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Preface

this method kit is addressed to the application 
development company huge Lawn. It is designed 
by two Industrial Designers as a part of their Mas-
ter thesis in Industrial Design, Aalborg University 
2014.

It is designed for internal use at huge Lawn, focus-
ing on incorporating a user and context oriented 
project approach. the method kit consists of two 
process suggestions, these will be elaborated in 
chapter one. All design team related activities in-
corporated in these processes are elaborated in 
chapter two. here references are made to the pro-
cess report, for examples. 

- Enjoy!

Jane and Kjersti
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PROJECt PROCESS APPROAChES

During the development of the Master thesis pro-
ject it was discovered that the design team and 
huge Lawn have different process approaches. 

the design team has worked with a design think-
ing approach, containing the core elements tech-
nology, Business and human.

the design team strive for a holistic approach 
when working with the design thinking model, with 
main competencies within the human element. 

huge Lawns key competencies are within technol-
ogy. Business is important in relation to themselves 
and their liquidity the human element primary con-
tain client requirements.

In the attempt to combine the two different ap-
proaches resulted in two new process sugges-
tions.
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PROJECt PROCESS

CONTACT

ANAlysis & 
speCifiCATiON

DevelOpmeNT 
& TesTiNg

ApprOvAl

serviCe

sAles
50%

Delivery
50%

esTimATiON

uNDersTAND

explOre

CreATe

TesT

refleCT

fig.	2	Design	team	process fig.	3	Huge	Lawn	process



7

DevelOpmeNT 
& TesTiNg

ApprOvAl

serviCe

sAles
50%

Delivery
50%

esTimATiON

CONTACT

1

ANAlysis & 
speCifiCATiON

2

2

1

TeChNiCAl
 DevelOpmeNT 

speCifiCATiON

ApprOvAl &
Delivery

Delivery

serviCe

20%

esTimATiON & 
sAles

50%

pre

CONTACT

30%

explOre & uNDersTAND

DemO TesTiNg
3

CONCEPt SUGGEStIONS

fig.	4	Specification	driven	process fig.	5	User	driven	process
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conTacT esTimaTionanalysis & 
specificaTion

sales

    Based on huge Lawns ex-
isting kick off document, we will 
design a kick off agenda, that 
can provide initial user insight.

    Doing a quick desktop re-
search on clients and the cli-
ents customers can be helpful 
to collect initial end user insight. 

     First client meeting.
•  Using the kick off agenda to 
    gain user insight.
•  Ask clients how they imagine 
    their own users journey or be-
    haviour based on their idea. 
•  Ask questions that relates to 
    the clients end users and con-
    text.

    From this point the process 
continues as in the existing pro-
cess.

3

1

1

2

3 4

2

4

50%

SPECIFICAtION DRIvEN PROCESS

this process focus on applying as few activities as possible, for 
adding end user values to huge Lawns existing process. 

KICK OFF AGENDA
- About client, competitors 
- Project idea, goal
- User	clarification
- Project realisation, 
content, setup, deadline, 
budget

DESKtOP RESEARCh
On context and users

DEtAILED EStIMAtION
Development of sheets
Flinto	flow	simulation
Graphic concepts
API development
System integration

INtERvIEw
User interviews (stakeholders)
Contextual interview
what if

SPECIFICAtION 
User needs
Client needs, Feature, 
Function.

ANALYSIS
API analysis
Service agreement draft

tRADItION MEEtING
Negotiation
Contract creating
Style	guide	specification
Client feedback

Fig.	6	Specification	driven	process	elaboration
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DESIGN
Graphical setup, photo shop 
screens
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tEStING
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DELIvERY
Back end training

CLIENt tEStING

SPECIFICAtION
App detailing adjustment 
App store release material 
definition

LAUNCh
App store  
Release date

hANDOvER
Client material handover
Additional voucher sales

voucher use update

Bug	fixing
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ACtION AND EFFORt

•    Implementing the kickoff agenda
      to clarify user perspective, target and
      behavior.
•    Quick desktop research on client context
      and customers.
•    Interviews at meetings focusing on 
      additional user perspective, target
      group, behavior and context understanding.
•				Definition	of	user	needs	and	values.

RESULt

•    Accomplishing the effort will add user needs
						and	values	as	a	part	of	the	specification.

DILEMMA

•     It is very project dependent how much this 
       low amount of efforts will provide value. 

HUMAN

BUsiNess

TecHNology

SPECIFICAtION DRIvEN PROCESS
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USER DRIvEN PROCESS
this concept focus on making the user an equal priority with client 
demands and technical solutions. the payment structure is changed 
and suggestions on constructing strategic arguments are incorporat-
ed. the illustration elaborates the overall composition.

SPECIFICAtION 
Client needs, Feature, 
function.

ANALYSIS
API analysis
Service agreement draft

OBSERvAtION
Context
Similar context
Shadowing

IDEAtION 
Brainstorm 
Empty head
Design scenarios
Envisioned experience
Extreams
Sketching

INtERvIEw
Stakeholder interview
Expert pitch review
Contextual interview
what if
Questionnaire

ANALYSIS
Comparative
Interview answers
Similarities 

KICK OFF AGENDA
- About client, competitors 
- Project idea, goal
-	User	clarification
- Project realisation, 
content, setup, deadline, 
budget

DESKtOP RESEARCh
On context and users

StRAtEGY
Argument construction

-Pro-active 
sales material
-Process 
Description 
doc

conTacT specificaTionpre explore & UndersTand

1

1
2

3

4

6

4

7a

2

5

7b

3

6

demo TesTing 2

3

1

tEStING
Internal testing
Client testing
Usability
Sensibility
Application

5

7a

8a

8b

9a

9b
7b

     Use pro-active sales sugges-
tion list.

     A quick desktop research 
on clients and client customers 
for collecting initial end user in-
sight.

    this phase consists of three 
main iterations, triggered by a 
client meeting.

     Make a process strategy and 
a meeting strategy based on 
information from activity 1+2. 
Build arguments for selling im-
portant user oriented activities.

    First iteration focuses on 
context	 and	 user	 clarification	
in connection to client idea and 
wishes. Features, functions, 
and design criteria sets the ba-
sic for developing three differ-
ent application concepts. the 
concepts is presented on client 
meeting number two.

     the kick off agenda can 
provide initial user and context 
insight.

around matching of expecta-
tions. Use kick off agenda to 
control output and clarify miss-
ing information.

	 	 	 The	 first	 meeting	 revolves	

Meeting 2: Specify application 
features, functions and design 
in connection to usage and not 
technical details.

Most important output is;
•   Matching of expectation
•  	Clarification	of	missing	information.
•   Permission to visit and talk to users in 
     the context.
•  	Idea	clarification.	Focus	is	put	on	usage	
    and not technical details.

Most important output;
•   One concept for further development.
     (the concept can be one of concepts 
     presented or a combination of elements 
    from the concepts into a new one)

Iterations:
1	-	Context	and	user	clarification
2 - Specifying usage and do technical 
     analysis
3	-	Testing	technical	features,	flow,	func-
      tions on users.

30%

Fig. 7 User driven process elaboration
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     this works more or less like 
the current process. But this 
process build on additional ar-
guments, in connection to their 
current after sales strategy.

DEtAILED EStIMAtION
Development of sheets
Flinto	flow	simulation
Graphic concepts
API development
System integration

tRADItION MEEtING
Negotiation
Contract creating
Styleguide	specification
Client feedback

PROGRAMMING 
System integration 
API development
Back end development

tEStING
Internal testing
Client testing
Usability
Sensibility
Application

Delivery
Back end training

SPECIFICAtION
Application adjustment 
App store release material

LAUNCh
App store  
Release date

hANDOvER
Client material handover
Additional voucher sales

voucher use 
update

Bug	fixing

serviceesTimaTion
sale

Technical 
developmenT 

approval
delivery 

8b

11

12

13
9a

9b

10

8a

10 11 12 13

	 	 	 	 	 Meeting	 3:	 Choosing	 flow	
and technical solution.

    the technical development 
revolves around producing 
what	is	defined	in	the	estimate.	
the need for testing is minimal, 
since this was executed earlier 
in the process. the back end 
is	filled	in	by	the	client	simulta-
neously.	The	client	test	the	final	
application before approval and 
delivery.

      this works more or less like 
current process.

ing on users, technical features, 
flow	 and	 functions.	 The	 client	
test the application as well. 
when all tests are conducted. 
Client meeting four is planned.

      Focus is put on program-
ming the demo application, and 
iterations revolves around test-

    Meeting four: here focus is 
out	 in	 final	 details	 within	 the	
application, which sets the ba-
sic	 for	 the	 final	 estimation	 and	
sales.

    the detailed estimation will 
be easier and faster to make, 
the risk for errors is lower. Most 
of the earlier technical devel-
opment can be reused. the 
graphical	material	 is	nearly	fin-
ished at this point.

     Now focus is put on speci-
fying the design  usage. Simul-
taneous analysis on technical 
magnitude is conducted to clar-
ify what is technical possible. 
this should provide three varia-
tions		focusing	on	different	flows	
and technical solutions to be 
presented on client meeting 3.

Most important output;
•			One	concept	specified	to	be	able	to	
     build a demo application.

50% 20%
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USER DRIvEN PROCESS
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ACtION AND EFFORt

•    Implementing the kick off agenda
      to clarify user perspective, target and
      behaviour. 
•    Quick desktop research on client 
      context and customers.
•    Interviews at meetings focusing on 
      additional user perspective, target group,
      behaviour and context understanding 
•				Definition	of	user	needs.

the following are additional for this process; 

•    Preparing strategic arguments from      
						first	client	meeting.
•    More strategy and planning incorporation
•    Strategy implementation in the company

the Explore and understand” phase requires an 
effort in relation to acquire competences these 
are the possibilities.

        •   Internal training of employees, in 
             method kit use.
        •   Outsource assignment to collabora-
             tion agreements within the network.
        •   hire an industrial designer.

HUMAN

BUsiNess

TecHNology

RESULt

DILEMMA

•     More expensive applications so there is a 
       risk for loosing clients.
•     A challenge in selling exploration 
       activities.

•    User driven development.
•    More co-creation with clients.
•    Security in payment structure
•				Satisfied	clients
•    transparent process
•   Ability to tailor process based on type of 
    clients.
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the intention behind this kick off agenda is that it should function as 
a	check	list	during	the	first	client	meeting.	The	elements	is	a	mix	of	
current focus areas as well as additional elements. the additional 
elements focus on clarifying initial user and context insight to the 
projects. the bullet points shall be seen as overall suggestions, 
since	they	would	have	to	be	tailored	and	specified	for	each	client.

AbOuT ClieNT

AbOuT The OrgANizATiON

prOjeCT iDeA

eND users AND CONTexT

prOjeCT reAlizATiON

DesigN

TeChNiCAl seTup

OThers

sTAkehOlDers

 » Contact person name and position 

 » Contact information

 » Name

 » About and aim

 » Project/service offers

 » Market and competitors

 » Budget

 » Content material - Does it already ex-
ist in digital form or must it be made   
from scratch?

 » thoughts in connection to visuals

 » Do you have some examples to refer 
to?

 » what do you like dislike/ like? 

 » Are they coming to you by need or 
interest?

 » In which context will they use your 
idea? (home, at work, in a store)

 » how will they use it? (As a part of a 
service, or product, by themselves or 
alone or with others)

 » thoughts in connection to usability 
and features

 » Function, Features and Flow

 » System integration

 » Etc.

 » Project	specific	circumstances

 » Briefly	project	idea	description

 » Project goal and success criteria

 » which internal parties will take part in 
the project development?

 » who will be affected internal when 
the project is realised?

 » Does the idea require external 
involvement, who?

 » who are your target group? (Age, 
Gender)

 » who are your typical end user?

 » At whom are you aiming your idea?

KICK OFF AGENDA
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the methods elaborated here can be used for inspiration in relation 
to pro-active sales. 

PRO-ACtIvE SALES SUGGEStIONS

kiCk Off AgeNDA

the kick off agenda element “End user and 
context” can serve as a guide to what to pay 
attention to in general.

ObservATiON 

these activities can contribute to a change 
in the unconsciously mindset. Being at work 
or not, ideas can turn up. Paying attention 
and	being	reflective	in	general	when	acting	
as end user in any situation during everyday 
life can add inputs to possible future pro-
jects.

DeskTOp reseArCh

when having ideas, a quick and dirty desk-
top research on possible clients and related 
solutions can be helpful in clarifying the idea 
reality.

iNTerview

If an idea have reality potential, a pitch can 
be helpful to specify before contacting a 
possible client. Overview material can sup-
port the pitch.

iNfO Overview

to support the pitch, preparing overview 
material can be a helpful tool for persuasion. 
Providing a potential client with visual ideas 
makes the ideas easier to understand. 

refereNCe librAry

In general constructing a reference library, 
showing examples of applications designed 
to different industries can function as ref-
erence material during meeting and when 
conducting pro-active sales.



CONTACT

pre

CONTACT 

explOre & uNDersTAND

DESKtOP RESEARCh
Desktop research is a great initial activity for 
clarifying the basic circumstances that re-
volves around a project idea. It is conducted 
by searching on the internet.

CLIENt UNDERStANDING

If the client have a web page information can 
quickly be gathered. Also Google and Linkedin 
can reveal additional client understanding. Data 
that is essential to look for is noted under output. 
For inspiration see examples

Initial client understanding can be achieved by en-
tering a desktop research on the client.

 » Existing service concept

 » Organisation structure

 » history

 » Mission/vision

p. 30 - Stakeholder map 
p. 43 - Sunsets identity

prOCess AND sTAge

hOw tO 

OUtPUt

OUtPUt ExAMPLES

20
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END USER UNDERStANDINGCONtExt UNDERStANDING
Understanding the context achieved by entering a 
desktop research.

Circumstances in connection to understand end 
users can be revealed by entering a desktop re-
search.

Use the internet to locate client competitors. Focus 
is to clarify circumstances in connection to the cli-
ents market position.

Use the internet and concentrate on social media, 
blogs Google etc. here comments  and valuable 
information is often found. 

 » Industry market

 » Industry size

 » Industry competition

[A0] Restaurant types and supermarket types p. 23 - Facebook comments

p. 69 - User commentsp. 69 - Museums facts

 » User comments

 » User segments

 » User experience

hOw tO hOw tO 

OUtPUt OUtPUt

OUtPUt ExAMPLES OUtPUt ExAMPLES



ShADOwING

prOCess AND sTAge

Experience	 the	 field	 (service,	 context)	by	putting	
yourself in the role of a user.

visit the project context and it try out circumstanc-
es as acting as the end user. See output examples 
for inspiration.

 » User	journey	clarification

 » Deep user understanding

OBSERvAtION
Observation is an important and effective tool. 
It revolves around getting as much information 
as	possible	 by	getting	 out	 in	 the	 field.	 It	 can	
be conducted differently, but the common key 
approach is to be open minded and as unob-
trusive as possible.

hOw tO 

OUtPUt

pre

CONTACT 

explOre & uNDersTAND

TeChNiCAl DevelOpmeNT

[A0] Context observations
p. 28 - Segment observation

p. 71-74 Context visit

OUtPUt ExAMPLES

22
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SIMILAR CONtExtSCONtExt
Field visit focusing on clarifying the context.

when visiting a project context, observation is a 
great	 way	 to	 spot	 findings.	 This	 activity	 can	 be	
conducted simultaneously with shadowing. See 
output examples for inspiration.

Find client competitors that provides similar servic-
es or products. visit them and observe what works 
and what does not, this often adds a perspective 
to projects. 

visit similar contexts for gaining observation per-
spective.

 » Context	clarification

 » Context Findings

 » Deep context understanding 

 » Context perspective

 » Context	findings

hOw tO hOw tO 

OUtPUt OUtPUt

[A0] Context observations
p.20 - test panel visit

[A0] Inspirational input - victors Madhus

p. 71-74 Context visitp. 71-74 Context visit

OUtPUt ExAMPLES OUtPUt ExAMPLES
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IDEAtION
Ideation	 is	 crucial	 to	 be	 able	 to	 find	 solution	
to	problems,	criteria	and	findings	 from	earlier	
activities. this activity is often used in differ-
ent phases in the process and have different 
focuses each time, depending on project and 
project requirements. Requirements means all 
relevant circumstances in connection to stake-
holders, business and technology.

BRAINStORM
Brainstorm is useful for initial ideation. Sometimes 
it is useful to conduct more brainstorms in the 
same iteration with different focuses.

Find	 pen	 and	 paper.	 Define	 a	 focus	 and	 note	
all ideas in relation to the focus. Repeat multiple 
times to have more focuses interplaying. After 
brainstorming grouping of related ideas can be a 
helpful sorting tool. Grouping focus is very project 
dependent and can differ from concrete circum-
stances to level of realisation.

 » Clarification	of	possibilities

hOw tO 

OUtPUt

prOCess AND sTAge

CONTACT 

explOre & uNDersTAND

TeChNiCAl DevelOpmeNT

ANAlysis AND speCifiCATiON

p. 68 - Context choice brainstorm

OUtPUt ExAMPLES
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DESIGN SCENARIOSEMPtY hEAD
An empty head ideation is useful to conduct con-
tinuously during project development. It can be ef-
fective to conduct before brainstorming, for clear-
ing heads. One of the advantages of this activity is 
the ability to stay focused and not get disturbed by 
continually appearing ideas.

Design scenarios is a useful way to clarify opportu-
nities within a project. It is a effective tool to move 
from overall ideas (from brainstorm and empty 
head) to more concrete examples.

Start imagine circumstances in relation to the idea. 
then try to put together some examples that clients 
can relate to. For inspiration see examples.

Every time spontaneous ideas occur, note them for 
later user. Implement a way to collect and storage 
these idea. this can be done differently, for exam-
ple by having a document or notebook for this spe-
cific	purpose.	 It	 is	 recommended	 to	use	a	notice	
board, this puts focus on the ideas and hereby the 
risk of forgetting the ideas is reduced.

 » A pile of ideas  » Stroyboards

 » Sketches

 » Illustrations

hOw tO hOw tO 

OUtPUt OUtPUt

p. 19 - Empty head [A0] Design scenarios

p. 71-74 Context visit - ideas

OUtPUt ExAMPLES OUtPUt ExAMPLES
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ENvISIONED ExPERIENCE
this type of ideation is useful for understanding 
how users will behave in a context. It can be con-
ducted both for clarifying existing experiences and 
new experiences.

Use imagination, experience and logical assump-
tions to make notes and envision experience. See 
examples for inspiration. 

 » textual description

 » Storyboards

 » Sketches

 » Illustrations

hOw tO 

OUtPUt

[A0] Envisioned experience

OUtPUt ExAMPLES



27

ExtREMES SKEtChING 
Sketching ideas often reveals new ideas. It is a 
tool,	that	entail	ideas	going	from	overall	to	specific	
solution proposals.

this type of ideation increases the possibility  for 
thinking out of the box. Making ideas focused on 
extremes in connection to external areas of the 
project elements can provide crazy ideas which 
possible can lead to innovation.

Choose ideas from earlier activities. Use them as 
base for making sketches. Sketches can either be 
made by hand or on a computer. During sketching 
new	specific	ideas	often	comes	to	life,	this	is	turn-
ing the original ideas into direct solutions.

Choose different elements and use imagination to 
think out of the box. No ideas are stupid and it is 
crucial that all come to life. they can be build upon 
during the session and give inspiration to related 
ideas. this ideation type requires team effort to 
provide valuable output.

 » Storyboards

 » Sketches

 » Illustrations

 » wire frames

 » Crazy ideas

 » Solution Innovation potential

 » Solution inspiration

 » New point of views.

hOw tO hOw tO 

OUtPUt OUtPUt

p 32-34 - Extreme case p. 19 - Empty head
p. 41 - wire frame sketching

OUtPUt ExAMPLES OUtPUt ExAMPLES

p. 80 - Ideation and wire frame sketching

p. 89 - Ideation workshop
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StAKEhOLDER INtERvIEw
Important user insight can be collected by con-
ducting stakeholder interviews. this can either 
support, reject or add to observations.

Prepare relevant question in connection to the pro-
ject, compile them under headlines or subjects.
when conduction the interview, be as open mind-
ed	as	possible.	Try	not	to	influence	the	answer	in	
advance. Listen and build new questions in con-
nection to answers. Get deeper insight by using 
why, how, and “what do you think about it”?

 » Deep user insight 

 » Clarification	of	problems,	challenges,		needs,	
wishes, dreams, decries, 

 » Unobservable circumstances

INtERvIEw
Conducting interviews is great tool to under-
stand project circumstances and it can entail 
different point of views to the project from dif-
ferent stakeholders. 

hOw tO 

OUtPUt

CONTACT

ANAlysis & speCifiCATiON 

ApprOvAl

pre

CONTACT

explOre & uNDersTAND

speCifiCATiON 

TeChNiCAl DevelOpmeNT

ApprOvAl & Delivery

serviCe

prOCess AND sTAge

[A0] Employee interview

OUtPUt ExAMPLES

p.74 - Employee interview

p. 86 Dream scenario
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CONtExtUAL INtERvIEwSExPERt PItCh REvIEw
Pitching ideas or elements of ideas to experts is 
valuable for collecting insight to details.

In this type of interview is as the title refers to con-
ducted in the context. It is works well when the 
interviewee feels comfortable in his/her natural en-
vironment. the interview can often be supported 
by additional information since the interviewee are 
able to show elements in connection to the ques-
tioned.

Define	the	key	elements	within	the	idea,	only	focus	
on elements in connection to what will be reviewed 
in	connection	 to	 the	specific	expert.	When	doing	
the pitch make it as short, clear and precise as 
possible. 

the same applies here as written under stakehold-
er interview. the differences lays in the interview 
conduction context.

 » Context	specific	user	insight

 » Understanding	clarification

 » Detailed expert review

 » Concrete statements 

hOw tO hOw tO 

OUtPUt OUtPUt

[A0] Contact establishment

OUtPUt ExAMPLES OUtPUt ExAMPLES

p.74 - Employee interview

p.74 - Employee interview (what if)

p.93 Expert review
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whAt IF...
the what if technique can be used for getting feed-
back from non experts. It revolves around asking 
hypothetical questions.

Use imagination and formulate hypothetical ques-
tions in advance. the interviewee have to use their 
imagination to answer the questions. Based on an-
swers, formulate additional questions in action for 
diving deeper into the response.

 » Overall idea feedback 

 » Hypothetical	clarification	of	problematic,	chal-
lenges, needs, wishes, dreams, decries, 

 » hypothetical feedback on unobservable cir-
cumstances

hOw tO 

OUtPUt

OUtPUt ExAMPLES

p.74 - Employee interview (what if)
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QUEStIONNAIRE
this is not the most preferable way to gain insight. 
But if interviews cannot be established, this activity 
can be used.

It is important when constructing the questions that 
the same focus applies as written under “stake-
holder interview”. It is more attractive to get quali-
tative answers from few users in stead of quantita-
tive answers from lots of users because the insigth 
goal revolves around soft human values.

 »  Overall idea feedback 

 » Hypothetical	clarification	of	problematic,	
challenges, needs, wishes, dreams, decries, 

 » hypothetical feedback on unobservable 
circumstances

hOw tO 

OUtPUt

[A0] test panel 

OUtPUt ExAMPLES
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COMPARAtIvE
this type of analysis revolves around comparison. 
Data is gathered to a level that makes it possible to 
conduct a comparative analysis. 

Gather data by dividing it into some overall focus 
areas or headlines. then add bullet points or vis-
uals to the headlines for overview and afterwards 
start comparing.

 » Overview 

 » Ability	to	enter	qualified	elimination.

ANALYSIS
Analysis revolves around gathering data, get 
an overview and specifying circumstances that 
will play a role in the project, such as; focus, 
criteria, needs etc. Analysis can also be used 
as a research tool for exploring inspiration.

CONTACT

ANAlysis & speCifiCATiON 

pre

CONTACT

explOre & uNDersTAND

speCifiCATiON 

TeChNiCAl DevelOpmeNT

ApprOvAl & Delivery

prOCess AND sTAge

hOw tO 

OUtPUt

p. 15 Choosing case 2

OUtPUt ExAMPLES

p. 71-74 Context visit

p. 65 - Project approach differences
p. 82 - Design team process composition.
p. 88 - Comparative process analysis
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SIMILARItIESINtERvIEw ANSwERS

It is conducted by gathering data in related circum-
stances.	These	can	then	be	structured,		specified	
and transformed into focus areas for the project 
development. this activity is very project depend-
ent and its recommended to view examples for in-
spiration on “how to”.

No matter which type of interview is conducted, an-
swers	are	entering	analysis	for	clarifying	findings.

this type of analysis is closely related to explorato-
ry research. It revolves around gathering data that 
have a relation to the project idea. 

First exploration is conducted for example by do-
ing	 a	 quick	 desktop	 research,	 then	 findings	 are	
analysed and transformed into inspirational guide-
lines. this activity is very project dependent and 
its recommended to view examples for inspiration 
on “how to”.

 » Idea perspective

 » Inspirational guidelines

 » Deep user insight 

 » Clarification	of	problematic,	challenges,	
needs, wishes, dreams, decries, 

 » Unobservable circumstances

hOw tO hOw tO 

OUtPUt OUtPUt

p. 24-25 Emotion and expectation map p. 60-61 - Market screening
p. 39-40 - App analysis

OUtPUt ExAMPLES OUtPUt ExAMPLES

p. 73 User experience and emotions

p.93 Expert review



USABILItY
this type of test revolves around testing on users. 
Preferable the end user, but external persons can 
act as test persons if the end user is not available. 
Both existing circumstances and new developed 
products/solutions can be essential to test.

First	 specify	what	 you	want	 to	 test,	 then	 find	 out	
who should be the test person, set a date meet 
the person and observe during the test. It is impor-
tant not to interrupt. Only answer if the test person 
ask clarifying  questions. If possible testing in the 
aimed context is preferable.

 » Clarification	of	unexpected	circumstance

 » Solution validation

 » Clarification	of	mistakes,	errors	ect.

 » Clarification	of	expectations	and	experience

OUtPUt

hOw tO 

tEStING
testing activities are ideal to conduct through-
out the project. By conducting tests, different 
unexpected circumstances can be detect-
ed	 and	 rectified	 before	 a	 project	 solution	 is	
launched. testing does not have to be compre-
hensive. Conducting “quick and dirty tests” as 
early in the process as possible often reveals 
errors, mistakes, that would not else have been 
detected. testing is also useful as an idea vali-
dation tool. It is recommend to combine testing 
activities with observation activities. when con-
duction tests early in the process it is important 
to	define	a	focus,	testing	elements	of	a	solution	
as a starting point can contribute to fewer er-
rors when testing the complete solution.

ANAlysis & speCifiCATiON 

DevelOpmeNT  & TesTiNg

pre

CONTACT

explOre & uNDersTAND

TeChNiCAl DevelOpmeNT

ApprOvAl & Delivery

prOCess AND sTAge

p. 41 - wire frame sketching
p.20 - test panel visit
p. 45 - App testing

OUtPUt ExAMPLES
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APPLICAtIONSENSIBILItY

Specify situations you want to test. Gather realistic 
material before setting up the test. A simulation of 
reality can provide insight as well if real material is 
not available. Contact a test persons, preferable 
the end user or a representative for an end user. It 
is important to conduct the test in the aimed con-
text. If physical changes need to be done before 
the testing, make sure that it is done before the 
test person arrives. the test person should be as 
unaffected as possible both before, during and af-
ter the test. It is recommend to observe the test 
person during the test focusing on how the test 
person behave and to interview the test person 
afterwards.

the same circumstances as described under “us-
ability” applies here. 

testing sensibility is important if a project revolves 
around aggressive marketing or implementing of 
ibeacons. If end users feels violated, there is a risk 
for bad reputation and for users deleting the appli-
cation. therefore sensibility testing is crucial.

Application testing is also preferable to conduct as 
early	as	possible.	Features,	flows	and	design	can	
be divided and tested individually in early stages, 
before testing the complete application or a demo 
application.

 » Understanding of sensibility in connection to 
different	users	in	a	specific	context.

 » Clarification	of	user	value	criteria

 » Clarification	of	unexpected	circumstance.

 » Solution validation

 » 	Clarification	of	mistakes,	errors	ect.

 » Clarification	of	expectation	and	experience	

OUtPUt OUtPUt

hOw tO hOw tO 

p. 41 - wire frame sketching
p. 45 - App testing

OUtPUt ExAMPLES OUtPUt ExAMPLES

p.77-78 sensibility testing



PLANNING

 » Planning sessions 1  p.76

 » Planning sessions 2  p.70

 » Planning sessions 3  p.75

ELIMINAtION 

 » Elimination p.11-12

 » Comparative analysis p.13-15 + p.88

 » Costs p. 56

 » Case 3 conditions p.67

 » Design brief p. 31

ItERAtION 
Beyond conducting the different activities there 
are a few other activities that surrounds them. 
these revolves around planning, elimination, 
specification	 and	 information	 overview.	 They	
play a big role in an iterative processes and 
are conducted along with the different activi-
ties.	They	are	not	easily	specified	because	they	
are very project dependent, and plays a role 
in every phase of both processes. this page 
refers to examples for inspiration where they 
have been conducted.

36
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SPECIFICAtION 

 » User segments p. 28

 » Business criteria p. 29

 » test panel results p. 22-25

 » Emotional keywords p. 25

 » touch point criteria p. 26

 » Design brief p. 30-31 + 79

 » Behaviour model p. v37

 » App analysis p. 39-40

 » App testing p. 45

 » Roll out plan p. 54-55

 » Benefits	for	Sunset	p.	58

 » Project approaches p. 65

 » Case 3 Conditions p.67

 » Context visit p.71-74

INFORMAtION OvERvIEw

 » Touch	point	flow	p.13-14

 » Service touch points p.16

 » touch points and interaction p. 17

 » Project solution overview p.18

 » Emotion and expectation map p. 24

 » Stakeholder map p. 30

 » New touch points p. 38

 » Sunsets identity p.43

 » Styling p.44

 » Final concept p.47

 » Flows p.48

 » Signal	flow	p.51

 » Signal touch area p.53

 » Scalability p.59

 » Process overview p.64, 81, 83, 85, 90-92

 » Looking back illustration p.63

 » Research question p.66

 » Brainstorm case 3 p.68

 » Push test content and result p.76-78

 » Process composition p.82, 88

 » Expert review illustration p. 93
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REFERENCES OvERvIEw

fig.	1	Combining	processes	p.5
fig.	2	Design	team	process	p.6
fig.	3	Huge	Lawn	process	p.6
fig.	4	Specification	driven	process	p.7,10
fig.	5	User	driven	process	p.7,14

Fig.	6	Specification	driven	process	elaboration	p.	8-9
Fig. 7 User driven process elaboration p.12-13

FIGURES

DESKtOP RESEARCh

OBSERvAtION

p. 30 - Stakeholder map 
p. 43 - Sunsets identity
[A0]  - Restaurant types and supermarket types
p. 23 - Facebook comments

[A0]  - Context observations
[A0] - Inspirational input - victors Madhus
p. 28 - Segment observation
p.20 - test panel visit

p. 69 - Museums facts
p. 69 - User comments

p. 71-74 Context visit
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IDEAtION ANALYSIS

IDEAtION tEStING

[A0] Design scenarios
[A0] Envisioned experience
p. 19 - Empty head
p 32-34 - Extreme case
p. 41 - wire frame sketching

p. 15 Choosing case 2
p. 24-25 Emotion and expectation map
p. 60-61 - Market screening
p. 39-40 - App analysis

p. 41 - wire frame sketching
p.20 - test panel visit
p. 45 - App testing
p. 41 - wire frame sketching
p. 45 - App testing

[A0] Employee interview
[A0] Contact establishment
[A0] test panel

p. 68 - Context choice brainstorm
p. 71-74 Context visit - ideas
p. 80 - Ideation and wire frame sketching

p. 71-74 Context visit
p. 73 User experience and emotions

p.77-78 sensibility testing

p.74 - Employee interview
p.74 - Employee interview (what if)

p. 89 - Ideation workshop
p. 65 - Project approach differences
p. 82 - Design team process composition.
p. 88 - Comparative process analysis
p.93  - Expert review

p. 86 Dream scenario
p.93 Expert review
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