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An inve stigation of sm artcard te ch nologie s  and e -consultation syste m s  in local 

gove rnm e nt, tak ing place  in Sh e ffie ld and th e  Black  Country, us e d olde r pe ople  as  

part of th e  usability te sting and e valuation pane ls. A num be r of work s h ops  w e re  

conducte d in late  2004 to e licit re q uire m e nts  and e xplore  usability of th e  pro-

pos e d sm artcard products. Many of th e s e  groups  containe d olde r pe ople  in vari-

ous  role s , including IT (inform ation te ch nology) le arne rs , m e m be rs  of Cre dit Uni-

ons  and participants  in social groups. In orde r to de rive  usability data from  th e s e  

pote ntial us e rs , w e  us e d th e  te ch niq ue  k nown as  'pastich e  sce narios '. W e  re port 

h e re  th e  re action of olde r pe ople  in th e  study and our obs e rvations  of h ow  th e  

m e th od work e d, in com parison to a group of younge r pe ople  and one  w h e re  th e  

age  groups  w e re  m ixe d. W e  found th at a group of olde r pe ople  is  just as  varie d as  

any oth e r s e gm e nt of th e  population and just as  articulate  about th e ir re q uire -

m e nts  as  younge r IT us e rs , but w ith  le s s  jargon. Th e y display irritation w ith  th e ir 

ph ys ical com pe te ncie s  in us ing th e  te ch nology, but e q ual irritation w ith  th e  te ch -

nology for not accom m odating th e ir s e lf-pe rce ive d ‘inade q uacie s ’. Us ing th e s e  

participants  to ge ne rate  ‘pastich e  sce narios ’ about sm artcards  h as  tappe d a rich  

ve in of e xpe rie nce  and h um our. Th e  re s ults  from  th e s e  pane ls  h ave  provide d th e  

sm artcard de ve lope rs  w ith  a gre at de al of us e ful fe e dback .

K e y w ords : s m artcards , pas tich e  s ce narios , us ab ility w ork s h ops

Th e  UK Gove rnm e nt is  pursuing th e  de -
ve lopm e nt of sm artcards  for public ac-
ce s s  to e -s e rvice s  provide d by local au-
th oritie s . Th is  pape r re ports  work  done  
as  part of th e  D ATES Proje ct (D e ve loping 
Acce s s  Tok e ns  for e Se rvice s ) funde d by 
th e  UK O ffice  of th e  D e puty Prim e  Minis -
te r. It was  carrie d out by a re s e arch  
group in Sh e ffie ld H allam  Unive rs ity’s  
Faculty of Arts , Com puting, Engine e ring 
and Scie nce ; part of a consortium  of 
local gove rnm e nts  and sm artcard de -

ve lope rs  in Sh e ffie ld and th e  Black  Coun-
try. Th e  D ATES Proje ct was  com ple te d 
in late  2005, alth ough  th e  data re porte d 
in th is  pape r was  obtaine d in Nove m be r 
and D e ce m be r 2004 as  part of th e  re -
q uire m e nts  e licitation and usability 
work s h ops. 

Th e  aim  of th e  D ATES Proje ct was  to de -
ve lop sm artcards  for us e  in financial 
and le arning e nvironm e nts  and so e x-
plore d th e  attitude s , conce rns  and re -
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q uire m e nts  of us e rs  in unde r-re pre s e n-
te d groups  in th e  com m unity. Th e s e  tar-
ge t groups  include d: 

(i) Pe ople  w ith  disabilitie s , (ii) Pe ople  on 
low  incom e s , m any of w h om  do not 
h ave  a bank  account, (iii) Pe ople  for 
w h om  Englis h  is  not th e ir first language , 
particularly wom e n, (iv) O lde r re tire d 
pe ople , (v) Young pe ople  curre ntly out-
s ide  th e  form al e ducation syste m , and 
(vi) Care rs : th is  group is  ofte n low  in-
com e , th ough  can fall outs ide  th e  ne t of 
traditional de finitions  of pove rty.

Th e  pape r re ports  th e  us e  of pastich e  
sce narios  w ith  th re e  of th e  groups  liste d 
above  and de scribe s  th e  way th at th is  
te ch niq ue  was  us e d to probe  th e  con-
ce rns  and de s ign is s ue s  of th e  s ubje cts. 
Th e  s ubs e q ue nt analys is  of th e s e  sce nari-
os  h e lpe d th e  te ch nical te am  to m ak e  
de s ign de cis ions , as  th e y work e d on 
products  to be  acce s s e d by sm artcard 
te ch nology. Th e  us e  of pastich e  sce nari-
os  is  a re lative ly re ce nt de ve lopm e nt of 
a de s ign m e th odology and, in th is  
study, rais e d som e  inte re sting diffe r-
e nce s  be tw e e n th e  groups  studie d. 
Som e  of th e  lite rature  of sce narios  and 
th e ir us e  in H CI (h um an-com pute r inte r-
action) de s ign is  pre s e nte d, toge th e r 
w ith  an e valuation of Blyth e  and Monk ’s  
pape r1 on th e  us e  of pastich e  sce narios. 
W e  th e n e xplain h ow  th e  pastich e  sce n-
arios  us e d in th e  D ATES Proje ct w e re  de -
s igne d and de ve lope d by th e  re s e arch  
te am  for us e  in th e  usability work s h ops. 
Th e  re s ults  of th os e  work s h ops  include  
e xam ple s  of pastich e  sce narios  w ritte n 
by th e  work s h op participants. Th e s e  are  
discus s e d, analys e d and e valuate d for 
th e ir contribution both  to th e  D ATES Pro-
je ct and also to th e  w ide r is s ue s  of H CI 
de s ign us ing olde r pe ople . 

FRAM EW O RK
Th e  unde rlying pre m is e  of th e  D ATES 
proje ct is  th at th e  initial auth e ntication 
and th e  ability to us e  th e  range  of cur-

re nt and planne d e -s e rvice s  is  ofte n a 
particular proble m  for ce rtain disadvant-
age d groups. Th e s e  groups  can e ith e r 
find it difficult, ph ys ically or logically, to 
acce s s  th e s e  s e rvice s , or are  unm otiv-
ate d to do so due  to lack  of opportunity 
or ince ntive  for us e . Th e  D ATES proje ct 
s e e k s  to m ak e  us e  of re ce nt te ch nologic-
al advance s  to h e lp clos e  th e  digital di-
vide , providing incre as e d s e curity for au-
th e nticate d acce s s , a m e ans  of 
m otivating th e  us e r to acce s s  th e s e  s e r-
vice s , and m ak ing it e as ie r for th e m  to 
do so. 

Th is  pape r focus e s  on th e  ch alle nge s  to 
olde r us e rs  and th e ir re spons e  to th e  un-
fam iliar te ch nology as sociate d w ith  
sm artcards. Re vie w ing som e  of th e  re -
ce nt lite rature  w e  pre s e nt th e  back -
ground work  on olde r us e rs  and ne w  
te ch nologie s . W e  also e xplore  th e  us e  
of sce narios  as  a de s ign m e th od in 
h um an-com pute r inte raction.

O lde r us e rs  and ne w  te ch nologie s
Re ce nt re s e arch  h as  e xplore d th e  us e  of 
ICTs  (inform ation and com m unication 
te ch nologie s ) by olde r us e rs  and th e ir 
attitude s  to ne w  te ch nologie s . In 2002 
th e  UK ch arity Age  Conce rn com m is -
s ione d a study by ICM Re s e arch 2. Th e  
s urve y indicate d th at 36% of pe ople  in 
th e  age  group ove r 55 us e d a com pute r, 
w h e re as  64% did not. D e m iris  e t al.3 
found little  e vide nce  to s h ow  th at olde r 
pe ople  w e re  re luctant to us e  ne w  te ch -
nologie s , if th e y w e re  s ufficie ntly w e ll 
de s igne d. Ne ve rth e le s s , 41% of th e  non-
us e rs  in th e  Age  Conce rn surve y re spon-
de d th at th e y w e re  not inte re ste d or h ad 
no tim e  to us e  th e  Inte rne t. More  re ce nt 
data th an th e  Age  Conce rn surve y, col-
le cte d by th e  O ffice  of National Statist-
ics 4 in late  2005, s ugge sts  th at th e  cur-
re nt rate  of Inte rne t us e  by pe ople  age d 
55-64 is  51% and for th os e  ove r 65 is  
20%.
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A num be r of h indrance s  to th e  us e  of 
th e  Inte rne t by olde r pe ople  w e re  ide nti-
fie d in a re port from  th e  Auditor Ge ne r-
al5.Th e s e  include d: ph ys iological prob-
le m s; lack  of confide nce ; conce rn about 
cost; fe ar of te ch nical language ; and 
lack  of s k ills. Th e  re port e ncourage d gov-
e rnm e nt age ncie s  to be  proactive  in 
th e ir e fforts  to prom ote  e -s e rvice s  to 
olde r citiz e ns  and propos e d th at such  e -
s e rvice s  could transform  th e  live s  of 
olde r pe ople . H awth orn6 and oth e r re -
s e arch e rs  h ave  ide ntifie d ph ys ical, cog-
nitive  and s e nsory lim itations  as soci-
ate d w ith  old age  and h ave  re vie w e d th e  
im plications  of th e s e  for inte rface  de s ign-
e rs. It is  th e re fore  im portant, in any 
k ind of public acce s s  re s e arch , to in-
volve  th e  us e rs  for w h om  th e  s e rvice  
w ill be  de s igne d. To ide ntify and ad-
dre s s  th e  dive rs e  re q uire m e nts  of th is  
age  group is  vital, e spe cially w h e n th e s e  
re q uire m e nts  m ay ch ange  ove r tim e , 
and e ve n ove r a ve ry s h ort pe riod of 
tim e  for an individual7. Both  O lsson8 
and Z ajice k 9  re com m e nd active ly in-
volving pote ntial us e rs  in th e  usability, 
de s ign and e valuation stage s  of such  a 
proje ct.

Sce narios  and pas tich e  s ce narios .
Th e  D ATES proje ct be gan w ith  a s e rie s  
of s ix aware ne s s -rais ing focus  group in-
te rvie w s  in both  Sh e ffie ld and th e  Black  
Country. Analys is  of th e  inte rvie w  tran-

scripts  le d to a num be r of k e y is s ue s  
be ing ide ntifie d. Th e  conte nt and struc-
ture  of th e  sce narios  was  de rive d from  
th e s e  k e y is s ue s , and th e y w e re  also 
us e d as  prom pts  in th e  sce nario w riting 
e xe rcis e  (Table  1). As  Fallak h air e t al.10 
state , th e  re alism  of sce narios  de pe nds  
upon th e  re s ults  of re q uire m e nts  e licita-
tion work . Th e ir re porte d study also 
us e d focus  group discus s ions  to de ve l-
op re alistic sce narios  for le arning te ch -
nologie s . 

Sce nario-bas e d de s ign h as  be e n us e d 
for som e  tim e  to h e lp syste m s  de s ign-
e rs  de ve lop and build applications  th at 
corre spond to h um an activity. Carroll11 
s h ow s  h ow  sce narios  are  storie s , us ing 
s e ttings , actors  and h um an goals  to 
work  th rough  particular e ve nts  and 
re act to pote ntial ch ange s. In h is  pape r 
h e  de m onstrate s  five  ways  th at sce nari-
os  can addre s s  various  te ch nical ch al-
le nge s : (i) Th e y provide  a re fle ctive  
space  for de s igne rs  to conte m plate  th e  
conte xt of th e ir work , (ii) Th e y allow  de -
s igne rs  to m anage  dynam ic or am bigu-
ous  s ituations  by be ing both  concre te , 
in te rm s  of offe ring a spe cific inte rpre ta-
tion, and also fle xible , in te rm s  of be ing 
provis ional and e asy to re vis e , (iii) Th e y 
de scribe  a de s ign at various  le ve ls  of de -
tail, allow ing m ultiple  vie w s  of th e  prob-
le m  and th e ir pote ntial cons e q ue nce s , 
(iv) Th e y provide  a platform  of te ch nical 

Table  1. Prom pts for pastich e  scenario w riting

Activitie s
Catch ing a bus

Park ing a car

Topping up th e  e -walle t

Finding a cours e

Atte nding a cours e

Us ing th e  library

Joining th e  Cre dit Union

Mak ing a de pos it or w ith drawal

Colle cting a pe ns ion/be ne fit 

paym e nt

Ascrib ing righ ts  to a care r

O btaining be ne fits  advice

Ch aracte rs
Blanch e  H unt

Jack  D uck worth

D ot Cotton

Nick  Cotton

Pat Butch e r

Victor Me ldre w

H yacinth  Buck e t

Scrooge

Fagin

Captain Picard

Ge ordi

W e sle y

Life  ch ange s
Moving h ous e

Going into h ospital

Com ple ting a cours e

Ge tting a ne w  job

Signing on in a ne w  location

Im m igration status

Ge tting m arrie d

H aving a ch ild

D e ath  of a partne r / re lative

Ch ronic progre s s ive  illne s s

Be com ing bank rupt

Going into prison

Suffe ring an injury

Prob le m s
Forgotte n card

Lost card

Stole n card

Brok e n card re ade r

W rong inform ation

Cre dit e xce e de d

Bus  full / de laye d

Re fus e d pre scription

Crim inal inve stigation
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k nowle dge  w ith in an are a w h e re  te ch nic-
al de s ign is  still de ve loping, and (v) 
Th e y focus  on th e  ne e ds  of th e  us e rs , 
rath e r th an on th e  de s ign constraints  of 
th e  work .

Th is  h as  e ncourage d de s igne rs  to utilis e  
sce narios  in h um an-bas e d participatory 
de s ign work , but som e  pe ople  h ave  
found th at such  sce narios  are  boring, be -
caus e  th e  actors  at th e  ce ntre  of th e  
story are  not appe aling, or do not e vok e  
s ufficie nt inte re st in th e m . Nie ls e n12 pro-
pos e s  th e  us e  of scre e nwriting te ch -
niq ue s  to ge ne rate  storie s  w h e re  th e  
actor in th e  sce nario is  a vivid ch aracte r 
th at th e  de s igne rs  and participants  care  
about. 

In th e ir re ce nt work  Blyth e  and Monk 1 
also found th at th e  sce narios  th e y us e d 
w e re  boring for th e  participants  and pro-
vok e d little  discus s ion. Exploring 
Nie ls e n’s 12 propos e d te ch niq ue , th e y dis -
cove re d th at scre e nwriting is  not re ally 
a suitable  m e th od, s ince  it re q uire s  
gre at w riting s k ill, w h ich  m ay not always  
be  available  in th e  te am . Th e ir m e th od 
to ove rcom e  th is  is  to us e  a pastich e  w rit-
ing te ch niq ue , w h e re  th e  sce nario w rite r 
borrow s  style s  and ch aracte rs  from  w e ll-
k nown lite rature  in orde r to provok e  a re -
action from  th e  participants. Th e y 
de m onstrate  w ith  e xam ple s  tak e n from  
D ick e ns , W ode h ous e  and Laurie  Taylor. 
Th e s e  pastich e  sce narios  still addre s s  
th e  te ch nical ch alle nge s  of Carroll’s  
pape r11, but in a way th at stim ulate s  th e  
im agination and unde rstanding of th e  
participants.

M ETH O D S
Pas tich e  s ce narios
As  e xplaine d above , pastich e  sce narios  
borrow  ch aracte rs  and th e  auth or’s  style  
from  w e ll-k nown lite rature  and us e  
th e m  to pre s e nt a story re pre s e nting th e  
de s ign is s ue  unde r discus s ion. Th is  
m e th od, it was  fe lt, would h e lp th e  parti-
cipants  in th e  usability work s h ops  to un-

de rstand h ow  sm artcards  could be  us e d 
in daily life . By e ncouraging th e m  to 
w rite  th e ir own sce narios , it was  h ope d 
th at som e  of th e ir conce rns  and prob-
le m s  would also be  brough t to th e  s ur-
face .

A s e s s ion in front of a w h ite board w ith  
m ost of th e  proje ct te am  ge ne rate d a 
varie ty of life  e ve nts  th at would re q uire  
a us e r to m ak e  us e  of th e ir sm artcards. 
To m ak e  th e s e  acce s s ible  to th e  parti-
cipants  in th e  work s h ops  it was  de cide d 
th at e xam ple  sce narios  s h ould be  w rit-
te n us ing fam iliar ch aracte rs  carrying 
out tas k s  re late d to th e s e  life  e ve nts  
and us ing sm artcards  in th e ir norm al e n-
vironm e nts. Th e  pastich e  sce narios  
s h own in Blyth e  and Monk 1 w e re  all 
bas e d around lite rary ch aracte rs. Th e  
te am ’s  s ugge stions  propos e d ch arac-
te rs  from  fam iliar TV soap ope ras  
(Coronation Stre e t, East Ende rs), sci-fi 
s e rie s  (Star Tre k ) and som e  ve ry fam iliar 
ch aracte rs  from  D ick e ns  (Scrooge , 
Fagin). It was  fe lt th at TV ch aracte rs  
w e re  m ore  fam iliar acros s  th e  age  
groups  in th e  work s h ops  and, particu-
larly th e  soap ope ra e nvironm e nts , w e re  
s uch  th at som e  of th e  participants  
could ide ntify w ith . Som e  of th e  UK's  
curre nt role  m ode ls  of olde r pe ople  are  
to be  found in TV soap ope ras  and s itu-
ation com e die s . Th e y portray s im ilar fin-
ancial proble m s , h e alth  is s ue s  and life  
e xpe rie nce s  as  th os e  e ncounte re d by 
som e  of th e  work s h op participants.

In orde r to de m onstrate  w h at was  
m e ant by a pastich e  sce nario, a num be r 
of e xam ple s  w e re  w ritte n by m e m be rs  
of th e  re s e arch  te am  us ing, to th e  be st 
of th e ir ability, th e  ch aracte rs ’ style s  
and pe rsonalitie s  from  th e  te le vis ion 
program m e s. Exam ple s  1 and 2 be low  
s h ow  e xam ple s  of sm artcard us e  by 
olde r pe ople  - Blanch e  H unt and Jack  
D uck worth , both  ch aracte rs  from  Coron-

ation Stre et. O th e r e xam ple s  us e d 
younge r pe ople  (Kare n McD onald from  
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Coronation Stre e t, Captain Picard and 
Ge ordi and W e sle y from  Star Tre k : th e  

ne xt gene ration). W h ile  not w riting in 
film  script style , th e  w rite rs  of th e s e  
sce narios  still aim e d to ach ie ve  a clos e  
pastich e  of th e  dialogue  style  and pe r-
sonal inte raction of th e  ch aracte rs.

Th e s e  pastich e  sce narios  w e re  pre s e n-
te d to th e  participants  as  A0 poste rs  dur-
ing th e  work s h op. Th e  e xam ple s  
provide d an opportunity for discus s ion 
and com m e nt, be fore  th e  groups  e m -
bark e d upon w riting th e ir own pastich e  
sce narios.

Exam ple  1: D e irdre  collects Blanch e ’s  pen-

sion

D e irdre  pick e d up h e r h andbag and 
ch e ck e d th at h e r sm artcard was  th e re . 
Sh e  was  going to th e  h ospital to vis it 
h e r m oth e r, Blanch e  H unt. Sh e  le ft th e  
h ous e  and caugh t th e  bus  on th e  
corne r, paying for th e  journe y w ith  h e r 
sm artcard.
“H e llo Mum ,” s h e  said, as  s h e  arrive d at 
Blanch e ’s  be ds ide .
“I’m  glad you’ve  com e  at last,” Blanch e  
snappe d. “I ne e d you to pick  up m y pe n-
s ion and m ak e  a de pos it into th e  Ros -
am und Stre e t Cre dit Union for m e .”
“You k now  I can’t do th at,” D e irdre  re -
m ark e d, “unle s s  you give  m e  pe rm is -
s ion.”
“W e ll, I’ve  be e n talk ing to th e  ward s is -
te r and th e y’ve  got a spe cial m ach ine , a 
com pute r, so I can do th e  pe rm is s ion 
th ingy. Go and as k  h e r for it.”
A fe w  m inute s  late r, D e irdre  w h e e le d 
th e  com pute r/card re ade r trolle y up th e  
ward and pos itione d it by Blanch e ’s  be d.
“Give  m e  your card, Mum .”
“I’ll do it m ys e lf, th ank  you. I’m  not 
gaga ye t!”
Blanch e  fum ble d th rough  h e r capacious  
h andbag and e ve ntually produce d h e r 
own sm artcard. Sh e  place d it in th e  re ad-
e r slot and follow e d, ste p by ste p, th e  in-
structions  on th e  scre e n.
“Righ t,” s h e  said, as  s h e  pre s s e d ‘con-

firm ’ for th e  last tim e  and h e r card slid 
out. “Now  put yours  in for ide ntifica-
tion.”
D e irdre  put h e r card into th e  re ade r slot 
and confirm e d th at th e  inform ation was  
corre ct. Tak ing h e r own card out, s h e  
h e ld out h e r h and for h e r m oth e r’s .
“Now  don’t you los e  it!”
“H ow  m uch  de pos it do you want to 
m ak e ?” D e irdre  as k e d.
“Tw e nty-five  pounds  for th is  w e e k  and 
tw e nty-five  pounds  for ne xt w e e k . Be -
caus e  I’ll still be  in h e re  until ne xt W e d-
ne sday.”
“All righ t, Moth e r. I’ll bring your card 
back  w h e n I com e  to s e e  you tonigh t.”
D e irdre  h e ade d down to th e  Kabin Post 
O ffice  and pre s e nte d both  cards  to Nor-
ris  be h ind th e  counte r.
“I’d lik e  to colle ct h e r pe ns ion. I th ink  
s h e ’s  ow e d two w e e k s .”
Norris  ch e ck e d D e irdre ’s  card first.
“Mrs  D e irdre  Rach id?” h e  q ue rie d.
“Ye s .”
Th e n h e  put Blanch e ’s  card into th e  
re ade r slot.
“Sh e ’s  actually got 3 w e e k s  pe ns ion to 
colle ct and s h e  h as  auth oris e d you until 
th e  e nd of ne xt w e e k . Righ t, s h e  is  now  
cre dite d w ith  3 w e e k s  pe ns ion.” Norris  
sm ile d. “H ow  is  your m oth e r today?”
D e irdre  re trie ve d both  cards  and sm ile d 
back . “W h y don’t you go and vis it h e r? 
Sh e ’d be  ple as e d to s e e  you.”
Round th e  corne r, at th e  office s  of th e  
Rosam und Stre e t Cre dit Union, s h e  
h ande d ove r h e r m oth e r’s  card. 
“D e pos it 25 pounds  for th is  w e e k  and 
th e  sam e  for ne xt, ple as e .”
“Th at’s  done ,” said th e  Cre dit Union of-
fice r and s h ow e d D e irdre  th e  scre e n 
th at confirm e d th e  transaction.
Late r th at e ve ning D e irdre  re turne d to 
th e  h ospital and gave  h e r m oth e r th e  
card back .
“Righ t Mum , th at’s  done . Now , w h at 
e ls e  can I do for you? O h , Norris  was  
as k ing afte r you. I told h im  to call and 
vis it you.”
“W h at did you do th at for?” Blanch e  re -
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torte d. “I don’t want to s e e  th at old 
foge y!”

Exam ple  2: Jack  use s  h is  sm artcard

Jack  D uck worth  sat in th e  Inte rne t Cafe  
and logge d into www.pige onfanci-
e rs .co.uk . H e  ne e de d m ore  pige on food 
and a frie nd h ad told h im  th at th is  s ite  
offe re d a good discount on purch as e s . 
H e  took  out h is  sm artcard and orde re d 
th e  food to be  de live re d to h is  allot-
m e nt, w h e re  h is  pige on loft was  s itu-
ate d. H e  paid for th e  food us ing h is  
sm artcard and note d th at it would be  de -
live re d th at afte rnoon.
H e  de cide d to m ak e  h is  way to h is  allot-
m e nt and spe nd th e  day th e re , out of 
Ve ra's  way. H e  calle d into th e  local s h op 
to buy h is  favourite  ne w spape rs , som e  
m ilk  and som e  b iscuits. W h e n h e  cam e  
to pay, h e  re alis e d th at Ve ra h ad not 
give n h im  any cas h  th at m orning. 
H ow e ve r, h is  sm artcard h ad an e -walle t, 
w h e re  h e  k ne w  h e  h ad a fe w  pounds  of 
e le ctronic cas h . Th e  s h op acce pte d e -
cas h , so h e  was  able  to pay. H e  also 
found out th at h e  h ad £4.63 le ft in h is  e -
walle t.
H e  re m e m be re d th e  old days , w h e n h e  
could buy th ings  on tick  and Ve ra would 
pay th e  b ill at th e  e nd of th e  w e e k . Nos -
talgia's  not w h at it us e d to be !

Th e  D ATES Proje ct
Th e  first ph as e  of th e  D ATES proje ct con-
s iste d of s e m i-structure d discus s ion 
about h igh  capacity storage  te ch nology, 
m obile  com m unication te ch nology and 
sm artcards. Th e s e  focus  groups  in-
clude d be tw e e n 6 and 10 participants , 
and utilis e d appropriate  prom pt m ate ri-
al (for instance , m obile  ph one s , sm art-
cards , m e m ory stick s ). Participants  in-
clude d groups  of young le arne rs; IT 
le arne rs  of all age s , including a spe cific 
group of olde r IT le arne rs; m e m be rs  of 
Cre dit Unions; m e m be rs  of a disability 
forum ; and a group of Banglade s h i 
wom e n. Th e  focus  group discus s ions  
took  place  in Nove m be r and D e ce m be r 

2004 in Sh e ffie ld and in th e  Black  Coun-
try (W alsall, W olve rh am pton, Sandw e ll 
and D udle y). Th e  analys is  of th e  inte r-
vie w  transcripts  provide d e vide nce  of is -
s ue s  to be  work e d th rough  in th e  usabil-
ity work s h ops , ide ntifying us e r 
re q uire m e nts  from  sm artcards.

Th e  s e cond ph as e  cons iste d of usability 
work s h ops  of be tw e e n 5 and 8 pe ople . 
Th e s e  took  place  during D e ce m be r 
2004 in both  Sh e ffie ld and th e  Black  
Country and us e d, as  far as  pos s ible , 
participants  from  th e  pre ce ding focus  
group inte rvie w s. Th e  work s h ops  com -
bine d structure d discus s ion and two 
spe cific e xe rcis e s : a pastich e  sce nario 
e xe rcis e  and a re source  allocation e xe r-
cis e .

A s h ort s e rie s  of pastich e  sce narios  
w e re  pre s e nte d to th e  participants. Each  
sce nario re pre s e nte d a pos s ible  usage  
conte xt for th e  D ATES te ch nology and 
was  printe d up as  an A0 poste r, one  
poste r pe r sce nario. Th e  poste rs  w e re  
th e n stuck  to th e  wall and a s h ort dis -
cus s ion was  h e ld by th e  full group. Ke y 
q ue stions  include d: (i) “W h at do you 
th ink  about th e  ch aracte rs  / w h at are  
th e y lik e ?”, (ii) “Is  th is  sce nario re alist-
ic?”, (iii) “Is  th is  sce nario im portant for 
you?”, (iv) “W h at could go w rong in th is  
sce nario?”, and (v) “W ould th is  sort of 
sce nario be  us e ful for you?”. 

Follow ing th is  e xe rcis e , work s h op parti-
cipants  w e re  introduce d to th e  pastich e  
sce nario w riting te ch niq ue . Th e y w e re  
divide d into sm all groups  and give n 
cards  s ugge sting particular activitie s , 
ch aracte rs  w ith  w h om  th e  participants  
would be  fam iliar, pos s ible  life  e ve nts  
th at m igh t alte r th e  sce nario, and prob-
le m s  w ith  th e  sm artcard or its  as soci-
ate d te ch nologie s . Th e s e  w e re  inte nde d 
to prom pt th e ir cre ation of ne w  sce nari-
os  th at sough t to m atch  th e  propos e d 
te ch nologie s  w ith  th e ir own value s  and 
life style s. Afte r th e  w riting was  finis h e d, 
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th e s e  sce narios  w e re  also discus s e d to 
ide ntify s e rvice s  and de s ign fe ature s  
th at m igh t be  value d by e ach  us e r 
group. Th e y w e re  also us e d to ide ntify 
pote ntial usability and com patibility is -
s ue s  th at could im pact on th e  te ch no-
logy. D uring th e  w riting of th e  pastich e  
sce narios , m uch  discus s ion took  place  
in e ach  sm all group, along w ith  a gre at 
de al of laugh te r.

Th e  re source s  allocation e xe rcis e  re -
q uire d participants  to ‘spe nd’ £100 of 
Monopoly™ m one y on a varie ty of pote n-
tial s e rvice s  th at m igh t be  provide d by a 
sm artcard (Table  2). Th e y w e re  also 
as k e d to sugge st oth e r s e rvice s  th at 
th e y would, as  a group, find us e ful. Th is  
allow e d th e ir prioritie s  to be  asce r-
taine d. Alth ough  not re porte d h e re  in de -
tail, som e  of th e  re s ults  of th is  e xe rcis e  
are  discus s e d be low , be caus e  th e  
groups ’ prioritie s  ofte n e ch oe d som e  of 
th e  aspe cts  of th e  pastich e  sce narios  
th e y w rote .

Th e  follow ing s e ction pre s e nts  th e  re s -
ults  of th re e  of th e  usability work s h ops : 

th e  first was  a group of young IT 
le arne rs  from  th e  Black  Country; th e  
s e cond was  a group of olde r re tire d IT 
le arne rs  from  Sh e ffie ld; th e  th ird was  a 
group of Cre dit Union m e m be rs  from  
Sh e ffie ld. Th is  group was  of m ixe d age s.

RESULTS
W ork s h op 1: Young IT le arne rs
Th is  group of young pe ople  from  W ol-
ve rh am pton com pris e d s ix m ale s  and 
one  fe m ale . Th e y w e re  all age d unde r 
25 and w e re  not in full-tim e  e m ploy-
m e nt. Th e  cours e  th e y w e re  tak ing was  
part of th e  ‘Ne w  D e al’ training pack age , 
de s igne d to pre pare  young pe ople  for 
e m ploym e nt. Th e y displaye d a m uch  
h igh e r le ve l of te ch nology lite racy th an 
oth e r groups , us e d te ch nology m uch  
m ore  th an oth e rs  in th e  study, and h ad 
a m ore  pos itive  attitude  to IT in ge ne ral. 

In th e  initial discus s ion th e  young IT 
le arne rs  de scribe d th e  sam ple  sm art-
cards  as  ‘boring’. Th e y e xpre s s e d a 
strong de s ire  to ch oos e  th e ir own 
de s ign for th e  sm artcard and pe rsonal-
is e  it to fit th e ir ‘im age ’. Th is  im age , for 

Table  2. Se rvice s for re source s allocation e xe rcise

Se rvice s  s ugge s te d b y re s e arch  te am
Be ne fits  / s e rvice s  advice

Council / ge ne ral form  filling

Cours e  atte ndance  re ward sch e m e

Cre dit Union

Gam e s

Le arning cours e  re cords

Le isure  Ce ntre

Library

Logging re ce ipts

Me dical (Em e rge ncie s )

Me dical (GP)

Me dical (Pre scriptions)

Me dical (Re m ind to tak e  drugs)

Ph one  top-up

Pre ve nt junk  m ail

Sm all paym e nts

Store  &  re m e m be r appointm e nts

Store  loyalty card

Tax &  Be ne fits  advice

Transport (bus e s  / car-park ing)

Se rvice s  s ugge s te d b y groups
D riving lice nce

Inform ation storage  and re trie val

Mortgage  / re nt paym e nts

Sh opping / going out
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m ost of th e  group, was  occupie d w ith  
com pute r gam e s  and appe aring ‘cool’. 
Th e  m ode rators  struggle d to e ngage  th e  
atte ntion of th e  group to th e  pre s e nte d 
pastich e  sce nario, w h ich  was  w ritte n 
us ing Star Tre k  ch aracte rs. W h e n th e  
sce nario w riting activity be gan, th e  
young IT le arne rs  re je cte d th e  offe re d 
ch aracte rs , be caus e  th e y state d th at 
th e y would not watch  th at k ind of pro-
gram m e  on te le vis ion. Cartoon ch arac-
te rs  w e re  offe re d inste ad (e .g. South  

Park ), but in th e  e nd a sce nario was  w rit-
te n around a ch aracte r from  a com pute r 
gam e . Th is  prove d difficult to m anage  be -
caus e  com pute r gam e  ch aracte rs  do not 
norm ally e ngage  in e ve ryday-life  activit-
ie s . Th e  im agination of th e  young IT 
le arne rs  could not h andle  th e  le ap from  
a gam e  sce nario to a sm artcard sce n-
ario. For th is  re ason, no e xam ple  of 
th e ir pastich e  sce nario can be  give n 
h e re .

Anoth e r inte re sting re sult from  th is  
group cam e  in th e  re source  allocation 
activity, w h e re  participants  w e re  as k e d 
to distribute  £100 of Monopoly™ m one y 
around a num be r of s e rvice s , or to ide nti-
fy oth e r s e rvice s  th e y would pre fe r. Th e  
young IT le arne rs  allocate d £69  of th e ir 
available  re source s  to th e  ide a of incor-
porating com pute r gam e s  activitie s  into 
th e  sm artcard. W h ile  th is  m ay s e e m  e x-
ce s s ive , th e re  are  som e  s e rious  pote n-
tial applications  and cons e q ue nce s  if 
th is  age  group is  to be  e ngage d in sm art-
card us e . 

W ork s h op 2: O lde r re tire d IT le arne rs
Th e  participants  at th is  usability work -
s h op w e re  all re tire d pe ople , ove r th e  
age  of 65, tak ing a cours e  in th e  us e  of 
IT and th e  Inte rne t. Th e  group com -
pris e d five  wom e n and one  m an; th e y 
w e re  fam iliar w ith  e ach  oth e r and com -
fortable  to be  toge th e r in th is  s ituation. 
Th e  work s h op was  conducte d on th e  
pre m is e s  of th e  training provide r in Sh e f-

fie ld. No one  in th e  group would de -
scribe  th e m s e lve s  as  be ing com pute r lit-
e rate , but all h ad a sm all m e asure  of 
confide nce  in us ing IT and th e  Inte rne t. 

In contrast to th e  young IT le arne rs  th e  
pastich e  sce nario, us ing ch aracte rs  
from  Coronation Stre et, provok e d a 
good de al of discus s ion. Th e y w e re  
m ore  th an h appy to be  split into two 
groups  and w rite  th e ir own pastich e  
sce narios. Th e s e  are  s h own be low  as  Ex-
am ple s  3 and 4. Much  discus s ion and 
som e  laugh te r accom panie d th e  de vis -
ing and w riting activitie s .

D uring th e  de ve lopm e nt of th e  
‘Scrooge ’ sce nario, one  of th e  parti-
cipants  divulge d th at h e  spe nt up to £8 
a w e e k  on taxis  just to go into town to 
ge t m one y out of th e  bank . Th e re  w e re  
one  or two oth e rs  w ith  th is  proble m  
also and th is  was  brough t out, to a ce r-
tain e xte nt, by th e  sce nario. Filling in 
form s , for e xam ple  to claim  be ne fits , re -
giste r for cours e s , apply for e m ploy-
m e nt, was  a s ignificant activity for m any 
of th e  us e rs  in all th e  groups. Th e  abil-
ity to pre -populate  form s  was  value d by 
all groups , particularly olde r re tire d 
pe ople . Again th is  was  re ve ale d in th e  
work s h op, both  by th e  sce nario w riting 
and by th e  re source  allocation activity.

Th e  re source  allocation e xe rcis e  also 
ide ntifie d th e  fact th at th e  groups  of 
olde r and disable d pe ople  value d th e  
ide a of k e e ping copie s  of m e dical re -
cords  on th e  sm artcard th at could be  ac-
ce s s e d during a consultation w ith  a doc-
tor. Alth ough  m e dical inform ation and 
applications  w e re  not part of th e  D ATES 
Proje ct, th is  was  a k e y is s ue  for m any of 
th e  participants.

Exam ple  3: Scrooge  re nts a video

Scrooge  le ave s  th e  h ous e , but re aliz e s  
th at h is  bus  pas s  is  out of date  be caus e  
h e  only buys  one  w h e n h e  ne e ds  it. 
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W h ilst on th e  bus  h e  finds  h e  can re ne w  
h is  pas s  by paying w ith  h is  sm artcard. 
H is  bank  account w ill h ave  th e  m one y de -
ducte d. Auntie  Mary ge ts  im patie nt be -
caus e  s h e  is  in a h urry and s h e  can’t ge t 
on th e  bus  (and it is  raining). Scrooge  
s h outs  “H um bug!”

O n arrival at th e  vide o s h op h e  ch oos e s  
a vide o, but can’t pay for it be caus e  h e  
doe sn’t h ave  e nough  funds  le ft. (H e  did 
not re alis e  it was  ge tting low.) It would 
h ave  be e n us e ful if h e  h ad k nown som e -
h ow  th at it was  ge tting low  (for in-
stance , by a flas h ing ligh t?). If h e  could 
transfe r som e  funds  from  h is  de pos it ac-
count to h is  curre nt account, th at would 
be  us e ful. H e  now  w is h e s  th at h e  h ad 
tak e n up th e  bank ’s  offe r be fore  th e n to 
do th is . And h e  h as  no frie nds  w h o 
could le nd h im  th e  m one y. H e  th ink s  it 
would be  h e lpful if th e  bank  could h ave  
toppe d it up so it didn’t ge t be low  a ce r-
tain am ount.

H e  rus h e s  h om e  be caus e  h e  wants  to 
m ak e  s ure  all th e  corre ct sum  of m one y 
h ad be e n transfe rre d. H e  puts  h is  card 
in h is  h om e  com pute r and th is  is  ve ri-
fie d. H e  look s  th rough  h is  instructions  
to find out h ow  to am e nd h is  bank  ar-
range m e nt. Luck ily th e  instructions  are  
w ritte n s im ply ste p-by-ste p and cons ist-
e nt w ith  oth e r th ings  h e  h as  ch ange d or 
adde d to h is  card. 

Exam ple  4: Fagin attends a course

Fagin atte nds  a cours e  at Age w e ll (but 
h is  sm artcard isn’t work ing be caus e  h e  
was h e d it in h is  je ans).
H e  slide s  h is  card into th e  card re ade r; 
it doe sn’t work  so h e  can’t ge t in. H e  
buz z e s  up to th e  re ce ptionist and e x-
plains. (H e  re vie w s  th e  s ituation.)
“H ow  do w e  k now  it is  you?”
H e  answ e rs  th e  s e curity q ue stions  cor-
re ctly so th e y le t h im  in. (Th e  card h olds  
th is  inform ation, w h ich  Age w e ll h olds  
on its  databas e .) W h e n h e  ge ts  in, th e y 

e xplain to h im  h ow  h e  can ge t a ne w  
card. 
W h e re  would th e  ne w  card com e  from ? 
W h at about th e  e xpiry date ? Fagin could 
prove  w h o h e  was  w h e n ge tting th e  ne w  
card by us ing h is  th um bprint/iris  scan. 
Fagin trie d to pick  a pock e t or two to 
ge t anoth e r card but found h is  th um b-
print did not allow  h im  to us e  th e m .
National Insurance  num be r is  uniq ue , 
so th is  could be  anoth e r ide ntifie r. Th e  
com bination w ith  th um bprint/iris  
s h ould be  foolproof.
Fagin got a ne w  copy of all h is  Age w e ll 
A-le ve l Accountancy cours e work  onto 
h is  ne w  card, plus  all of h is  pe rsonal de -
tails  and pre vious  q ualifications. Afte r 
th is , h e  turne d ove r a ne w  le af and ap-
plie d for th e  post of Se nior Le cture r at 
Sh e ffie ld H allam  as  H e ad of IS —  prov-
ing w h at q ualifications  h e  h ad by s h ow -
ing th e m  h is  sm artcard inform ation.

W ork s h op 3: Cre dit Union m e m b e rs
Th is  group cons iste d of m e m be rs  of a 
Cre dit Union, of a m ixture  of age s  from  
e arly 20s  to m id 60s. Se ve n parti-
cipants , four m e n and th re e  wom e n, in-
troduce d th e m s e lve s  round th e  table . 
Som e  of th e m  k ne w  e ach  oth e r, but not 
all did. Th e ir age s  w e re : 2 in th e ir 20s , 
2 age d 30-40, 2 in th e ir 50s  and one  
age d around 65. Th e  usability work s h op 
was  h e ld in a room  at Sh e ffie ld’s  Town 
H all. Som e  of th e  participants  w e re  con-
fide nt about us ing IT, but oth e rs  w e re  
le s s  so. H ow e ve r, m ost h ad a m obile  
ph one  th at th e y us e d w ith  confide nce . 

As  w ith  th e  olde r re tire d IT le arne rs , th e  
pastich e  sce nario, again us ing ch arac-
te rs  from  Coronation Stre et, prom pte d a 
good de al of discus s ion and de bate . 
Th e  olde r participants  w e re  m ore  articu-
late , but w ith  e ncourage m e nt, th e  
younge r participants  also joine d in. Th e  
pastich e  sce nario w riting activity ge ne r-
ate d som e  inte re sting ide as  th at w e re  
discus s e d fre e ly as  th e  work  pro-
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gre s s e d. Th e  sce narios  are  s h own be low  
as  Exam ple s  5 and 6.

Am ong th e  Cre dit Union m e m be rs  th e re  
was  a m ix of inte re st in th e  re source  al-
location e xe rcis e . Som e  us e rs  value d 
th e  ability to m ak e  purch as e s  us ing a 
sm artcard, but oth e r us e rs  e m ph as is e d 
th e  ne e d to m ak e  de pos its  clos e  to 
h om e , w ith out th e  cost of trave l. For e x-
am ple , in orde r to m ak e  a £10 de pos it, 
paying £2.40 in bus  fare s  is  unacce pt-
able . To be  able  to m ak e  de pos its  or 
loan re q ue sts  at th e  local ne w sage nt 
would be  a us e ful s e rvice  from  th e  sm art-
card.

Anoth e r discus s ion th at took  place  in 
th is  group conce rne d th e  us e  of Picture  
PINs  (Pe rsonal Ide ntfication Num be rs). 
Som e  us e rs  find re m e m be ring PINs  and 
pas swords  difficult. As  m ore  and m ore  
s e rvice s  are  de live re d via e le ctronic sys -
te m s , th is  is  an incre as ing proble m . O ne  
conce pt th at h as  be e n e xplore d in som e  
syste m s  is  us ing picture s  rath e r th an 
num be rs  to support auth e ntication13. 
Us e r te sts  w ith  th is  approach  s ugge st 
th at som e  us e rs  find re m e m be ring four 
im age s  m uch  e as ie r th an re m e m be ring 
an arbitrary s e q ue nce  of four digits 14. A 
varie ty of te ch niq ue s  for us ing such  pic-
ture s  w e re  e xplore d by de  Ange li e t al.14 

including: s e le cting a s e q ue nce  of four 
picture s  w ith  e ach  corre ct picture  pre s e n-
te d in a s ingle  page  display accom pan-
ie d by a random ly ch os e n s e t of distrac-
te rs  (but always  w ith  th e  targe t picture  
in th e  sam e  location); s e le cting a s e -
q ue nce  of four picture s  accom panie d by 
distracte rs  but w ith  th e  location of th e  
targe t picture  ch anging on e ach  auth e n-
tication atte m pt; ide ntifying a ‘portfolio’ 
of e igh t im age s  from  w h ich  four are  s e -
le cte d in e ach  auth e ntication atte m pt 
and pre s e nte d on a s ingle  page  w ith  
tw e lve  distracte rs. All of de  Ange li’s 14 e x-
am ple s  w e re  drawn from  a large  data-
bas e  of ph otograph ic im age s , w ith  e ach  

us e r be ing as s igne d a random  s e q ue nce  
of four im age s. D h am ija and Pe rrig13 
us e d random ly ge ne rate d im age s; th e  
us e r m ust s e le ct one  im age  from  e ach  
of th e  four ‘page s ’, e ach  of w h ich  in-
clude s  a group of oth e r im age s  as  dis -
tracte rs. Th e  pos itioning of th e  im age s  
was  th e  sam e  on e ach  atte m pt. Th e  e x-
planation give n of th e  te ch niq ue  in-
clude d th e  ide a th at th e  us e rs  m igh t s e -
le ct th e ir own im age s. 

H ow e ve r, th e  approach  m ay h ave  lim ita-
tions  as  one  of our us e r groups  dis -
cove re d w h e n e xploring a sce nario in 
w h ich  Nick  Cotton (from  EastEnde rs) 
trie s  to us e  h is  m oth e r’s  (D ot Cotton) 
card. Be caus e  Nick  would k now  h is  
m oth e r w e ll, h e  would h ave  a good 
ch ance  of re cognis ing im age s  s h e  
would s e le ct for h e r Picture  PIN. Th e  
pastich e  sce nario h e re  de m onstrate s  
th e  m ultiple  le ve ls  of proble m s  and con-
s e q ue nce s , as  de scribe d by Carroll11.

Exam ple  5: Pat w ants ne w  s k ills

Som e one  as k s  Pat to put up a poste r in 
th e  book ie s . Pat de cide s  s h e  ne e ds  ne w  
s k ills. Sh e  th ink s  it m igh t be  good to 
le arn to m ak e  h e r own e arrings. Sh e  
plans  a trip down to W alford Com -
m unity Ce ntre  to find out w h at cours e s  
are  on offe r. W h e n th e  bus  com e s  s h e  
re alis e s  s h e  h as  forgotte n h e r card so 
s h e  rus h e s  h om e  to ge t it and ph one s  
for a taxi. Sh e  pays  for th e  taxi w ith  h e r 
card.
W h e n s h e  ge ts  to th e  Ce ntre  th e re  is  a 
book le t, but th e re  are  no copie s  to tak e  
away. But a scre e n is  available  to 
brow s e  th rough . [Som e  touch  scre e ns  
are  too e asy to re ad ove r th e  s h oulde r.] 
Re ading th e  card th e  m ach ine  ‘s e e s ’ h e r 
‘pe rsonal inte re sts ’ inform ation. Th e re  
is  a cours e  on je w e lle ry m ak ing but only 
Up W e st and Pat ne ve r goe s  th e re . So 
Pat re sponds  by as k ing th e  scre e n to 
s h ow  h e r som e th ing s im ilar in W alford. 
Th e  m ach ine  s ugge sts  s h e  trie s  car 
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m ainte nance  bas e d on h e r conne ction 
w ith  th e  garage . Sh e  is  so unh appy s h e  
h e adbutts  th e  m ach ine  but ge ts  h e r e ar-
rings  stuck  in th e  scre e n surround.

Exam ple  6: D ot use s th e  library

D ot finds  Nick ’s  library book s  in th e  b in 
w ith  th e  m iddle  page s  rippe d out. “O h  
no!”
Sh e  as k s  Nick  but h e  claim s  th e y w e re  
all lik e  th at w h e n h e  got th e m . D ot 
q uote s  Ez e k ie l 4:72 – Nick  re fus e s  to 
adm it th e  proble m . Th e  le tte rs  start arriv-
ing from  th e  library. Th e s e  book s  h ave  
be e n ove rdue  for 10 ye ars. D ot ph one s  
th e  library and confe s s e s  (s h e  h as  also 
m ove d h ous e ). Sh e  puts  th e  sm artcard 
in h e r ph one  and re ports  h e r ne w  ad-
dre s s . Sh e  says  s h e  wants  to pay for 
th e m  all. Th e  library puts  a fine  of £50 
on D ot’s  account.
D ot walk s  round to th e  ne w sage nt to ar-
range  an e m e rge ncy loan from  th e  
W alford Cre dit Union, to be  re paid at £1 
pe r w e e k  for 53 w e e k s . W ith  th e  loan 
D ot can now  pay th e  fine . Sh e  also 
ch ange s  h e r ph oto ID  s e t so th at it is  s e -
cure  from  Nick .

D ISCUSSIO N

Pastich e  sce narios  allow e d us e rs  and de -
s igne rs  alik e  to e xplore  an unk nown te ch -
nology by m e ans  of a fam iliar e nviron-
m e nt. ‘Scrooge ’, ‘Fagin’, ‘Pat’ and ‘D ot’ 
le t th e m  try out pos s ib ilitie s  and discov-
e r proble m s , s ugge st us e s  and solutions  
to th e ir e ve ryday ne e ds. It was  inte re st-
ing to s e e  th e  diffe re nt groups  work ing 
w ith  pastich e  sce narios  and ide ntifying 
th e  pote ntial is s ue s  of sm artcards. It 
was  also inte re sting to s e e  th e  diffe re nt 
attitude s  of th e  age  groups  be ing us e d. 
O lde r participants  s e e m e d m ore  w illing 
to e xe rcis e  th e ir im agination, e ngage  
w ith  th e  ch aracte rs  and s e ttings , and e x-
plore  th e  ch alle nge s  pos e d by sm art-
cards. Th e  younge r participants , e ve n 
th os e  in th e  m ixe d age  group of th e  
Cre dit Union m e m be rs , s e e m e d m ore  re -

luctant to le t th e ir im agination tak e  th e  
le ap into a diffe re nt s e tting for th e  ch ar-
acte r. Th is  is  an is s ue  th at m e rits  fur-
th e r study to confirm  th at th e re  is  in-
de e d a diffe re nce  in age  groups  and th e  
us e  of sce narios.

W e  be lie ve  th at in th is  re s e arch  study it 
would not h ave  be e n sufficie nt s im ply 
to discus s  th e  pastich e  sce narios  w rit-
te n by th e  re s e arch  te am . It was  im port-
ant to allow  e ach  group to h ave  owne r-
s h ip of th e  proce s s  and cre ate  th e  
pastich e  sce narios  th at inte re ste d and 
stim ulate d th e m , and th rough  w h ich  
th e y could ide ntify both  th e  proble m s  
and th e  be ne fits  of sm artcard te ch no-
logy on th e ir own te rm s. W h ile  ‘stand-
ing in th e  s h oe s ’ of th e  pastich e  sce n-
ario ch aracte rs , th e y allow e d th e  
re s e arch  te am  to s e e  th e  is s ue s  th at 
w e re  uppe rm ost in th e ir m inds. Th e  s ub-
s e q ue nt discus s ions  w ith  th e  w h ole  
group brough t th e s e  is s ue s  to th e  fore . 
Th is  th e n inform e d th e  re source  alloca-
tion e xe rcis e  th at allow e d th e  re s e arch  
te am  to ‘q uantify’ th e  priority of th e ir re -
q uire m e nts.

Th e  five  re asons  ide ntifie d by Carroll11 
and liste d above  can be  us e d to e valu-
ate  th e  findings  of th e  usability work -
s h ops  and, in particular, th e  us e  of pas -
tich e  sce narios  as  a m e th odology. For 
th e  te am  work ing on us e r re q uire m e nts  
and usability is s ue s , alth ough  not as  de -
s igne rs , it allow e d a space  for re fle c-
tion. In ide ntifying th e  k e y is s ue s  re lat-
ing to sm artcards  and de ve loping and 
w riting th e  e xam ple  sce narios  w e  w e re  
able  to e xplore  th e  conte xt of th e  
D ATES Proje ct. 

As  w e  obs e rve d th e  discus s ions  around 
both  th e  e xam ple  sce narios  and th e  
one s  w ritte n by th e  work s h op parti-
cipants  it was  pos s ible  to s e e  th e  con-
cre te ne s s  of th e  s e tting of th e  sce nario, 
and also th e  fle xib ility of de ve lopm e nt 
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in te rm s  of th e  ch aracte rs  and th e ir ac-
tions. All four of th e  sce narios  de vis e d 
by participants  e xplore d th e  actions  of 
som e one  w h o m ay be  dis h one st, aggre s s -
ive  or untrustworth y. Alth ough  th is  was  
done  w ith  h um our, it ale rte d th e  re -
s e arch  te am ’s  atte ntion to th e  fact th at 
not all pote ntial us e rs  are  h one st or trust-
worth y and th at safe guards  s h ould be  
built into th e  syste m .

Th e  tim ing of th is  study ine vitably 
brough t up is s ue s  around civil libe rtie s  
and th e  curre nt de bate  about a national 
ide ntity card. Som e  groups  e xpre s s e d a 
conce rn about th e  ide a th at a ‘Big Broth -
e r’ com pute r would h old all th e ir pe rson-
al inform ation. But th e  ge ne ral fe e ling 
s e e m e d to be  th at ‘if you h ad noth ing to 
h ide , you h ad noth ing to be  afraid of’ 
and th at m uch  of th e  inform ation was  
alre ady h e ld som e w h e re  or oth e r. Th e  
pastich e  sce narios  allow e d both  th e  
te am  and th e  participants  to e xplore  m ul-
tiple  vie w s  of th is  particular proble m  
and its  pote ntial cons e q ue nce s. Again, 
th e s e  is s ue s  w e re  brough t to th e  atte n-
tion of th e  te ch nical de s ign te am .

Th e  de bate , e spe cially for olde r parti-
cipants , about m e m ory, s e curity sys -
te m s  and Picture  PINs  ide ntifie d an are a 
w h e re  te ch nical k nowle dge  is  m ore  de -
ve lope d th an te ch nical de s ign. It was  
th rough  th e  ‘D ot and Nick ’ sce nario th at 
th e s e  s e curity is s ue s  be cam e  appare nt 
and le d to furth e r de s ign e fforts  by th e  
te ch nical de s ign te am .

Th e  fifth  re ason, th at of focus ing on th e  
ne e ds  of th e  us e r can be  s e e n, not 
th rough  a sce nario —  or rath e r th rough  
th e  lack  of a sce nario. Th e  young IT 
le arne rs  did not re ally e ngage  w ith  sce n-
ario w riting, and wante d to allocate  £69  
out of £100 to gam e s  as  a s e rvice  on 
th e ir sm artcards. As  de s igne rs  w e  h ave  
to ste p back  from  our initial re action of 
th ink ing th at th is  is  just a frivolous  atti-

tude . To bring th is  age  group forward 
w e  h ave  to e ngage  w ith  th e m  at th e ir 
le ve l. For e xam ple , re ward sch e m e s  
could be  link e d w ith  th e  ve ndors  of com -
pute r gam e s. Th e  sm artcard could be  
us e d to pay for tim e  in m ulti-playe r 
gam e s , or aspe cts  of th e  card sch e m e  
could include  com pe titive  e le m e nts.

In e xploring th e  attitude s  of olde r 
pe ople  to sm artcards  and de s ign m e th -
ods  s uch  as  pastich e  sce narios , it h as  
ne ce s sarily th rown into re lie f th e  
e q ually inte re sting attitude s  of young 
pe ople . Th is  is  an im portant aspe ct of 
such  re s e arch .

CO NCLUSIO N

Th e  de ve lopm e nt of pastich e  sce narios  
as  a de s ign m e th odology h as  allow e d 
th e  usability work s h ops  in th e  D ATES 
Proje ct to produce  us e ful and im portant 
com m e nts  about th e  provis ion of sm art-
card te ch nologie s  to groups  th at are  
unde r-re pre s e nte d in th e  com m unity, 
and ofte n on th e  ‘w rong’ s ide  of th e  di-
gital divide . Us ing te le vis ion ch aracte rs , 
rath e r th an lite rary figure s , m e ant th at 
pe ople  w h o norm ally watch  te le vis ion, 
rath e r th an re ad, could still participate  
in th e  e xe rcis e . In th e  groups  w e  stud-
ie d, it appe are d to be  th e  olde r parti-
cipants  w h o e ngage d w ith  th e  proce s s  
m ore  re adily th an th e  younge r one s. Pe r-
h aps  th e  s im ple  e xplanation for th is  is  
just a gre ate r life  e xpe rie nce . H ow e ve r, 
it would be  us e ful to continue  to study 
th e  ch aracte ristics  of us e r groups  e nga-
ging w ith  pastich e  sce narios.

A group of olde r pe ople  is  just as  varie d 
as  any oth e r s e gm e nt of th e  population 
and just as  articulate  about th e ir re q uire -
m e nts  as  younge r IT us e rs , but us e s  
le s s  jargon. Th e y display irritation w ith  
th e ir ph ys ical com pe te ncie s  in us ing th e  
te ch nology, but e q ual irritation w ith  th e  
te ch nology for not accom m odating th e ir 
s e lf-re porte d ‘inade q uacie s ’. Us ing 
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th e s e  participants  to ge ne rate  pastich e  
sce narios  about sm artcards  h as  tappe d 
a rich  ve in of e xpe rie nce  and h um our. 
Th e  usability re sults  from  th is  part of 
th e  D ATES Proje ct h ave  provide d th e  
sm artcard te ch nical de ve lope rs  w ith  a 
gre at de al of us e ful fe e dback . 
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