
Part A – Describe Representative Tasks 
 

I. Description of the device 
 

I chose Google Maps as the objective device to perform the contextual inquiry. 

Google Maps is a web map service application, it provides street maps and 

transportation information, as well as locator for urban businesses all around the 

world.  

 

I will use the mobile phone app interface of this device, especially for its searching, 

exploring, finding on the way, and customizing functions of the map under the 

context of users using it on their smart phone. 

II. Scripts 
 

Introduction:  

Hi. Welcome and thank you for taking this contextual inquiry with me. The purpose 

of this inquiry is to learn your experience of using the Google Maps application on a 

smart phone. You might found it a little bit complex to use, but it is totally fine to let 

me know what you are thinking about it. It is encouraged to perform the tasks and 

complete them yourself, but if you cannot completely finish, I would also like to 

know your thoughts and feelings while you are exploring it, and after that I will 

assist to provide some help for you to step further in our tasks. 

Before we started, let me give you a background on Google Maps. Google Maps is a 

web-based application that will enable people to utilize its street map and navigate 

the locations around them, as well as exploring local business and customizing the 

maps. You are encouraged to act as natural as you can. Please know you may stop at 

any time and you may answer some questions from me, in order to help me better 

understand the context of using this device.  

Do you have any questions before we begin? 

Preliminary questions:  

*****Before Test Questions********* 

1. Is there a tool that you are using now just like Google Maps? What is it and why 

do you use that tool? 

2. How frequent you would like to use the similar kind of electronic maps tool? 

3. When would you find yourself using any navigational device? 

4. Who makes the decisions related to navigation? 



5. Would anything influence in the decision making? 

6. How would you know how to use the electronic navigational tool? What kind of 

information would you use for help? 

7. Are there any other devices you use for navigation? 

8. Does anything particular influence you while picking up on a navigational device? 

9. How do you find your way to an unfamiliar location (eg. You have travelled to a 

new city) 

*****In Test Questions********  

10. Why do you find/push/perform that action? 

11. What are you looking for? 

12. How will you trying to solve this problem? 

13. What takes you so long? 

14. What are you considering to make this decision? 

15. When is the last time you tried to use this function? 

16. Under what situation will you try to think about this problem? 

17. How do you foresee this situation? 

18. How do you usually do if you want to avoid issues? 

19. Why is it hard/easy/fair to meet with your goals? 

 

Specific instructions:  

Task 1: 

You have just loaded this application on your phone to help you navigate the street, 

and you want to play around with it to see your current location, as well as getting 

familiar with things around you. What would you do to take a first glance and get 

names of stores around you?  

Task 2: 

Suppose you are in a new neighborhood which you are not familiar with, and you 

want to find out a nearest Giant Eagle. What would you do with this device at hand 

to find out its location?  

Task 3: 

After finding the location, you might want to browse the information about this 

place a little bit. For instance, the business hours and other’s reviews about the 

place. What would you do to get the info? 

Task 4: 

For the place you want to go, what you would do to get the direction? Also you 

might hope to choose a transportation method that fits most for you to go there. 



This device should end up with a direction clearly marked on the map and ready to 

present one route that you feel satisfied for you to refer to. 

Task 5: 

Now you want to start from where you have already arrived, and then go to another 

place that you might want to take a walk to. What would you do to make a direction 

from one specific place to another place? This device should bring you a map 

marked with walking options that you feel satisfied with and choose from. 

Task 6: 

If you want to mark a place by dropping a star on the map, what would you do? You 

can see the result is like this part of the map as what I leave there, a star. 

Part B – Contextual Inquiry 
 

I. Description of the user 
 

Rosemary is a self-employed editor who is at her age of 74 years’ old. Her husband 

died two years ago and now she is living alone, but she has a close friend who will 

always come to be with her. She is interested in meeting new people. Her interests 

include the World Federalist Association, art, theater, languages, culture, and 

traveling. As a family host affiliate with an international organization, she has held 

international students in her house since 1980’s. She has a cat and loves taking care 

and playing with it. Also, she has a car so that she can drive to elsewhere easily to 

participate community activities, meet with friends and families.  

 

II. Transcript of the session 
 

Participant:  

Iris (as “me”), Rosemary (as “R”) 

me: (read preliminary questions 1&2) 1 

 2 

R: I use it when I am going to someplace new. Maybe 2 or 3 times a month.  3 

 4 

me: (read task 1) 5 

 6 



R: It shows where I live, with the blue dot to the center. It gives on this interface not only the 7 

streets, but also a few places of interest. I feel I want to reduce the screen view, and see more 8 

(then the user zoom the screen with her fingers on a variety of directions), I can see a lot more 9 

streets and landmarks. I will make it bigger to see the street names and just view the houses.  10 

[00:04:06] 11 

 12 

me: did you get what you want?  13 

 14 

R: yes. 15 

(the user was trying to zoom on the screen and moves the fingers a couple times consequently 16 

in different directions) 17 

 18 

me: what are you trying to find when you move back and forth there? 19 

 20 

R: I was zooming it in a direction that works on my phone, which is from the top. But this one 21 

(the iPhone) seems to be zoomed from another direction (horizontally). When I tried to zoom 22 

from up and down, it just easily get covered. what should I do? Just remove it? 23 

 24 

me: Oh you mean the iPhone modal screens from the iPhone settings. That is not relevant to the 25 

Google Maps application. 26 

 27 

R: OK. It seems I didn't recognize that at first. 28 

 29 

me: It's fine. (read task 2) 30 

 31 

R: Well it says "search" on the top, so I will push that, and type in Giant eagle as where I want to 32 

go.  33 

[00:05:45] 34 

 35 

R: (typed in "giant eagle", and then browsed and scrolled the list generated once she typed in 36 

words) OK "Giant Eagle Squirrel hill, giant eagle pharmacy, giant eagle" well that's not what I 37 

want, because obviously I am in Shadyside and they are not near me. 38 

[00:06:30] 39 

 40 

me: how do you find out if something from the list is not what you want? 41 

 42 

R: I will see by where they are indicated from the list. I would want go back again and look up at 43 

the top where it might say "Giant Eagle squirrel hill" while I want it to be "Giant Eagle shadyside". 44 

But if I read it, I will push it. 45 

 46 

me: pushing one of the list results? 47 

 48 



R: Yes. If I want to change back to the list, I will need to come back (the user move the scroller to 49 

the top, see the "close button", and clicked it. Then she typed in "Gian" again, awaiting for the 50 

list result, and see carefully the list results there. Read out the text) "Giant eagle pharmacy.. 51 

Giant eagle in floral.." Oh there it goes, the "Giant eagle Shadyside", this might be what I want. 52 

But I know it will take you to what you say but not exactly what you want. 53 

 54 

me: How do you foresee this happen? 55 

 56 

R: I believe people keep using this all the time will have a sense of figuring out what's there and 57 

what's not, in order to choose from results what they want. That might be longer for me to 58 

figure that out. 59 

 60 

R: Also I do understand you can use multiple fingers to fulfill the task. I just don't use it a lot. 61 

[00:09:30] 62 

 63 

me: (read task 3) 64 

 65 

R: Hit the red mark and I will see the business hours and phone number. There is also a street 66 

view as I recognize. 67 

 68 

me: anything else you think is important? 69 

 70 

R: yeah I am interested in how many minutes that will take me there. And it's there! 71 

 72 

R: But if I am in a totally unfamiliar area, the most important thing I would like to know is the 73 

directions. How do I go there from where I am. I just didn't see that! 74 

 75 

me: OK, that actually just come to our next task. (read task 4). 76 

[00:11:50] 77 

 78 

(the user stared at the previous screen she was staying on for about 5s, and then close it by 79 

clicking on somewhere else on the map other than the dialog box. Then she clicked on the red 80 

spot again) 81 

 82 

me: Why do you want to press that spot again? 83 

 84 

R: Well, I thought I might have missed something there. I am trying to see how to get there, so I 85 

think pushing the place at where it is marked might help.  86 

[00:12:30] 87 

 88 

(the user clicked out of the store information dialog box to dismiss it again. She first clicked on 89 

the navigation button to the bottom right, when she noticed the street map just get smaller, she 90 



then begin to click randomly on the screen here and there. She has also tried to click a menu 91 

button to the bottom left, which opens a drawer, she looked at it for a while and swipe back to 92 

dismiss the drawer.) 93 

[00:13:48] 94 

 95 

R: OK. I would say if this is Google Maps then it should show me something on the map and I can 96 

identify the direction from there. Maybe making the map to be smaller and see where I am and 97 

where I want to go all in the same screen would help? I don't know. (She then make the map 98 

smaller by zooming it out) So I am starting it out here (the blue point marking where she is), and 99 

I want to go here (the red spot), (then the user switched between portrait and landscape views, 100 

rotated the phone screen, tried to put a little further the phone, and slightly shake it while 101 

keeping her eyes on the screen), so I could maybe see the route between these two places by 102 

putting these two spots relatively closer on my screen to figure out a direction. 103 

 104 

R: So I can see the route might be from Kentucky Avenue and then turn left at South Negley 105 

Street. But I cannot see whether it is a one way street, so it could work out or not.  106 

[00:15:32] 107 

 108 

R: I see there are some stars on the road, but I don't know what are they. (push the stars) Oh it 109 

seems like someone marked the street address there.  110 

[00:16:23] 111 

 112 

R: I don't see a marked direction shows up anyway.  113 

[00:17:01] 114 

 115 

me: OK. Let me give a bit of hints to help you. (the moderator took the user to a screen that 116 

shows choices of routes from the starting point to the ending point, which is still an 117 

intermediate step to fulfill the entire task 4) As you can see, a screen will show like this, now you 118 

can try to continue to find the direction. 119 

 120 

R: Oh goodness! So this shows up about taking buses. (Clicked on the "walking" button on the 121 

top right) That's walk. Em.. for me I would click on car (clicked on the car button at the top), so 122 

here comes the choices. 123 

[00:17:40] 124 

  125 

(the user stared at the screen for 2s, and then stared at the screen about the route marked on 126 

the first choice) 127 

 128 

me: what do you find interesting about? 129 

 130 

R: This is not the way that I would usually go. But it gives alternatives, if I am a new comer to this 131 

area. (Scrolled to see the other choices) Well, “heavy traffic”, that is good to know. 132 



 133 

Me: when and how do you find the thumbnail shown in the first choice be helpful? 134 

 135 

R: Presumably it will be enlarged to view details once I have some sense of what it is pointing 136 

me to.  137 

 138 

(the user clicked on the thumbnail, and come to a screen that marked with different lines. She 139 

then directly pressed the navigation button on the bottom right) 140 

[00:18:35] 141 

 142 

Me: how did you figure out so fast to press that button? 143 

 144 

R: (the GPS navigator started an artificial voice to speak) I don’t know that she will talk to us, but, 145 

yeah, regularly that’s when a GPS will be opened. Since I drive a car, I am very familiar with how 146 

GPS work.  147 

[00:18:58] 148 

 149 

Me: Could you please go back to the previous screen showing you with the routes? 150 

 151 

R: Yes. (the user quickly pressed the close button to the bottom left) I want to move from this 152 

route to choose another route… Oh there we go by simply clicking on the other route. I will be 153 

touching each one and see how much time it takes. This one takes 4 minutes and the other one 154 

also takes 4 minutes, and this one 7 minutes. Well, but I won’t take the first one because it’s a 155 

lot more traffic.  156 

 157 

R: I would say I originally expect it to be in a sorted sequence with whatever brings me to there 158 

earlier, but they don’t necessarily know as it is in normal traffic or heavier traffic. That is what I 159 

might be confused. 160 

 161 

Me: (read task 5) 162 

[00:21:38] 163 

 164 

R: So I need to start from the giant eagle pharmacy. (The user find on the input box to type in 165 

giant eagle, but when comes to inputting another place, she just tried several times opening the 166 

typing box and cancel the typing box without anything changed from the destination). If I need 167 

to go some other place, I need to type in that place, and however, I don’t seem to be able to do 168 

it, because every time I start typing in, it just stays on that same line. I tried several times, but 169 

every time it just stays there. So, I don’t know, because everything seems to be from your 170 

history.  171 

 172 

(the user clicked on the close button near the cancel button, and the interface shows up a 173 

“choose destination option”) 174 



R: Ok, let’s try choosing a destination. Let’s see what happens. (she typed in the new address 175 

and clicked the walking button) so walking is gonna take 13min. 176 

[00:25:58] 177 

 178 

(the user comes to a screen with several routes marked ) 179 

Me: Do you feel it’s ready to complete this task or you want to do something further from this 180 

screen to guide you? 181 

 182 

(the user clicked different options and see about how the information dialogue box changed, 183 

which described in text how the route with go through from starting point to the destination, 184 

and then she hit the preview button) 185 

Me: when do you usually want to do a preview after the walking options are already marked on 186 

the map? 187 

 188 

R: Well, just to see it, just for fun, because they (the Google Maps) gave me the option. But yeah, 189 

I will gain more sense by looking it closely, and I can see the street names clearly.  190 

 191 

Me: (read task 6) 192 

[00:28:40] 193 

 194 

(the user pressed on a place the map and holds it for several sec, then clicked on the 195 

information dialog box to expand it, clicked on the “save” button with a star on it) 196 

[00:28:53] 197 

 198 

Me: How do you find this star marking function useful? 199 

 200 

R: Instead of typing in and look for it, I could just find it on the map view, and hit it, and have it 201 

come up. This is mostly the case. I will use this to find an old place instead of a new place. But 202 

the chances are, I would know how to get there once I have been there, and I don’t want to 203 

keep so many stars on the map. But for the first time to prepare the route, it can be pretty 204 

useful. 205 

[00:32:50] 206 

 207 

Me: do you have any final thoughts or comments about this device? 208 

 209 

R: Oh I think it’s very useful. But it is not as intuitive as what I would expect it to. I expect there 210 

would not be such small stuff to figure out between tasks and tasks, like the icons, which can be 211 

certainly more obvious. 212 

 



Part C – Models and lists 213 

 214 

I. Models  215 

 216 

Please see the pdf attachments 

II. List of Dos and Don’ts 217 

 

Dos:  

1. Retain zoom in and zoom out function for exploring the map itself (line 7-11). 

2. Give a thumbnail of preview about the best option of driving direction(line 121-132) 

3. Always show GPS option on the car driving routes with traffic information indicated (line 

145-147) 

4. Always show preview for the walking options (line 189-190) 

5. Remain different routes options on a single map (line 152-156) 

Don’ts: 

1. Zooming area is not clear without any direction indication (line 21-23) 

2. Exploring function is not clearly mapped with the drawer, which will be opened on the 

left side of the screen to help users see road information in various capabilities. (line 89-

106) 

3. Once a place is searched out, it is not obvious to see the direction to it (line 76-81, line 

85-93, line 113) 

4. When starting a new search from the existing place the user is looking at, the historical 

data remained in the typing area, which can be a very huge distraction for the user to 

quickly identify a place to input new destination. (line 165-171) 

5. There is no indication to know if the traffic information has been taken into account the 

transportation time calculation shown in minutes. (line 158-160) 

6. Direction button is not as obvious as expected, thus making it too small to recognize 

(line 49-59, line 211-213) 

 

 


