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Monheim am Rhein - Interview Chart

USER INTERVIEWS – MONHEIM CITY 
APP (DISCOVERY PHASE)

Key Findings from User Interviews

Eth (16):



        Schnelligkeit + 
Einfachheit + mobile-first

      

Katharina (40):



        Effizienz + 
Zeitersparnis + 
Verlässlichkeit

      

Lucas:

Minimaler Aufwand + klare 
Wege + Familienfokus

      

Emma (22):



        Zentralisierung + 
gutes UX/UI + 
Personalisierung

Martha (60):



        Klarheit + 
Zugänglichkeit + einfache 
Bedienung

      

Harald (65):



        Verständlichkeit + 
niedrige Einstiegshürde

      

Detaillierte Interview-Antworten

Eth Ahn (16) - Information über Events

Frage: Wie informierst du dich über Dinge in Monheim?

Antwort: "Meistens über Freunde oder Instagram. Offizielle 
Sachen von der Stadt… ehrlich gesagt check ich die gar 
nicht. Ist mir zu umständlich."

Was nervt: "Dass man ewig suchen muss. Oder man findet 
Sachen zu spät und verpasst sie."

Wunsch: "Ja, einfach alles in einer App. Also Jobs, Events, 
vielleicht auch so Sachen wie Buszeiten."

Katharina Maurer (40) - Alltag organisieren

Frage: Wie organisieren Sie aktuell Ihren Alltag in Bezug auf 
städtische Services?

Antwort: "Ich informiere mich meist über die Website oder 
telefonisch. Aber das kostet Zeit, die ich eigentlich nicht 
habe."

Problem: "Öffnungszeiten. Und dass ich für viele Dinge 
mehrere Schritte brauche."

Hilfe: "Ein zentraler Ort, an dem ich alles erledigen kann – 
Termine, Informationen, vielleicht auch Angebote für meine 
Tochter."

Lucas Cartarius - Digitale Angebote

Nutzung: "Ehrlich gesagt wenig. Wenn ich was brauche, 
google ich es schnell."

Grund: "Weil es oft zu kompliziert ist oder ich nicht weiß, 
wo ich anfangen soll."

Verbesserung: "Weniger Aufwand. Ich will nicht fünf 
Schritte machen, wenn ich nur eine Info brauche."

Mehrwert: "Wenn ich Dinge schnell erledigen kann – und 
vielleicht direkt sehe, was ich mit meinen Kindern machen 
kann."

Zusätzliche Nutzergruppen

Emma Schulte (22) - Events finden

Aktuell: "Über verschiedene Kanäle. Insta, Webseiten… 
aber es ist alles verteilt."

Problem: "Dass es nicht gebündelt ist. Man muss sich alles 
zusammensuchen."

Wunsch: "Einen Feed oder Kalender mit allem – am besten 
personalisiert."

Wichtig: "Design. Wenn es nicht gut aussieht oder 
kompliziert ist, nutze ich sie nicht."

Martha Peters (60) - Informationen

Aktuell: "Über die Website oder manchmal Zeitung."

Schwierigkeit: "Es ist oft unübersichtlich. Ich muss lange 
suchen."

Hilfe: "Eine klare Struktur. Große Schrift. Und dass ich 
schnell finde, was ich suche."

App-Nutzung: "Ja, wenn sie einfach zu bedienen ist. Sonst 
eher nicht."

Harald Koch (65) - Digitale Services

Nutzung: "Selten. Nur wenn ich wirklich muss."

Grund: "Weil es oft kompliziert ist. Ich möchte nicht lange 
überlegen müssen."

Wichtig: "Dass ich sofort verstehe, wo ich klicken muss."

Überzeugung: "Wenn sie wirklich einfach ist und mir Zeit 
spart."

Hauptprobleme der Nutzer

Informationsverteilung
"Dass es nicht gebündelt ist. Man muss sich alles 
zusammensuchen"

Komplexität & Zeit
"Öffnungszeiten. Und dass ich für viele Dinge mehrere 
Schritte brauche"

"Dass man ewig suchen 
muss. Oder man findet 
Sachen zu spät"

"Es ist oft unübersichtlich. 
Ich muss lange suchen"

"Weil es oft zu kompliziert 
ist oder ich nicht weiß, wo 
ich anfangen soll"

Critical success factors

Must Have

Mobile-first design

Time-saving efficiency

Clear navigation

Age Group Focus

16-22 years

40+ years

60+ years

Quote

"Wenn ich da erstmal 
überlegen muss, bin ich 
raus"

"Zuverlässig und spart mir 
wirklich Zeit"

"Große Schrift, klare 
Struktur"

What users want

Centralized Solution
"Alles in einer App" - Jobs, Events, Buszeiten (Eth)

"Ein zentraler Ort" - Termine, Infos, Angebote (Katharina)

"Feed oder Kalender mit allem" - personalisiert (Emma)

Simplicity & Speed
"Einfach schnell, ohne rumzuklicken" (Eth)

"Weniger Aufwand" - nicht 5 Schritte für eine Info (Lucas)

"Sofort verstehen wo klicken" (Harald)

Interview Insights

Interview Details Weitere Interviews Current Pain Points

Design Requirements

User Needs

EMPATHY MAPS – MONHEIM CITY APP

 Eth Ahn (16)  Der mobile vernetzte eena ger

SA S

Ich will schnell Infos 
finden, ohne lange zu 
suchen."

Ich brauche einfache 
Wege für Nebenobs oder 
Freizeitangebote."

H INKS

Warum ist alles so 
kompliziert und nicht 
digital?"

Es muss doch einfacher 
gehen, Sachen über mein 
Handy zu regeln."

DE S

Nutzt hauptsächlich sein 
Smartphone

Sucht nach Jobs, Events, 
Treffpunkten

Organisiert sich spontan 
mit Freunden

FEELS

Ungeduldig, wenn Dinge 
zu kompliziert sind

Motiviert, selbstständig zu 
werden

Frustriert über fehlende 
digitale Lösungen

AppC ce
Jobbörse, Events, einfache Services, Community-Funktion

 Katharina Maurer (40)  Die effiziente Planerin

SA S

Ich brauche alles schnell 
und zuverlässig an einem 
Ort."

Ich habe keine Zeit für 
komplizierte Prozesse."

H INKS

Ich muss Beruf, Kind und 
Alltag effizient 
organisieren."

Digitale Services sollten 
mir Zeit sparen, nicht 
kosten."

DE S

Plant ihren Alltag 
strukturiert

Nutzt Apps gezielt für 
Organisation

Informiert sich regelmäßig 
über Angebote

FEELS

Unter Zeitdruck Verantwortungsbewusst

Genervt von ineffizienten 
Abläufen

AppC ce
Verwaltungsservices, Familieninfos, Termine, klare 
Navigation

 Lucas Cartarius  Der pragmatische Familienvater

SA S

Ich will alles schnell 
erledigen können."

Ich brauche einfache 
Lösungen für meinen 
Alltag."

H INKS

Ich habe wenig Zeit – 
alles muss effizient sein."

Ich will mehr Zeit mit 
meiner Familie 
verbringen."

DE S

Nutzt digitale Tools 
funktional (kein Spielraum 
für Eperimente)

Plant Aktivitäten für 
Kinder

Organisiert Alltag 
zwischen Job  Familie

FEELS

Gestresst Verantwortlich

Wunsch nach Entlastung

AppC ce
Schnelle Services, Kinderangebote, klare Struktur, wenig 
Klicks

 Emma Schulte (22)  Die digital affine Entdec erin

SA S

Ich will alles mobil und 
fleibel machen k önnen."

Ich suche Inspiration und 
Möglichkeiten."

H INKS

Ich will unabhängig sein 
und neue Dinge 
entdecken."

Apps sollten einfach und 
modern sein."

DE S

Nutzt Apps intensiv im 
Alltag

Sucht Events, 
Kulturangebote, 
Möglichkeiten

Plant eisen und 
Aktivitäten

FEELS

Neugierig Anspruchsvoll gegenüber 
UX

Schnell gelangweilt bei 
schlechter UX

AppC ce
Events, Kultur, Community, personalisierte Inhalte

 Martha Peters (60)  Die selbstständige 
Informationssucherin

SA S  H INKS

Ich m öchte Informationen 
einfach und verständlich 
finden."

Digitale Angebote sollten 
mir helfen, nicht 
verwirren."

DE S  FEELS

Nutzt digitale Angebote 
gezielt, aber vorsichtig

Teilweise unsicher bei 
kompleen Interfaces

 Harald Koch (65)  Der ruhige Nutzer

SA S  H INKS

Ich will schnell verstehen, 
wie etwas funktioniert."

Technik sollte mir das 
Leben erleichtern."

DE S  FEELS

Nutzt Smartphone 
funktional (Infos, eisen)

Vorsichtig im Umgang mit 
Technik

AppC ce
Einfache UI, klare Sprache, barrierearme Struktur, große 
Buttons

 Design-Impli ationen für die Case Study

Unterschiedliche ed ürfnisse  gleiche Erwartung

Alle wollen Einfachheit und schnellen Zugang

Kernprolem
Nicht Features fehlen – sondern Zugänglichkeit  Struktur

Design Anforderung
Die App muss klar, reduziert, intuitiv und für alle 
Altersgruppen verständlich sein
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Key Industry rends (E ample

S ustainability and Ethical Fashion

Incorporate messaging and visuals that highlight your brands commitment to 
sustainability and ethical practices in the fashion industry. Emphasize eco-friendly 
materials, fair trade, and transparent supply chains to appeal to conscious 
consumers

The ise of Sustainable Fashion 
Why Eco-Friendly Cl...
ustaina le ashion has een on the rise 
as onsumers eome

virtueimatom

Nowadays, adopting sustainability is a key to survival for 
brands because consumers are becoming more conscious of 
the environmental impact of their purchases. Becoming a more 
sustainable brand is in line with customer demand. However, it 
also helps businesses save money long term and will be 
necessary to fit with incoming government regulations.

Personalization is now key to the 
online shopping eperience
 o onsumers are more lie l  to do 
holida shoing with rands that u

retail rewom

ers onalization
 Implement personalized product recommendations based on user behavior and 
preferences. Use data-driven insights to offer tailored suggestions that make 
visitors feel understood and catered to.

6
 of consumers are more likely to do holiday shopping with 
brands that customize the eperience to their needs, 
according to a survey

A ugmented eal ity (A ) and irtual r y- ns

Offer virtual try-on eperiences using A technolog y. Allow users to virtually try 
on outfits and see how they look before making a purchase, enhancing the online 
shopping eperience

 Benefits of Augmented ealit y 
in etail and E- Comme...
Disover the eneits that augmented 
realit is ringing to eommere or r

adevsom

Consider adding A 
features

L imited Editions and E clusivity
Highlight limited edition items or eclusive collections to create a sense of urgenc y 
and eclusivit y. Limited-time offers or items can encourage immediate action from 
potential customers.

6 Ways to Make our Products 
Look Eclusive ( eal -world...
o mae our shoers eeriene 
e lusivit an oten mean

onvertartom

Key Competitors e views
Asos reviews

ChatGP  Promt

       
         

     

ASOS DESIGN  Shop ASOS 
DESIGN denim, dresses and ...
Disover  DIN at  ree 
Deliver ho our range o  D

asosom

httswwwaraom

httswwwrevo lveomwomen

boohoo  Womens and Mens Clothes  Shop Online Fa...
ho oohoos range o womens and mens lothing or the latest 

oohooom

having customer support 
is a key

Having an emargancy 
deliver option to stand out

Considering adding 
chatbot to resolve 
peoples problem

Tas Analyses

ChatGP  Promt

      
       

       
 

       
   

httswwwaraom

Homepage

Use google etensions lie ireshot 
to ature a who le age sreenshot

Dyniza

PLP
l  stands or rodut listing age

Dyniza

Use this igma lugin in ase i the 
sreenshot it too ig to emed and 
the qualit is o

Dyniza

PDP
d stands or rodut detai led age

Dyniza Cart overlay

Zara offers a "Click and 
Collect" service, allowing 
customers to order online 
and pick up their 
purchases from a nearby 
store, bridging the gap 
between online and offline 
shopping.

Zara offers a chat 
assistant
Zara offers a chat 
assistant

Nice way to upsell 
products to complete the 
look

SWOT Analyses

Instructions

S elect -4 competitor
Gather data

Identify strengths of your competitors

Identify their weanesses

Identify pportun ities

Identify threat

Strengths

Wide and diverse product range for 
men, women, and children

F ast-fashion model with freuent 
updates of trendy styles.

Strong brand recognition and 
reputation as a global fashion 
leader.

 User -friendly website design and 
easy navigation.

Weanesses

 Limited focus on plus-size and 
inclusive fashion offerings.

L imited transparency regarding 
sustainability and ethical practices.

Maintaining consistent ualit y and 
sizing across diverse product 
offerings.

eturns and logistics challenges 
due to a global customer base.

       
     

 ou can also anal yze your own product using this 
framework. Just follow the same steps as you did for your 
competitors identif y your strengths, weaknesses, 
opportunities, and threats.

Account reuestCheckout

C ontinue as a guest is 
too small, hence it forces 
people to register

Unnecessary step that 
distracts from placing an 
order

Design hierarchy seemed 
to be off the total is too 
small

pportun ities

 Potential to leverage AI for 
personalized shopping 
eperiences.

Integration of A and V  
technologies for enhanced 
shopping eperiences.

Investing in sustainable and eco -
friendly initiatives to appeal to 
conscious consumers.

P otential for collaborations with 
fashion influencers and celebrities.

hreats

Intense competition from other 
online fashion retailers.

ASOS, Zara, evolve, and Boohoo 
are well-known and trusted brands 
with strong brand recognition.

As a new competitor, it might be 
difficult to match their pricing, 
potentially impacting your ability to 
attract price-sensitive customers.

F ashion trends change rapidly, and 
staying up-to-date with the latest 
styles and preferences of 
consumers can be demanding.

Account reuest
Options to pick up in store

Options to choose the 
delivery date

Comparon Tale

Instructions

L ist down all comeptitors on the 
horizontal colum
List down all features/offers o the left 
colum
Checkmark which features what 
competitors have and which dont.

ChatGP  Promt

      
    

    

Fast-Fashion Model

Asos Zara e volve oohoo

New Arrivals Freuent updates egular updates Freuent updates Freuent updates

High- uality imagery

Personalized

Virtual Try-Ons In-store feature

Click and Collect

Sustainability Conscious Limited

FancyPhone  Cellcom 1 Simmtronics Z Net Level Wireless Epic Cellular

Storage epans ion

Long battery life

Light weight

4  video on camera

Price

0  monthly

 

0  monthly

 

5 00 monthly

 

0  monthly

 

5 0 monthly

 

Customer
satisfaction

U  Intervie uide

Step 1  Mae sure user interview is 
what you actually need
The good news is that you cant be wrong with that. User interviews are alwa ys 
welcomed and indeed van brind a lot of benefits and insights about the users. However, 
they might be times when its unnecessar y is when you have the budget and time 
constrains.

Step 2  Preparing some warmup 
uestions

Preparing some warmup uestions that are open -ended and easy to answer to build 
rapport at the beginning of your interview. For eample, Tell me a little about yourself is 
a typical opening uestion which gets the participant talking

Step  Wr ite our esear ch Questions
you need to speak to users because you dont know an ything about them. Good But what do you want to 
find out from them? These are your research uestions. Write these out first before working on your 
interview guide, as they will shape your interview uestions. Below are some eamples of research 

uestions

What are users epectations in this situation
How do users make a decision in this situation
How have users managed to solve this problem in the past
What aspects of this product do users care most about, and why

Step 2  roaden our Questions

so instead of asking

.

Step 6  Prepare Additional 
Probing and Followup Questions

Once youve ordered your uestions, go through each one and prepare followup 
uestions meant to provide you with additional detail and clarification, such as Where 

were you when this happened? , When did that happen ? , Tell me wh y you did that? , 
and so on

ou can include probing uestions, too, to help you to remember to ask them  for 
eample, Tell me more about that, Tell me wh y you felt that way , Wh y is that important 
to you?

Step  Invite people
e cruit from the customer database

balblablablbala

Advertise online

Fa ce ook r oups:

nline Forums

e cruit via User Panels

These panels are made up of people whove alread y signed 
up to be part of research studies, which means they re more 
likely to be receptive to your reuest.

espondent

 Internal e cruitment

One method that doesnt cost an ything is internal 
recruitment, which means finding research participants 
among employees and other professional connections.

e cruit friends family members

balblablablbala

Step  Incentivise them
C ash (

 use this tool to calculate the cost
Gift cards

Swag t -shirt, keychains, USB sticks

Free pizza or coffee

Eample Guide for a Semistructured Interview

1. Before we begin, would you mind telling me a bit about yourself?
- Do you live alone or with anyone else?
- What do you do for a living?

2. Walk me through what a typical meal in your home looks like.
- How do you decide what to have
 - Are you typically cooking for yourself or for others?
- ou mentioned you do / dont like to cook. Wh y is that
 i. Tell me more about that.
ii. Why is that important to you?

. For the days that you cook, walk me through how you plan what to cook for your meals.
- How do you decide thats what youll have each da y
- Where do you get your ingredients from?
- Do your plans ever change?
i. Can you give me an eample of a time where the y changed
ii. Why did you need to change your plans?
iii. How did you feel about that?

4. Can you tell me about a time where you cooked something new?
- When was this?
- What did you cook?
- Why did you cook that dish?
- Did you follow a recipe?
i. What happened?
ii. What did you think about that?
- How did it turn out?
- Has this happened to you before?
iii. What do you think about that
iv. Tell me more about that.
v. Why is that important to you

THE UESTIO NS OK. Before we look at the site, Id like to ask 
you ust a few uick uestions. First, whats your 
occupation? What do you do all day? oughl y how many 
hours a week altogetherust a rough estimate would you 
say you spend using the Internet, including Web browsing 
and email, at work and at home? What kinds of sites (work 
and personal) are you looking at when you browse the Web? 
Do you have any favorite Web sites?

User Interview E ample

A 20 years old girl who likes shopping in shoptacle 
which is a  large luur y clothing store.  user interview 
discussion guide

 

hans or aeting and taing the time to meet with us toda Im name and 
osition Im rom oman name  We are onduting this interview to understand 

our ustomers etter
 ou le o oints eore we get started or one in todas onversation we wi ll e 

asing questions aout our eeriene and the goa l is to learn aout our thoughts 
and our ideas here are no right or wrong answers ust answer as oen l  and 
honestl  as ou an he interview wi ll tae aout nter durationmins  ll inormation 
will e et onidentia l and not attriuted at the individua l level
astl  eore we get started we do lie to reord these sessions hese reordings are 
or internal use onl  and will not e shared outside o the roet team o i its o with 
ou I ll ress reord and we an get started

out the ersona questions

 Can ou te ll me a little it aout ourse l  and our shoing haits

 ow oten do ou go shoing at hota le

 What are some o our avorite items to sho or

 Do ou have an seii reerenes when it omes to luur lothing

 ow wou ld ou desrie our ashion st le

eriene with shoing with hota le questions

 What do ou eno the most aout shoing at hota le

 Can ou share a memora le shoing eeriene ou had at hota le

 ow wou ld ou rate the ustomer servie at hota le

 re there an asets o shoing at hota le that ou ind rustrating

 Do ou ee l lie ou get va lue or mone when shoing at hota le

hoing on line eetations questions

 ave ou ever shoed or luur lothing online eore

 What are our eetations when it omes to shoing or luur lothing online

 re there an seii eatures or untiona lities ou wou ld lie to see in an on line 
shoing eeriene

 ow imortant is it or ou to e a le to tr on the lothing eore maing a 
urhase

 Do ou reer rowsing through a wide range o otions or having a more urated 
seletion when shoing on line

hoing on line ears questions

 What onerns i an do ou have aout shoing or luur lothing online

 re ou worried aout the seurit o our ersona l and inania l inormation when 
shoing on line

 Do ou have an onerns aout the qua lit or authentiit o luur lothing 
urhased on line

 ow imortant is it or ou to have a hass leree return and ehange roess when 
shoing on line

 Do ou ee l onident in our ai lit to navigate and use an on line shoing wesite

han ou or taing the time to sea with us toda our insights and eerienes are 
invalua le in hel ing us design solutions that trul  meet the needs
We areiate our andid resonses and wi llingness to share our thoughts with us

han ou again or our artiiation in this interview

User interview
Track interviews and user feedback with our 
editable user interview template. Conduct research 
on a product or service and learn how to better 
improve your business strategy. 

Quic  tips

Start with the 
toolbar
Its at the bottom of your 
screen, with stickies, stamps, 
and anything you need.

Move and zoom
Use the hand tool to pan 
around. Zoom controls are in 
the top right corner.

100

ut first get your 
team in here
FigJams better with others. 
Click the  button above 
to invite your team.

Share

E plore more templates

FigJam Templates  100+ Curated esources
dd suerowers to our on line white oarding s

igmaom

   
   

     

uestions
     

uestion 1

 

uestion 2

 

uestion 

 

      
      

I m going to do

Answers
      

    

Answer 1

 

Additional notes and
observations

 

Answer 2

 

Additional notes and
obseravtions

 

Answer 

 

Additional notes and
obseravtions

 

U  testing uide

Step 1  Prepare a script
Scrip

Theres no need to reinvent the wheel Use Steve Krugs  when youre getting 
started

In the script, you want to make sure you cover

What youre working on /testin

How long you epect it should tak

emind the user that you are testing the product, not them (this is crucial

Ask them to think aloud (in other words, to speak what they re thinking

Give them permission to be honest and ensure them that they wont hurt your feelings. 
Honesty is the most important

Invite them to ask uestions, but address the fact that you may not be able to answer 
all their uestions during the test because youre tr ying to understand how the 
product works when someone is not there to tell them what to do

Point out that you will be recording the session and confirm that you have their 
permission. If there are other people observing the session, be sure to let them know

Ask participants to sign the consent form. (While they do this you can start the 
screencast recording)

i ps for User est ing

Embrace awkward silences. Count to 10 in your head before saying anything. ou want 
your participant to try to figure out things. Maybe a feature really is confusing, or 
maybe they ust didnt notice th

Avoid interrupting a task to ask uestions to clarif y what happened. It is a good idea to 
clarify, ust make sure its the right moment. "So when you clicked the button shaped 
like a star, what did you epect to happen ?

If the participant gets off topic, dont hesitate to remind them of the task the y ve been 
given. "This is all interesting, but lets look at the task again.

Before a test starts let the participant know that at certain times during a test you may 
interrupt them in the interest of time. ou will have participants who dont stop talking 
– the same is true for interviews – so its good to address it before it becomes an issue, 
and so you dont feel rude for cutting them off

Step  Invite people
e cruit from the customer database

balblablablbala

Advertise online

Fa ce ook r oups:

nline Forums

e cruit via User Panels

These panels are made up of people whove alread y signed 
up to be part of research studies, which means they re more 
likely to be receptive to your reuest.

espondent

 Internal e cruitment

One method that doesnt cost an ything is internal 
recruitment, which means finding research participants 
among employees and other professional connections.

e cruit friends family members

balblablablbala

Step  Incentivise them
C ash (

 use this tool to calculate the cost
Gift cards

Swag t -shirt, keychains, USB sticks

Free pizza or coffee

Slide link for presenting usability issues findings
Tome

tomea

https://www.respondent.io/
https://www.userinterviews.com/lp/ux-research-incentive-calculator
https://www.userinterviews.com/lp/ux-research-incentive-calculator
http://sensible.com/downloads/test-script-web.pdf
https://www.respondent.io/
https://www.userinterviews.com/lp/ux-research-incentive-calculator
https://www.userinterviews.com/lp/ux-research-incentive-calculator

