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Recap: What is design research?

Design research is about learning from people in the context
of their lives. Evaluation is a fForm of research.

Find Problems Understand a Topic Build Empathy
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Cognitive Walkthrough

A method for evaluating the learnability of a product, based
on a theory of problem solving in unfamiliar situations.

A cognitive walkthrough is intended to help improve how
people first encounter a digital product.

+ Intended for evaluating how people first think about
and use a product.

« Assumes that a system doesn't require training: this
method is suitable for “walk up and use” systems, like
iphone apps or websites.

+ Is based on a credible story of a hypothetical user,
rather than real observations of real users
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Cognitive Walkthrough

This method is based on an understanding of how people
sense progress is being made.

When confronted with a unique, new situation, people
leverage a problem solving theory based on exploration
and progressive behavior refinement.

1. We make a decision to take an action that will move us
closer to completing our final goal

2. We determine what controls are available that we can
use to take the action

3. We select the best choice (the control we think is most
likely to work) and take action

4. We see what happens, determine if we're closer to our
final goal, and do it all again.
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Cognitive Walkthrough

1. We make a decision to take an action that will move us
closer to completing our final goal.

My goal:
To project from my laptop to

“

the screen at the front of the
room

What should |
do first?
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Cognitive Walkthrough

1. We make a decision to take an action that will move us
closer to completing our final goal.

| should connect wirelessly.

| should use the USB-C cord.

My goal:
To project from my laptop to

the screen at the front of the | should use the HDMI cord.

room

What should | | should ask someone in the room.

do first?

| should get the IT person.

| should eat a cheeseburger.
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Cognitive Walkthrough

1. We make a decision to take an action that will move us
closer to completing our final goal.

My goal:
To project from my laptop to

I should use
the HDMI

the screen at the front of the
cord.

room
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Cognitive Walkthrough

2. We determine what controls are available that we can use
to take the action.

There is an HDMI cord plugged into the table control panel.

My goal:
To project from my laptop to

I should use

the screen at the front of the thsol-:dDMl [ There is an HDMI cord plugged into the TV.
room :

How can | do
this?

There is an unplugged HDMI cord.
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Cognitive Walkthrough

3. We select the best choice (the control we think is most
likely to work) and take action.

My goal:
To project from my laptop to
the screen at the front of the
room

| should use ) .
the HDMI I will use the HDMI cord plugged into

cord. the TV; | will plug it into my laptop.
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Cognitive Walkthrough

4. We see what happens, determine if we're closer to our final
goal, and do it all again.

My goal:
To project from my laptop to

I should use
the HDMI
cord.

I will use the HDMI cord plugged into
the screen at the front of the the TV; | will plug it into my laptop.

room

Did it work?
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Cognitive Walkthrough

4. We see what happens, determine if we're closer to our final
goal, and do it all again.

My goal:
To project from my laptop to

I should use
the HDMI
cord.

I will use the HDMI cord plugged into
the screen at the front of the the TV; | will plug it into my laptop.

room
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Cognitive Walkthrough

4. We see what happens, determine if we're closer to our final
goal, and do it all again.

My goal:

. | should use . .
To project from my laptop to the HDMI I will use the HDMI cord plugged into

the screen at the front of the the TV; | will plug it into my laptop.
room

cord.

Am | closer to
achieving my
goal?
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Cognitive Walkthrough

4. We see what happens, determine if we're closer to our final
goal, and do it all again.

: A7 TR | should use Yes: the
To project from my laptop to

I will use the HDMI cord plugged into TV turned

the HDMI the TV; I will plug it into my laptop.

the screen at the front of the
cord.

room

(o]1]
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Cognitive Walkthrough

4. We see what happens, determine if we're closer to our final
goal, and do it all again.

My goal:
To project from my laptop to the HDMI

the screen at the front of the cord the TV; | will plug it into my laptop. U t:rt;ned
room .

BT C) UG I will use the HDMI cord plugged into HEE G

What should |
do next?
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Cognitive Walkthrough

How to perform a Cognitive Walkthrough:

1. Prepare a prototype of any fidelity

2. ldentify your user, and describe the assumptions you
are making about their technical abilities and their
abilities with the system you are testing

3. ldentify the main goals this hypothetical user will try to
accomplish with the system

4. Identify and list each step through the product that
support the user's main goals (each click, tap,
navigation, etc)

5. Walk through the product, following the step by step
path, and answer the four questions at each step:

Will the user make a decision to take an action that
moves them closer to completing their goal?

Will the user notice that the control necessary is
available?

Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?
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Cognitive Walkthrough
For example...
° B Google Calendar - Week of Janu X + v = o X
My g o al I S to Sh a re my R e e % @»0@G=D
= |22 Calendar Today < > January 2024 Q @ &  Week - i @
. SUN MON TUE WED THU FRI SAT
calendar with someone P e 7 8 ? i z z t
°
January 2024 < > @
s :
Will the user make a decision to take an action that moves gt Qg .
them closer to completing their goal? b
+

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

2, Search for people
My calendars
jon kolko - gmail

[] Birthdays
Jon Kolko - Narrative

[ Tasks
Other calendars *

[J Jess Kolko
[ Jon Kolko - acdd

Terms - Privacy

9PM

10PM

11PM
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Cognitive Walkthrough

For example...

° B Google Calendor - Weekof Jon X + v - B8 X
My g oal IS to S ha re my € 5 C @ calendargoogle.com/calendar/u/0/r/week/2024/1/12 2 % * 0@ (Uoae 1)
= |22 Calendar Today < > January 2024 Q @ &  Week - i @

. SUN MON TUE WED THU FRI SAT

calendar with someone. - 2
¢ January 2024 c, @

3 ¥ 2 3 4 5 6 i ‘
Will the user make a decision to take an action that moves s o o »
them closer to completing their goal? w8 Fom &S

9AM +
2, Search for people

My calendars ~ AW

jon kolko - gmail .

[] Birthdays

Jon Kolko - Narrative PM

[ Tasks s

Other calendars + A —

[J Jess Kolko

[ Jon Kolko - acdd A

Terms - Privacy
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Cognitive Walkthrough

For example...

° B Google Calendar - Week of Janu X + v = o X
My g oal IS to S ha re my € 5 C @ calendargoogle.com/calendar/u/0/r/week/2024/1/12 2 % * 0@ (Uoae 1)
= [ Calendar Today < > January 2024 Q @ 8 Week - i @
. SUN MON TUE WED THU FRI SAT
calendar with someone = ’ : ’ © u 2 &
°
January 2024 < > @
s s za v :
Will the user make a decision to take an action that moves gt Qg .
them closer to completing their goal? b
» | should start by selecting my calendar. £ it
. ) My calendars ~ AW
» | should start by selecting settings. onkolko - gmai
[] Birthdays o
+ | should start by finding the person | want to share with. gl
Other calendars + A —
» | should start by asking the person to request access. 0 esskako

[ Jon Kolko - acdd

» | should start by reaching out to Google for help.

Terms - Privacy
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Cognitive Walkthrough

For example...

| will start by selecting
my calendar.

Will the user notice that the control necessary is available?

B Google Calendar - Week of Janu X +

& > C @ calendargoogle.comy/calendar/u/0/r/week/2024/1/12

= | Calendar Today < > January 2024
| create - 7
January 2024 < > o
Controls show up on hover...
—VIy carenaars 7%
jon kolko - gmail :

irthdavs

jon kolko - gmail

e

= Y
Jon Kolko - Narrative PM
[ Tasks

2pm
Other calendars + A

3PM
[J Jess Kolko

[ Jon Kolko - acdd

Terms - Privacy

10

11

e % 2 *»0@

QA0 ®

12

Week ~

SAT

13
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Cognitive Walkthrough
For example...

| don't think to hover
on the label.

X Will the user notice that the control necessary is available?

© 2023 Narrative, Confidential & Proprietary 20
B Google Calendar - Week of Janu X + v = o X
€ > C @ calendargooglecom/calendar/u/0/r/week/2024/1/12 @ % # 0 @ (o 2)

= | Calendar Today < > January 2024
| create - 7
January 2024 < > o
Controls show up on hover...
—VIy carenaars 7%
jon kolko - gmail :

irthdavs

jon kolko - gmail

e

= Y
Jon Kolko - Narrative PM
[ Tasks

2pm
Other calendars + A

3PM
[J Jess Kolko

[ Jon Kolko - acdd

Terms - Privacy

10

11

QA0 ®

12

Week ~

SAT

13

: @
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Cognitive Walkthrough

For example...

If | dohover on the label,
| see helper text...

Will the user associate the control with their decision?

B Google Calendar - Week of Janu X

o

& > C @ calendargoogle.comy/calendar/u/0/r/week/2024/1/12

= §2, Calendar
| create -
January 2024 < >

Tooltip shows up on hover of a hover...

8 9 10 M 12 13

Today

GMT05.

m

<

>

SUN

7

January 2024

iy caiciiuail o

jon kolko - gmail

|:| laQeEVEIll Options for jon kolko - gmail

g

~

12PM

[] Birthdays

Jon Kolko - Narrative

[ Tasks

Other calendars H: A
[J Jess Kolko

[ Jon Kolko - acdd

Terms - Privacy

9PM

10PM

11PM

10

11

v =] X

T o

QA0 ®

FRI

12

Week ~ i @

SAT

13
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Cognitive Walkthrough
For example...

But that text is about
options, not sharing.

X Will the user associate the control with their decision?

B Google Calendar - Week of Janu X

o

€ » G @ calendar.google.com/calendar/u/0/r/week/2024/1/12

= §2, Calendar
| create -
January 2024 < >

Tooltip shows up on hover of a hover...

8 9 10 M 12 13

Today

GMT05.

m

<

>

SUN

7

January 2024

iy caiciiuail o

jon kolko - gmail

|:| laQeEVEIll Options for jon kolko - gmail

g

~

12PM

[] Birthdays

Jon Kolko - Narrative

[ Tasks

Other calendars + A
[J Jess Kolko

[ Jon Kolko - acdd

Terms - Privacy

10

11

v =] X

T o

QA0 ®

12

Week ~ i @

SAT

13



© 2023 Narrative, Confidential & Proprietary 23

H Narrative Workshop Series
E Na rra tlve August 25, 2023

Cognitive Walkthrough

For example...

B Google Calendar - Week of Janu X + v o X

[ ] [ ] -
B u t I f I c ll c k I S e e a m e n u € > C @ calendargoogle.com/calendar/u/0/r/week/2024/1/12 2 % S % 0@ (o 3)
! < > January 2024 QA ® @ week -

= [ calendar Today

M " 2 n
| create - v
o 7 8 9 10 11 12 13
January 2024 < > @
S d oW BEk  F :
After taking action, will the user see progress is being o o o 0
made? S Ew 8

2, Search for people

10 AM
My calendars ~ vy
jon kolko - gmail Display this only
[] Birthdays
Settings and sharing

Jon Kolko - Narrative
[ Tasks
Other calendars +
[J Jess Kolko
[ Jon Kolko - acdd

5P -

6PM

7PM

Terms - Privacy
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Cognitive Walkthrough

For example...

My goal is to share my
calendar with someone.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

B Google Calendar - Week of Janu X +

& > C @ calendargoogle.com/calendar/u/0/r/week/2024/1/12
= |J22. Calendar Today < > January 2024
SuN
| create -
7
omros
January 2024 < >

s M T w T F

2, Search for people
My calendars

jon kolko - gmail
[] Birthdays
Jon Kolko - Narrative

[ Tasks
Other calendars +

[J Jess Kolko
[ Jon Kolko - acdd

Terms - Privacy

10AM

~
1AM

Display this only

Settings and sharing

9PM

10PM

11PM

10

11

e % 2 *»0@

QA0 ®

FRI

12

v =] X

Week ~ e @

SAT

13
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Cognitive Walkthrough

For example...

| will click settings and
sharing.

Will the user make a decision to take an action that moves
them closer to completing their goal?
Will the user notice that the control necessary is available?

Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

B Google Calendar - Week of Janu X +

<« > C @ calendar.google.com/calendar/u/0/r/week/2024/1/12
= |J22. Calendar Today < > January 2024
SuN
| create -
7
omros
January 2024 < >

s M T w T F

2, Search for people
My calendars

jon kolko - gmail

[] Birthdays

Jon Kolko - Narrative
[ Tasks

Other calendars +
[J Jess Kolko

[ Jon Kolko - acdd

Terms - Privacy

10AM

~
1AM

Display this only

Settings and sharing

10

11

e % 2 *»0@

QA0 ®

FRI

12

v =] X

Weok - E @

SAT

13
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Cognitive Walkthrough
For example...
B Google Calendar - Calendar sett: x  + v o X

| see a screen that
looks sharing-ish.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

« > C @ calendar.google.com/calendar/u/0/r/settings/calendar/amtvbGtvQGdtYWIsLmNvbQ

< Settings
General Calendar settings
Add calendar v Name

jon kolko - gmail

Import & export

Settings for my calendars Description
® jon kolko - gmail ~
Calendar settings
Access permissions for Time zone
events (GMT-05:00) Central Time - Chicago

Share with specific people
Set my primary time zone

or groups
Event notifications Owner
jon kolko
All-day event notifications
Other notifications Export calendar
Integrate calendar Learn more about exporting your calendar
Remove calendar
® Birthdays Access permissions for events

@ Jon Kolko - Narrative
[J Make available to public

@ IxDABoard Calendar &
Get shareable link

Settings for other calendars Learn more about sharing your calendar

@ E. 6th Conference Roo.. &

Holidays in United Stat.. & " -
= v ® Share with specific people or groups

@ Jess Kolko

— i it C )

e % 2 *»0@
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Cognitive Walkthrough
For example...
B Google Calendar - Calendar sett: x  + v o X

My goal is to share my
calendar with someone.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

& > C @ calendargoogle.com/calendar/u/0/r/settings/calendar/amtvbGtvQGdtYWIsLmNvbQ
< Settings
General Calendar settings
Add calendar v Name

jon kolko - gmail

Import & export

Settings for my calendars Description
® jon kolko - gmail ~
Calendar settings
Access permissions for Time zone
events (GMT-05:00) Central Time - Chicago

Share with specific people
Set my primary time zone

or groups
Event notifications Owner
jon kolko
All-day event notifications
Other notifications Export calendar
Integrate calendar Learn more about exporting your calendar
Remove calendar
@ Birthdays Access permissions for events

@ Jon Kolko - Narrative
[J Make available to public

@ IxDABoard Calendar &
Get shareable link

Settings for other calendars Learn more about sharing your calendar

@ E. 6th Conference Roo.. &

Holidays in United Stat.. & " -
= v ® Share with specific people or groups

@ Jess Kolko

- i T

e % 2 *»0@

- @
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Cognitive Walkthrough
For example...
B Google Calendar - Calendar sett: x  + v o X

[ ] [ ] [ J
| will click Share with
[ J (4
specific people.
Will the user make a decision to take an action that moves
them closer to completing their goal?
Will the user notice that the control necessary is available?

Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

& > C @ calendargoogle.com/calendar/u/0/r/settings/calendar/amtvbGtvQGdtYWIsLmNvbQ
< Settings
General Calendar settings
Add calendar v Name

jon kolko - gmail

Import & export

Settings for my calendars Description
® jon kolko - gmail ~
Calendar settings
Access permissions for Time zone
events (GMT-05:00) Central Time - Chicago

Share with specific people
Set my primary time zone

or groups
Event notifications Owner
jon kolko
All-day event notifications
Other notifications Export calendar
Integrate calendar Learn more about exporting your calendar
Remove calendar
@ Birthdays Access permissions for events

@ Jon Kolko - Narrative
[J Make available to public

@ IxDABoard Calendar &
Get shareable link

Settings for other calendars Learn more about sharing your calendar

@ E. 6th Conference Roo.. &

Holidays in United Stat.. & " -
= v ® Share with specific people or groups

@ Jess Kolko

- A i

e % 2 *»0@
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Cognitive Walkthrough

For example...

| see a place to share
with people.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

B Google Calendar - Calendar sett X

« > C @ calendar.google.com/calendar/u/0/r/settings/calendar/amtvbGtvQGdtYWIsLmNvbQ

< Settings

General
Add calendar v

Import & export

Settings for my calendars
® jon kolko - gmail A
Calendar settings

Access permissions for
events

Share with specific people
or groups

Event notifications
All-day event notifications
Other notifications
Integrate calendar
Remove calendar

® Birthdays

@® Jon Kolko - Narrative

@ IxDABoard Calendar &

Settings for other calendars
@ E. 6th Conference Roo.. &
@ Holidays in United Stat.. &

@ Jess Kolko

Access permissions for events

[ Make available to public

Get shareable link

Learn more about sharing your calendar

Share with specific people or groups

@ kolko (Owner)

Jkolko@gmail.com

. Jess Kolko (SMS)

jesskolko@gmail.com

o jkolko
jkolko@austincenterfordesign.com
+ Add people and groups

Learn more about sharing your calendar with someone

Event notifications

Receive notifications for events on this calendar.
Notification ~ 10 minutes

+ Add notification

All-day event notifications

See all event details  ~

Make changes and manage sharing  ~

X

X

M= o X
¢ &%00GED
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Cognitive Walkthrough

For example...

My goal is to share my
calendar with someone.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

B Google Calendar - Calendar sett X

« > C @ calendar.google.com/calendar/u/0/r/settings/calendar/amtvbGtvQGdtYWIsLmNvbQ
< Settings
General

Add calendar v

Import & export

Settings for my calendars
® jon kolko - gmail A
Calendar settings

Access permissions for
events

Share with specific people
or groups

Event notifications
All-day event notifications
Other notifications
Integrate calendar
Remove calendar

® Birthdays

@® Jon Kolko - Narrative

@ IxDABoard Calendar &

Settings for other calendars
@ E. 6th Conference Roo.. &
@ Holidays in United Stat.. &

@ Jess Kolko

Access permissions for events

[J Make available to public

Get shareable link

Learn more about sharing your calendar

Share with specific people or groups

@ kolko (Owner)

Jkolko@gmail.com

. Jess Kolko (SMS)

jesskolko@gmail.com
o jkolko
jkolko@austincenterfordesign.com
+ Add people and groups

Learn more about sharing your calendar with someone

Event notifications

Receive notifications for events on this calendar.
Notification ~ 10 minutes

+ Add notification

All-day event notifications

See all event details  ~

Make changes and manage sharing  ~

X

X

4 = o X
YT I
- @
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Cognitive Walkthrough

For example...

| will click Add people
and groups.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

B Google Calendar - Calendar sett X

« > C @ calendar.google.com/calendar/u/0/r/settings/calendar/amtvbGtvQGdtYWIsLmNvbQ
< Settings
General

Add calendar v

Import & export

Settings for my calendars
® jon kolko - gmail A
Calendar settings

Access permissions for
events

Share with specific people
or groups

Event notifications
All-day event notifications
Other notifications
Integrate calendar
Remove calendar

® Birthdays

@® Jon Kolko - Narrative

@ IxDABoard Calendar &

Settings for other calendars
@ E. 6th Conference Roo.. &
@ Holidays in United Stat.. &

@ Jess Kolko

Access permissions for events

[ Make available to public

Get shareable link

Learn more about sharing your calendar

Share with specific people or groups

@ kolko (Owner)

Jkolko@gmail.com

. Jess Kolko (SMS)

jesskolko@gmail.com
o jkolko
jkolko@austincenterfordesign.com
+ Add people and groups

Learn more about sharing your calendar with someone

Event notifications

Receive notifications for events on this calendar.
Notification ~ 10 minutes

+ Add notification

All-day event notifications

See all event details  ~

Make changes and manage sharing  ~

X

X

M= o X
¢ &%00GED
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Cognitive Walkthrough

For example...

B Google Calendar - Calendar sett: x  + v =] X

| see a place to select e — T
the person.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available? Share with specific people
Add email or name

Will the user associate the control with their decision? Fa—

See all event details >

After taking action, will the user see progress is being el s
made?
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Cognitive Walkthrough

For example...

B Google Calendar - Calendar sett: x  + v =] X

My goal is to share my T e
calendar with someone.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available? Share with specific people
Add email or name

Will the user associate the control with their decision? Fa—

See all event details >

After taking action, will the user see progress is being el s
made?
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Cognitive Walkthrough

For example...

B Google Calendar - Calendar sett: x  +

| will enter the person’s g
name.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

QGdtYWIsLmNvbQ

Share with specific people

Add email or name

Permissions

See all event details

Cancel

Send

v =] X

2 @ %000
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Cognitive Walkthrough
For example...
B Google Calendar - Calendar sett: x  + v =] X

The Send buttonis not o
clickable.

Will the user make a decision to take an action that moves
them closer to completing their goal?

Will the user notice that the control necessary is available?
Will the user associate the control with their decision?

After taking action, will the user see progress is being
made?

QGdtYWIsLmNvbQ

Share with specific people

Daisy Dog

Permissions

See all event details

Cancel

2 @ %000
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Cognitive Walkthrough

X

+

oo comcatendarsowesk 20241112

Ty < > January 2024

x +

ogecomcalendariowesk 20241112

\/ Ty < > January 2024

7 8 9 10 7 s 9

o< o<

2 somentorpaope 2 somentorpaope
[ra— [ra— P
B jonkoko- gmail . % jonkolko- gmai Display this only.

s s

0 e 0 e °
Onercomars + Oercommars +
0 soto 0 soto
O donKolko-scdd. n O donKolko-scdd.

Control

X+

oo comctendriesetingcsand v GHQGANWLNQ

v/

'Add aenas

Impont8 export

Settings formy calondars
© jonkoko-gnal A
| Colendarsatioge

Accuss permissions for

‘Shae with spcifc peope
ey

Eventnottcatons
Aoy event ntficatons
[ —
otegratecaendr

© o

® senkeio-Naratve

© noABdCHnty  ®

Settings for cthercaencars
® £ o Conteranceroo &
© Hodeys inUntad st R

® sessiono

Access permissions for events
[u IT———

[T——

‘Share with specific people or groups
P

@ s

[ T8 e SESN Make changes and manage sharng =

+ Addpeople snd groups.

Event notifications.

Netfcsion = 10 mies = X

+ Asdnotication

Al-day event notifications.

See alleven detas ~

x

x

x +

o comcatendari ) setings clends VoGS HNWSLINQ

Share with specific people

Add emai o name

See il ovet detis

x +

o comcatendarisetings clendar VoG QS HNSLINQ

v/

Calendar settings
Add caendor v e
Jonkolko- gmai

Import & export
Sottingformy caloncirs Description
© jonkako-gmal A
| Calendarstinge

Accoss prmissons fer Tz

evente (6MF0500)CentrlTime-Chicago

Starewith peciic people T

orgroups
Eventncations o
jonkotko
Aoy event otfications
oner nticaions Exportcaendar
Interate calendar [P ——
Removecalndar
o sty Access permissions for events

@ JonKalo-Nerathe O ke avsie o pusic

© boABoudCondr R

Settingsfo othr colandars

© o Conternceroo. @ |
el Share with specific people or groups
® sessictio

x +

oatecomcatendarisetings clendar v Gr QS HNNSLINQ

Share with specific people

Daisy0og

Sea allevntdeais

Button is disabled without instructions
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Cognitive Walkthrough

This method is useful because it forces us to think
like a novice.

When confronted with a unique, new situation, people
leverage a problem solving theory based on exploration
and progressive behavior refinement.

1. We make a decision to take an action that will move us
closer to completing our final goal

2. We determine what controls are available that we can
use to take the action

3. We select the best choice (the control we think is most
likely to work) and take action

4. We see what happens, determine if we're closer to our
final goal, and do it all again.
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Thank you!

jkolko@wonderfulnarrative.com
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