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ABSTRACT

Thisarticledescribesaco-designprocessinthecontextofuserexperience(UX)andusabilitytesting
andanalysisofafirstproofofconceptofe-collaborationfeaturesbasedonunifiedcommunications,
co-designedwithinanorganizationaimingtooptimizeusers’communicationcognitiveload.Aninitial
digitalprototypewithadetailedgraphicalinterface,andsimulatedusernarrativeswasestablished
andthequalitativevalidationprocessisdescribedanddiscussed.TheimplementedR&Dprocessis
mainlysupportedonuser-centreddesign(UCD)methodology,namelyactionresearchwithservice
designthinkingmethodandco-designtechniques.Qualitativedatawasgatheredwithconcurrent
think-aloudactivities(CTA)stimulatedbyuserexperienceexpectationquestions,observationnotes,
withintegrationinaneyetrackingtechnologysystem.TheUCDprocessandresultsarediscussed,
substantiatingtheaddedvalueduetotheindividualcontributionsandconsequentusefulnessofa
finalunifiedcommunicationservicefortheorganization.
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INTRoDUCTIoN

Thispaperdescribesaco-design,developmentandassessmentprocessofafirstconceptual,low
fidelityprototypewithaninnovativeUXandUsabilitytestanalysisfor“SmartEntercom”project.This
projectrunsincollaborationwithGoContact,acompanydedicatedtosolutionsforBusinesstoClient
(B2C)interaction.Theproject’sgoalistoco-createahuman-centricnovelUnifiedCommunications&
Collaboration(UC&C)serviceaimingtooptimisethecompany’shumaninterpersonalcommunication
and interaction, consequently, theperformanceof each individualwith theoptimizationof their
cognitiveload.Theproject’stransdisciplinaryresearchteamisdividedindifferentworkpackages,such
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as:contextawareness,softwaredefinednetworkscommunicationsystems,interactionandinterface
design,andproductdevelopment.TheworkherebyreportedwascoordinatedbytheInteractionand
InterfaceDesignteam.

Forthefirstco-designedproofofconcept,researchwasbasedoniterativeServiceDesignThinking
methods(Stickdorn&Schneider,2011) inferredonthedirectcontactwithstakeholders, in their
workingenvironment,forconceptandinteractionnarrativevalidation.Thepresentpaperalsoadds
aninnovativefeaturetoaUXandusabilityevaluationtechnique,withaneyetrackingsetup,which
determinednarrativeandinterfacechangesforthefinalversionofaconceptualprototype.Sincea
self-reported,explicitopinionmaynotmatchwiththecorrespondingimplicitattitude(considering
thesocialdesirabilityinfluence),andbecause‘verbalizationsaremanifestationsofthoughtsandnot
necessarilythoughtsthemselves’(Elling,Lentz,&DeJong,2012,p.212),thereportedinterface
improvementwasnotonlybasedontheexplicitdataprovidedverballybytheparticipantsduring
UXtestsessions,butalsosustainedbytheimplicitdataregisteredwithaneyetrackerandcomputer
systemthathostedtheUXtests.

BACKGRoUND

The current technological market displays a progressively increasing number of communication
solutionsintheformoftoolsandservices(Riemer&Wulf,2010).Althougheverysolutionmay
improveorsolveonecommunicationproblem,itsproliferationisalsocreatinganewproblem:how
toidentifyandselecttheidealserviceforeachcommunicationsetting.AccordingtoFuze(2017),
communicationtoolsshouldempowerproductivity,thoughitincreasestheneedfororganizations
toanalyseeachsolution,rejectingredundantappsandtools.Asdepicted,‘ITleadersarebattlinga
productivitythreatintheformofapplicationsprawl:workersnavigatingbetweentoolsanddevices
toshare,connect,andcommunicate’(Fuze,2017,p.11),whichcanleadtofailedcommunications
attempts,losttime,disruptiveworkinterruptionsandfrictionsinteamcollaboration(Riemer&Wulf,
2010).Furthermore,havingtojugglebetweendiversemodesofcommunicationhasbeenassociated
tointeractionoverload(whenthelevelofinteractionanindividualneedstoengageinexceedshis
communicativeandcooperativecapacity)andcommunicationdeficiency(whenacommunicationis
establishedthroughanundesiredmodeofcommunication)(Ljungberg&Sørensen,1998).Summing
up,whilearecipientwishestobeconstantlyaccessible,thewayinwhichacommunicationiscarried
outmightnotbedesirable.

Alsorelevantinthiscontextofresearchisthecognitiveloadtheory(CLT).Thistheoryisbased
onthenotionofalimitedworkingmemorycapacityrelatedtoanamountofinformationexpectedto
beprocessed.SomeresearchhasbeendoneinordertorelateCLTtoHuman-ComputerInteraction
(HCI),mostlyconcernedwiththedevelopmentofeducationalinterfaces(Chalmers,2003;Hollender,
Hofmann,Deneke,&Schmitz,2010;Oviatt,2006).Asausabilitygoalandtosucceedinthecreation
ofan intuitiveandusable interface, aiming to reducememory loadanddecrease irrelevant load
(extraneous)(Hollenderetal.,2010;Oviatt,2006),freesupmentalresourcesthatallowtoperform
maintasksbetterwhilstremainingattunedtothesurroundingcontext(Oviatt,2006).

LITeRATURe ReVIew

UnifiedCommunications

One future challenge in areas such as mobile, ubiquitous, and multimodal-multisensor interfaces is 
for human-centered design to adequately model human communication and activity patterns more 
broadly, as well as usage contexts. (Oviatt, 2006, p. 872)
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