difficul0es?	  
catastrophes?	  

Is	  there	  a	  backup	  strategy?	  
What	  are	  the	  consequences?	  



Selec0ng	  Tasks	  
Real	  tasks	  customers	  have	  faced	  or	  requested	  

collect	  any	  necessary	  materials	  

Should	  provide	  reasonable	  coverage	  
compare	  check	  list	  of	  func0ons	  to	  tasks	  

Mixture	  of	  simple	  &	  complex	  tasks	  
easy	  task	  (common	  or	  introductory)	  
moderate	  task	  
difficult	  task	  (infrequent	  or	  for	  power	  customers)	  

	  



What	  Should	  Tasks	  Look	  Like?	  
Say	  what	  customer	  wants	  to	  do,	  but	  not	  how	  	  

allows	  comparing	  different	  design	  alterna0ves	  

Be	  very	  specific	  –	  stories	  based	  on	  facts!	  
say	  who	  customers	  are	  (use	  personas	  or	  profiles)	  

design	  can	  really	  differ	  depending	  on	  who	  
give	  names	  (allows	  referring	  back	  with	  more	  info	  later)	  
characteris0cs	  of	  customers	  (job,	  exper0se,	  etc.)	  

story	  forces	  us	  to	  fill	  out	  descrip0on	  w/	  relevant	  details	  

Some0mes	  should	  describe	  a	  complete	  “job”	  
forces	  us	  to	  consider	  how	  features	  work	  together	  



Using	  Tasks	  in	  Design	  
Write	  up	  a	  descrip0on	  of	  tasks	  

formally	  or	  informally	  
run	  by	  customers	  and	  rest	  of	  the	  design	  team	  
get	  more	  informa0on	  where	  needed	  

	  
Manny is in the city at a bar and would like to call his girlfriend, Sherry, 
to see when she will be arriving at the bar.  She called from a friend’s 
house while he in the Paul Allen Center basement, so he missed her 
call. He would like to check his missed calls and find the number so 
that he can call her back.  



Using	  Tasks	  in	  Design	  
Rough	  out	  an	  interface	  design	  

discard	  features	  that	  don’t	  support	  your	  tasks	  	  
or	  add	  a	  real	  task	  that	  exercises	  that	  feature	  	  

major	  screens	  &	  func0ons	  (not	  too	  detailed)	  
hand	  sketched	  

Produce	  scenarios	  for	  each	  task	  
what	  customer	  has	  to	  do	  &	  what	  they	  would	  see	  
step-‐by-‐step	  performance	  of	  task	  
illustrate	  using	  storyboards	  



Scenarios	  
Scenarios	  are	  design	  
specific,	  tasks	  are	  not	  
Scenarios	  force	  us	  to	  	  

show	  how	  features	  will	  
work	  together	  
selle	  design	  arguments	  by	  
seeing	  examples	  

but	  these	  are	  only	  
examples,	  and	  some0mes	  
need	  to	  look	  beyond	  flaws	  

Show	  users	  storyboards	  
get	  feedback	  

	  



Caveats	  of	  User-‐Centered	  Design	  
Poli0cs	  

“agents	  of	  change”	  can	  cause	  controversy	  
get	  a	  sense	  of	  organiza0on	  &	  bond	  w/	  interviewee	  
important	  to	  get	  buy-‐in	  from	  all	  those	  involved	  

Customers	  are	  not	  always	  right	  
cannot	  an0cipate	  new	  technology	  accurately	  
job	  is	  to	  build	  system	  customers	  will	  want	  

not	  system	  customers	  say	  they	  want	  
be	  very	  careful	  about	  this	  (you	  are	  outsider)	  
if	  you	  can’t	  get	  customers	  interested,	  you’re	  probably	  missing	  something	  

Design/observe	  forever	  without	  prototyping	  
rapid	  prototyping,	  evalua0on,	  &	  itera0on	  is	  key	  



Summary	  
Task	  Analysis	  ques0ons	  

Who	  is	  going	  to	  use	  the	  system?	  
What	  tasks	  do	  they	  now	  perform?	  
What	  tasks	  are	  desired?	  
How	  are	  the	  tasks	  learned?	  
Where	  are	  the	  tasks	  performed?	  
What’s	  the	  rela0onship	  between	  customer	  &	  data?	  
What	  other	  tools	  does	  the	  customer	  have?	  
How	  do	  users	  communicate	  with	  each	  other?	  
How	  ofen	  are	  the	  tasks	  performed?	  	  
What	  are	  the	  0me	  constraints	  on	  the	  tasks?	  
What	  happens	  when	  things	  go	  wrong?	  

Selec0ng	  tasks	  
Real	  tasks	  with	  reasonable	  func0onality	  coverage	  
Complete,	  specific	  tasks	  of	  what	  customer	  wants	  to	  do	  



Personas	  



Ques0on	  1	  
Who	  is	  going	  to	  use	  the	  system?	  

Iden0ty	  
In-‐house	  or	  specific	  customer	  is	  easy	  
Broad	  products	  need	  several	  typical	  consumers	  

Background	  
Skills	  
Work	  habits	  and	  preferences	  
Physical	  characteris0cs	  



“If	  you	  want	  to	  create	  a	  
product	  that	  sa0sfies	  a	  
broad	  audience	  of	  users,	  
logic	  will	  tell	  you	  to	  make	  
it	  as	  broad	  in	  its	  
func0onality	  as	  possible	  to	  
accommodate	  the	  most	  
people.	  Logic	  is	  Wrong.”	  



3	  types	  of	  people	  
•  Parent	  concerned	  about	  safety	  
•  Carpenter	  who	  needs	  to	  transport	  tools	  
•  Execu0ve	  looking	  for	  a	  fast	  &	  sporty	  car	  





Principles	  of	  Personas	  
•  More	  specific,	  more	  effec0ve	  
•  Give	  the	  person	  detail	  
•  Give	  them	  a	  name	  
•  Make	  it	  believable	  



Microsof	  Kin	  
“Tia	  always	  wants	  to	  
know	  what	  cool	  things	  
her	  friends	  are	  up	  to”	  
•  16	  years	  old	  
•  From	  La	  Jolla,	  CA	  
•  Loves	  all	  things	  pink	  
•  2	  sisters,	  Diana	  &	  Ashley	  
•  Was	  Juliet	  in	  last	  year’s	  

school	  performance	  of	  
“Romeo	  &	  Juliet”	  



Power	  
Users	  
	  
	  

Computer	  Literate	  
Users	  

	  

	  
Novice	  Users	  

Types	  of	  users	  



Types	  of	  users	  
“Elise	  is	  a	  33-‐year-‐old	  
accountant	  who	  uses	  
Microsof	  Excel	  every	  day.	  
She	  likes	  to	  watch	  ‘House	  
of	  Cards’	  on	  her	  iPhone	  
before	  bed,	  but	  has	  had	  
trouble	  connec0ng	  her	  
email	  to	  her	  phone.	  She	  
goes	  hiking	  nearly	  every	  
weekend.”	  

Power	  
Users	  
	  
	  

Computer	  Literate	  
Users	  

	  

	  
Novice	  Users	  



Designing	  with	  Personas	  
•  Design	  to	  make	  the	  “primary”	  persona(s)	  

happy	  

•  Avoid	  design	  choices	  that	  make	  personas	  
unhappy	  



Why	  use	  Personas?	  
Thoroughly	  think	  about	  who	  is	  using	  your	  
product	  

Ensure	  the	  design	  is	  effec0ve	  for	  those	  people	  
	  
Make	  the	  product	  and	  its	  impacts	  “real”	  



Cultural	  Probes	  &	  Diary	  Studies	  



Self-‐Report	  Data	  
	  
Minimal	  influence	  on	  ac0ons	  
	  
Event	  takes	  place	  over	  a	  long	  period	  of	  0me	  



Diary	  Study	  



 

with her fiancée sitting in the passenger seat when he was 
shot and killed. This clearly emotionally devastating event 
made even harder for her to continue to return to this job to 
make ends meet. For Charlotte, financial decisions are very 
clearly related to her emotional situation. In the wake of her 
fiancee’s death she is experiencing both financial and 
emotional stresses.  

Families, Coupons  and Personal Practices  
Much like Charlotte, Bonnie’s experiences were also 
strongly shaped by her personal history. However, Bonnie’s 
experiences reflected a relational and multigenerational 
emphasis on the value of money and possessions. Bonnie 
was a 57 year old government employee, living alone. Her 
parents had both survived the Holocaust and immigrated to 
the United States with no money. Her father eventually 
became a shoe repairman with a “tiny little shop”. She 
described herself as a thrifty person. 

What I learned is to be thrifty. I don’t know, I always was 
a good saver…I’m just a saver because you never know. 
There’s not going to be anybody to take care of me in my 
old age. That’s the reality. 

Influenced, in part, by experiences with her family, she took 
pride in her frugality and ability to save money: 

I don’t spend. During the day at work, it has to be really 
serious that I will go and buy a cup of coffee, spend 
$1.25...I was one of those serial coupon shoppers: my 
bill…was $126, and after coupons it was $24. 

Figure 3: Bonnie's wallet showed evidence of her frugality. 
The wallet contained a number of rain checks for low cost 

items, some of which were about a year old.  

Bonnie’s wallet contained several rain checks: coupons 
from stores issued when advertised specials are unavailable 
(Figure 3). One was for 4 packs of corned beef at $1.98/lb, 
issued 11 months ago; another was for 5 lbs. of apples at 
$0.39/lb. She took pride and delight in these opportunities 
for frugality. But Bonnie’s choices about car ownership 
gave us the deepest insights into her finances. 

When her mother died in 1991, Bonnie found $15,000 in an 
envelope in her mother’s house, which she used to buy a 
sports car, a 1985 Nissan 300ZX. (We note similarities here 

to practices noted in a similar generation interviewed in 
[12]). When we interviewed her in early 2013, she told us 
she was going to buy a Corvette when she retired, and when 
we asked what she would do if a genie gave her $70,000 
she replied, without hesitation, that she’d buy a Corvette. At 
the end of the interview, we asked why she hadn’t already 
bought a Corvette, as she clearly had enough money to do 
so in the bank.  

Because I have a [Nissan] Z in the garage and I’m not 
going to put a Corvette on the street. A Corvette is always 
going to be garaged. I have already two cars; I can’t 
have a third car. I don’t want to get rid of the Z right 
now, because I like it so much, and it needs a paint job 
because it was totaled, almost totaled and they put a 
cheap paint job on…my dilemma is, do I want to put a 
good paint job and spend $3000 of what the car is worth 
or go to Miracle and put like a $1500 paint job on it and 
then get rid of it. That’s why. I don’t have the room. 

A 1985 Nissan 300ZX usually sells for around $5000, 
which suggests that a decision to spend $3000 — or even 
$1500 — giving it a new paint job is based on some factor 
other than optimizing financial gain. It seems clear this car 
has emotional value that exceeds its financial value. 

Joelle, a 54-year-old ex-flight attendant, was relying 
primarily on her husband’s income at a startup, with 
additional income from renting real estate and occasional 
side jobs. Like Bonnie, she used coupons extensively, but 
her self-characterization and experiences with coupons 
were very different to Bonnie.  

 
Figure 4: Contents of Joelle's coupon wallet. Coupons in her 

wallet were primarily geared towards discretionary purchases.  

Joelle had two wallets: one for her everyday financial 
objects, and one kept exclusively for coupons (Figure 4), 
which, when we interviewed her contained about twenty $5 
coupons for Bed Bath & Beyond that she purchased for $5 
on eBay, thirteen coupons for Macys, and miscellaneous 
coupons for greeting cards, beauty products and clothing. 
Her coupon use didn’t reflect the same sense of frugality as 
Bonnie; her emphasis was more on saving money on 
discretionary spending instead of groceries. Joelle bought 
coupons in bulk, rather than saving rain checks. She would 

 

once a month to match the payments shown on his 
statement to the cards. In nearly fifty years, he had caught 
precisely one mistake in his bonds. While not diminishing 
the real value of ensuring that the bonds functioned as 
required, this suggests that this practice had more to do with 
financial touch than active management. 

Other people also kept track of their finances using paper-
based tools. Charlotte, for example, had a notebook in 
which she kept a monthly record of her expenses; 
essentially a paper-based spreadsheet (Figure 8). 

 
Figure 8: Charlotte’s account notebook: a paper spreadsheet. 

Others used paper-based systems that were less similar to 
digital systems. For example, while Veronica’s husband 
earned most of the family’s money, Veronica handled most 
of the family’s finances primarily using her datebook. We 
observed annotations for gas bills, for car repairs, paying 
off credit cards and for her Pilates studio. Amounts were 
recorded both retroactively “Books $150” and in advance 
“I got to go buy a $20 present for some kid I don’t even 
know because there are 30 kids in the preschool.” While 
there were few chances for aggregation or a top-down view 
of her finances, Veronica was able to use her calendar along 
with checking her balance “every day or so” to ensure that 
she had enough money to pay bills and the like. (Figure 9) 

 
Figure 9: Veronica’s datebook with financial information.  

As we saw earlier, in , Rachel also had a datebook, but her 

datebook took on a different function to Veronica’s. While 
Rachel recorded some financial data in the databook — our 
own visit was labeled as [Institution Name] Study $150 — 
the majority of her financial information was tracked 
through an elaborate paper-based system for keeping track 
of her photography clients, shown in Figure 10. 

 
Figure 10: Content for one of Rachel's client's folders: emails, 

contract, intake form and paper record of a check deposit. 

Each client was assigned a labeled folder, which would 
contain a client intake form with basic contact and date 
information, a signed wedding contract detailing payment 
plans, and, as each payment check came in, the physical 
receipt from the ATM including a small image of the check, 
providing tangible evidence of payment. This process, 
combined with a system for tracking a given client’s status 
by storing the folders in different locations, meant that 
Rachel was able to track her income in a coherent and 
robust manner. However, her expenses were not as clearly 
organized, and she had recently started working with a tax 
preparer. This introduced its own overhead, however, as she 
prepared a year’s worth of business expenses in one go: 

I did so much work. I literally worked on it almost every 
day for a week and a half. 

Rachel’s experience emphasized a repeated trend we saw in 
these interviews: the systems we saw were often optimized 
for or focused on a particular aspect of people’s financial 
existence which dominated their financial practices: 
income, stock portfolio, expenses. None of the systems we 
saw provided a complete understanding of participant’s 
overall finance situation. 

Digital systems 
Perhaps surprisingly, nobody we interviewed was a regular 
user of any financial aggregation system, like Mint.com, 
Quicken, or FinanceWorks. Steve and Ragnar had both 
previously used Mint, but had given it up: Ragnar because 
of a combination of fears about security and inconvenience 
of entering new accounts, and Steve due to frustration with 
the automatic categorization of expenses. Some people had 
developed their own spreadsheets. Arturo, for example, had 
a very simple monthly spreadsheet with a column for 
income from his wages and the rent his housemate paid, 
and one for expenses: mortgage, electricity, cell phone, 
credit cards, student loan and, the month we interviewed 
him, a deposit for his upcoming wedding. By comparison, 
Jane’s spreadsheet was an elaborate creation, several 

 

check online for coupons before leaving the house: 

I don't go anywhere or out to dinner unless I go online to 
see if there's a coupon. And if there isn't, like Friday 
night, we still went. But…I checked. Just because there’s 
always a deal to be had…Why pay more? 

Like Bonnie, Joelle also made investment decisions based 
on emotional grounds. About ten years ago, she and her 
husband decided to engage a professional financial advisor 
to manage their portfolio. She still feels some 
disappointment over that decision: 

I always would buy things that I liked, and I wish I had 
kept it instead of being talked into giving up control of 
these stocks and having them go into a portfolio 

Although professionals manage most of her money, Joelle 
keeps two stocks separate from her larger, professionally 
managed portfolio. The few stocks that Joelle keeps 
discrete include a tranche of stock from a grandmother, as 
well as a few that she purchased herself and that she feels 
have particular significance to her. Unlike the rest of her 
portfolio, she retains an emotional tie to these stocks.  

MANAGING POTS OF MONEY 
In a largely historical analysis, Zelizer pointed out that 
money in a household is rarely treated as homogenous [14]. 
Based on both origin (wages, investments, gambling, 
windfalls, inheritance) and intended use (groceries, school 
fees, vacations, loans) people treat money differently. We 
found that people divided both assets and expenses up 
according to different intentions: money for the kids’ 
college fund, a credit card kept for wedding expenses. We 
call these pots of money: siloed, separated allocations to 
which money could be added and removed. 

 Figure 5: Rachel’s cards, labeled to distinguish between those 
for personal purchases and those for her business. 

Small Businesses 
We saw many examples of this in our study, but perhaps the 
two strongest examples were two small business owners, 

Rachel and Olivia. Rachel was 36 years old and runs a 
professional photography business, primarily wedding 
photography. When we looked at her wallet, we noticed 
that she had a large number of bankcards, all from the same 
bank. As we took the cards out of the wallet, things became 
clearer. Rachel kept a strong separation between her 
business and personal accounts, paying herself a salary and 
with very explicit distinctions between which equipment, 
accounts and work were for her personal life and which 
were for work: each of her bank cards was labeled as either 
“Personal” or “Photo.” ( Figure 5) 

 Figure 6: Rachel's calendar, showing the integration of her 
professional and personal lives. 

These two domains came together in her appointment book 
( Figure 6), in which her personal and professional lives 
were fully integrated, with tasks like “Elaine + Matt 
Gallery” and “Marsella + Ryan DVD” alongside “make 
Bangs appointment” and “Watch Oscars w/Jen”. Olivia also 
ran a single proprietorship, but her practices were notably 
different from Rachel’s. She was 24 years old, and her 
income came from a combination of attending births to 
support the mother as a professional doula, teaching 
childbirth education classes, and working as an independent 
contractor for researchers. She had a separate account for 
her doula and childbirth education work, against which she 
would write off business expenses and deposit certain 
payments. However, although she told us that she had been 
told in a business class “do not use your business as a 
personal piggy bank”, Olivia’s work was significantly less 
financially distinct from her personal life than Rachel’s. 
This was due to the cash nature of many but not all of her 
transactions. In the United States, some (but not many) 
childbirth-related expenses are eligible for payment using 
pre-tax dollars through a system called a Health Spending 
Account. For these payments, therefore, Olivia needed to be 
able to receive documented transactions that would then be 
reported to tax authorities. But many clients paid cash: 

It depends on what they want but most of my clients just 
pay me at the end of the day and the week, cash.  
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Why	  use	  Diary	  Studies	  &	  Cultural	  Probes?	  
Learn	  about	  your	  [poten0al]	  user’s	  habits	  
	  
Ar0facts	  reflect	  how	  people	  currently	  do	  
something	  

Contextual	  Inquiry	  with	  a	  record	  
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Why	  use	  Experience	  Sampling?	  
Learn	  about	  your	  [poten0al]	  user’s	  habits	  
	  
Learn	  what	  influences	  these	  habits	  
	  
Diary	  studies	  with	  promp0ng	  


