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PROJECT 
SUMMARY



People who are not born into the digital world, but are 

fascinated by it and who have adopted some/most 

aspects of the new technology.

WHO ARE DIGITAL IMMIGRANTS?

WHO ARE DIGITAL NATIVES?

People who are grown into the digital world and are  in 

close contact with technology. They are regularly 

exposed to the various degrees of difficulties in 

technology which makes them more adaptive to 

technology



EXPERIENCE OF DIGITAL IMMIGRANTS

• The older generation have their own set of needs that 
can be achieved with technology in hand.

• They are comfortable in using applications that are of 
daily use to them. Eg. Whatsapp, facetime, etc.

• They often struggle in learning/using new 
applications.

• Poor design choices can cut off the older population 
from reaping the benefits of technology.
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PROBLEMS OF DIGITAL IMMIGRANTS



ITERATION 1

The aim of our project is to ease the process of technology adoption by the 
digital immigrants and enable them to independently learn and use the 

applications.



• We recruited participants through a preliminary 
interview, to recognize participants experiencing the 
discussed problem of adopting a new application.

• Additionally, a few participants were recommended by 
contacts, as they were recognized of facing similar 
challenges, by the recommenders.

• The recommenders here, are users of technology on 
whom these immigrants were dependent for help and 
guidance to complete tasks on applications.

• We recruited participants taking into consideration the 
differences in gender - age - profession and cultural 
background. To understand whether these factors affect 
the adoption and usage of technology.

• For the Contextual Inquiry, we also recruited partners of 
the digital adopters, who are the friends/family members 
of the digital immigrants, to whom the participants 
usually ask doubts while using the applications.

We recruited 4 participants for User Interviews

We recruited 3 participants + 3 partners for Contextual Inquiry

Initials Gender Age Profession Mobile Experience

XS1 Female 53 Academics 10 years

XS2 Female 58 Advisor 10 years

XS3 Male 63 Operations 15 years

XS4 Female 43 Teacher 15 years

Initials Gender Age Profession Mobile Experience

XS4 Female 43 Teacher 19  years

XS5 Female 55 Home-maker 10  years

XS6 Female 51 Tutor 17  years

PARTICIPANTS



METHODS

• For the project we started by understanding how digital 
immigrants feel about and use the existing applications.

• The interview questions majorly focused on the understanding 

1. Applications the adopters use and applications that 

they are reluctant to use or do not use.

2. How did they go by learning the application?

3. Methods they use to learn a new application.

4. Difficulties that they experience with the applications 

they use.

5. Learning curve when introduced to new applications

6. Their requirements to learn and understand the 

applications.

USER INTERVIEWS 



METHODS

• The contextual inquiry with participants was conducted in 

pair on Zoom. 

• Each pair consisted of a digital immigrants and a digital 

native.

• The reason for performing contextual inquiry in pair was to 

understand what kind of doubts the immigrants ask their 

partners and when faced with what kind of challenge.

• Furthermore, to understand how the explanation of a task 

by the partner is understood and performed by the digital 

immigrants.

• This method deepened our understanding about the user 

problems in using a specific application.

• This method helped us gain additional insights - like issues in 

understanding the labels and icons, inability to recover from 

errors, that were disregarded by the interviewee during the 

interviews.
Contextual Inquiry conducted in pairs  (Digital Native+ Digital 

Immigrant)

CONTEXTUAL INQUIRY 



INSIGHTS 

1. Discomfort in asking for help

2. Capable but not given enough training/onboarding

3. Visual language 

4. Information overload

5. Fear of committing errors

6. Sense of helplessness

7. Denial of technology when it becomes challenging

ANALYSIS

Transcribe 
interviews 

Highlight 
insights
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1. DIGITAL ADOPTERS FEEL THE NEED OF MORE INDEPENDENCE IN LEARNING & USING APPLICATIONS



2. DIGITAL IMMIGRANTS GET OVERWHELMED BY THE DATA AND THE VISUAL INFORMATION IN THE APPLICATIONS



3. DIGITAL IMMIGRANTS EXPERIENCE A BARRIER BETWEEN THEM AND THE APPLICATIONS



TL;DR 1
Theme:  
Users feel the need of more independence in using application.

Recommendation:  
Provide people new to an application - intuitive onboarding and one stop assistance about the application usage which 
they can refer for queries and help.

TL;DR 2
Theme: 
Users get overwhelmed by the data and the Visual Information in the applications

Recommendation:
A modular feature which allows the digital immigrants to focus on concerned tasks and hiding other information.

 
TL;DR 3

Theme:
Users Experience A Barrier Between Them And The Applications

Recommendation:
Provide users the space to practice and learn applications without the fear of making mistakes.

STAGE 1: TL;DR 



Theme 1: INDEPENDENT ADOPTION OF TECHNOLOGY

Users feel the need of more independence in using applications

Need their time in learning and using applications
“But I do find that whenever it's a new task, it just takes me time.”

Feeling of discomfort/embarrassment in taking/asking for help.
“I don't go and ask people, Hey! Do you have RunKeeper? It just seems like an odd question. 
Might not be odd for your generation, but it is off for mine.”

Do not want others to know about their struggles while using applications.
“There is a pride factor, I think, when you get older and you just want to appear that you have 
everything and control. And you want to appear that you're competent”

“I almost feel like I just pay someone to help me. I don't want everybody to know.”

Aspect 1

Aspect 2

Aspect 3



Recommendation: 

Provide people new to an 
application - intuitive onboarding 
and one stop assistance about the 
application usage which they can 
refer for queries and help.



Theme 2: INFORMATION OVERLOAD

Users get overwhelmed by the data and the Visual Information in the applications

Find it difficult to process the “lingo” as well as the visual language.
“I'm still not getting well with it. Maybe because I'm an old guy”

Get overwhelmed by the multiple features on an application which leads to confusion in their 
task flows.
“If you're doing an order from a phone app they don’t take the order. You have to do it on their app. And their 
app is pretty crummy so that doesn’t make a lot of sense to me”

While the digital natives are able to correlate across applications, the immigrants feel the lack 
of reference.
“It is scary, I'll be honest with you because it's not like Facebook. And I'm not quite sure. How do I LIKE it?

Aspect 1

Aspect 2

Aspect 3



Recommendation: 

A modular feature which allows the digital immigrants 
to focus on concerned tasks and hiding other 
information.



Theme 3: DENIAL OF TECHNOLOGY

Users Experience A Barrier Between Them And The Applications

Experience self doubt of not being able to use applications
“I’m scared where I might do something wrong and something bad happens”

Fear of making mistakes and errors and not being able to recover.
“I didn’t know how to use the remote when they had gone out. I didn’t want to 
wreck the TV so I just didn’t use the TV for those days”

Feeling of helplessness when confronted with a problem or a challenge in 
the application, leading to the denial of technology
“Yeah! I know its my fault that I cannot do it.”

Aspect 1

Aspect 2

Aspect 3



Recommendation: 

Provide users the space to practice and learn 
applications without the fear of making mistakes.



DESIGN CREATION
● The current prototype refers to the ROLE that the 

onboarding experience will play whenever the digital 
adopters approach any new application. 
 

● By using this prototype and presenting it to the users, 
we plan to understand which aspects of the 
onboarding experience that we have proposed are 
useful to them.
 

● With this insights we can alter the features and focus 
of a particular aspect of our current onboarding 
experience into more detailed iteration. 

● Additionally - since the problem space focuses on user 
perception of the features and interface - presenting 
this prototype will also help us with the ideation for 
the feature implementation inside the applications.



Recommendations 1: 

Provide people new to an application - intuitive onboarding 
and one stop assistance about the application usage which 
they can refer for doubts and help.

Proposed Design:
● A step by step process of completing the tasks on the 

applications
● An app assistant to give instructions and information 

about the usage of application



Recommendations 2: 

A modular feature which allows the digital immigrants to 
focus on concerned tasks and hiding other information.

Proposed Design: 
Task based usage of applications, where the users can select 
tasks that they perform frequently into the focus and hide 
the not useful tasks. This helps avoid information overload.



Recommendations 3: 

Give users a space to practice and learn applications 
without the fear of making mistakes.

Proposed Design:
A dummy mode where users can practice their tasks, and 
learn from their errors.



FINAL DESIGN - PHASE 1

Stage1: PROPOSED DESIGN 

//Inclusive Mode

[1] Aloha prompts task a user 
can perform on a screen.

[2] Provide task based - 
stepwise instructions to the 
users to guide them.

//Dummy Mode

[3] Provide users an app 
mock-up space to practice 
and learn the usage- without 
the fear of making mistakes.

[1] [2] [3]



NEXT STEP

• Presenting the proposed design concepts to 
the participants.

• Iterating on design based on the feedback.

• Creating Mockups of the solutions

• Creating the journey map for the proposed 
solution to compare it with existing map.
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BLOCKERS

• Feedback from the participants would be 
dependent on the participants availability and 
time.

• Feedback will be taken via zoom



ITERATION 2

The aim of our second iteration is to validate 
the concepts and design we proposed in phase 1

 and improvise on our designs.



• We went back to 3 of same participants with 
whom we conducted interviews and got to 
know about their problems and needs.

• We also added 2 new participants who fall into 
the user group that we are focusing to check 
whether their expectations are the same.

• We conducted usability testing of the design 
creation of phase 1  to understand how it 
affects the user journey and whether it enables 
better technology adoption or not.

We recruited 5 participants partners for Usability Testing

Initials Gender Age Profession Mobile Experience

XS1 Female 53 Teacher 10 Years

XS4 Female 43 Teacher 19  years

XS5 Female 55 Home-maker 10  years

XS6 Female 51 Tutor 17Year

XS7 Female 56 Home-maker 18 Years

PARTICIPANTS



METHODS : USABILITY TESTING

• We used remote usability testing to validated our 
concepts and understood how the users interact 
with our prototype and get feedback on the same.

• For the usability test we defined our goals for the 
study and formed tasks which we asked users to 
complete during the test

• We categorized the insights into 3 types:

○ Positive insights (Green)

○ Problems (Yellow)

○ Expectations (Blue)

• The Problems and Expectations inspired our TL;DR 
for the second iteration.



We mapped the yellow post-its discussing problems 
of the users into groups of similar comments - and 
translated them into insights:

1. Users needs motivation and ease while using 
Aloha

2. Aloha should be more interactive yet have 
seamless interactions so the user does not feel 
overwhelmed by the suggestions

3. Aloha should realize whether users actually 
need help or not

4. Aloha fails to build trust about data privacy

The post-it (blue) mentioning expectations, became 
our references while proposing the recommendation 
for the second design iteration.

ANALYSIS OF USABILITY TESTING 



TL;DR 1
Theme:  
Users require more interactive yet inclusive guidance to navigate the application.

Recommendation:  
Provide a more natural and inclusive way of interaction - voice commands and use animations to prompt and drag 
attention of users, for the task to be performed.

TL;DR 2
Theme: 
Users feel the need to be more educated and aware about such integration (ALOHA).

Recommendation:
Voice onboarding and walkthrough of ALOHA app assistant.

 
TL;DR 3

Theme:
Users seek assurance for their data privacy, while using any integration.

Recommendation:
Provide Informational guides about user security and data privacy, thus maintain transparency while increasing trust.

STAGE 2: TL;DR 



Theme 1: INCLUSIVE INTERACTIONS 

Users require more interactive, easy yet inclusive guide - to learn from the application

Users seek natural and seamless ways be guided through the interface.
“Sometime the popping text blocks what I want to view on the screen”

There exists a need to drag user's attention, focusing it towards interaction to complete the tasks.
“Need more interactive depiction, like other applications eg:arrows/highlights/animations, so that I can quickly 
understand what assistant is pointing to”

Users feel overloaded and confused while performing longer tasks.
“The suggested prompts can be distracting”

Knowing when to help.
“I don't need help all the time”
“App will not give me all the choices and the flow that I want to follow”

Aspect 1

Aspect 2

Aspect 3

Aspect 4



Recommendation 1:

Provide a more natural and inclusive way of 
interaction using voice commands.

Animated highlights as focus points in the elements, 
can be used to prompt and drag the attention of 
users, for the task to be performed.



Theme 2: MISUNDERSTANDING AND DISTRUST

Users feel the need to be more educated and aware about such integration(ALOHA).

Users often forget/ignore the help assistant as they are busy understanding the interface.
“I forgot that there was the Aloha floating button on the screen.”

Users expected the assistant to auto complete the task - i.e have a false mental model of the 
assistant
“If I say, order apples - will this order the apples that I want?”

Users are concerned that the assistant will stick around - even after they learn how to use the 
interface. (not aware about the ON-OFF feature)
“I think it is useful only for the first time users, I might not require this application - later”

Aspect 1

Aspect 2

Aspect 3



Recommendation 2:

Voice onboarding and walkthrough of ALOHA app 
assistant.

Making the user understand the role and scope of the 
assistant during the onboarding process by using the 
voice instructions.



Theme 3: ASSURANCE OF SECURITY

Users seek assurance for their data privacy, while using any integration.

Users feel a sense of insecurity when an external app helps them perform tasks in real time
“Feels like permitting the application will have all the access to my information”
“If the overlay is ending at payment, it also means that it knows that I'm going to make my payment”

Initial trust needs to be established
“Needs to spread by Word of mouth”

Trust plays a major role which can be only be built by users positive experience
“Would prefer the parent app to provide the assistive feature, and not a third party application.”

Aspect 1

Aspect 2

Aspect 3



Recommendation 3:

Provide Informational guides about user security and 
data privacy, thus maintain transparency while 
increasing trust.

Reference from: https://www.grammarly.com/trust



FINAL DESIGN - PHASE 2

STAGE 2 DESIGN ITERATION

[1] 

Making users aware of the voice 
interaction through onboarding.

[2] - [3]

Voice interaction & animated 
highlights for the interface.

Aloha uses the Hotspots (eg. user 
misunderstanding and clicking the 
wrong button) and the Time as a 
variable to judge when the user 
actually requires help or not.
___________________________

We did not consider T3 as it is a 
method used by Grammarly 
during integration.

[1] [2]

[3]



• Due to time constraints and technical 
limitations of participants - completely testing 
the voice user interface of our second iteration 
seems difficult. To provide the user the same 
experience as the assistance - we enacted the 
role of voice assistant guiding the user with 
the step by step process in using an 
application.

 

• ALOHA works on recognition of the interface 
and its elements - there might be some 
applications which restricts this functionality. 
Thus, our future work would involve having a 
symbiotic relationship with the application 
providers.

We took up the role of the voice assistant and guided the user in the background in 
guiding the user with application usage

BLOCKERS



• Testing the current voice interface prototype 
with more users and refining the design 
creation.

• Since all application interfaces do not have the 
same visual language and colour, researching 
about the context based auto colour adaption 
of the ALOHA icon to make it distinct from the 
interface.

• Work on better onboarding and easy usage of 
ALOHA.

• Working on enhancing the motivation for using 
ALOHA for the users.
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FUTURE WORK
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