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Project Details
St. vincent DePaul Center

Similar to Salvation Army
People Donate items
Items are sold at a discount
or given to the poor
Poor are sponsored by a conference

A conference is 
much like a 
Catholic Parish 
in Chicago (or 
any Church 
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Project Details
CRM with a twist

MS Access database application to track and manage its 
clients, basically CRM
Except clients do not spend money with SVdP
Stores details on clients served and provides reporting
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Project Details
Current Application 
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Special Findings
Conducted a Contextual Inquiry

They don’t use the app during calls
Information is recorded on paper
Paper forms for everything
Paper is stacked everywhere
Data entered later
Backlog is 4-6 weeks

These include:
-Client Request
-Vouchers
-Client Checkout

Conducted an 
onsite contextual 
inquiry at SVdP in 
South Bend, IN

Data is entered 
after the calls 
and in between 
other activities
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Paper forms

Special Findings
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Lessons Learned
Create a library of tools and resources

Paper prototyping
Consent form
Report Outlines 

recruiting Users
Not easy getting appropriate users
Hard to keep on track
Watching people can be interesting

Browser/App frames
Sticky notes 
different size/colors
tape/scissors
pens/pencils/
markers

process of honing the 
ability to identify 
representative users 
from profiles/
personas
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Lessons Learned
Sample User observation of a system 
with real usability problems
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