
Activity steps

PAIR 1: RESEARCH NOTES

Before you start, split the group into pairs, each with their own workspace.

You know you're done when you've read through all the sticky notes (and your brain is 
staring to tingle with ways they're connected) .

Gather and review your findings 

STEP 1

   OUTCOME
   A shared understanding of everything that's been found in this round of research

When everyone is done, get a sense of what others have pulled out by browsing 
through the others pairs' findings (10 mins per section is good).

Take a short break when you're done.

In pairs, extract any quotes, observations or reflections from interviews that you 
found interesting or important. Paste each one on an individual sticky note in your 
RESEARCH NOTES section.

Don't forget quotes, which provide rich insight into user's perspectives (and 
generate great discussions about what they really mean).

2

1

INSTRUCTIONS

60 mins  

"Privacy is the responsibility of all 
researchers. As you work it may be helpful to 
know who said what, but in Miro we need to 
"de- identify" or anonymise the findings for 
privacy and security.

If you want to keep track of where comments 
came from you could use colour coding, a 
number system or a code system. For 
example, interview #1 might be on blue sticky 
notes or you might add a #1 to the post it. 
This allows you to keep track whilst protecting 
users privacy."

Jessie Callaghan
Department of Customer Service

PRO TIP

PAIR 2: RESEARCH NOTES

PAIR 4: RESEARCH NOTESPAIR 3: RESEARCH NOTES



You know you're done when each of your clusters has a key finding that feels like it's 
powerful enough to impact the project in some way.

Before you start, add the key findings from your research to the KEY FINDINGS column 
below

Identify key findings

STEP 2

   OUTCOME   
   A clear idea of your most important findings (and why they are important)

Once you've organised (and reorganised) your findings, summarise each cluster as a 
key finding - a note that succinctly captures the core meaning of the cluster and 
articulates why it's consequential to the project.

As a group, start organising your findings into groups that make sense. It helps to 
theme and hunch as you go:

Theming: Findings that are all related to the same problem, feature, step of the 
journey or any other kind of "theme".
Hunching: Findings that feel related in some way. This is more about listening 
to your instincts that rational thought (that comes next). It generally starts with 
"These feel related, but I don't know why" and starts to make sense as you 
progress through the activity.

Note: You can use findings in more than one cluster.
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INSTRUCTIONS

120+ mins  

PRO TIP

"If you want to work out if a key finding is 
consequential, ask each other "So what?" 

By answering this question, you'll soon work 
out if the finding really is consequential, or 
it's just been written in a way that sounds like 
it is." 

Jessie Callaghan 
Department of Customer Service



You know you're done when the group can identify the key findings that are most 
important to the users they interviewed. 

Before you start, talk through the six segments below to make sure everyone is clear on 
what we'll be discussing.

Reframe findings from a users' perspective

STEP 3

   OUTCOME
   A shared understanding of what's important to your users.

Now that you've built a better understanding of your user(s), look back over your 
key findings and discuss which ones are most consequential to users and why.

Update any key findings that can be improved or clarified as a result of your 
discussion.

Take a break when you're done

As a group, discuss what's going on for your users right now, and add sticky notes to 
answer each question on the board.

Keep going until all of the segments have been thoroughly discussed and 
populated.
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INSTRUCTIONS

45 mins  

PRO TIP

"If you find you have drastically different user 
groups, you can create more than one 
version. of the canvas below. But don't get 
too caught up in multiple versions, you're not 
creating a refined persona, just building a 
better understanding of your users."

Jessie Callaghan
Department of Customer Service
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You know you're done when the group can list the direction(s) and/or actions the 
project could take as a result of this round of research.

Turning findings into directions and actions

STEP 4

   OUTCOME
   Clear understanding of the directions and actions that could be taken as a result of key findings

On sticky notes, each write down a few actions the group could take, or directions 
the project could go in, as a result of what you've found in this activity.

Discuss each as a group and decide which ones you'll share back with stakeholders 
and the broader team.

Take some time to reflect on the all research you've processed, the discussions 
you've had and the thinking you've done. Then, as a group, discuss your ansers to 
these questions"

What did we find interesting or surprising about these interviews?

How do they confirm or contradict what we've heard in our previous research?

Add the most compelling suggestions to the workspace as you talk.
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INSTRUCTIONS

30 mins  

"Don't fret if these last discussions start 
leading the project in a new direction. By now 
the group will have built some collective 
intelligence so may be able to see new paths 
or opportunities. "

Rich Brophy
Department of Customer Service

PRO TIP

DIRECTIONS & ACTIONS

INTERESTING SURPRISING CONFIRMED CONTRADICTED
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Example

PAIR 2: RESEARCH NOTES

PAIR 4: RESEARCH NOTESPAIR 3: RESEARCH NOTES
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DIRECTIONS & ACTIONS

INTERESTING SURPRISING CONFIRMED CONTRADICTED

Example

No clear 
guidelines for 
when or why 
bookings are 

required

Interview 4

Birthdays and 
special events are 

key reasons for 
organising ahead 

of time

Interview 2

"I have friends 
who just show 
up and find a 

space"

Interview 5

"I see the special 
spots and wonder 

how I can book 
them in"

Interview 5

Would expect this 
kind of thing to be 

on the City of 
Sydney website

Interview 5

Other booking 
platforms used: 

AirBnB, Open 
table, Qantas

Interview 4

The weather is a 
major factor in 

organising 
outdoor events

Interview 2

Centennial park is 
such a big space, it's 

hard to explain 
directions to people

Interview 3

Alternative 
solution: Arriving 
early and holding 

a spot

Interview 3

The idea of having 
to "book a picnic 

area" feels at 
odds with 
picnicing

Interview 1

I love this - 
organising 

decorations is so 
much easier if you 
know where you'll 

be on the day

Interview 5

It takes about 
an hour to 

set up before 
people arrive

Interview 4

My parents are frail, 
I need to know that I 

can park close by 
and wheelchair 
access is easy.

Interview 3

I would happily 
pay a small 
deposit to 

secure a space

Interview 1

I would hate for 
this kind of techy 
thing to take over 

the way we use 
the park

Interview 2

Shouldn't parks be an 
open space where 

people come and go as 
they please?

Interview 4

We normally get there 
very early and leave 

an esky and a blanket 
under the shelter

Interview 2

Downloading an 
app just to do 
one thing is a 
major turn- off

Interview 1

Having photos of 
the area you're 
booking is more 

helpful than a 
map

Interview 3

We have young 
children, so I need 

to make sure 
we're not too 

close to the lake

Interview 1

Picnic area 
booking 
service 

research

First thing I look 
at is "how far 
away are the 

toilets"

Interview 5

There's no point 
in booking a spot 

if you have to 
park a mile away

Interview 4

Parking is a nightmare 
on the weekends - can 

we book a spot to 
park too?

Interview 2

Concern about 
arriving and other 

people being in 
the space already

Interview 3

This would only 
work if everyone 

is using the 
booking service

Interview 1

Would like to be 
able to call 
someone if 

there is an issue

Interview 1

Reading 
reviews of the 
spots would 
be helpful

Interview 1

Enjoys the 
simplicity of 

OpenTable for 
restaurant 
bookings

Interview 4

Shouldn't parks be an 
open space where 

people come and go as 
they please?

Interview 4

There's no point 
in booking a spot 

if you have to 
park a mile away

Interview 4

Staring with the 
destination and 

date, not the 
logistics is key

Interview 4

Centennial park is 
such a big space, it's 

hard to explain 
directions to people

Interview 3

What do I do if I arrive 
and someone's taken 

my spot? I'm not good 
at confrontation

Interview 3

No clear 
guidelines for 
when or why 
bookings are 

required

Interview 4

Birthdays and 
special events are 

key reasons for 
organising ahead 

of time

Interview 2

"I have friends 
who just show 
up and find a 

space"

Interview 5

Would expect this 
kind of thing to be 

on the City of 
Sydney website

Interview 5

Other booking 
platforms used: 

AirBnB, Open 
table, Qantas

Interview 4

The weather is a 
major factor in 

organising 
outdoor events

Interview 2

Centennial park is 
such a big space, it's 

hard to explain 
directions to people

Interview 3

Alternative 
solution: Arriving 
early and holding 

a spot

Interview 3

The idea of having 
to "book a picnic 

area" feels at 
odds with 
picnicing

Interview 1

I love this - 
organising 

decorations is so 
much easier if you 
know where you'll 

be on the day

Interview 5

It takes about 
an hour to 

set up before 
people arrive

Interview 4

My parents are frail, 
I need to know that I 

can park close by 
and wheelchair 
access is easy.

Interview 3

I would happily pay a 
small deposit to secure 

a space if i it meant 
didn;t have to worry 

about baggsing a spot

Interview 1

I would hate for 
this kind of techy 
thing to take over 

the way we use 
the park

Interview 2

Shouldn't parks be an 
open space where 

people come and go as 
they please?

Interview 4

We normally get there 
very early and leave 

an esky and a blanket 
under the shelter

Interview 2

Downloading an 
app just to do 
one thing is a 
major turn- off

Interview 1

Having photos of 
the area you're 
booking is more 

helpful than a 
map

Interview 3

We have young 
children, so I need 

to make sure 
we're not too 

close to the lake

Interview 1

First thing I look 
at is "how far 
away are the 

toilets"

Interview 5

There's no point 
in booking a spot 

if you have to 
park a mile away

Interview 4

Parking is a nightmare 
on the weekends - can 

we book a spot to 
park too?

Interview 2

Concern about 
arriving and other 

people being in 
the space already

Interview 3

This would only 
work if everyone 

is using the 
booking service

Interview 1

Would like to be 
able to call 
someone if 

there is an issue

Interview 1

Reading 
reviews of the 
spots would 
be helpful

Interview 1

Enjoys the 
simplicity of 

OpenTable for 
restaurant 
bookings

Interview 4

Shouldn't parks be an 
open space where 

people come and go as 
they please?

Interview 4

There's no point 
in booking a spot 

if you have to 
park a mile away

Interview 4

Staring with the 
destination and 

date, not the 
logistics is key

Interview 4

Centennial park is 
such a big space, it's 

hard to explain 
directions to people

Interview 3

What do I do if I arrive 
and someone's taken 

my spot? I'm not good 
at confrontation

Interview 3

Planning 
ahead more 

likely in 
special- event 

situations

Expectations 
are being set 

by best- in- 
class booking 
experiences

There are key 
decision- making 

criteria which, if not 
addressed, will 

impact usefulness of 
solution

Factors beyond 
our control can 
impact the user 

 experience

Important in- 
site activities 

take place pre- 
and post- event

What happens if 
we're still there 
when the next 

group shows up?

Interview 4

What happens if 
we're still there 
when the next 

group shows up?

Interview 4

This would only 
work if everyone 

is using the 
booking service

Interview 1

Existing 
community 

attitudes and 
behaviours 

challenge the 
proposed solution

Shouldn't parks be an 
open space where 

people come and go as 
they please?

Interview 4

Booking would make 
the day a lot less 

stressful - i wouldn't 
need to worry about 
battling other groups

Interview 4

"Picture 
perfect 
spots"

Interview 1

Putting tech at 
the centre of 

the solution is 
a blocker to 
some users

There are major 
anxieties about 

intergroup 
clashings

Less 
stress

More 
predictable 

planning

What could 
derail my 

plans?

Start thinking 
about how they'll 
use / decorate the 

space ahead of 
time

Plan 
special 
events

Look for 
locations that 

suit their 
specific needs

Use the park 
on a more 

casual basis

What will 
parking 
be like?Familiar, 

easy to use 
digital 

experiences

Confrontation 
with other 
park users Needs not 

being met 
(e.g. facilities, 

parking)

Excited Nervous Stressed

Good 
weather

An event 
that goes 

as planned

NO 
hiccups

Photos 
for 

instagram

To create 
an event 

that others 
enjoy

Organise

Clean 
up / 

pack- up

Set 
up

Parking is a 
critical issue 

for most 
interviewees

The promise of 
pre- booking fuels 

anxiety about 
confrontations 

with other park- 
users over space

Organisers of 
special events 

are the key 
user group

Those booking 
spaces are more 
likely to be one- 
off users than 
park regulars

Cost is not 
a major 
blocker

Organisers are 
thinking about 
"the shot" (for 

instagram)

Gather and 
address the key 
decision- making 

criteria in first 
prototype

Brainstorm how 
to pre- empt 

confrontations 
between booked 
and non- booked 

groups

Consider how 
can leverage 
photography 

to drive uptake

Can we intercept 
test with real park 

users?
MARK TO 

INVESTIGATE

Build out 
personas 

using STEP 
3 output

Add key 
findings to 

stakeholder 
update


