
CONTEXTUAL INQUIRY OUTLINE

 



Contextual Inquiry Outline - August 26, 2017

1

•

•
•

•

•

•

•

•

•

Contextual Inquiry

- **Focus** - Plan for the inquiry, based on a clear understanding 

of your purpose

- **Context** - Go to the customer's workplace and watch them do 

their own work

- **Partnership** - Talk to customers about their work and engage 

them in uncovering unarticulated aspects of work

- **Interpretation** - Develop a shared understanding with the 

customer about the aspects of work that matter

to prepare for CI
identified certain kinds of user segments and be ready to understand their
workflow
understand before and after of importing/exporting data

idea generation/presentation
get a much better sense of workarounds - esp. analog ones

methods
Environment and facilities. Is it busy? What sort of computers do users have?
What level of Internet access? Do they use headsets or standard telephones?
Do they have printers, fax machines and photocopiers? Do they have to share
these? Do they have to walk to these machines? It’s often helpful to sketch a
rough map of the work area, so that you don’t have to try to remember these
details.
Interruptions. Can people concentrate on their work, or are the frequently
interrupted by other applications, people or events? What is the impact of these
interruptions on their workflow? Do current systems support these
interruptions?
Applications. What applications, systems and Websites are currently being
used? Exactly which screens and fields are used, and in what sequence? Get
screen dumps if possible.
Issues. What problems do users currently have? You should be interested not
only in application or system issues, but also workplace issues — particularly if
it is possible to address them in your design.
Artifacts. Do users have ‘cheat sheets’ and notes on their computers? Do they
have tables or charts or phone lists that they rely on? It may be possible to
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include some of this information within your application. Get copies of any
artifacts, if possible.
Double-handling. For example, are they entering account numbers in two
different systems?
Workarounds. Are users compensating for poor product design or poor work
design by applying workarounds? Will these have an impact on your design or
can you accommodate or eliminate them?
Triggers. What is the event that triggers users to take a particular course of
action or begin a particular task? Triggers are often events like phone calls,
arrival of emails for faxes, or work queues.
Hand-over points. When do people receive or hand over tasks?
Variations. Remember to ask users about whether the work you see is typical
and, if not, why not. Ask about what it’s like when things get particularly busy (or
particularly quiet).

further resources
https://www.sitepoint.com/contextual-enquiry-primer/
https://en.wikipedia.org/wiki/Contextual_inquiry
http://www.uxmatters.com/mt/archives/2012/06/why-are-contextual-inquiries-so-
difficult.php


