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Let’s Chat 
Project Proposal by Ko Nakatsu For Facebook Inc. 

This presentation, including all content, photographs, 

graphics, words, and phrases, are original materials created 

in a 48 hour period between May 10 and May 12, 2011 by 

Ko Nakatsu. No part of  this proposal were copied or 

extracted from previous works.   

reinvigorating and creating 

relevance in the online chat 

experience 
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You’ve heard anecdotally that users are complaining that chat is hard to 
use, and the Chat team is considering redesigning the interface. You 
decide to 1) find out what the major usability issues are, 2) generate 
suggestions for how to fix them and 3) generate insights into new 
avenues the team might pursue for the interface. 
  
Generate a study plan for how you would accomplish the above three 
goals. Assume you have access to any technology you need for your 
project (observation lab, eye-tracking setup, surveying tools, etc) and 
have access to data from other departments (such as Market Research, 
Customer Support, etc). In addition, you have access to behavioral user 
data from log files/general instrumentation. 
  
Create your study plan in Word (or another word processor) and submit 
as a pdf. Be specific about the methods you would use to accomplish the 
tasks and include details such as sample size, and time each component 
would take, and anything else you think is relevant to describe the 
methodology and approach sufficiently to your manager or product 
team. 

May 10,2011 12:24 PM ECT 
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1) Usability 
A “difficult” to use chat is a problem indeed. The goal of  the proposal is to 

not only to address this ‘difficulty’ but to help define the source of  this 

‘difficulty’. Is it cultural? Is the problem societal? Or maybe it’s based on the 

relationship between the chatters? Or is it the interface itself  that is not 

usable? The Research phases will address and identify the real issues.  

Intro: the Problem 
Addressing the three main issues 

2) Suggestions to Fix 

3) New Avenue Insights 

The results from the research is not yet known. Included in the proposal are 

some specific examples like survey questions and methods which will 

hopefully inspire the reader’s imagination on what the potential research could 

be. The output of  suggestions that would result from these examples are 

hopefully evident.   

Starting with a broader approach to understanding the true meaning of  a 

bidirectional digital conversation will open up the possibility for new insights 

to inspire a new Chat interface and experience. This will also generate 

opportunities that are much more expansive and could lead to solutions 

where the output may not even be the chat itself.  



May 12, 2011 
© Ko Nakatsu 

PROPOSED RESEARCH 

ACTIVITIES 

R1 analysis  

PROPOSED  INTERNAL  

TEAM ACTIVITIES 

Research 1:  

Check the Pulse 
     User Intercepts 

     User Interviews 

     Short Survey 

R2 analysis 

R3 analysis 

R4 analysis 

R5 analysis 

R6 analysis 

R1 

R2 

R3 

R4 

R5 

R6 

Fb1 

Fb2 

Fb3 

Fb4 

Fb5 

Fb6 

Facebook 1:  

Hypotheses Generation 
    Brainstorm Questions 

    Brainstorm Answers 

    Brainstorm Potential Users 

Facebook 2:  

UX Direction & Strategy 
    Chat Communication Concept 

    Brainstorm Future of Chat 

    Competitive Plan 

    Set Objectives For Chat 

Facebook 3:  

Design Definition 
    Chat Interaction Plan/Design 

    Sketches and Mockups 

    Prototypes 

Facebook 4:  

Design Iteration 
    Repeatedly update design 

Facebook 5:  

Design Tweaks 

     Update design details 

Facebook 6:  

Final Documentation 
   Reference Material 

   Decisions and Reports 

   Log all phases from R1 to Fb6 

Research 2:  

Inspire Imagination 

    Secondary Papers/Articles 

     Communication Experts 

     Related Chat Clients 

      

Research 3:   

Understand Deeper 

    Quant Survey 

     Applied Ethnography 

     Participatory Co-Creation 

Research 4:  

Test Potential Solutions 
     Focus Group Discussions 

     Formal Usability Test 

     Take-Home User Trials 

Research 5:  

Validate Pre-Release 
     Beta Testing 

     Engaged User Response 

Research 6:  

Release Final Design 

    Public/Media Reaction 

     Measureable Metrics 

Activity Overview 
comprehensive list of  activities to conduct at each research and team phase  
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The Proposal … 

It’s common that when good research uncovers new findings, it raises additional new questions. These questions often 

inspire, divert, change, or add research phases and methods from the original plan. When these curve balls appear, it’s 

important to be flexible and adjust quickly when new data and situations calls for these updates to the process.  

Consistent communication and updates to the team are crucial when research changes affects other departments, 

deadlines, or project expectations. 

 

The proposal is what I think is an ideal approach, when there is no restriction to budget and time. The reality is, we 

live in a world where time is crunched and budgets get slashed. The specific methods and proposed approaches can be 

adjusted by shortening the planning and execution times, reducing costs, changing methods, or even removing phases 

to accommodate for the reality of  project scope. 
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Check the Pulse: Phase R1 
understand the current perception and usage of  ‘chat’ 

Timing: .5 day (planning) 1 day (execution)  

Participants: ~20 participants 

Location: Mall, park, or public space 

Resources: 1 Male and 1 Female Researcher, 

younger age is better.  

Instrument: Interview questions, clipboard, 

camera (no video) 

Logistics: Transportation 

Costs: $5 Starbucks giftcards for participants x 10 

($50 total) 

Activity Description: 

Live conversations in a physical location where 

there are a diverse group of people . Quick 5 – 10 

minute direct questions with a diverse demographic 

of strangers to get a quick sense of their need for 

chats (whether online or in person). Finding people 

who are social (hanging out in groups or couples or 

families ) would be viable targets to approach to 

understand their chatting and communication 

needs. Objective is to understand people’s need for 

communication and how they currently  do it. 

Timing:  1 day (planning) 2 days (execution)  

Participants: ~5 participants 

Location: On-site, participant homes 

Resources : 1 – 2 researchers ( facilitator note 

taker/videographer) 

Instrument : Interview questions, video,  camera, 

recorder 

Logistics: transportation, screening, recruiting 

Costs: $50-$100 per participant x 5 ($250 - $500 

total) 

Activity Description: 

Casual conversational one-on-one interviews to 

explore and go slightly deeper in to understanding 

how they communicate with others, understand the 

environment in which they are chatting, content of 

the chats, preference of chat clients, and who they 

are contacting through chat. Sharing and 

explanation by participants on their actual usage of 

a chat client. Explore other types of technology 

used for communication. Probe on alternatives and 

their preference on communication methods. 

 

Timing: 2 day (planning) 3 days (execution)  

Participants: 100+ participants 

Location: Online 

Resources: 1 researcher and statistician 

Instrument : Questionnaire, Questionnaire 

Software(Survey Monkey,  Google Forms, etc.) , 

Facebook Questions 

Logistics: marketing the survey availability to the 

public 

Costs: $100 gift card (prize for filling out the 

survey) 

Activity Description: 

Quick  capture of general questions about chat to be 

answered. Understand and verify some of the quick 

questions and answers obtained from the Intercepts 

and Interviews. Leave options for open ended 

questions and make sure to include “other” to learn 

about other chat programs or any new methods of 

communication that we should investigate further. 

 

User Intercepts User Interviews Short Surveys 
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Check the Pulse: Phase R1 
understand the current perception and usage of  ‘chat’ 

Example Interview Questions: 

 

Which do you use more often, texting or chatting? 

Why?  

 

Do you use different technology to contact  

different people? When and why? 

 

How do you like to communicate with parents? 

Friends? Strangers you just met?  

 

Do you chat? What program do you use? 

 

What do you like about your current method of 

communicating? 

 

Example Interview Questions: 

 

Situations 

When do you use chat and when do you use other 

forms of communication? Why?  

 

What forms of communication do you use during 

the various times during the day?  

 

Preferences 

What chat client do you use most often? Why? Can 

you show me what you like about it?  What is 

another chat client that you use, if any? Please 

compare the two  and talk about the pros and cons 

of each.  

 

What’s your opinion of Facebook Chat (if not the 

first or second preference) .  

 

Improvements 

What’s the most frustrating thing about the chat 

programs?  

Why don’t you use the less preferred one more 

often? 

What would get you to use the less preferred one 

more?  

What would get you to stop using your preferred 

chat client? 

 

Example Questionnaire Questions: 

 

Demographic questions (age, gender, occupation, 

geographic location, etc.) 

 

How often do you chat online? 

○ Never  

○ Once a week  

○ Twice a week  

○ Everyday  

 

What chat do you use most often? 

○ MS Messenger 

○ Apple iChat 

○ Facebook Chat 

○ Google Talk 

○ AIM 

○ Yahoo! Messenger 

○Other __________ 

Why do you use it the most? 

 

What IM aggregator do you use the most? 

○ Adium 

○ Digsby 

○ Bonjour 

○ Meebo 

○ Ebuddy 

○Other __________ 

Why do you use it the most? 

User Intercepts User Interviews Short Surveys 
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Inspire Imagination: Phase R2 
Inspiring a new venue of  Chat interactions 

Timing: 2 days  

Participants: 0 

Location: Anywhere 

Resources: 1 Researcher 

Instrument: Internet, Links to potential papers, 

articles, and forums 

Logistics:  none 

Costs: $0  

Activity Description: 

Find secondary references to gain any insights from 

previous works done by others. Articles, discussion 

forums, books,  and white papers are opportunities 

to understand chat and instant messaging from a 

wider perspective. Synthesizing some of the good 

material and sharing this information can be 

inspiring to the group.  

 

Timing:  1 day (planning) 2 days (execution)  

Participants: 3 – 5 participants 

Location: On-site or Phone 

Resources : 1 – 2 researchers ( facilitator, 

recorder/videographer) 

Instrument : Interview questions, video,  camera, 

recorder 

Logistics: transportation, recruiting 

Costs: $100 – $300  per participant x 3 ($300 – 

$900 total) 

Activity Description: 

2 to 3 hour conversations with experts in the field 

of communication and technology. Understand 

where the world of technology communication is 

going and how chat fits in to that future.  How do 

people communicate in the past and how do they 

want to communicate.  Sociologists, 

communication professors,  interpersonal 

relationship experts, etiquette experts, even barbers 

(who talk a lot), may be interesting to speak with.  

Timing: 3 days  

Participants: 0 

Location: Anywhere 

Resources: 2 Researcher 

Instrument: Internet 

Logistics:  none 

Costs: $0  

Activity Description: 

Since most chat clients are free it’ll be easy to obtain 

and try out. After installing, take the different chat 

clients on an initial test run. Take note of the entire 

process from the downloading to installing process 

to learning how to use the new chat client. Take 

note of the features that exist and doesn’t exist in 

each version.  Also  compare and contrast 

competitively what the chat is trying to accomplish 

that is unique. Try to figure out what the 

competitive strategy is for their chat client. Include 

another researcher in the analysis and try the actual 

communication between you and the other 

researchers and note frustrations and positives.  

 

 

Secondary Research Communication Experts Related Chat Clients 
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Inspire Imagination: Phase R2 
Inspiring a new venue of  Chat interactions 

Example Secondary Chat Sources: 

 

 

http://net.educause.edu/ir/library/pdf/ELI7008.
pdf 
 

http://www.igniterealtime.org/about/jive_casef
orim_wp.pdf 
 

 

http://www.microsoft.com/business/en-
us/resources/technology/communications/10-
tips-for-using-instant-messaging-for-
business.aspx 
 

http://www.macdaddynews.com/2011/05/11/i
m-instant-messaging-app-now-let-you-locate-
your-friends/ 
 
 
http://news.cnet.com/8301-19882_3-20061243-
250.html 
 
http://www.cs.cmu.edu/~sfussell/pubs/Manuscr
ipts/p525-kayan.pdf 
 
http://www.conferencealerts.com/media.htm 
 

 

 

Example  Potential Chat Experts: 

 
Stanford University Department of 
Communication 
comm-inforequest@lists.stanford.edu 
 

UC Berkeley 

College of Letters and Science 

http://ugis.ls.berkeley.edu/masscomm/ 
 
Scott Berkun 
Author: Confessions of a Public Speaker 
 
 
 
 

 

 

 

 

Example Related Chat Clients: 

 

Compare  features and usability of: 

AIM 

eBuddy 

ICQ 

Mxit 

Skype 

MS Messenger 

Xfire 

Yahoo! Messenger 

Google Talk 

iChat 

 

http://en.wikipedia.org/wiki/Comparison_of_inst
ant_messaging_clients 
 

Compare  

Video Chat clients 

Texting clients 

Audio Chat clients 

 

Secondary Research Communication Experts Related Chat Clients 
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Understand Deeper: Phase R3 
Determine the path necessary to accomplish the strategy and objective 

Quantitative Survey Applied Ethnography Participatory Co-Creation 
Timing: 10 days (planning) 15 days (in-field) 

Participants: 1000+ 

Location: Online 

Resources:  1 Researcher, 1 Statistician, ~1 Third 

Party Vendor 

Instrument: Survey Software by vendor (Cheskin,  

Vital, etc.) 

Logistics: Marketing the survey, recruiting 

participants 

Costs: $100,000 - $300,000 if through vendor  

~$1000 participant reward for filling out survey 

(dependent on length of survey and target number 

of respondents) 

Activity Description: 

Questionnaire based survey of the different types 

of people that use chat, and people who do not 

actively use chat. Dive into usage patterns, content 

of the chats, preferences for chats, importance of 

audio/visual  and dissect existing features.  

Understanding the types of uses and the content 

will allow the design team to figure out 

opportunities to enhance those specific 

experiences.  The survey should cast a wide net and 

be  nationwide. Additional opportunities are to 

conduct surveys internationally in different cultures 

where chat communication is prevalent. Goal is to 

understand user values and desires which can 

translate into the new chat design.  

Alternative method could be to find patterns in 

existing quantitative data, like click paths, access 

patterns, and length of time that people are using 

the Facebook chats. We would only be able to look 

at current version of the Facebook chat though.   

 

 

Timing: 3 days per city + .5 day for travel (3 cities) 

Participants: 15 – 21 people total in the US.  

Location: 3 markets (San Francisco, Chicago, 

NYC). International markets would also be an 

opportunity.  

Resources: 2 Researchers (facilitator, recorder) 

Instrument: Interview questions, follow up 

questions, video camera, and audio. 

Logistics: recruiter will need to find people based 

on the screener that would be set up to filter the 

chat users based on the quant study 

Costs: ~$200 per recruit if outside recruiter, $150 

reward per participant (x15-21) [total ~$5250 to 

$6150] + travel expenses. 

Activity Description:  

The second component to diving deeper into 

understanding specific uses for chat is to conduct 

in-home one-on-one interviews with users. This 

will help qualify the answers given in the 

quantitative survey. 1.5 to 2 hour interviews with 

participants.  

Questions would be based on quant results, but 

generally the focus of the questions would be on 

- Their inner desire and excitement for great 

conversations.  How and when it happens. 

-  Their internal value and worth of conversations 

in real life and through digital means 

Observation on how they chat, should reveal 

insights, as well  as directed questions based on 

patterns found from the first participant to the 21st 

participant. Understand demographic differences of 

chat usage. Reraise questions that came up as 

anomalies or oddities from the quant survey.  

Timing: 3 days (planning) 1 day (execution)  

Participants: 5 users (per segment studied) (~3 

groups) 

Location: Facebook office or focus group facility. 

Resources:  2 researchers (facilitator, 

recorder/logistics) or 1 professional moderator 

Instrument: Stimulus material, velcro models 

Logistics: Creation of stimulus material.  

Costs: ~$200 per recruit if outside recruiter, $100 

reward per participant, $625 per group for focus 

group rooms with two way mirrors(San Francisco) 

Activity Description: 

Have participants come to the office or Focus 

Group Facility. Each group will have 5 people each. 

There will be a series of activities and a discussion 

after each activity.  

Each activity with a participant will be about 30 

minutes each. 2 hours total.  

The activity will consist of having them participate 

in some kind of creative activity. Facilitator will pose 

a question to the group about their preference and 

rather than just a verbal explanation, we will ask 

them to physically create what they are talking 

about. Each activity is meant to address one aspect 

of the chat experience.  

The purpose of these activities is not to come up 

with an ‘answer’ to the design with them but to have 

the open ended stimulus generate new possibilities 

and spark conversations that would not be possible 

without these stimuli.  
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Understand Deeper: Phase R3 
Determine the path necessary to accomplish the strategy and objective 

Quantitative Survey Applied Ethnography Participatory Co-Creation 
Example Questionnaire Questions: 

 

Please rate the importance of text based chat 

clients when communicating with the 

following people from 1 as not important and 5 

very important.  

○ Parents 

○ Close Friends 

○ Acquaintances 

○ Coworkers 

 

Please choose  your preference for how you would 

like your chat experience. You may choose a range. 

Effective- - - - - - - - - - - - - -- -   Connected 

Useful - - - - - - - - - - - - - -- -  Memorable 

Individual - - - - - - - - - - - - - -- -   Community 

Work - - - - - - - - - - - - - -- -   Social 

 

I use chats to talk about (check all that apply): 

□ Daily happenings 

□ Gossip 

□ Video links 

□ Blog posts 

□ Work issues 

□ School or work projects 

□ Other ______ 

 

 

 

Example Interview Questions: 

 

Objects in the Home 

What are some objects in the home that is dear to 

them? What are some objects or material 

possessions do they have that is important in their 

life? Probe on the importance of these objects to 

understand their values. Understand those values in 

relationship with communication and chats.  

 

Value of Communication 

Representative objects used in communication.  

Have participant share conversations that have 

been meaningful.  

When else do they write messages down? Maybe 

leaving notes on the fridge, or in the car, etc.  

 

Message Receivers 

Who do they communicate and chat with the most. 

Have them show a photograph or a picture of the 

person they speak with the most. How do imagery 

affect how we communicate with individuals? 

 

 

 

Example Participatory Creative Sessions: 

 

1) Interaction – Velcro or magnet pieces that are 

blank and can be written with markers. Have 

participants create their own interface for their 

ideal chat client.  

2) Feeling – Collage creation and Image Sort– 

From a collection about 40 images, ask 

participants to choose an images that they 

would like the new chat to feel like and what 

they don’t want it to feel like.  

3) Visual – Provide a paper mock up of the 

current chat and provide multiple pens and 

markers. Have participants spend about 5 

minutes coming up with the aesthetics of look 

and feel they would like for the chat.  
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Test Potential Solutions: Phase R4 
Direct response on the design directions and figure out what’s working and failing 

Focus Group Discussions Formal Usability Test Take-Home User Trials 

 
Timing:  3 days (planning) 2 days (execution) 

Participants: 6 groups with 5 people each  

Location: 3 physical space meetings and 3 phone 

meetings 

Resources: 1 Researcher and recorder, possible 

outside moderator 

Instrument: Discussion guide, screenshots or 

mock ups.  

Logistics: recruiting participants, follow up calls 

for them to show up or call-in.  

Costs: $625 per group for focus group facility 

(total of 3 groups), professional moderator $2500 

for one day, $80 each for participant’s time (total 

$2400) 

Activity Description: 

What to discuss in the groups and the size of the 

groups really depend on the findings from the 

previous research phases. The groups we’d invite to 

participate in the research would be specific 

segments who has been determined will offer a lot 

insights into the chat development. They could 

potentially be early-adopters, frequent users of chat 

and/or texting, people who sit in front of the 

computer all day.  

Each of the groups will get a stimulus of being 

shown on a projector or a screen sharing (when on 

the phone) about the current prototype and 

interaction of the chat prototype. The stimulus of 

this prototype will be followed by specific questions 

to get their feedback.  

Timing: 3 days (planning) 5 days (execution) 

Participants: 10 total each round 

Location: in-person or over the phone with screen 

sharing 

Resources: 1 Facilitator and 1 Recorder (invite 

other departments and non-researchers to 

participate) 

Instrument: Script for the test, useable prototype, 

logger and recording software 

Logistics:  recruiting and scheduling of individuals 

to participate 

Costs: $50 for each participant (total $500) 

Activity Description: 

One-on-one  1 hour script based testing. Each task 

will be tested to see if they work. Step by step 

approach. Can they find the new features? What 

areas are causing frustrations and confusion? How 

long is each section taking? 

Have them talk out loud about what is going on in 

their heads as they are interacting with the system.  

Get them to try to use certain aspects of the chat 

that is being introduced as well as try existing 

functions. 

Non-researchers like engineers and designers can 

be debriefed and invited to participate in the 

facilitation and recording of the designed features. 

In an academic setting, this could be seen as 

tainting the data because they may accidentally 

prompt  users, but it is a great way to get the user 

voice in front of internal teams that may not 

normally get to hear them.  

Every round of design updates should have a 

usability test conducted.  

 

 

Timing:  5 days (planning/recruiting) 10 days (in-

field)  1 day (Reconvene) 

Participants: ~10 participants 

Location:  San Francisco area  

Resources: 1 Researcher (Facilitation) 

Instrument: Mobile devices and/or Tablet 

preloaded with appropriate prototype  

Logistics:  Communication with participants every 

third day. 

Costs: $150 reward for each participant (total 

$1500). Equipment costs.  

Activity Description: 

If this activity can’t be done due to confidentiality 

and security of prototypes, then this method can be 

moved up to the previous phase and release the 

devices with preloaded existing chat clients instead 

of a Facebook chat prototype. 

Have them use the chat in a normal pattern for two 

days. Log when, where, and why they used the chat 

and log the content, and general feeling of the use. 

The following days have the participants use each 

chat prototype and the competing chat clients 

everyday. They must use the chat feature three times 

or more everyday. It is recommended that they use 

the chat client instead of other forms of 

communication to understand when it’s appropriate 

and when it’s not. Log when, where, and why they 

used the chat and log the content, and general 

feeling of the use. Start logging times when they 

wish they could use the chat and when they would 

not want to.  
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Validate Pre-Release: Phase R5 
Identify any details that could be updated to elevate the final design 

Beta Testing Engaged User Response 
Timing:  5 days (planning) 10 days (in-field) 1 day 

(Reconvene) 

Participants: 10 - 50 participants 

Location: Phone  conference or focus group 

facility 

Resources: 1 Researcher and Chat Development 

team 

Instrument: Private beta test discussion forums, 

Beta ready server 

Logistics: Daily facilitation and interaction with 

the Beta testers 

Costs: $200 reward for each participant ($1,000 to 

$10,000 total) 

Activity Description:   

Open up a beta version of the product to a limited 

group of people to test the near-final design.  They 

can contact the researcher directly with any bugs. 

Give them the opportunity to log things they find 

annoying, or pleasures after a period of use.  

Periodically discussion topics will be raised where 

participants must contribute their thoughts.  

Researchers will need to create topics as they see fit 

as the Beta progresses and they make follow up 

calls with the participants. Each person will have a 

quick one-on-one on the progress of the Beta at 

least twice while it’s in field. This should produce a 

a pattern which can inspire the discussion board 

thread. Researcher must also keep the energy and 

excitement going so that the participants continue 

to use the Beta and fully immerse themselves in the 

experience. After 10 days the group will reconvene 

in person or phone (max 10 participants in each 

group) and a facilitated discussion will take place to 

get feedback.  

Timing:  2 days (planning) 10 days (in-field) 1 day 

(Reconvene) 

Participants: 10 participants 

Location:  Phone  conference or focus group 

facility 

Resources: 1 Researcher and Chat Development 

team 

Instrument: Private beta test discussion forums, 

Beta ready server 

Logistics: Daily facilitation and interaction with 

the engaged users. Recruiting users who are 

constantly on chats.  

Costs: $0 (Engaged users will probably want to 

participate for free. Paying these users will get them 

to be less engaged) 

Activity Description: 

Similar to Beta testing, but with a focus on the 

active users. We want to validate and make sure 

that the new design is not alienating our established 

base of Facebook Chat users. These users are used 

to a familiar to the old model so may initially resist 

the new design, but in the two week cycle of 

constant use, they should be able to give us great  

feedback on the old versus the new design.  
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Release Final Design: Phase R6 
Observe the output in the public space and objectively embrace response 

Public/Media Reaction Measureable Metrics 
Timing: First Month after release 

Participants: None 

Location: Nationwide, Global 

Resources: Employees of Facebook, 1 Researcher 

Instrument: Online, TV, Publications 

Logistics: Repository of articles found 

Costs: $0 

Activity Description: 

Storage and sifting through a repository by 

colleagues who can help aggregate any articles or 

press or public response to the new redesign that 

they’ve come across.  

The researcher can sift through all of the articles 

and note any patterns and if time permits can send 

relevant suggestions to the development team.  

This can also be a great way to celebrate the 

accomplishments by the team.  

Timing: Until the next Chat redesign (~1 to 3 

years) 

Participants:  None 

Location: Nationwide, Global 

Resources: Chat Development Team and 

Researcher 

Instrument: Reporting software, in-house or third 

party.  

Logistics:  Installation of measureable metrics 

Costs: Cost of software and coding 

Activity Description: 

Identify areas of the chat usage and discussions that 

can be logged and reported. The idea here is that 

this data is unknown how it will be used in the 

future, but this data may serve a useful purpose for 

the next redesign or if another project team wants 

to integrate their functions with the Facebook Chat 

client. What can and should be measured can be 

determined by the Chat Development team.  
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Proposed Internal Team Activities: Phase Fb1-Fb6 
Short explanation of  additional activities besides the research 

Hypotheses Generation UX Direction & Strategy Design Definition 
Generating a list of educated guesses as 

general directions will help figure out very 

early on what’s working and what’s not 

working. It will help narrow the focus and 

eliminate possibilities that are unnecessary to 

research.  

    Brainstorm Questions 

    Brainstorm Answers 

    Brainstorm Potential Users 

This will set the vision for the Chat. Usability 

is important but the desire for to use the Chat 

is a part of wanting to use the feature.  

    Chat Communication Concept 

    Brainstorm Future of Chat 

    Competitive Plan 

    Set Objectives For Chat 

Clearly defining the objective and seeing a 

tangible output of the direction will quickly get 

the internal stakeholders on board with the 

direction. When the internal teams are aligned 

the tests can either prove or disprove the agreed 

upon direction as the right or wrong path.  

    Chat Interaction Plan/Design 

    Sketches and Mockups 

    Prototypes 

Design Iteration Design Tweaks Final Documentation 
Every time new data and insights are 

uncovered it is essential for the design to 

change. This constant iteration and evolution 

will keep improving the design until it is up to 

Facebook’s standard to be released.  

    Repeatedly update design 

Charles Eames once said “the design is in the 

details”. Fine tuning the designs to make it 

achieve the highest standard possible will show 

the user that the company cares about 

customer usage. These final design tweaks can 

make or break a great experience. 

     Update design details 

This is essentially to prep for the future 

development and decision questions that is 

bound to come up. Future employees and 

project managers will appreciate the wealth of 

ideas and insights that were generated 

throughout this project if it is logged and easy 

to access.  

   Reference Material 

   Decisions and Reports 

   Log all phases from R1 to 

Each of the research phases that were proposed is heavily influenced by the corresponding 

development activities. These are some suggested and relevant work that would fuel the research 

phases and generate the excitement, opportunities, and insights necessary to take Facebook Chat into 

new technological domains. 
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Supplement to the Proposal:  

Initial Start of  Research Phase 1, Checking the Pulse 

Let’s Chat 
reinvigorating and creating 

relevance in the online chat 

experience 
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Intercept Research 

This activity was conducted at two locations on May 10th, 2011. Strangers were asked to give their 

opinions and thoughts on the current state of  chat, IM, and general modes of  technological 

communication. 

 

The Apple store was chosen as a place where there are technology adept individuals familiar with chats to 

talk about their current experience with the various chat clients.  

 

The Westchester Mall has a diverse group of  patrons from middle to upper class and are just spending 

some leisure time there and are open to talking to a stranger (me) about their technology and 

communication needs. 

Greenwich, CT 
Apple Store 

White Plains, NY 
Westchester Mall 

Check the Pulse: Phase R1 
understanding the current perception and usage of  ‘chat’ 
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Check the Pulse: Phase R1 
understanding the current perception and usage of  ‘chat’ 

Initial Findings 
• People on-the-go are not using chat applications and only texting, though a couple people used BBM (Blackberry Messaging)  

• The use of  IM and Chats is not popular due to it’s restriction (must be stationary in front of  a computer and have a constant connection) 

• New interfaces like threaded messaging in txt that makes it look like IM are making chats even more obsolete 

• Chats require a time commitment as opposed to a text or email which doesn’t require an immediate back and forth response. 

• Text or gMail was priority for most while Facebook Chat is commonly used when they don’t have the person’s phone number or email. 

• Some disadvantages being on Facebook was that they could be contacted by unwanted parties 

M & J 

B J & A Q, M & L 

A J & O 

Intercept Info 

16 individuals were interviewed 

for 5-10 minutes 

 

Employees at stores and people 

50 and up did not want to be 

photographed 

 



May 12, 2011 
© Ko Nakatsu 

Check the Pulse: Phase R1 
understanding the current perception and usage of  ‘chat’ 

Inspired by the Findings, for further investigation at other Research Phases: 
• Mobile communication – Chat versus Texting, which is a priority?  

• Limitations of  Chats – What other limitations are there that can be addressed? 

• Obsolete Technology – Chat and IM is decades old, how can it be revamped and generate excitement again? 

• Time Commitment to Chat – There is a time and place for longer meaningful conversations. How do we enhance this richness through Chat? 

• Application Priority of  Use – When do people use specific Chat tools and when do they use other tools? 

• Chat Makes it Easier to Distract and Harass – What other cultural challenges does Facebook have when introducing a tool like a Chat? 
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J.P.| Entrepreneur/CEO  

Sporting Goods Industry 

Financial District, NY 

 

L.C.| Interaction Designer 

Freelance 

Cooperative Village, NY 

R.H.| Operations Manager  

Publishing Industry 

Williamsburg, NY 

Check the Pulse: Phase R1 
Quick User Interviews 

~1 hour interviews with Facebook users about chat habits and 

communication technology usage.  

Important Things to Consider From the Interviews: 
 

Context of  Other Web Platforms – other competing platforms like gmail have chat functions and people gravitate toward what they constantly 

have open.  

 

Work/Life Balancing of  Tools – Not every tool is made equal in all situations. Facebook is fun and exciting but sometimes culturally seen as 

inappropriate for the workplace. Chat application is something that needs to be constantly “on” to be useful even in this environment. 

 

The Receiving End of  the Message – Users are thinking about the content of  the message and then thinking about what medium to 

communicate that message to the other individual. If  it’s casual everyday conversations they gravitate toward Chat, while utilitarian communication 

to set up a meeting is done through text. It’s important to find the right Chat solution with the message content in mind.  
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Quick Analysis: User Decision Making Process 
How do users choose which Chat is the most desirable to use? 

Work On-the-Go At Home 

Environmental Response 

Competition At Home 

Facebook gMail 

Message Receiver  

Facebook Chat gMail 

The determination of  what Chat client to use is dependent on three areas: Surrounding environment, Workflow of  

other web platforms, and consideration for the person being contacted 

Skype 

Facebook chat is an option in this 

environment where there is a constant 

connection and no worry about keeping 

browser left open on Facebook. 

Connectivity limits Fb Chat from 

being the first use. Texting is 

priority here. 

Workers may be wary about opening 

Facebook as it lures you in away 

from work and colleagues may think 

that you are not doing work if they 

see that you are online. 

This platform is always open at home in case an urgent 

email comes in. Users said it was the first thing they 

open when logging on to the computer. It also stays 

open so they said it’s easy to use the gChat in 

relationship to the email service. 

Is not part of the workflow that is a necessity like email and so 

could be closed at certain points during the day. This makes 

reaching other people as well as the user on Facebook Chat  

potentially difficult if they are not constantly signed on. 

If the person they want to contact 

is not in their phone or never 

established a relationship via email, 

users go straight to Facebook to 

find the contact to message them.  

The most frequently contacted 

people are on people’s preferred 

email client. The ease and 

friendliness of use was also a big 

plus for users here. 

Used to contact people overseas or 

further away. The receiver also needs 

to have this installed in their system. 

Popular uses when the reciever does 

not use gMail. 
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Quick Analysis: Potential Facebook Chat Opportunities  
What new avenues to reinvigorate Chat might there be specifically for Facebook? 

Entry Point Chat: Facebook Chat as the Initial Place to Start All Communication 

Integrated Chat: Focusing on Being the Dominant Chat in the Home 

Sentimental Chat: Advantages of  the Rich Connections 

Facebook has all of  the contacts including coworkers and social friends. If  

the Contacts feature was enhanced instead of  Chat; if  it created a tighter even 

more seamless relationship with Chat, then it might increase the usage of  

Chat as the start to any communication. 

System look at the home as a technological system and integrating it 

well could make Facebook as the dominant chat client in the home.  

Promote conversations between long-lost friends. Update the interface 

and features to enhance this long lost connection. Further research into 

how this can be accomplished. 


