
User Centered Design!
Giulio Jacucci, Professor

Department of Design
School of Art and Design

Aalto University
giulio.jacucci at hiit.fi

www.hiit.fi/giulio.jacucci



Today!
User centered Design
•  Prototyping

Example 1 Environmental Monitoring Services onsite
•  Process
•  Templates

Example 2 Learning from Users in Habbo Hotel
•  Process
•  Templates

Update on your concepts?



 
Figure 1. Human-centred design process as defined by (ISO, 1999). 



!



UCD in a nutshell !

Objectives
•  System Design 

•  Overall concept
•  Requirement Analysis

•  user centered and other requirements
•  Application Specification 

•  Application features and visual mockups
•  Coordinate User centred design

•  UCD guidelines
•  Scenarios and user requirements
•  Application concepts and features design



Terminology!

Application: 
•  software and features of end user application

Scenario: 
•  an informal narrative description of human activities/tasks, this story 

allows to explore and discuss about the needs and the context

Use case: 
•  a story that describes the user goals, specifically on the user-system 

interaction at a task level



Requirements analysis and system 
design!
 Develop User-centered design guide
 Requirement analysis
 Application specification
 State of the art analysis
 System Design



User-centred design Principles!

Early focus on users and tasks: 
•  To understand  who the users will be by directly studying their 

cognitive, behavioural, anthropological, and attitudinal 
characteristics.

•  To observe users doing their normal tasks, studying the nature 
of those tasks.

Empirical grounding
•  users performance and reactions to scenarios,  simulations and 

prototypes are observed, collected  and analysed.

Iterative design
•  When problems are found in user testing, they are fixed and 

then more tests and observations are carried out to see the 
effects of the fixes. It needs a cycle of design, test, measure, 
redesign, repeated as often as necessary.



UCD process characteristics!

Begins by defining UCD goals and objectives
•  The goals and the objectives are not fixed, but continuosly 

adjusted

Phased approach
•   user input at all crucial points

Multidisciplinarity
•  Engineer, social/cognitive scientists, designers, users

Trial and error
•  due to user input: ”if everything goes as expected then it is 

unlikely that project was user-centric”



Graphical representation  !
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Milestones UCD!
Month 1-3"

•  User research"
•  Usergroup profiles,Tool analysis, On-site 

interviews
•  Visual Mockups"

Month 4"
•  Idea generation with workers, 

scenarios"
Month 5"

•  Scenario validation"
Month 6 (D2.1, D2.2, D2.3)"

•  Application specification, features, 
user centred requirements, UCD 
guide"

•  Sys design: Overall concept of 
platform"

•  Month 12	  
–  Preliminary results from 

Observations and tests"
–  Concept and applications revisions"

•  Month 18"
–  Research prototype (on-site) with 

supervision"
–  Proof-of-concept testing: does this 

fulfill the tasks -> improvement list"



•  .UCD.1 Profiling Users (start from table page 7) M1
•  UCD.2 On-site Interviews with users M3"
•  UCD.3 Idea generation with users M4"
•  UCD.4 Validation of scenarios M5"
•  UCD.5 User requirements M6

Requirement analysis !



•  UCD.1 Design brief from "
•  UCD.2 Visual mockups "
•  UCD.3 Scenario development M4"
•  UCD.4 Application Specifications M6 "

Application specification!



System Design !

•  Overall concept "

•  UCD.1 Implications from Experiments and Observational Studies 
•  UCD.2 Concept revision to User Interfaces and updating visual 

mock-ups 
•  UCD.3 Concept revision to Application and data and updating 

features "



Templates!
1.1 User group Profile 

For each area (Nordic and Alpine) at least 4 user group profile should be collected. 
• Profession and practice: description of the users profession and their practice in the work context 
• Activities: List of activities connected to environmental monitoring and water resources 
• Added Value to Users 
• Expected societal and business impact 
• Complexity of introduction 
• Images: Pictures of work context or tools 

 
WP2.x.NN.UPnn  
Profession and Practice  // Description of the users’ profession and their practices in 

the work context. Max 100 words. 
 

Activities // List of activities connected to environmental monitoring 
onsite and water resources. Max 200 words. 

Expected added value of 
mobile 3D/ AR technology 
to users 

//In 100 words explain possible added value to this User 
Group as users of the HYDROSYS technologies 

Societal and business 
expected impact 

// In 100 words what could be the wider societal or business 
impact? 

Degree of complexity of 
introduction 

// In 100 words please comment in the degree of complexity 
in introducing the technology. 

Notes // Additional notes on User group profile. 
 
Picture 1 // work context  
 
Picture 2 // tools 



1.1 Onsite interviews and fieldwork 

Based on the four user groups collected with templates above, a first round of field work should be carried 
out focussing on two of them. 

• Interview on site more than 4 subjects (the numbers depends ) 
• Organise one focus group showing visual mock ups and discussing ideas 
 

Approach and techniques 
Approach On-site ethnographic approach based on observations, artefact 

interviews, video and picture documentations, semi- structured 
interviews (see more guidelines in Beyer and Holzblatt 1998, Preece 
et al. 2002), 

Number of 
interviewees 

At least 4 subjects per user group depending on the diversity of 
professional roles  

Semi structured 
interviews  30 min 

A semi structured interview spending 10 min in each of the following 
categories: role description, tools, artefacts used, incidents and 
episodes 

Onsite artefact 
interview 30 min 

Interview a subject onsite at work focusing on a tool, document, or 
artefact. 

Focus group for idea 
generation 

Present to a group of 4 visual mock ups of the mobile3D AR systems 
and discuss ideas of possible applications 

 



Semi-structured interview 
Role description Describe an ordinary day at work. Do you get to decide yourself how 

you organize your time, are the days  
Who do you work with? How do you share the work?  
Who do you meet during your working days? What kind of 
collaboration you need to fulfill your tasks? 
What are the challenges and problems of your work? What kind of 
constraints do you face? 
What are the best and most rewarding aspects of your work? 
Which are the most frustrating aspects of your work? And why? 

Artefacts and tools What kind of tools do you use to do your work? 
During the time you have been at this work, have the tools somehow 
changed? 
Are there some tools that you would need but don’t have? Do you 
have ideas of tools that good make your work easier, more efficient, 
and more comfortable or that would enable to do your work better? 

Episodes and 
incidents 

Describe episodes where you were on site and needed some 
visualisation of information. 
Describe episodes when you were in the workplace and needed to be 
actually on-site to carry out a task. 
Describe episodes where you were obliged to go back to the 
workplace to finish a task. 
Describe episodes where you needed to go onsite to complete a task. 
Describe episodes that include the need to share information with 
others (you need to visualise/send information for others , or you need 
to receive visualisations). 
Describe some incidents on the above topics for example related to 
analysing, visualising, sharing information remotely or on site. 

Results to be collected 
12 Inspiring 
Incidents 

Inspiring incidents, vignettes, episodes, situations (at least 12 per 
user group) which are representative of the user group or inspiring for 
design 

12 artifacts and tools 
documented per 
user group 

 

12-24 ideas per user 
groups  

In a Focus group and through web forum Collect per user group 12-24 
ideas of application or usage after having shown visual mock ups and 
examples. 

 



Brief Vocabulary!

Artefact: 
Artefacts are the things (i.e. forms, documents, lists, spreadsheets) 

users create, use or modify in the course of doing a work.
Incident:
Incidents are particular events rolling around during the work flow or 

events occasionally occurring .doing  a work.
Preece, Jenny / Rogers, Yvonne / Sharp, Helen Interaction Design 

Beyond Human-Computer Interaction. (http://www.id-book.com/) 
2002.

Beyer, H. and Holzblatt K. Contextual Design, 1998, Morgan 
Kaufman Publishers



1.1 Application Concept 

• Application Description:  brief description of the system application 
• Images: 1-2 pictures of application “in action” 
• Diagram of components: diagram of the application components 
• List of features: list of application functionalities and features 

 
The Application Concept has to be max 2 pages 
 
WP2.x.NN.ACnn  
Application Description // Brief Description of the system application. Max 100 words. 

 
List of features // List of functionalities and features of the system application 
Notes // Additional notes on Application Concept. 
 
 
 
Picture 1 // application in action  
Picture 2 // application in action 
 
Diagram of application components 



1.1 Scenario 

Background and problem 
Describe what are the most important aspects of the scenario from the perspective of the theme of the 
showcase (AR for handheld devices for environmental measurement, 3D map creation). Describe the 
context and problem of the scenario. For instance what is its target setting, user profile, and problem that is 
addressed. Describe who are the users that the application is developed for. For instance, is the application 
for groups or individuals, and is it developed with particular people in mind (e.g. a stormwater engineer) or a 
more general user group (e.g., school kids). 

User/stakeholder benefits  
Explain here what is the user stakeholder benefit of the application focusing in particular on the real-time 
monitoring.  
 

Scenario 
Describe how users interact with the application in an informal narrative description. Describe how users will 
be able to setup and retrieve data from mobile sensorstations and external sources according to the 
concept of event-driven campaigns with handheld devices. Describe the setting in which the users are, their 
activities or tasks. The scenario should be extensive, i.e. should cover all key functionalities of the 
prototype. 
 
Title scenario 

•   
•  
•  
•  
•  
•  
•  
•  
•  
•  
•  
•  
•  
•  
•  
•  
•  

 

 
Picture of the scenario 
 
 



1 User-oriented task analysis and work flow 
Step 1 – User-task matrix 
// provide a user-task matrix, showing which users perform which more general tasks. Please use a table 
like below. Don’t go into too much detail here, it does not need to be a complete task list with all sub-tasks.  
For example: 
 User1 User2 User3 UserX 
Task1  x  x x 
Task2 x x   
Taskx  x   
     
 
Step 2 – Task groups / organisation 
// Relating to the user-task matrix, please provide possible organisations of task groups (higher-level tasks) 
in which all tasks in the on-site monitoring events could be ordered. Keep the number of groups limited to 
maximum 7 (or less). After decision on the task groups, continue with step 3. The task groups should be 
considered as representing top-level task flow in on-site monitoring and management.  
 
Step 3 – Task group descriptions 
// task analysis describing the different task groups, and representing them in a specific task chain.  
 
Task group // name of task group that matches a specific „functional group“. Example: 

data management or data access 
Subtasks // which tasks define the task group: define sub-tasks 
Task generality // is the task, or any of its subtasks application specific or generally used 
Significance // is this a main task, or just a side task 
Frequency of use // is the task frequently performed, or infrequently 
Tools // Are there any specific tools associated with performing the task? 
Data  // Is there specific data produced or exchanged when performing the 

task? 
Skills required // please define the needed experience, and possible learning effects (is it 

easy to learn performing the task, or is it rather hard) 
User expectations // define performance method factors affected by regularly used software 

(how does the user normally perform the task, can we deduce 
expectations from that?). Include „visual language“, when applicable 
(means user is expecting specific ways of visualization).  

Team task aspects // define social / communication aspects, discussion and decision making 
aspects 

End-user validation // define user-oriented validation aspects for evaluation (usefulness, 
effectiveness, learnability, attitude (Rubin94). This provides input to the 
specification of WP7 tests and WP8 demonstrations.  

 
Rubin, Jeff. Handbook of Usability Testing: How to Plan, Design, and Conduct Effective Tests. Wiley, 1994.  
 
Step 4 – workflow / content diagrams 
// please provide a detailed description of the functional group, describing tasks with subtasks like the 
diagram below. Subtasks („exploded views“) are only needed for important sub-tasks.  Below you find a 
possible „exploded view“ of a subtask „collaboration“. The workflow may, as below, include references to 
data / content.  
 

 
 



User profiles example!

Professionals: 
•  env.inspectors, stormwater engineers, city planners and 

architects, parks landscape architects, natural scientists

Activists
•  Nummela: uninformed and aggressive
•  Vantaa: structured, scientific, collaborative

Governance: regional environmental institute (permits, 
planning and construction, and funding)

The general public: visitors, educators, children



Onsite observations example!

Urbanizing area: Exsisting 
conditions at a detailed 
scale
•  Taking notes on land-use, 

land cover,pipes and swales, 
erosion, state of the 
enironment, solis, vegetation, 
hardscape

•  Taking water samples, 
measuring e.g. Stream width 
and side slopes, culvers 
sizes and slopes, water level/
flows



Onsite observations example!

Restoration area: stream 
daylighting
•  Professionals learning a 

restoration technique
•  Walking at the site with the 

project manager, the visitors 
arte observing a restored 
stream: its location, dimension 
and meander, materials and 
installation methods used

•  Trying to visualize in their minds 
water levels at different weather 
events, and water flow patterns 
at different parts of the stream



Tool visualization example!



Scenario Example!

1	  	   2	  	  

3	  	   4	  	  



Scenario 1/2!

Scenario 

Background and problem 

Based on interviews the focus of the scenario will be on managing event (e. g. landslide, flood, mud stream,…).  The scenario will be divided into three time steps: 
before, during and after. As the cantonal administration is in charge of warning, managing sensing stations, helping municipalities in taking decision and the 
“scientific” knowledge concerning natural hazards, they will be directly involved in case of event. 
 

Decision making process 

Switzerland is a confederal state composed of 26 cantons that have a large range of competencies within the general framework of federal laws. The cantons are 
themselves composed of communes (municipalities) that have large autonomies. Consultation between different administration services is routine in the Switzerland. 
Concerning water and natural hazards management, the federal and cantonal government edicts laws and guidelines and their executions is delegated to the 
cantonal and local government. The main instrument to ensure the compliance to these guidelines is the subsidies by federal and cantonal authorities. As describe in 
table 1, cantonal administration has several roles. One difficulty for the decision making process is to integrate these levels (local, cantonal and federal). 
 

User/stakeholder benefits  

• Cantonal experts will have a better view of the global situation during an event with the image transmission and overlapping functionalities of the future device 
• Cantonal experts will save time and money doing onsite and online analysis 
• Cantonal experts will have a better visualization of the field when they are in office 
• Cantonal experts will take more accurate decision using overlapping functionalities of the future device 
• Cantonal experts will also better manage critical situation  
 



Scenario 2/2!
“Managing event in the Alps at cantonal scale” 
 
• Before: Cantonal administration receives an extreme rainfall warning from 

MeteoSuisse for the Dranse catchment. 
• Cantonal administration send an observer onsite, ask all cantonal natural hazards 

experts to stay at the headquarter in Sion and inform municipalities of this extreme 
rainfall warning. 

• During the event, cantonal experts analyse data coming from sensing stations in the 
Dranse catchment. 

• They ask the onsite observer to send them image and online data coming from 
sensing station (possible with the new HYDROSYS handle device). 

• On the wall of the natural hazards meeting room in Sion, images coming from the 
Dranse watershed can be seen. 

• The watershed management expert wants to focus and to zoom on a specific area, so 
he directly ask onsite observer to zoom in. He also asks the database to know if there 
is a hydrological weakness at this place. If yes, he wants to know the potential 
damages and how big this event and its consequences could be. 

• He sends all these information to the onsite observer. 
• Cantonal experts ask the guy who is onsite to take some measures in order to 

quantify risks. 
• Using overlapping of several kind of information, cantonal experts try to figure out the 

impact area of the potential event and what kind of actions or solutions could take 
place. 

• BRRHBRHBRHBRH cantonal experts listen to the mud stream noise that just takes 
place in the Dranse watershed. 

• They ask the onsite observer to show them the event and to take some measures in 
order to quantify it. 

• They inform and send images to the municipalities. Based on these images, the 
municipality will know where the event is, the impacts of it, how many people they 
need, which equipment do they need,… 

• Cantonal experts send guidelines and actions to the onsite observer who will 
coordinate onsite actions. 

• Onsite observer keeps going sending images and measures to cantonal experts and 
municipalities. 

• After the event, images and data taken by the onsite observer will be used to debrief 
this event. 

• Cantonal experts in conjunctions with environmental companies and municipality 
design actions and solutions in order to better manage the situation after the mud 
stream. 

 
 



Environmental Monitoring Process!
!

!



Interviews and Observation!

Ethnography – Participant Observation 
•  See the world with the eyes of the people you are observing

Contextual Interviews
•  Interview people in their natural environment
•  Ask about concrete artifacts of events – avoid talking in general
•  Collect inspiring incidents

giulio.jacucci@taik.fi	  	  	  -‐	  	  	  
jussi.mikkonen@taik.fi	  



Probes!

design-led approach to 
understanding users that stressed 
empathy and engagement 

Probes are collections of evocative 
tasks meant to elicit inspirational 
responses from people

—not comprehensive information 
about them, 

but fragmentary clues about their 
lives and thoughts (Gaver et al. 
2004)

giulio.jacucci@taik.fi	  	  	  -‐	  	  	  
jussi.mikkonen@taik.fi	  



Scenarios / Mockups!

giulio.jacucci@taik.fi	  	  	  -‐	  	  	  
jussi.mikkonen@taik.fi	  



Example Users Group!
End User Profession and Practice Main Activities Involved in which scenario 

Regional authorities, 
specialists / water 
project manager 

Engineers (hydrologists, environmental 
and forestry engineers). Specialist 

• Designing and managing environmental monitoring network 
• Decision making and managing natural disaster 
• Studying and evaluating a broad range of environmental data as well 

as mitigation/restoration plans/designs. 

Alpine / Nordic 

Municipalities 
As they are elected, there isn’t a single 
type of profession. Generally they work 
part time for the municipality. 

• Management and decision making of their territory (responsible of 
security), 

• Communication with the population 
Alpine / Nordic 

Environmental 
companies / watershed 
contractor 

Environmental engineers (hydrologist, 
biologist, geologist, geographer, 
forestry) 

• Studying natural hazards and environmental processes 
• Supervision of construction 
• Field work,administrative task (report writing, answering tender) 

Alpine / Nordic 

Environmental 
researcher 

Environment researcher (geologist, 
geographer, hydrologist, climatologist 
etc) 

• Designing and building long-term monitoring system 
• Multidisciplinary field work . 
• Model development and validation 

Alpine 

Private companies that 
have infrastructures in 
the Alps 

Entrepreneur, engineers and 
technicians in various areas 
(civil, electricity, …) 

• Designing, building and maintaining infrastructure, 
• Responsible of the security related to their infrastructures, 
• Future development of their infrastructures, 

Alpine 

Environmental activists 
Non-professional. Of a NGO or a not 
registered group typically focusing on a 
local lake or a river. 

• Keep the target environmental issue in (the center of) public 
knowledge and raise awareness of it. 

• Take bold actions (e.g. fundraising events) to promote the cause 
Nordic 

Tourist No special profession 
• Enjoying alpine landscape, 
• Doing outdoor activities (hiking, climbing, rafting, walking). 

Alpine 

Local inhabitants 
(teacher, children and 
public in general) 

No special profession, local person, 
possibly landowner or nearby resident 

• Learning, 
• Living in alpine environment. 
• the users keep an eye on their environment 

Alpine / Nordic 

 



Task group Monitoring and environmental processes understanding onsite 
Subtasks • Outline problem 

• Gather data 
• Download data 
• Set up and maintain sensorstations 
• Define solutions  

Tools • DEM (digital elevation model) 
• GPS, binocular, camera 
• Computer and data logger 
• Sensors (e. G. distancemètre, compass,...) 
• Maps  
• Mobile phone 

Data  Data used : heterogenous types of data (land cover, measurements 
(discharge, weather,...), DEM, historical data...) and all useful data are 
overlaying on a map 
Data produced : maps, plans, reports, draw or schemes of technical 
solutions, report, image (jpg,...), sensing station data (txt files), images 
coming from the monitoring process, data that should be integrated into a 
database. 

User expectations User will prepare the things she/he will need onsite. Then she/he goes 
onsite, observes, takes some measurement or download data. Generally, 
she/he takes some notes on map or on a notebook she/he has onsite. 
Once she/he will be back at office, she/he will hace to integrate them into 
a database.   

 



 Text from task matrix Derived tasks Direct / 
indirect 
support in 
HYDROSYS 

Associated needs 

Design plans   Taking oniste measure 
Planning for alternative options 

Communicate with experts 
Taking on-site measure 
 
Use the system to visualize the 
on-site measurements in 
relation to other information. 
Share the on-site 
measurements to other 
participants by publishing the 
data. 

Indirect 
Direct 

Being able to create and update plan for 
environmental matter  

Setting up plan Preparing setting up warning 
plan 
Setting up warning plan 

Prepare and setup plan  
 
 

Indirect Set up a  plan 

React  
(Enforce plan)  

Sending alarm  
Evacuating local population 
Giving advice on /Overseeing 
environmental crisis 
management  
Investigate and maintain sensor 
stations 

Investigate sensor 
measurements 
Take appropriate measures 
according to plan (may include 
alarm and evacuation) 
Oversee actions according to 
plan 
 
Use the system’s real-time 
monitoring capabilities (mainly 
sensor data) to oversee that 
the plan is being followed and 
that the effects are as desired 

Direct 
Indirect 
Indirect 

Methods to enforce a plan 

Communication Sharing advice on 
environmental matters  
Coordination within the warning 
plan  
Communication with onsite 
observers 
Coordination with politics 

Share advice on environmental 
matters / plan 
Coordinate actions  
Communicate with on-site 
observsers 
Communicate and coordinate 
with politics 
 
Sharing (part) of the 
information mounted to the 
system with other participants 

Indirect 
 
Direct 
Indirect 

Share information / shared information 
system 
Communication channel with on-site 
observers 
Coordinate actions 



User Involvement!



Habbo Hotel!

Based on:
Mikael Johnson (2010): 

"User Involvement, Social Media, and Service Evolution: The Case of Habbo". 43rd Hawaii 
International Conference on System Sciences. Kauai, Hawaii, 5-8 January 2010.

Habbo is a virtual environment where children and
teenagers meet, socialize, and play many types of
games. It was first launched in August 2000 in Finland
as Hotelli Kultakala (‘Hotel Goldfish’) and it was
based on the developers’ two earlier online services

Habbo hotels in more
than thirty countries, and 13 million players visit
Habbo each month [23]. Instead of an entrance or a
monthly fee, the profit model is based on micropayments
in the hotel. Virtual furniture, mini-games,
and membership in the Habbo club are bought with
Habbo credits



Habbo Hotel!

In the design of Habbo, clear winning conditions and
gameplay rules have been avoided, and instead, players
are encouraged to create their own objectives beyond
chatting, room decoration, and meeting friends. The
provided environment for these activities is a hotel
consisting of public and private rooms, where the
virtual hotel visitors, called Habbos, chat, buy virtual
furniture, decorate rooms, and arrange social and game
events.





The Role of Fansites in 
Development!
The fansites are not only important to the visitors, but they also play a big role in the game
development. The developers visit them regularly to follow what’s going on, reading both
articles and forum discussions.
Otherwise much of it [user feedback] doesn’t come all the way to me; that’s why I
try to look at those ... Habbo fansites, what they discuss there, because if I have to
Johnson
140
develop something for Habbo, then I should know what’s going on there. (Game
Developer61)
Game Developer [GD] 2: We get feedback from the users all the time; it’s
something that is really important.
Author [A]: In what ways do you get feedback?
GD2: If we publish, for instance, a red chair then, as soon as it’s out there, then
the users tell us if it’s good or not.
A: Where, in Habbo or somewhere else?
GD2: Well, in Habbo and on the users’, those, fansites.
Well, those fansites are really important, of course. There things are said quite
frankly. Then there are some e-mails directly from the users, though I never reply
to them. Sometimes I followed the feedback e-mails and the bug e-mails some
many years ago, and then directly from friend-users I get [feedback]. But if I
want to know how some new feature is liked, then I go and look at the fansite
forums. Of course, they are always a little over-critical. (Game Developer 6)
The first quote (GD1) shows how the developer feels a responsibility to check out the
fansites: it is as if they are part of the job. The second quote (GD2) gives an example of the
immediacy of the fansite feedback, while the third quote (GD6) shows a brief comparison of
feedback sources in favor of the fansites. Some more active fansite readers among the
developers send e-mails to the other developers about interesting articles.



Well, actually, to be totally honest, what always gets me to surf there is usually that
[one developer], or somebody else who follows them actively, sends a link that
“Here is something funny.” Then I usually go and look, but I don’t remember when
I last would have gone looking just myself. (Game Developer 4)
This quote (GD4) shows how one of the developers lets another developer act as a
mediator to the fansites. Some developers, who are eager to get responses on what they have
created, visit the fansites regularly, especially after new Habbo releases, when the users
discuss the new features.
Well, it is probably a bias towards the final stage of the release, when something
comes out, one can see if there is something new about it. But yes, every now and
then when, when there is a pause or moment that I don’t have anything terribly
urgent, then I can go and peek at them. (Game Developer 9)
One developer describes how the fansites can influence the development of new features:
“The fansites are worth gold. From them, one can see what they expect and what they, on the
other hand, what they don't expect, and then one can do that too” (Game Developer 3).
This is worth underscoring. Because the fansites are “out there” without developer
intervention, the discussion topics are not limited to specific questions from the developers’
Unscrambling the “Average User” of Habbo Hotel
141
side: They are rather fairly open-ended. The above quote (GD3) shows how this enables the
developers to learn about what the fansite writers expect, but also what they do not expect.
Not all developers have equal interests in the fansites, often because of their different
work tasks. Server developers are furthest away from the users, whereas client developers
and graphic designers are closer to the users. This can be seen as shaping their interests in
fansites as well, allowing, of course, for individual differences. One developer described the
graphic designers’ interest in fansites: “When a graphic designer designs a new [Habbo]
space, s/he7 is extremely interested in how the users receive it. And because of that s/he surfs
on the fansites and discussion forums to find out what’s said about it” (Game Developer 4).
However, another developer stated that the fansites do not provide reliable user
knowledge. “From there [the fansites] one doesn’t get real knowledge [about user opinions].
But [by] going into the [guest] rooms, one gets better [knowledge]” (Game Developer 8).
This developer was concerned that the fansites do not provide representative user
feedback. He continues by discussing the user groups visible through the fansite, and coins a
category “average user.” This is interesting becaus






