
Interview analysis

 
 
 
This is interview analysis from interview with old clients of Digital Farmers. The 
interview was conducted in MAS museum in Antwerp on Friday 12.04.2019. 
 
Whole recording from interview can be found here: 

- voice recording 
- screen recording (from User Test) 
- pictures 

 
Analysis below tries to summarize interview to the most important quotes and 
abstracts of answers. The structure of the interview is as follows: 

- Part 1 - answers quotes and abstracts, KANO anlaysis 
- Part 2 - user test - insights 

 

https://drive.google.com/file/d/1aPGdY6ozwiU06YK2c73ffO2oC3-rjWU_/view?usp=sharing
https://drive.google.com/file/d/1205sZAP3PI0TmwnleA8LZnr5UkPLM_DH/view?usp=sharing
https://drive.google.com/open?id=1uNcsoGhHZo1cRdQla5xnKHn60NOmWHUD


Researcher Interviewee Website Date 

Michal 
Maciejewski  

Gert Keij https://www.nohbo
drops.be/ 

12/04/2019 
13:00 

 

Part 1 - interview 
 
R: Dear Gert, my name is Michal Maciejewski and this interview is conducted as part 
of mine graduation internship at the Hague University on User Experience Design 
Programme. Its aim is to understand what clients value the most and what they 
dislike in the process of collecting information at the beginning of the design process. 
 
All the data collected will be anonymous and used only for university purposes. The 
interview should not take more than 30 minutes. Before we start, do you have more 
questions? 
 
Client: Everything is clear! 
 
R: First of all I would like to learn what kind of entrepreneur are you? What is your 
story? 
 
Client: Gert calls him an entrepreneur since the first company he started with his 
partner, Timothy. They provide financial services to different people, where they can 
invest money, which his company invests further It has been 4 years since he started 
that company and it’s going well. However, he requested website from Digital 
Farmers for his second business, eco shampoo and soap called NOHBO. 
 
R: Before we start discovering your opinions about the process of collecting 
information from clients I would like to learn how this process looked with your 
project? (Digital Farmers process changed a lot). 
 
Client:  

- for Gert it wasn’t easy to transfer his vision of the website to it’s creators 
(agency) 

- because of good start of relationship, agency also had good understanding of 
what was needed. During time, when first designs were delivered it become 
very satisfying, because what he tried to interpret to agency eas exactly how it 
looked. For Gert, the most important is how he is seeing the vision of his 

https://www.nohbodrops.be/
https://www.nohbodrops.be/


company, especially when it comes to the website. Hence he values when 
agency can interpret the website the same way as he is envisioning it. He 
believed, it went very good with Digital Farmers. 

- the whole process happened through digital communication which can be 
calls, emails, video chats, memo communication - which Gert prefers because 
there is emotional tone of voice and agency can understand more. 99% went 
completely digital. 

 
 
R: I assume when you start new project there is a lot of emotions going on. Decision 
to let someone create your website is also a big decision. Many people don’t know 
exactly how web-design process look like. When you were approaching our agency 
what were you feelings? What were your doubts, uncertainties or something you 
really wanted to ask? 
 
Client:  

- Gert gained trust because people from agency were close contacts with him, 
so he trusted agency with the work they were doing. 

- being able to give feedback on website’s design, before it was actually coded 
gave Gert comfortable feeling. He could share what he believed should be 
changed. In general, looking back at the process, he described it as: “very 
comfortable”. 

- for Gert being able to give opinion on content was very motivating. 
 
R: Now when your website is ready and looking good, if you would go back in time , 
what would you improve in that process? And what would you take out completely of 
that process? 
 
Client: 

- for Gert process went pretty smooth 
- when Gert received first version of design, there were placeholder text in 

contact form. It was something he didn’t requested, hence it was a bit 
disappointing, but the fact that agency fixed it quickly put him back on track. 

- as mentioned previously, Gert is close contact with agency’s founders, 
however if he didn’t know them, only digital communication would be 
something he would be scared of, He proposed to improve that, as client 
should have possibility to sit with founders of agency, to see how they talk, 
live operate, to get more satisfied feeling about people behind his website. 

 
R: When you got in touch with Digital Farmers did you know exactly what you 
needed in terms of services? Think of website and all that is connected to it like: 
logo, social media, branding etc. 



 
Client: 
“Not really, honestly. In my mind I had idea of the website and I really wanted digital 
agency to give me full serve. What I mean is that they had to think and create it for 
me. My initial idea was: I need a website. Then agency asked me: how I was going 
to attract customers and visitors. They said we can use social media for it. Maybe we 
can improve it with social media marketing channels. So initially I went for the 
website, but agency helped me in the process.” 

-  
 
R: How important is for you to talk with person from design agency in person? 
 
Client: 
“For me personally, this is important. My whole life I was doing a lot of networking 
and met a lot of people and this was all ‘offline’, face to face. I know that we live in 
digital economy and it’s possible to show it all visually, but personally I really like to 
sit down with people, because then you can see how they emotionally respond to 
what you’re explaining.” 
 
R: Very often designers conduct so called Design Thinking techniques with clients in 
order to understand their goals, target group etc. I prepared for you one technique 
called MoSCoW. Its aim is to prioritize requirements for the website. I have with me 
special sheet and post-its that we will us for it. 
 
Now I would like you to imagine you don’t have a website yet and we want to find out 
what your website should and should not have. On the MoSCoW sheet you will find 
4 columns: 
M - for must-have, this is something you believe is complete must for your website 
and without it website won’t make sense. 
S - stands for should-have. Something that your website should have, which would 
delight your users. 
C - stands for could-have. Something that would be nice to have on the website if 
there is time for it but it’s not a priority. 
W - for won’t-have. Something that you don’t want to have on the website because it 
would be bad for your business. 
 



MOSCOW session - 5 minutes 

 
MoSCoW session 
 



 
MoSCoW session results 
 
R: Now when we are after the MOSCOW session I would like to ask you how you 
experienced this method? How much easier or harder it was for you to share your 
requirements with that method comparing to the original process? 
 
Client: 

- “It’s good, but I have to say, being critical, that for me it was a bit hard to 
understand, because they all are a bit alike. But with the examples that you 
gave for must-have, should-have etc. made me understand better what I 
should put there, but I really like it” 

- “If I would do it for couple of hours I could clearly see what I want in phase 
one, phase two three and won’t-have section.” 

- Gert found examples really useful. He considered that technique good also to 
conduct it alone by client before the process begins. 

 
R: To understand what features clients value in the process of collecting information 
I prepared list of features. For each feature I would like to ask you two questions: 

- How would you feel if process included (feature)? 
- How would you feel if process did not include (feature)? 

 



To answer these questions you can use 5 phrases:  
a) I would enjoy it 
b) I expect it 
c) I am neutral (or I don’t care) 
d) I would dislike it, but I can tolerate it 
e) I would dislike it, and I wouldn’t use the product because of it 

 
KANO method survey - 5-10 minutes (SEE APPENDIX) 
 
R: Thank you for your time in answering these questions. Before we go to the next 
step of that session I would like to ask if there is something you would like to share 
regarding process of collecting information at the beginning of the design process. 
Something I forgot about or something you really want to share? 
 
Client: 

- “Not really, the interview went pretty good up to that point!” 
 

Part 1 analysis 
Persona 

 
 
My general insights 



Gert gives impression of young and successful entrepreneur - that’s how he calls 
himself since 4 years, when he started his first company with partner. He is very 
good with talking, so he can easily explain what’s on his mind. 
 
Before the actual process starts, for Gert the biggest doubt he has is whether agency 
will be able to understand his vision/concept and interpret it. This skill is also what he 
values the most in the agency. Although he is very good in talking, to share his vision 
of the website is not something easy. It’s possible that it’s because of his limited 
design knowledge or abstract characteristics of that topic. 
 
Ha values the relationship in business and networking the same as he values 
relationship with agency. That’s why with good beginning of relationship with agency 
he believes they will better understand his vision. 
 
As an entrepreneur and a person who was always doing a lot of networking Gert 
likes talking to people face to face. However he doesn’t mind that much digital 
communication. Although only if it’s not the only way of communicating. Digital 
communication is acceptable by him because we live in fast world, but being able to 
talk with people behind his website is something he really values. Video calls and 
normal calls are perfect for him. Moreover, he values voice memos as you can feel 
the emotions because of the voice tone. 
 
During his original process Gert really appreciated possibility to give feedback on 
design before the website was actually coded. He would described it as comforting 
and motivating. 
 
When Gert thinks about creating website he has some vision before him. But when 
he approaches design agency he expects that they will advise him on attracting 
services, pictures, videos, illustrations - everything that is within his budget and that 
can help advertise and automate his business. 
 
Gert sees a lot value in creative techniques like MoSCoW, however they might be a 
bit hard to understand at the beginning. If presented with examples it makes more 
sense for him. 
 
Insights 

- client expects to meet/see people behind his website 
- relationship with client should be built from the beginning of the 

process 
- process can be based on digital communication unless there was 

some video/face-to-face contact before 



- being afraid of agency not correctly interpreting clients vision is a 
common doubt for client. Agency should assure from beginning 
that they will try to interpret client's vision as best as possible 

- possibility to give feedback on design before coding phase is 
something client not always expects but gives him a lot of positive 
feelings 

- agency should advise client on his choice of services as client 
expects it 

- if creative technique is used it should be explained clearly and 
presented with examples 

 

Part 2 - user test 
R: Since the time the website for you was made the process of collecting information 
from clients in Digital Farmers changed a lot. Currently we developed a special form 
which aim is to understand general needs and goals of client. 
 
I would like to ask you to fill in this form the same as you would fill it when you didn’t 
have website. After you complete that task I would like to ask you couple questions 
about that. Is all clear? 
 
User test - 5 minutes - screen recording 

https://drive.google.com/file/d/1205sZAP3PI0TmwnleA8LZnr5UkPLM_DH/view?usp=sharing


 
User Test 
 
 
R: How would you compare that concept to your previous process of collecting 
information? 
Follow ups: Was it easier? What was surprising for you(positively)? What was 
disappointing? Do you have some ideas for improvement from client perspective? 
 
Client:  

- client was not sure if additional services were included in the budget or 
additionally. It was not clear for him. 

- client didn’t know the difference between logo and illustrations 
- client understood active states of services checkboxes 
- client couldn’t defined number of pages because he didn’t know how many 

pages was included in his budget. He would leave that field blank. 
- client suggested to ask about VAT number as last field. For him VAT makes 

everything more “serious” and direct.  
- Gert really like a field where he could just say what he thinks, share his vision 

etc. 



- when asked to compare processes: current one is more in depth in Gert’s 
opinion. Gert knows founders of agency hence his original process went 
smooth but if he would be stranger for them he would definitely prefer current 
concept. He considers it more in detail. 

- when asked about ideas for improvement from client perspective: he 
proposed question: did you work with another agency in the past. 

Part 2 analysis 
My general insights 
In general Gert’s opinion on current process was positive. He described it as more 
in-detail and professional and that he wouldn’t mind going through that sales flow 
instead of his original process. 
 
For Gert some things were not clear when it comes to budget. He didn’t know if 
additional services were included the budget that he had chosen on top, or they were 
added to the price (because of word “additional”). Similar to specifying number of 
pages, he didn’t know what to put their as he didn’t know how many pages are 
already included. 
 
Gert didn’t have and problems with understanding form’s interactions. His ideas for 
improvement was to ask about VAT number at the end as it makes everything more 
serious. He really enjoyed the possibility to freely type/tell what he thinks.  
 
Insights 

- form shouldn’t make things too serious as it’s first step towards getting a client 
and “serious” scares some clients 

- form should make it really clear what client budget is/what is he paying for 
- process should allow client to tell/type freely anything he wants to share 

 
 
 
 
 
 
 



Appendix 1 - Kano Analysis 

 
Questions: 
Question 1: How would you feel if process included (feature)? 
Question 2: How would you feel if process did not include (feature)? 
 
Answers: 

a) I would enjoy it 
b) I expect it 
c) I am neutral (or I don’t care) 
d) I would dislike it, but I can tolerate it 
e) I would dislike it, and I wouldn’t use the product because of it 

 
 



Feature Answer 1 (if 
included) 

Answer 2 (if didn’t 
include) 

Feature 
category 

Live video support c c I 

Advise on selecting 
services 

a c A 

Fixed price for each 
service 

d b I 

General budget for 
whole project 

a d A 

Pre-payment for 
project? (for 
example 50% of 
project’s price) 

d (10%-15% is 
doable but 50% 
seems too much) 

c I 

Meeting in person a d A 

Creative technique? 
(like MoSCoW 
conducted during 
that interview) 

a c A 

Live chat support a d A 

Manual selection of 
services (like logo, 
SEO etc.) 

a c A 

Specifying number 
of pages you need 
(and let the agency 
decide it for you.) 

a d A 



Creative session 
with designer to 
improve your 
website’s design 
together. 

c c I 

 

 
 
M: Must-Be 
P: Performance 
A: Attractive 
I: Indifference 
Q: Questionable 
R: Reverse 
 
 


