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We are not the user

The user is not the boss...

And not even a colleague, a friend,
the desk mate...

We need to access to the users’ knowledge
(both explicit and implicit knowledge).

In many situations, observers, listeners, and researchers are not !"

allowed, so we need for indirect knowledge.

Gathering information to know and map the mental models of

users allows us to get out of our perspectives and biases and

design solutions widely usable and accepted. E ’,I
LN
-
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Let’s make a simple experiment

Considering people currently involved in the training courses of Politecnico di Torino:
Professors planning and teaching courses
Administrative staff managing bureaucracy

Utility staff caring for the accessibility and dignity of places

Let’s ask everybody the same question.

What makes a good learning experience for you?

u e u . ";’ ‘:s’: ‘l_:’ _— .
1 ¢ Politecnico
o L LIV, >
. et s di Torino
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As a student: what makes a good learning experience for you?

Review answers 11

Concrete examples

Good sources

) Understanding why are we learning this or that
Concept transfering )
Team cohesion
experienced and passionate professor

Interactive and practical learning

Understandable resources Interaction 30

Appropriate environment

uuuuuuuu s U®L &
A ;,“ . o
L i r\ k S 3i‘ sany Politecnico
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As a professor: what makes a good learning experience?

Review answers 6

Responsive students

Good organization passion for the profession ~ Good facilities

Student ask questions

A N
v, . my Politecnico
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We all have our mental models.

A mental model is a inner representation
of the real perceived world Behaviours

. . . Decisionsis
and relations between its various parts.

A mental model contains
knowledge, beliefs, expectations and habits deriving

from our perceptions, direct and indirect experiences. Knowledge

.Beliefs

We develop mental models on any aspect of the Expectations
experience, including the digital systems we use, habits
through intuitive perceptions of their actions and
consequences.

Mental models drive our decision and behaviours
(including the interaction with systems and data).

P PP Y A. Collins and D. Gentner, How people construct mental models. In Cultural Models in Language

. . .Y Politecnico

L [} ] -o. . %M;’: di Torino 1 . 1 1
o o o o o and Thought, Cambridge, U.K.:Cambridge Univ. Press, pp. 243-265, 1987.

59 >3
\\ #
S



1 project, several mental models

IPESTON

We all create mental models that explain and organise VODEL

our actions and interactions with the world.

DESIGNER USER

The mental models we create derive from what we can
perceive of a system, its structure and visible
behaviours.

If the system image is incomplete, inadequate, or COCUMENTATION
inconsistent, a weak usage experience will occur.

SYSTEM

SFFTEM
ITMAGE

2SS N alelellis the mental model

materialised by design activities,
and that will be developed.

It is like a text open to interpretation

W comoazone " Vi ;?' ~y

. 3 .’ R “‘,‘;' Polit o . . .
Pt di Torino Source: Norman, D.A. The Design of Everyday Things, Basic Books, 1988; 2019
N osse
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Stakeholders’
analysis and

mapping

W conoazone W
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Different people, in different contexts, produce,
understand, and use data differently.

3 STAKEHOLDER !

ia %° O aRE < M0

INVESTORS COMMUNITY TRADE UNIONS GOVERNMENT SUPPLIERS CUSTOMERS CREDITORS

Any person, group, or institution that, positively or negatively,
affects or is affected by a particular issue or outcome of your project is a stakeholder.

According to the HCD, stakeholders (people, institutions, or social groups)
shall be involved in the process

from the early stages and during the design activities

(especially testing and validation)

" :n: nnnnnnn " . ‘[ 3’ :,\“

(B Cofieenico Retegi, A. et al. The Co-Create Handbook. http://www.cocreate.training/
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http://www.cocreate.training/

Sponsors are often those who initiate the project
by mobilizing resources and managing activities.
Sponsors own the requirement for the project,
and if the requirement changes, they must direct
the project accordingly.

Which role for

Direct or Primary users (CORE players)
Indirect or Secondary users (INVOLVED players)
External stakeholders (INFORMED players)

W conoszont W . "l:‘ 3‘! :.“:" Pofitecnico
- ’ v
. %Mﬁ: di Torino
\ 18! y?

\
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Dolfing, H. A Step by Step Stakeholder Mapping Guide. 2018.
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1) Stakeholders’ analysis

Early identifying who has a stake in the outcome

- Directly and indirectly interested in the project

will help steer the project team in the right direction and

give a network where to find learning opportunities, feedback, support, future chances.

Stakeholder analysis aims at identify: SW{M MQ’P
 Who will use the output

* Who is investing in the outcome /_“ e M .'B
 Who has right of refusal \
 Who will support the team

 Who are the key decision-makers ""‘
 Who the team should meet with to help get context

Y
Ym, _gmY Politecnico
K Mﬁ: di Torino



2) Stakeholders' map

Maps are dynamic supports to be updated according to the real scenario (spatial/temporal).
They enable different activities: design, testing, trials, experimentation, distribution and
marketing, communication, maintenance...

They provide quick representation of complex information such as:

W conoazone W

* Target users real goals
* Different interests
* Success metrics

- . : STAKEHOLDER c
e Communication hints & NETWORK 6
* Potential risks % MANAGEMENT g
* Engagement of users to be involved in testing activities §
. =
* Engagement of key people to be informed s
* Negative stakeholders as well as their adverse effects on the
roject.... N, ©
proj EWorK ANRY®
I Y Matti, C. Visual toolbox for system innovation. Climate-KIC, 2016

[ ]
. R e A0 h N
. '.',M;’:' di Torino
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Stakeholders’ map

A stakeholders’ map includes the different types of players
characterising the domain of interest and describes their
relationship.

Involvement
10

A stakeholders map usually identifies:
* Direct or Primary users (CORE players) as end-users, will :
directly affect the final results (acceptance and adoption). @ l
P+

Their participation in activities is a requirement.

* Indirect or Secondary users (INVOLVED players) are
those subjects that, because of their role, power,
authority, responsibilities, or claims over the resources,

play the role of enablers or barriers. I :
* External stakeholders (INFORMED players) are subjects Against 0 For
that can positively contribute to supporting the solutions E: IZE O CIRCLE = DEGREE OFINFLUENCEON CHANGE

at a strategic level, such as the media and policy-makers.  Dolfing, H. A Step by Step Stakeholder Mapping Guide. 2018.

LAY
my, _ mY Politecnico
ATy di Torino
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Stakeholders' management process

Activities Tools

Identify Lo o Systematic Identification:
Stakeholders e.g., Wheel, PESTLE, WBS, Project Phase, Left/Right/External Brain

Design & co-design

) Demonstration
Document ol Stakeholder Register:
Stakeholders (Name, Organization, Position/Role, Location, Contact Details) Te Sti ng an d \Z | id ati on
MJ":;;& T ECRGE]
P Stakeholder Type: . .
Analyze & Classify Requirements/Expectations/Concerns, Pro/Con/Neutral EprOItatlon

Power/Influence(/Legitimacy) vs. Interest(/Urgency)

Other: Salience Model, Project Phase & WBS M a | ntenance

Continuous improving

Plan & Implement Stakeholder Engagement Plan:
Engagement Project PoC, Cadence/Frequency, Comm Method

.
nnnnnnnnnn y

- AN
. ) RN ‘:} . "
' Y Y _an ¥ Politecnico
l il k S "‘Mi; di Torino
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Hands-on
Stakeholders mapping




Design before developing.

* Which is your challenge? STAKEHOLDERS
* Which needs and opportunities do you see? ANALYSIS & MAP

* Who will use/benefit from?
e Who will support it?

PASEION FOR INNOVATION S\ 1859 g



ADaS Projects

PID Title

Organisation

P1 Unsupervised topic detection in app reviews Hype
P2 Ballpark quotation tool IVECO
P3 Al Personas Lavazza
P4 Automated Artwork Metadata Generation using Multimodal LLMs LINKS
P5 DINOV3 For Damage Assessment LINKS
P6 ENT-icipate LINKS
P7 Multimodal Emotion Recognition LINKS
P8 Multi-task learning for fire ignition maps LINKS
P9 Open vocabulary Semantic segmentation LINKS
P10  Ball and Player Tracking in Padel Matches Videos LINKS
P11  Unsupervised energy profile clustering LINKS
P12  RLfootball PoliTo
P13  Ontology alignment Repertorio

PASEION FOR INNOVATION S\ 1859 g




Show, don’t tell.

It is @ method for visually describing, synthesising,
systematising, re-elaborating, and sharing the information,
insights, models, and ideas we gain during the design process.

e PLE CENTERED
@ @o. a . PEO‘D&SMN

"(.W'(’MAb 0® sy

K'Ncﬂ .. MSUA ARCAVENTATTN

c/{c \-"M&Jﬂ, Lrlr
(3

o
’ .
?/ ' *® o
@
vswmse K ? @, - O.
@ rewrecinovany Q Oro . ®

. HaS']lNC, ONESELFT,
oTHERS , AND PoWER

nnnnnnnnnn ;?] .“
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https://miro.com/welcomeonboard/M2VxNlkwdzhaend1dnpleDhTS1psK2R5cWl6RG9TSkFEWllBUFpZWTY5VE1CaGg2ODNnWVdtd3VpYUVsSW1xWk5pSkt3SVlRelZYSHJmZ3JjL1hZK3E2WDVjdkZMaXR6Y0c1dk1CYXRYTEphY0YyR3pwL09ZTUlONnVncFF5dHhhWWluRVAxeXRuUUgwWDl3Mk1qRGVRPT0hdjE=?share_link_id=779902896656
https://miro.com/welcomeonboard/M2VxNlkwdzhaend1dnpleDhTS1psK2R5cWl6RG9TSkFEWllBUFpZWTY5VE1CaGg2ODNnWVdtd3VpYUVsSW1xWk5pSkt3SVlRelZYSHJmZ3JjL1hZK3E2WDVjdkZMaXR6Y0c1dk1CYXRYTEphY0YyR3pwL09ZTUlONnVncFF5dHhhWWluRVAxeXRuUUgwWDl3Mk1qRGVRPT0hdjE=?share_link_id=779902896656

1) Stakeholders list

e Starting from the project brief,
Identify all the stakeholders
* Whois interested in the project
 Who are the direct beneficiaries who will use the output?
 Who are the indirect beneficiaries that will benefit from the outcome?
* Who can refuse or obstruct the project/adoption?
(add 1 sticky note for every stakeholder you met during the analysis

* Take note of their needs and wants (desk research or interviews)
EXAMPLES OF POSSIBLE INFORMATION
* What do they need or want? (GOALS)
* What skills do they have in the field?
* What systems do they already use to reach their goal?
 What barriers do they pose?

* Explore the provided Datasets to search for the underlying model
(mental, conceptual, operational)
* Integrate your domain knowledge with desk analysis
links ’,ﬁg;m;ﬁ Politecnico (Reports, Research papers, Newspaper articles)

Tase " i i bl
BASEION FOR INNOVATION S\ 1859 48



2) Stakeholders’ map

* Prepare your canvas and define the properties of the areas

Direct Core Beneficiaries
Indirect Involved Technicians
exluded Informed Managers

 Move the stakeholders on the map: place each stakeholder into the corresponding category
* Use the space to represent commonality, connections (proximity) and size or priority (size, color)

W onDazionE ] Vd ?}' Ny,
i C ‘!’l’l‘l}l’:;:rﬁn:\“ Politecnico
" R di Torino
\ »
\\ 1859 ak
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Different visual canvases allow you to display an overview of a complex ecosystem (and then share,
process, communicate on and with) of who and how you are trying to reach.

Direct End-users Internazionational Beneficiaries
Indirect Technicians Domestic Problem solvers
Radar Ch Clrt External Informed Locals Policymakers

. UX®
Useful to organize groups on

one variable dimensions:

* responsibility

influence

proximity

dependence, involvement

AT O

o P ; a, D. UX Design design. Hoepli, 2019.
i C :::nm\“:jmn’::’: Z?¥;$fnn;co : http://WWW.uxlab.it/strumenti.html

S
-\ Ao’
S
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http://www.uxlab.it/strumenti.html

INTERNAZIONALE

sy NAZIONALE
COMUNITA LOCALE

Radar chart

ALTRI STAKEHOLDER!

Original chart developed from

the Helsinki Design Lab .
4
OGNI SEZIONE PUO" ESSERE
USATA PER TEMI COME

APPARTENENZA, SALUTE,
SICUREZZA, AMBIENTE, ECC

“onoaziont Y w
. ’ RO (4,‘,‘[ . . i
Lln k's :31. ! Politecrico Development Impact & You, toolkit.


http://www.diytoolkit.org/

Useful to explore a key group and the other actors around it.

The visual encoding helps to describe the relationships between nodes:

- Lines: continuous, dashed or more marked depending on the type of
relationship; Colors: type of target; Size: dimension of target.

Hub & spoke

For each branch, quantitative data that complete the picture
shall be added and kept updated.

Prospects

. Board of directors
Clients \ Customers Managem ent e
Advocates J “_ Supervisory committee

PR agencies . i
2 Business consultants Suppliers

Marketing professionals vy

Local government

Government / Regional government

\ Mational govemnment

Trade union

Key Stakeholders

Banks

Brokers '1| Financial institutions

Stock exchanges /

Shareholders

Independent retailers
Retailers / Direct retailers

\ Value-added resellers

Indirect competitors

~, Competition
A

I Direct competiti
DDDDDDDDDD y 3! act competitiors
¥2

. .
links s s
Y g ¥
il . '.‘Mf: di Torino
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ECOSYSTEM CANVAS Group: City:

Which are the main actors of the scenario?

HOW TO USEIT:

Ecosystem canvas

Actors interested in contributing
to the service, alsoforinternal
reasens (seeking for opportunities

Actors interestedin to improve their professionaiity and Actors that create added value by
consuming, utilizing, honingtheir capabiltiestowards acting as broker, facilitators,
accessingthe service. better performance). connectors...

Canvas customised from:
PARTNERS www platformdesigntoolkit.it

©@®O

PEER
CONSUMER

PEER
PRODUCERS

Cicero et al. Platform Design Toolkit. 2016

- . .
r\ k S Politecnico
i . di Torino
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A map is a dynamic tool that should be kept up to date, to provide
the project team with a synthetic view of the relations among groups
and goals.

Bubble diagram

Involvement [nvolvement
A 10

CHANGE CHAMPION;
takes personal responsibility
for ensuring success

THE ENEMY;
taking every opportunity -
to undermine your efforts P#:qugff
PARENTS

CHAIR OF

WILLING HELPER; GOVERNORS DEPUTY
anxious to lend a hand

HEADTEACHER

. THE CYNIC;
fires cheap shots to test
your resolve FULL-TIME
TESTAFF
, FENCE SITTER;
not engaged; waiting to
see how it goes
< > -5 «¢ P +5
Against For Against 0 For
nnnnnnnnnn ; ’ ‘.\ ) . .
L r\ ks M Politecnico Dolfing, H. A Step by Step Stakeholder Mapping Guide. 2018.
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ADAPTABILITY
+

Stakeholders’
universe

Visual network analysis tool )

focusing on the connections
among actors, how they work,
and how they might evolve,
affecting the system we are
designing.

1) List the actors

2) Place them on the axis
3) Define connections

4) Define clusters

<SR

L:D: DDDDDDD “. ‘4?1 ‘.\‘:‘ bolitecni

r\ I< w, YV Politecnico
il S \Mf: di Torino
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ELUSTER
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/i
BRoweRAGE — 4 %}‘ A
N

- ” CRITICAL HUB
oA
o
5 0©
MANY (oNNECTIONS .
Low DNERSITY -‘
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Wk 1ccess
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Matti, C. Visual toolbox for system innovation. Climate-KIC, 2016



Emergency
management

y, Vi MEDICAL URBAN  INFRASTRUCTURE IGITAL
stakeholders map FIREFIGHTERS  prorecion P! SERVICE PLANNERS WaNAGeRs  VOUNTEERS e
o SAFERS
A 4 ENVIRONMENTAL
FOREST POLICY SCIENTIFIC BFSI OTHER
. - CITIZENS
s seciis SERvicEs  AGENCIES MAKERS ~ COMMUNITY  INDUSTRY  INDUSTRIES MEDIA

@@

Stakeholders list INFORMED

INVOLVED
s

mf;nsmug;mz CORE
aviL Mg
oy Qg\\ “\ PROTECTION %y )
INDUSTRIES o0 \
DOMAIN ]
FOREST EXPERTS
VOLUNTEERS

&) o

MAKERS

Stakeholders’ map supporting the =
. ) i3 a0

User Requirements collection
And technical specifications

Firefighters End-users of SAFERS platform and smart services.

Civil protection Their contribution revolves around the definition of end-user
requirements, the co-design SAFERS solutions, the realization of pilots for

Sta ke h O | d e rs' ta b I e to S u p po rt th e testing and demonstrations for validation, and the provision of feedbacks.
Pi Iot dESign a nd exp|0itation They will benefit from SAFERS during the emergency management

phases: prevention and preparedness and detection and response.

W conpazione ] Ve :7}! \‘,
. . ¢ .V,
Y oy ¢ Politecnico
. . / ¥
BN o0 . ‘\“Mg di Torino
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Emergency
management
stakeholders’map

OSAFERS

Structured

Approaches

~AFERS E| mnsrnarmm;a-m.ﬁm |:| — )
Web Dashboard

for the o
CO n s u Itatio n Of -‘:I L :. o] .:.... ; . ‘.-' ‘r :_.. ¥ : :_, PERSOME Todake 21 Teams 15 SEGHALATION Tobsls: 77

satellite data, P Waierane - oa— D ——
. s (N
sensors and ] S —

reports made by RS '_ 4%, T_ e
first responders -2 '

and citizens
(crowdsourcing)

----------

TELECAMERE Tatale: 2

“’1-3 . ALLERTA AUTIMATICI Tastalia; 35
f MAPPATURE Toaakes 21 ' .

AVVIES



Stakeholders map

of the project

* Learn the ars interrogandi
e Learn the context

* Learn who will use the data and
system and what relationships people
have with it

* Design the network of people
* Are relations equal?
* Let ethical issues emerge

* And consequently, the technical ones
(e.g. interoperability, inspectability)

W conoazione " ’l’ ‘;3! ‘.“,
i rd - :’W‘:‘: Politecnico
i e . VAT di Torino
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secnrity af electranics
in autemotive

test requirements

- V2D (vehiele to other devices inside)
- W2N (vehicle to newtorks)

- W21 fvelhiele to infrastructure)
- W2V (vehicle to vehicle)

Autonomous Cars Stakeholders' Network johs?

The Ethics’ Gym

Valdieri, 12-13 July 02022

Environmental
Norms

Standard
Organizations

interoperable”
certified?

" 1% a .
legal requirements” Policy

Makers

Safety
Cerfification

{truck/taxibus/courier drivers)
workers' safety?

Insurance
MNorms

certified?
affordahble?
car-as-a-service?
COM M ON-¢ars-
coexistence?

legal requirements?
identifiability?
accountability?

. np sibviligwr?
responsilility” Professional
National Users

=
HW engineers nsurance
Companies,
-

Health - Private
System @ Users

deskilling?
driver licence?
human in-the-loop?

test engineers

zensars?

reliable?

bugs?

software updates?
portable soltware?
code reviewable?
denial of service?
IPR?
cyhersecurity?
ethics for engineers?
code of ethies?
elhics' knob?

¥ . ] O
{perpetuating bias!)

Enterteinment
Industry

Car/Computer
Manufacturers

[Docking
Stations

Mobility
Infrastructure

reserved roads or mixed trafic?
interoperability standards
(WEN V2LVEV)

Cloud
Service
Providers

data ownership?
GIPP3 positions?
habeas data?

/2

Re-Charging

loss of attention?

] Passengers Jopistem. shift?

disabled people?
blind people?

unahble to drive?

] § Future %
Environment S Qenerations 2
Advocacy —
Orgs e
emissions?
repairable?
recyclable?
disposable?

life eycle assezsment?
batteries? renewahble power?
civeular economy?



Different visual canvases allow you to display an There are no standard maps.

overview of a complex ecosystem (and then You can find many different canvases
share, process, communicate on and with) of and labels (ecosystem canvas, players map, ...),
who and how you are trying to reach. made available in wonderful existing toolkits.

You can also create yours for ad-hoc purposes and
specific needs.

The golden rule is:

)
s Y . .

Y m ¢ Polit:

YR, W Y o ] e;nlco
\ SRS di Torino
N sse 4t
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3) Stakeholders' analysis

* Refine the characteristics:
9 * Which roles do they play (with reference to the specific context you're focusing on)
What are the NEEDS?
What are their GOALS?
Did you forget any stakeholder group?

Do you need different groups or labels? Refine the first list, no problem.

Group or connect subjects that have something in common

.
= oY politecni
. YR, W Y 9I epnlco
< \FEEERY di Torino
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. Researcher in Digital Ergonomics [LINKS Foundation]
. Adjunct Professor [Politecnico di Torino]

antonella.frisiello@polito.it
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