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lceMobile Amsterdam

« Amsterdam based company (& offices in Hong Kong, Shanghai & Toronto)

« 130 employees

« 30 nationalities

 Either a foodie, code king, design nerd, beer brewer or unicorn




RESEARCH TEAM

Who? What? When?
Where?
OW Mmany?

How often? Why?
.. What next? Y
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Customer Insights UX Lab
Data Analysts & Data Scientist Data Storytellers
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| would like to collect enough
samlemaerker to get 8 whitewine, 8
redwine and maybe 8 champagne
glasses &

L=
arziziam= a a aarzia’ds amar= arsie= 4

EXPERIENCE MAP: Grocery Pick Up Point & Home Delivery
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Context Chat

Why?
What?
How?

Do’s & Dont’s



[why]

Overview of the whole experience
Relevant & reliable answers

Effective data



“So we actually wanted maﬂgft

- thingsgat the same time...
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not just research in a lab environment
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sO nhot one isolated task




sOo hot one place




SO hot one moment




sOo not one channel




research in context creates an overview of
all interactions, which take place on

different

different different
channels

moments places

motivation



We want answers that are relevant and reliable






No predefined answers

l|

"Sorry, sir, but we don't have a
category for that."
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We also want data that is effective












» — /
- thewesearcher that learnSimost

-
-
‘ -
-







Overview of the whole experience
(over different channels, moments & places)

Relevant & reliable answers
(freedom to answer, truthful, and in the moment)

Effective data
(quick and easy to process - data that people
remember and pass on to each other)
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[what]

Context chat i1s a qualitative research method for
doing contextual user research by using local mobile
chatting platforms.



[what]

Ask questions

Share experiences via text,

photo & video
X




[advantages]



[advantages]

- Low threshold




[advantages]

- Low threshold

- Always & everywhere




[advantages]

- Low threshold

- Always & everywhere

 Flexible questions

I'm reading back the interview, at that

time you said you go as many times
to MENY as to COOP. But with the

Spiegelau campaign you tend to go
more to COOP. How is that now?

11:48 &/



[advantages]

- Low threshold
- Always & everywhere
 Flexible questions

+ Rich data input




[advantages]

- Low threshold

- Always & everywhere

eeeee Ben NL =

 Flexible questions

» Rich data input /l 1 : 24

woensdag 30 maart

» Trigger to answer

® WwhatsApp

Rebecca & Emma IceMobile: Hi Nina! We
beginnen vandaag weer met de update
vraag: Hoeveel zegels heb je? Heb je al
iets ingewisseld, zo ja, wat dan? En hoe g...




[advantages]

»+ Low threshold

- Always & everywhere
 Flexible questions

+ Rich data input

» Trigger to answer

» Close to your end-user




[advantages]

»+ Low threshold

- Always & everywhere
 Flexible questions

+ Rich data input

» Trigger to answer

» Close to your end-user

» Quick set-up




[limitations]

’ !f‘\

Be standby Attract mainly Pointed conversations

enthusiasts
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ENTS & DIRECTIONS
FOR A CONTEXT CHAT




INGREDIENTS

@ Device (phone+sim card/computer)*

@ App (WhatsApp, WeChat, Viber, Line etc.)*

@ Participants

*Depending on the chat platform
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How many?
How to recruit?

*Depending on the chat platform




INGREDIENTS

@ Device (phone+sim card/computer)*

@ App (WhatsApp, WeChat, Viber, Line etc.)*

@ Participants

Who?
How many?
How to recruit?

@ Incentive

*Depending on the chat platform




DIRECTIONS

@ Make a research plan

» Research goal | o
Layout of guestions (which topics you want to

CoopP 4

Program: 28feb-19 Juli
clean up weeks: 27juni-10 juli:

12 questions.
Gift: 259 kpr

——

Research Questions:

1. why do people collect?
+ How do people decide to join?
3. What are people doing to collect?

——

Topics:

~ wat zoy Jje tegen Je buurvrouw (not the Brumpy one, byt the sweet lady ;) )
Z€ggen als 249 Vraagt hoe t met Sparen gaat (eventuee] haar adviseren wel/
niet meedoen),

= Foto van een bijzonder moment,

= talk to others about program

= which collector typesquotes?

| = hoe zou Jje jezels typeren(?)

T Wanneer ben je tevreden?

= Vooré&ng besteklade

= Most Positive & most negative

Inzicht in besllsmonenten. Jouw ideale Spaarprogramna? Type reward, hoe lange
periode, hoeveel zegels nodig, hoeveel betalen?

~ Waarom doe je mee? poe Je altijd mee?

© Andere programma’s : waarom wel/niet?

“ Redenen op volgorde Zetten,

® Personal Progran Proposal

" Ideale programma? NeR wel/niet?

T activatie coop 5 (how aCtivated? whae do they see?)

——



DIRECTIONS

@ Make a research plan

iy o 4 B 17:33

@ Send welcome messages c(Pylome o N O
va €40 naar e op. Wil e ons laten

+ Intro about yourself CoVach? Mol gor Kok 0 8
vraag. AR

- Explain set up
+ State what you want from them
(stories about experiences)

Groetjes!
Ja ontvangen!

Ok, mooi! Tot morgen! -5

o o @




DIRECTIONS

@ Make a research plan

@ Send welcome messages c(Yylome o 0N B
@ Send first question P2 | 5 ¢

Groeten van het Parool :)

Keep the SU bjeCt brOad Leuke foto! Tot morgen! 5 -
Hoi Corrie! We zijn erg benieuwd hoe
Set the Stage het sparen bij jou gaat.

Daarom is de eerste opdracht om een
selfie met je spaarkaart(en) te maken
en de volgende vraag te
beantwoorden:

Kan je uitleggen waarom je aan deze
actie meedoet? Wanneer besloot je
precies om mee te doen? (Je mag
ook een video insturen als je geen zin

hebt om te typen =)

Je hebt tot maandag 17:00 voor de

VNIFA AN AN f'll\ f\l\':lf\

a @




DIRECTIONS

@ Make a research plan
@ Send welcome messages

@ Send first question

@ Reply

o4 2 11:14

é@ Charlotte w » ¢

Hi Charlotte! How are you doing? |
was wondering how you will decide
which rewards you will get. Will they
be presents again? And at which
moment will you get them? Thank
you! |

Hello ‘«> yes they will be presents for

my son. He will soon move out and
therefor | have decided that it will be

presents for him == | think | will buy
them end november or in december

Lovely! \ﬁ |

Why end of november or in december
if | may ask? 1211 W

It will be as Christmas gifts 22

| see 4=

o | o @




DIRECTIONS

@ Make a research plan

= L # 0 v .4 W 13:58
@ Send welcome messages g Nin VA

Hi nina iy Here's the 3rd question:
Could you take a picture of a reward

@ Send ﬁ rst queStiOn that you got from another program?

Why did/didn’t you like it? Looking
@ Reply

forward to your answer! Have a nice
@ Send next question...

day

It is my preferred item because it is
exellent quality and i can use it with

© o @




DIRECTIONS

@ Make a research plan
@ Send welcome messages

@ Send first question

@ Reply

@ Send next question...

@ Send return gift







DO’s
- Be informal, like a conversation

L

» Mention question #

» Glve to get
+ Ask about the topic, not the research question
+  Ask about specifics in the moment or the past

+ Always send a reply, give quick replies in the beginning

N
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DONT’s

» Don’t be a robot
» Don’t ask things you can measure in another way

» Don’t combine too many guestions In one message




QUESTIONS THAT WORK WELL...

+ Can you show me step by step how you do X?

+ Personalised questions: Last time you said X, how is that now? \

- What was your most positive and what was your most negative

fffff

experience with X?

+ Let a friend of the participant take a video interview

- Start selfie & end selfie
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[summary]

Overview of the whole experience
(over different channels, moments & places)

Relevant & reliable answers
(freedom to answer, truthful, and in the moment)

Effective data
(quick and easy to process - data that people
remember and pass on to each other)



Thank you :)

Emma Haagen
UX Researcher - Data Storyteller
emma@icemobile.com
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