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The Stanford D.School has developed a
method called What? | How? | Why? that you
can use during an observation session

Write down what Write down how Write down why

i i they are doing it this way.
' t tl
you observe the customer is doing | M e
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* People: Who are involved? (e.g. commuters, street vendors, office workers,
children, motorists, delivery men, etc.) What roles do they play? How are
the people engaging with each other? How are they related? What is the
relationship? What is the social context?

e Objects: What artifacts are important? (e.g. bus stops, signage, traffic lights,
benches, etc.) What roles do they play? How are people engaging with the
objects, and with their surrounding? What is interaction? How does the object
influence people’s behavior?

* Environment: Where is the action taking place? (e.g. public bus, road side,
government office, garden, etc.) What is happening? What are the people
doing? How do the people behave in this environment? How does the
environment influence people’s behavior? What is the mood? Ambience?

M * Messages & Media: What are the messages and communication media used?
(e.g. signage, online materials, posters, apps, etc.) What roles do they play?

* Services: What are the services and support systems provided? (e.g. registration,
library services, hands-on guide, online booking, etc.)
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Field Observation Preparation

Before embarking on your field observation, ensure the team has a well thought out plan as outlined

below:

1. Who & Where to Observe? (Think about the
profile of your target group(s)

- A
hd GALRA

ana A

2. What are different roles of your team
members? (Interviewer, Observer, Note Takers)

T %

3. What to Observe and learn? (Think about the
issues, concerns your target group may have)

FL e

4. Inventory check before setting off (Observation
list, report, template, camera, pen etc.)
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Interview for Empathy
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Touch- Touch-
S Point #1 Point #2
Beginning

®
O O O
Description — E_
See?
Say & Do? .
Hear? 4
Think & Feel?

Gain & Pain?




Anatomy of an interview

Intro
Yourself

Explore
Emotions

Follow-up
& Question
Statements

Evoke
Stories

Thank &
Wrap-up

Build
Rapport

Intro
Project

time
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SUMMARY PROFILE OF INTERVIEWEE:

Sonam Yangden (Future Student )

p— T—

. | Gender Female

. | | Age Range: 20.-23 years

Profession: Unemployed'Fresh gracume
Educaton Background: Bach=ior maAsrts
Mapor ) Irfernathonal ReGabhons and Mmnor n
Megia CommuniCations

Family: unmarmed. Ives witinh parents

UNDERSTANDING THE INTERVIEWEE:
Sonam Yangden (Future Student)
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Sample Post-interview De-brief Presentation




