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Mobile Search Contextual Inquiry
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Objectives:
Explore users’ goals when performing searches on their mobile devices to discover theirwants and
needs.

Questions:
What do they usually search foron their mobile devices?
e How detailed are theirsearch queries?
o Aretheyspecificquestions or general topics?
e How dotheygo about searchingforthese things?

Do they have specificapps (or methods) they use to do theirsearches?
e “Canyoutell me aboutthose apps onyour phone thatdoes these things?”
o What was theirreasoning behind choosing this/these particularapp(s) or method(s) to
do theirsearch?
o How dotheycompare the thingsthey're using with others that would accomplish the
same task?
e What are some experiencesthey’ve had with these apps?
o Didtheyaccomplishtheirgoalinatimely manner?
=  What helped? What hindered?
e Interface-isitintuitive?
Was the app too slow?
Was the internettoo?
Are theirappsaddressing ALLof theirsearch needs?
o What do they like aboutthe appsthey’re using?
o What makes a good mobile search experience?
e How do theyapproacha scenario where they would need to search multiple things atonce?
o What are theirthoughts on multitasking between apps?

How often dotheyfindthemselves using the internet ontheir phones?
e Whendoesthisusually happen?
e How longaretheseintervals?
e Surroundings? While socializing?



Interview: Franklin

Franklinisa 26 year-old male whois currently aseniorin college majoringin graphic design, and
currentlyresidesin Irvine. Franklin just recently purchased his first smart phone two months ago (a
Motorola Droid) and reflects on his excitement for finally being able to access information onlineno
matterwhere he is because of his cell phone —something he has never experienced before with his old
basiccell phones. When he does use the internet on his Droid, Franklin says he is usually looking up
“locations, GPS, and then random stuff like branch locations, restaurant times, recipes, whatever.” He
seemsto preferutilizing builtin functions and features, rather than downloading third party apps that
specialize inaspecificfunction. As such, he explains thatthe only appsthat he usesinterms of search
are the Google Maps App and the Facebook app. For everythingelse, he usesthe builtin mobile
browser. Hissearch engine he usesto perform all of his searches is Google.

A major part of why he favors builtinapps as opposedto third party onesis because he doesn’tlike
havingto sift through all the different apps that would otherwise do the same thing; thisis apparent
when | see his phone’s screen with onlya handful of utility apps and a few games as he playsaround
with the cell phone duringthe interview. Thissuggeststhatheisveryconsciousaboutthe time he
spendsonthe phone performingthesesearches. He confirms thiswhenlask when he usually performs
these searches, towhich he responded: “When I’'m with myfiancée orfriends, so | don’t exactly wantto
spend ourhang-outtime onthe phone.”

For the most part, Franklin is content with turning to the browser to get answers for his eclecticinquiries,
citingonly minor quibbles with his preferred method of search. The first con he statesdoesn’teven
have to do with the browseritself, but ratherthe Android operating system on his phone. He said it
freezes up during hissearch, and during normal usage as well. The other con, he explained with not
much certainty, isthatit could use a betteruserinterface. “The Google search resultslook cluttered,
and the on-screen keyboard takes up too much space,” he says.



Interview: Daniel

Danielisa 22 year-old male whois a recent graduate and is now working full time on campus. Daniel
has owned his MyTouch 3g for around 2 years, whichisan Android OSdevice. He spoke of how thisis
his first smartphone and how he once usedita lot to search for information, but has since decreased his
mobile searches on his cell phone inthe pastfew months because of poor battery life. Because of this,
he uses hisiPod for most of his searchesinstead of his MyTouch 3g.

Daniel’s methods of searching for things vary between his MyTouch and hisiPod. Butas he explains his
routine of how he generally performs asearch, he expresses similar preferences between the two
devicesinterms of what he wants from his search experience—mainly integration of different functions.
He took the time to fully explain that “The Google apps, especially Google maps, work much betterand
smootheron [his] phone” as opposedto hisiPod because it’s betterintegrated. Anexample he provides
is how he makes use of the Yelp app on his MyTouch: “The yelp app can help me search for a restaurant,
call the restaurant, and map it out by using the full potential of my Google phone, the yelp app, and the
Google mapsapp.” Evenwhen he searches forthings such as random facts or to answer questions, his
phone already has a Google search bar on the home page ready to search, removing extratime toflip
through apps and wait forthe right one to load. “There were a few times when | actually forgot what|
wanted tolook up because | had to find the rightapp or waitfor it to load or something ‘cause | was also
talkingto my friends.”

Searcheson hisiPod (that he uses more frequently than his phone interms of searching for things) are
apparently awhole different species, given how it’s practically the opposite of his MyTouch. Daniel
prefersto have an assortment of apps that specialize in one particular search just because he prefersit
overthe builtin native Safari browser. He explainsthat he oftentimes searches the App store to find an
app that has what he wants such that the browserisbecominglessandlessrelevant. Butsometimes he
forgets he has an app for a certain type of search and ends up using the browser anyways, and he “end(s]
up wastingtime sorting through the results or waiting fora page to load because it wasn’t buil t for
mobile devices.”



Interview: Yvonne

Yvonneisa 23 year-old female who works full-time at a hospital doingresearchin New York City. The
cell phone she currently ownisan Apple iPhone 3G, which she’s had for more than two yearsnow. She
tells me thatshe considers herself alight cell phone userinthatshe tries not to be so dependentonit.
As result, hersearch activity is kepttoa minimum. Herusual inquiriesinvolve restaurants/eateries,
directions, and occasionally she searches forrandom facts. She hasan app for each of hercommon
searchesand doesn’t express any displeasure in having to switch between them while she talks about
the specificapps she uses.

When Yvonne is searching fora place to eat (or a good place to do something), she uses the Yelp app.
Andwhenshe needsdirections, she usesthe Maps app. For random facts, she just uses herbrowserto
getto Google and/or Wikipedia. Reliability is what Yvonne points outisthe main reason why she sticks
to these specificapps. Forinstance, she claimsthe Yelpappisreliable forNew York giventhe app’s
popularity and the vastamount of people who use itto write reviews; oraccordingto her, “plenty of
food snobs.”

For Yvonne, the phone’s ability to run a multitude of apps doesn’treally appeal to her: “l don’tbother
looking for [otherapps]. TheiriPhone web[browser] is pretty easy touse. The Wikipedia page is
actually pretty intuitive.” This wasreinforced when she managed to performasearch on her phone
quickly when lasked herto walk me through a normal search is for her. Large readable textand the
intuitive navigationin all of herapps helpedin making her not mind having to switch between herapps.

Upon answering more questions that would hopefully reveal somediscontent with how herapps she
useswork, | was surprisedtofind that there are none. Yvonne took a few seconds to pause and think of
an instance where she couldn’t find something she searched for because of hertools she was using but
couldn’t think of anything. She eventually said the push notifications for the Facebook app are annoying,
but giventhat the Facebook appisn’ta search tool, it appears she was really digging deep to uncover
negative aspects.



Persona: Jeff Peterson

Background:
- 24vyearsold
- Grewup in Yuba City, California
- Recently movedtoLos Angelesandlivesaloneinanapartment
- Works full-time as Junior Web Developer
- OwnsaniPhone 3GS

Jeffisa 24 year-old Junior Web Developer ata small company in Burbank. Helives aloneinan
apartmentin Los Angeles and so he often getslonely after work. Assuch, he often enjoys going out
with his girlfriend and their group of friends afew times during the week, as well as on the weekends, to
explore the city. Jeff has grownintothe role of deciding whatto do among his group of friends since
he’s still relatively new to the city, and often searches on his phone forideas. Butsince he and his group
of friends typically don’t plan ahead, he’s usually finding things to do or places to eat based on reviews
when he’s actually with his friends, so he tries to speed through the search process as quickly as
possible.’ Jeffand his friends talk about topics of all kinds, and they would occasionally get into intense
debatesaboutwhoisrightabout a fact. To settle the debate, Jeff takes out his phone and proceeds to
search while his friends wait anxiously for him to say the answer. Afterabouta minute, the thrill of the
topicdies down and Jeffis still looking for the answer.”

Othertimes, Jeff and his friends discuss weekend getaways whilethey hang out. Jeff would often check
his phone search for things to do in certain nearby cities they propose visiting using a specificapp, and
wouldthen checkthe weatherforecastto see how welcomingitwillbe ina differentapp. Jeffalso
checks hotel rates on his phone so he and his friends can discuss the plausibility of the trip inthe builtin
web browser, forgetting because of the excitement of planning, that he downloaded an appjustfor
travel searches. Whenthe giantlist of results show up, he gets a little overwhelmed and remembers he
has the travel app and turns to that instead.?

Goals:

- Answera questionright when he gets it. Jeff needsanswers quickly to keepthe group’s
conversation going.

- Being able to focus on his surroundings. Jeff wantsto enjoy the company of his friendsand use
his phone to supplement his conversation with them, not spend all his time on his phone. He
needstobe able to access information as quickly and efficiently as possible.

- Get the mostinformation possible. Jeff doesn’t wantto sacrifice speed forthe quality of his
searchresults.

’

! Franklin: “When I’m with my fiancée or friends, so | don’t exactly want to spend our hang-out time on the phone.’
2 Daniel: “There were a few times when | actually forgotwhat | wanted to look up because | hadto find the right
appor wait foritto load or something ‘cause | was also talking to my friends.”

* Daniel: “end[s] up wastingtime sortingthrough the results or waiting for a page to load becauseitwasn’t built
for mobiledevices.”



