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The Opportunity Detection Kit

The Opportunity Detection Kit (ODK) is a toolkit that supports the designer to conduct step 3 of the
Capability Driven Design (CDD) approach: obtaining deep insight by means of semi-structured
individual interviews (see figure below). The kit consists of techniques and tools which guide the
design team when conducting semi-structured interviews and aid the design team to obtain rigorous
and comprehensive insight in an efficient way. When using ODK, the content of the CDD approach
should be kept in mind: the thinking framework should be understood, and the prerequisites and
guidelines followed. The themes & questions are part of the ODK itself: for each theme a question
card is developed which holds a pictogram on one side and the theme with questions on the other.

Content Procedure
Thinking framework 1 Preparation
Prerequisites

2 Informal insight
Immersion, informal talks, semi-structured observation

Guidelines
@ Shadowing @ Homestay
Themes & Questions

€ Learning by doing € Self-reporting

3 Deep insight
Semi-structured individual interviews
Content
Thinking framework
Prerequisites Opportunity
Guidelines Detection Kit
Themes & Questions

Procedure

» Steps « Techniques
« Interview guidelines « Tools

@ Semi-structured group © Participatory
interviews workshops

4 Verifying and using insight
Focus group sessions

€ Structured group / € Structured observation
individual interviews

The Opportunity Detection kit as part of the Capability Driven Design approach
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What is ODK? What benefits does it offer?

The ODK is a toolkit that comprises one of the essential methods within the CDD approach, semi-
structured interviews, using the backbone of CDD and proposing several techniques and tools. The
techniques and tools can be used during the interview to start the conversation, stimulate
participants to open up, make the activity fun, simple and participatory, address all the themes,
provide an overview of the conversation topics discussed and provide the design team a basis to fall
back.

How to use the ODK?

During the first few interviews, all themes should be addressed, but that the facilitator should follow-
up on the unexpected and on issues that the participant finds interesting. During the latter ODK
interviews, after iterative data analysis of the first interviews, the facilitator can go deeper and
obtain more specific insight in emotions and feelings regarding to themes that seem of most interest.

Combination with product-related questions

During the ODK interviews, ‘generic’ product questions can be posed. Product questions can be
added when certain themes are discussed that are obviously related to the product or service to be
developed. For example, when a solar charging station for mobile phones needs to be developed,
questions about mobile phones (‘Products’), connectivity (‘Mobility’, ‘Significant Relationships’,
‘Family’ or ‘Services’) and energy (‘Services’) can be posed. Example questions could be: ‘Do you own
a mobile phone’ and ‘What do you use your phone for?’ and ‘How do you charge your mobile
phone?’. More specific questions, for example about aesthetic preferences for the charging station,
are not adequate to pose during the ODK interviews, they will make the interview too long and
focused on the product, while it is meant for a comprehensive insight.

Techniques and Tools of the Opportunity Detection Kit

The ODK comprises several techniques and tools: reminder cards, pictograms, question cards,
drawing and mapping tools, timelines to draw on and a sorting exercise. All these techniques and
tools support the designer during the semi-structured ODK interview and are explained here.

Question cards

The question cards are presented above (in figure 22). For each interview, the design team can
choose one pictogram or choose to contextualise the visualisation. Then, one set of pictograms can
be printed to provide visual feedback to the participant about the theme being discussed and the
interview progress, and one set of pictograms can be printed with the questions on the back, to
guide the facilitator. The design team should cluster the selected question cards in sets of four, to
keep a better overview.

Reminder cards

To further assist the design team in following the prerequisites and steps and remembering the most
important behaviour and attitude to stick to, reminder cards have been developed, which are
explained below.

Prerequisite reminder card
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This card shortly states the prerequisites of the CDD approach (see figure 30).

PREREQUISITES CAPABILITY DRIVEN DESIGN

General

1. Triangulate for data reliability and validity

2. Establish a multidisciplinary design team

3. Establish local partnerships

4. Get the team, client and translator on board for obtaining
comprehensive user insight

Follow qualitative research training

Learn the themes and questions by heart

PREREQUISITE S 7. Plan for conducting CDD activities

CAPABILITY DRIVEN DESIGN ;‘Cﬁvit? specific

Select a variety of participants with different characteristics for

a broad range of insights

9. Conduct activities in pairs and preferably record them

10. Conduct activities in participants’ natural setting

11. Keep the activities engaging and interactive

12. Use insights of each activity to inform the next

13. Critically reflect on activity limitations

14. Discuss outcomes in a bigger group for data verifiication and
improving reliability

/e

Figure 1: Prerequisite reminder card

Ethics reminder card: ethical guidelines for Capability Driven Design
This card shortly states the most important ethical guidelines of the CDD approach (see figure 31).

ETHICS CAPABILITY DRIVEN DESIGN

1. Participants’ interests are central to the study

2. Diminish bias in participant selection

3. Beopen and honest, frank and realistic about the research, its
constraints and outcomes

4. Obtain informed consent from participants

5. Respect and secure participants’ privacy, dignity, rights and
sensitivities

6. Limit inequalities
ET H I CS 7. Appreciate varying contexts and be open to learn without
judgement
CAPABILITY DRIVEN DESIGN 8. Time is valuable. Properly thank and compensate participants
and local assistants

9. Limit bias, preconceptions, assumptions and misinterpretation

10. Critically reflect on limitations of the data, the approach, the
methods, the design team and the project

11. Outcomes should be transparent, genuine and honest and
provided back to the community

12. Acknowledge the contribution of everyone involved

13. Keep the people involved in an accessible and understandable
manner

Figure 2: Ethics reminder card

Facilitator reminder card: tips and tricks for facilitating ODK interviews

This card comprises the most important rules towards interviewing will be placed down on a card
that will be added. Designers are free to add to this card. The standard ‘rules’ presented on the card
can be seen in figure 32.
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Interview flow

1. Keep the interview relaxed, interactive and engaging

2. Start and end the interview with easy themes and questions

3. Discuss all themes, but keep the interview flow flexible

4. The questions are options to start conversation, not a strict list to
follow. If questions limit dialogue, change or skip the question

5. Follow-up on the unexpected: go deeper into interesting topics
by posing how, why, what, who, where, when - questions

6. Limit deliberations in your mother tongue or with the translator

Attitude & Behaviour

7. Be open minded and a bit naive, do not assume anything
8. Show respect and interest, listen carefully

9. Mind your body language and habitual behaviour

10. Mind wording and terminology

Figure 3: Facilitator reminder card

Note-taker reminder card: things to pay attention to when documenting ODK interviews
This card summarizes the things the note-taker should pay attention to and document during an
interview (see figure 33). Designers are free to add to this card.

Note down:

> Participant’s name, age, gender, job, race, place of residence,
religion

> Interview setting, audience present, translator details

Pay attention to:

1. Everything that is seen: objects present, objects cared about, body
language, factual behaviour, things that change behaviour,
interactions with environment, adaptations, work-arounds

2. Everything that is heard: language, vocabulary, words, categories,
expressions, motivations, perceptions, issues, difficulties /
obstacles, interactions, social actors, events / circuamstances
that shape experiences, prior / current experiences, intonation

3. Everything that is felt: emotions, feelings, moments or things that

participants react upon emotionally

. Everything that is smelled

. Everything that is tasted

. Anything surprising that changes assumptions or seems irrational

. Observable, explicit, tacit and latent needs and wants

NN e

Figure 4: Note-taker reminder card

Steps reminder card: steps to follow when conducting ODK interviews
A card shortly stating the interview steps of the ODK will be added (see figure 34).
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Assign roles

Decide on time and place

Bring along the required supplies
Introduce & ask for consent.

Ask for the participant’s introduction.
Conduct a touchstone tour.

Sit down and... build dialogue / document
> Start with personal details

> Continue with the timeline(s)

> Continue with the question cards

> Conclude with the sorting exercise

8. Thank the participant

9. Analyse, interpret, discuss and reflect immediately after each
interview

H oWk W

Figure 5: Interview steps reminder card

Drawing / mapping on timelines and mapping sheets

The timeline as presented below in figure 35, is meant for drawing a typical day of the participant,
and should be used as a conversation starter, to identify starting points for dialogue. The timeline can
be used on an electronic drawing device, or can be printed and laminated to allow for drawing with
erasable markers.

Figure 6: Timeline for drawing

A timeline of the year can be used additionally to learn more about participants’ activities
throughout the year (see figure 36). A timeline of personal history can be used to learn more about
participants’ personal history by going back to past experiences (see figure 37).
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Figure 7: Timeline for activities throughout the year

“[O

Figure 8: Timeline for personal history

Moreover, two drawing sheets are part of the ODK. One to enable mapping of participants’ housing,
surroundings and movement patterns, and one to map participants’ appearance and social life (see

figure 38 and 39).

\

o

O
e

'

Figure 9 and 10: Mapping sheet for ‘Living” and ‘Movements’ and Mapping sheet for ‘Appearance’ and ‘Social Life’

Sorting

The sorting exercise is to understand how people value the different themes. Participants should

indicate which sub-themes they value most in their lives. The sub-theme pictograms are available in a
smaller size and can be placed on the sorting sheet. The exclamation marks indicate importance. The
participants have to sort the sorting cards in six categories from very important (six exclamation
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marks) to not important (represented by one exclamation mark) (see figure 40). To avoid confusion,
this can be done best by providing the sorting cards one by one and let people sort them one by one.

o
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00000 |
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000

Il
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:

Figure 11: Sorting sheet

Opportunity Detection Kit Interview Steps
The steps that need to be executed in order to conduct semi-structured interviews are the following:

Prepare the interview

1. Get familiar with the ODK procedure, techniques and tools. The team members must become
acquainted with the flow and structure of the interview. By being familiar to the themes and
guestions it is easier to switch between them, offering flexibility which improves the building of
dialogue. Roleplay the interview in the team, pilot the interview and read the full manual to get
the most out of the interviews.

2. Include general product questions in the ODK. During the ODK interviews, ‘generic’ product
guestions can be posed. Product questions can be added when certain themes are discussed
that are obviously related to the product or service to be developed. For example, when a solar
charging station for mobile phones needs to be developed, questions about mobile phones
(‘Products’), connectivity (‘Mobility’, ‘Significant Relationships’, ‘Family’ or ‘Services’) and energy
(‘Services’) can be posed. More specific questions, for example about aesthetic preferences for
the charging station, are not adequate to pose during the ODK interviews, they will make the
interview too long and focused on the product, while it is meant for a comprehensive insight.

3. Localize the content and conduct a local pilot. Locally discuss the ODK contents beforehand. As
accents, words, expressions, dialects and pronunciations might be different and words might
mean different things in different regions, it is important to make sure the translator and the
participant have the same understanding of the themes and questions. To adjust wordings to
local dialects and to point out sensitivities it is important to discuss the themes and topics with
people familiar to the potential users and their context. To improve participants’ understanding
of the themes and build relationship, the pictographs can best be replaced by local

11
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visualizations. Be careful to select visualisations to which the participant can relate, but which
do not steer the participant into a certain direction. Adjusting the ODK to the local context
results in better dialogue and better outcomes. After adjusting the ODKs contents, a local pilot
should be executed in the field. By conducting a pilot in the field, the designer becomes familiar
to the ODK content and procedure. Moreover, sensitivities and terminology become even more
clear. Especially when using a translator it is relevant to conduct the pilot locally, as in this way
the translator also becomes familiar to the ODK content and procedure. Tips & tricks for
contextualizing visualizations are provided in the manual.

Carefully select and instruct a translator (if required). Follow the tips & tricks in the manual. The
translator should be thoroughly informed about the task at hand and his or her role. Share the
goals of the research and explain the rules. If step 5 (conduct a local pilot) is not feasible: go
through all the themes and questions before the first interview to get the translator acquainted
with the interview flow and structure, the themes and key questions. It is best to use one and
the same translator for every interview, as this reduces training and interview time. Moreover,
when the translator is familiar to the participants, but does not have a stake in the interview, it
is easier for participants to open up.

Select participants. A local partner, translators or other participants can aid in selecting
participants. However, the selection criteria should be followed. As stated in prerequisite H, a
variety of participants should be selected, also outside the potential user group.

Conduct the interview

6.

12

Assign roles. Conduct the interview with at least two (a facilitator and a note taker /
photographer) and a maximum of three designers and assign roles beforehand to clarify the
purpose for each researcher. Appoint a facilitator who resembles the participant most (e.g., in
gender, age social class, religion and ethnicity), when possible.

Decide on time and place. Time and place of the interview should be at convenience of the
participants and preferably in their local context. Try to prevent to conduct interviews with
participants who are busy and distracted (e.g. because of work, time limitations), and interviews
that suffer from interruption by audience. Try to not bring employees from the client
organization, as they have a stake in the research outcomes and might influence the
participant’s answering. Make sure there is sufficient space to use the ODK techniques and
tools.

Bring along the required supplies. The materials for the activities, recording devices, a notebook
and pen should be brought along to the interview. Consider to bring along pictures of yourself
and your surroundings and food for the participant as well.

Introduce & ask for consent. Introduce the research, the interview, the translator and
yourselves. Be honest and explain the research goals and why comprehensive user insight is
required to be able to develop a product and / or service that suits the people’s needs and
wants. Explain that they are the experts and that the interview is to learn from them. Giving
your introduction in the local language helps to build rapport and to establish a more relaxed
atmosphere. Participants should be informed about the research and its goals and about the
activity. Ask for consent to record the interview, to take pictures and to use the data. Stress that
participants are not obliged to participate and can withdraw from the activity at any time. Clarify
how much time the interview will approximately take, based on the local pilot. It is very
important to be clear about compensation to set the right expectations for participants.
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Communicate openness and being non-threatening, stress that there are no wrong answers and

that not all questions have to be answered. Explain the participant that he or she is free to

leave. Make the participants feel relevant as participants by sharing yourself, verbally or with
help from pictures.

Ask for the participant’s introduction. Asking participants to tell something about themselves

provides an easy start and shows interest. Learn participants’ names, age, place of residence,

job and religion and note this down, in order to acknowledge the participant and make him or
her feel relevant.

Conduct a touchstone tour. Let the participant show you around in their house or the

environment where the interview is conducted. Use the show me technique: let the participants

show you objects, spaces and tools. Conducting a touchstone tour results in better outcomes, as
the observations made can be used to establish dialogue and to cross-check the information
that participants share.

Sit down and...

When multiple team members are present, try to not sit together and do not discuss things in

your mother tongue. Also try to limit discussions in English with the translator. The participant

should be the one talking.

a. For the facilitator: ...build dialogue.

»  Start with personal details. Ask the participant’s name, age, place of residence and religion.
Share pictures that you brought from your home country. Look at the tips & tricks for
appropriate behaviour and attitude to help you to build a comfortable and relaxed
atmosphere.

»  Continue with the timeline. Ask what the participants do during a day. The timeline can be
combined with the visualization cards and erasable markers to create an overview of their
day. Try to let participants create, if they are unwilling let the note taker create.

» Continue with the question cards. Use the drawing sheet, the visualization cards and the
erasable markers to visualize the answers. Start with the current situation for one theme
and from that point ask about changes in the past and aspirations for the future, before
continuing to the next theme. When discussing a theme, explain what the pictograph/local
visualization is about. Again, try to let participants create, if they are unwilling let the note
taker create. There is no indicated order for discussing the themes, but start with an ‘easy’
theme or topic and also end with an ‘easy’ theme or topic (which themes are ‘easy’ can be
found out by discussing the themes with a local partner and / or conducting a local pilot).
The questions for each theme are mere options for starting conversations than exact
guestions that need to be asked. However, the questions should be kept general enough to
stimulate conversation, and focused enough to reveal the desired information. Questions
can be left out and for each theme it is also important to ask questions in different ways, to
pose questions about topics and experiences that come up during the conversation. Pose
follow-up questions to follow-up on the unexpected, and on topics that the participant
finds interesting. When participants have difficulty opening up, fall back to ‘easy’ topics or
use drawings to elicit more response. When certain topics are clearly sensitive or close
down the participant, switch topic. Any question affecting the dignity of participants must
not be pursued. It is important to consider and respect people’s privacy, and their personal
space. If participants do not allow the designers to enter that personal space, that should
be respected.

13
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13.

14.

» Conclude the conversation with the sorting exercise. Use the sorting cards and let
participants place these cards on the ranking sheet, based on their importance: not
important (.), less important (!), important (!!) or very important (!!!). For each sorting card,
explain what the pictograph/local visualization means. The ranking exercise works as a
confirmation of the things being told during the interview and provides insight in what and
how participants value.

b. For the note-taker: ...document. Let the interview preferably be recorded by a recording
device (but be aware of the possible effects of recording devices: participants becoming shy
or holding back) and take notes to document anything surprising and participants’
behaviour, attitude, body language and interpretations. The note-taker can also draw, and
capture photographs and video. Look at the tips & tricks about ‘what to pay attention to’.

Thank the participant. Thank participants for their invested time and effort and for sharing
personal information. Bring a small gift, food and / or money to show appreciation and
compensate for time and costs (see ODK guideline C).
Analyse, interpret, discuss and reflect immediately. Analyse and interpret the data after each
interview and discuss the interview outcomes, the most striking insights and perceptions with
the design team directly after each interview, before things become ‘normal’. This aids to verify
insights and detect design opportunities. The insights can also be discussed with the translator
and the local partner(s). Reflect on the insights (see prerequisite N) with the full team and use
the outcomes during the following interviews.

When using the ODK, all fourteen steps should be followed and step five to thirteen should be

repeated for each interview.

Guidelines of the Opportunity Detection Kit
The presented guidelines provide support to designers for conducting ODK interviews:

A.

14

Start broad, then go deeper. During the first interviews it is important to touch upon all themes
and topics. After some initial interviews, some of the topics and questions can be left out in
order to deeper investigate the topics and questions that seem surprising or interesting for the
design project.

Time and place of the interview. It is useful to conduct interviews at homes to combine
interviews with observation and to create a comfortable setting. However, if the home setting
results in shyness, embarrassment, is too hot, or results in a lot of audience or other
disturbances, it might be better to conduct the interview in a more contained space.

Flexible but focused individual conversations. The ODK provides steps, themes and guiding
questions, but there is room for flexibility and unexpected turns in order to stimulate dialogue.
There is no indicated order indicated for addressing the themes. Do not ask questions from a
script, and feel free to add or change questions. The interview should feel like an open-ended,
dynamic conversation to make participants feel comfortable. It is important to continue
dialogue regarding topics that seem to be of interest to the participant, and regarding surprising,
idiosyncratic or contradictory responses or behaviour from the participant. It might be useful to
hide the list of questions and to learn the key questions by heart or keep them out of sight. Do,
however, exert some control over activity topics. Use the question cards and drawings to keep
an overview of the themes and topics discussed and preferably start and end with ‘easy’ to
discuss themes.
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Duration of interviews. The interview should be sufficiently long to make participants feel to
make participants feel they are being heard, but should not continue too long resulting in
participants becoming tired and disinterested. Follow up on answers, but also keep focus: if
focus is lost, the interview can become overly long without obtaining useful information. End
the interview when no questions are left, or when you feel like delaying a participant. The ODK
interview is scheduled to last between 1.5 and 3 hours. The participants should be properly
informed before the interview about how much time the activity will take, before they give their
consent. Participants can be compensated for their time, for example by providing food or
compensation for expenses, and a gift can be provided. If an interview takes longer, participants
should be informed and asked for additional consent. The participants can be offered a
compensation for continuing the interview. If the participant is not willing to continue longer,
the interview should be concluded. When being familiar to the themes and questions,
interviews can be conducted quicker. When more drawings are being made and more follow-up
guestions are posed, interviews become longer. Decide, based on the participant’s behaviour
and attitude, how to approach the interview.

Number of interviews. The objective of the ODK interviews is to get to know people’s available
and valued beings and doings, and to become inspired. The amount of interviews is not fixed
and it is up to the team to decide when sufficient insight is obtained. The context, the project,
the participants, the translator, the variety of participants that can and should be included, and
the skills of the facilitator all influence the outcomes and therefore the number of interviews
required. It is not the intention to obtain statistically generalizable data, and after the first few
interviews the amount of new insights will decrease. The ‘quick scan’ program includes at least
five interviews, to be conducted in three days. However, it depends on the amount of insights if
this is sufficient or that more interviews are required. The ‘extensive scan’ allows for conducting
more interviews in combination with other methods.

Consider to use specific questioning techniques. As mentioned under ‘questioning techniques’.
Dealing with sensitive questions. Sensitivity differs per culture, so it might be that the questions
you think are sensitive, are not sensitive to the participant. Your own assumptions and feelings
towards questions should not be leading. Discuss the questions beforehand with a local partner
to identify sensitivities. Start with more general and easy to answer questions, and later in the
interview, when rapport has been build, it might be possible to pose sensitive questions and
probe broader and deeper. However, be understanding and sensitive towards the feelings of
participants and the potential of causing psychological harm for the participant. Try to rephrase
a question when the participant is hesitant to answer it, or ignore the question if it leads to an
uncomfortable situation. Sensitive questions should not be forcefully asked, just because they
are in the ODK. It is not always possible to obtain answers to all questions, but that is also not
required. Participants must be free to share what they want and remain comfortable. An
unwillingness to answer questions also provides valuable information. It might be wise to let
sensitive questions to male participants be posed by male facilitators and translators and to
female participants by female facilitators and translators. Sensitivities can be pointed out
beforehand by local partners and / or the translator, but the information provided by them
should not be leading.

15
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