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Discussion Guide 

 
 

 

 
 

Participants  
 

• Three 2-person teams, 2 individuals 
• Professionals who work at a large company (100+ people)  
• Industries: Software, Medicine, Architecture, and Consumer goods  
• Professional types: Sales, IT, Manager, Consultant, Social Worker, 

Therapist 
 

• Professionals must regularly complete all of the following tasks:  
(1) Collaborate on files with others 
(2) Move content through different feedback and approval 

checkpoints 
(3) Participate in informal and formal review processes 

(feedback and approval) 
 

• Professionals should also frequently complete one or more of these 
tasks:  

(1) Work with both internal and/or external clients 
(2) Manage content created by others 

 
Structure 
 

1. Participant Homework (3 days) 
• Map example of collaborative work flow and design a product that 

meets collaboration needs [email] 
 

2. Interview (30 mins, 9-9:30 or 2-2:30) 
• Ask for stories and examples about how the target professional 

accomplishes key work tasks. Review homework. Gather and 
understand authentic needs and desires for work processes [esp. 
project management arc].  Identify patterns of current pain points 
to identify opportunities for Hightail. 

 
 
 



 

 
– Participant Break (15 mins, 9:30-9:45 or 2:30-2:45) – 

Team identifies 10 key project moments for discussion. 
 

– Group Break (15 mins, 9:45-10 or 2:45-3) – 
  

 
 
 

3. Vision Work (30 mins, 10-10:30 or 3-3:30)  
• Present Hightail Spaces vision. Probe for benefits of local syncing 

software and email plug-ins. 
 

4. Design Marking (45 mins, 10:30-11:15 or 3:30-4:15)  
• Color-coding: Hand out a printout of key vision moments and 

color-coded stickers. Ask subject to mark features that work and 
don’t work.   

 

5. Recap (15 mins, 11:15-11:30 or 4:15-4:30) 
• Participant completes worksheet: which 3 features of the concept 

they need most, and which 3 features they can live without. 
Followed by a survey to gather outstanding 
comments/thoughts/ideas/opinions. 

 

6. Debrief (30 mins, 11:30-12 or 4:30-5)  
• Team discusses interviews and identifies top findings 

 
 
 
INTERVIEW 
 
Setup  
 
! Set up video camera 
! Set up TV 
! Give out release form and get signature  
! Confirm timing  
 
 
Introduction 
 
Hello, thank you for participating in our research.  



 
My name is Allison Leach, and I am a UX Researcher at Hightail. This is 
Bill, and he is a Senior Design Director at Hightail. This is David, and he is 
a Principal UX Designer at Hightail. This is Josh, and he is a Senior Director 
of Product Management. 
 
Today we’d like to talk with you today about how you use technology in 
your day-to-day workflow. We would also like to get your feedback on a 
new design direction we are working on.  
 
The workshop has 2 parts: an interview about your current work behaviors, 
followed by a presentation of our design vision. In the vision work, we will 
share our new designs, and revise it based on your feedback. 
 
We would like today’s workshop to be an open conversation, and a chance 
to learn about your honest opinions and experiences about how you work.  
 
Please keep in mind that there are no wrong answers; this is information that 
will help shape the future of Hightail products. 
 
!
!
Questions 
 
Let’s begin with some basic background questions. 
 
1. Can you please introduce yourself to the group, and tell us a little 

about yourself? 
 

—What is your job? 
 
 —What gets you excited about work?   
 
2. Icebreaker 

 
Let’s get to know each other better with a personal story.  
 

—Have you ever experienced a funny miscommunication with 
someone at your office? What happened? 
  



3. Work Behavior 
 
Now we’re going to discuss your general work experience.  
 

—What are the things that you typically do day-to-day as part of 
your work?  
 
— [If partners] What is your working relationship to one another? 
How do you interact and/or collaborate? How often? For what 
projects? Has this changed overtime? How? 

 
 — What are you responsible for in your work? What types of things 

do you ‘deliver’? 
 

—What other kind of programs do you work in?  
 
—What types of files (Word documents, pictures, movies, music)?  
 
—What tools do you use to get work done? How do you use them?  
Do you use them in conjunction with one another? With others? 
Why? 
 
—Have your tools changed overtime? Do you seek out new software 
and technology that will help you get work done? Why or why not?   

 
—Do you use smartphone and/or tablets? How? Where? 

 
 —[Participant 1], you mentioned that you need to [responsibility] 
How do you currently accomplish that? 

  
 —What things are most important to you, or that you depend on, to 
meet these goals? 

!
!
! Repeat for Participant 2 
 
 
4. Homework: Workflow Maps 

 
Thank you.  Now we’d like to review your individual workflows. 



 
—Please tell us about this workflow and why you chose it. Walk us 
through this project from beginning to completion. What were the 
different steps you needed to take along the way? 

 
  —Who requested this project? What was it for? 

 
—What was your role? What roles did others play (and when)? 
 

—Who created this file? Where did it come from? 
 

—What tools or applications were used? Who determined these 
tools? Why? 
 

—Could you tell when others updated this project? How?  
 

—Could others tell when you updated this project? How? 
 

—Is there an archival process? How and when does this occur? 
 

—What is the most important or critical thing to successfully 
executing this project with others? 

 
—What worked well about this process?  
 

 —What didn’t work well? Why? What are some of the biggest 
roadblocks you face to getting your work done?  

  
 —What kind of impact would you like to make? How would you like 
for your coworkers/customers/clients to feel when working with you? 
  

! Repeat for Participant 2 
 
 
5. Other Workflows 
 

—How frequently does the discussed workflow occur?  
 
—What other ways do you accomplish media or file creation, sharing, 
and delivery with others?  



 
—What kinds of files or documents? From whom? When? How 
frequently? 

 
—How do you currently do this? What tools or applications are used 
and why?  
 
—What works well about this process?  

  
 —What doesn’t work well? Why?  

 
—What kinds of files or documents (if any) do you receive from 
people outside of your company? How? 
 

! Repeat for Participant 2 
 
 
 
6. Homework: Product Design 
 

—You were asked to design a product that would solve any frustrating 
or upsetting moments in the workflow that you drew.  
 
—[Participant 1], can you please describe what you drew? 
 
—How does your product work? What are its different features?  
 
—Why did you choose to design it that way?  What inspired your 
design, if anything? 
 
—What specific problems will your product solve? How will it help 
you get work done? 
 
 

! Repeat for Participant 2 
 

 
 
 



 
 

– Participant Break (15 mins) – 
Team identifies 10 key project moments for discussion. 

 
– Group Break (15 mins) – 

 
 

 
 
VISIONWORK 
!
Introduction: Features 

Now we would like to get your feedback on a new design concept. We will 
present our vision, and ask you questions about your reaction along the way. 
Remember, there are no wrong answers. This is information that will help 
direct our work. 

Introducing: Spaces by Hightail.  

Spaces is a new way to collaborate with team members by creating an online 
space. With Spaces, you can share files, notes and links from your different 
sources including Dropbox, Google Drive, Evernote and Hightail with team 
members. Spaces automatically syncs files between your computer and the 
Spaces cloud. You can also add comments and annotations to files, and send 
files for formal review, approval or signatures. Spaces offers unique insights 
on your files, letting you see who has viewed your files, for how long and 
what pages were viewed most. With version detection and permission 
controls, you have complete control over which files your team members 
will see, and how they will see them.  

 

 



Scenario 

Let’s walk through a story about how a professional would use Spaces. This 
is Terry. Terry is a Marketing Lead at an advertising company. He is 
preparing a presentation on a Fall 2014 marketing campaign for his manager 
Fran to see.   

For this presentation, he needs to collaborate with 3 coworkers in various 
departments: Peter, a graphic designer; Sue, a Senior Copywriter; and Frank, 
an Online Marketing Lead. 

Fran, the Global Director of Marketing, is Terry’s manager. She needs to 
review this presentation when Terry’s team finishes preparing it. 

 

Desktop Finder 

— With Spaces, you can begin collaborating by dragging files directly 
into a menu bar widget. Would you use a widget like this? Why? 
What might be the benefit of a menu bar widget? A disadvantage? 

— You can create a new space right when upload files. What other 
features might you want to see when uploading files? 

— When would you want to upload files (before / during / after 
beginning a draft) and why? 

— After uploading, Spaces will sync selected content stored locally on 
your hard drive to the cloud. When it comes to working on files with 
others, how important is syncing between your computer and the 
cloud? Do you need local syncing in order to use this service? 

— How else might you expect or want to begin sharing files? 

 

 



Organize Spaces  

— On the Hightail Spaces website, you can give your new space a name 
and a goal for this space. Would you write a goal? Why or why not? 
What other information might you want to assign to a Space? (ex: 
deadline) 

— Your work is uploaded into a square grid of files and folders. Is this 
how you would want to see your content?  

— You can give your files descriptions for team members to view. 
Would a description be useful to you? What might you write in a 
description?  

— How else might you want to label/mark files and folders? Why? 

 

Add Team Members 

— You can add team members by looking up their name or writing their 
email address. Would you want to add file permissions at this stage? 
What other file controls might be important when creating a Space? 

— What matters most to you about your team members’ recipient 
experience? (ex: creating a new account, downloading software)   
How do you want your team members to get invited and access a new 
space? Why?  

— What other ways might you want to interact with team members from 
the Spaces page? Why?  

 

Add Items 

— You can source items from your computer, the web, and online 
drives. Which of these sources are valuable to you, if any? Why?  



— What other sources would you want to see on this list? How else 
might you want to add files to a Space?  

— How would you prefer to access items from within a Space? (ex: see a 
preview, go to external site, go to local version) Why? 

— How important is syncing versions between sourced files to you?  

 

Comments and Versions 

— When previewing an individual file, you can add comments for your 
team members to read and respond to. Team members can drop pins 
and build a conversation around a file. What other ways might you 
want to annotate a file? (ex: sketching, badges) 

— What other platforms outside of this website might you want to use to 
add comments? (ex: Mobile app, email) 

— How would you want yourself and team members to be notified about 
file comments and updates? Why? How often?  

—  Spaces detects when changes have been made to a file and prompts 
you to add a new version to your Space. How would you want Spaces 
to sync and share new versions? Why? How often? Should locally 
stored versions and web-imported versions be treated differently? 

 

Publish Items for Review 

— You can publish files for Review or Approval. What does “publish” 
mean to you? Which of these actions, if any, are valuable in your 
project workflow?  

— Are there other actions you would like to see? Is there a difference 
between informal and formal reviews? Review vs. approval? 



— After selecting you files and choosing a publish action, you can assign 
a reviewer. How would you want your manager to access your work 
for review? Why?  

— Are there other ways you would want to share this file with your 
manger (outside of a “Review” action)? 

— What information is most important to you when reaching out to 
your manager with a review request? Why? (ex: Login, request 
notification, deadlines, questions, annotation) 

— How important is customization when sending items for review? (ex: 
custom layout, logo, background, url) 

— Would you want to send your reviewer a reminder about the review 
deadline? If so, what would that look like? How often? (ex: email 
reminder, tool that nags) 

— The status of your file’s review is visible from its Space’s page. How 
would you want to learn about this review’s progress? (ex: track 
from Spaces, email notification) 

— When you submit a work for review, a new review folder is created 
with that file version on your local drive. Is this what you would 
expect, or want, to happen? What might be the benefit/drawback of a 
new review folder? 

 

 Review Insights and Comments 

— After review, you can access insights about your reviewer’s behavior. 
What information, if any, is important to you about your reviewer’s 
behavior? (ex: Most viewed slides,  time of day reviewed, device 
reviewed from, location)  



— Fran can annotate these documents with pins when reviewing. What 
else would you want a reviewer to be able to do? Why? 

— How would you want to interact with your reviewer after a review is 
complete?  

— Who else should see a review’s progress state? Why? 

 

Edit and Upload New Review Version 

— From the review page, you can access reviewed files to make edits.  
Would you make edits in an external application at this stage? Why or 
why not? What else would you want to do with this file? (ex: actions 
in app) 

— Spaces detects when a new version is available to upload for review. 
Would you upload a new version this way? Why or why not?  

— What else might you want to do with a file after making corrections? 

 

Review Progress States 

— Team members in the same space can see the progress of a review. 
How valuable is this feature to you? 

— When you view all Spaces, you can see an overview of all file activity 
across different Spaces. How valuable is an activity page to you? 
What would you want to see on this page? Why? Are different 
activity levels important to you?  

—  You can also view only published work. This page gives a history of 
individual published file activity details, including dates and progress 
states. Would you want to see only published files activity?  Why or 
why not? What other features would you like to see on this page? 



 

Creating a Space From an Email Thread 

— Spaces is also available as a plug-in for your Gmail mail account. 
Here, Terry is communicating back and forth with his teammates 
about an upcoming campaign presentation. Team members are 
attaching revised files and writing comments. Some comments 
include web links.  

—  When you click “Organize with a Space,” you are taken to Hightail’s 
website. Here, Hightail has taken the email’s content and prepared it 
for you to create a new Space. You can confirm or remove content 
that Hightail has pulled from the email. 

—  Is this feature of importing email content useful to you? What type 
of email content would you want to store in a Space, if anything?  
When/at what point in an email thread would you want to create a 
Space? Why?  

— After creating your Space, a link to that Space shows up alongside 
your email. Who should see this banner? Is it useful to you? What 
would you want to happen with additional email content in this 
thread?  

 

Adding Email Comments 

— Email comments might be archived in 2 ways. Here, comments are 
automatically placed into a space. Would you want to access your 
Space’s email comments that way? Why or why not? 

— When you open the comment Space, your comments appear as 
traditional comments. How else might you want to view your 



comments? What do you want to happen to new comments you 
make? (Should they appear in the original email thread?) 

— What about links? Should links be included in these comments? What 
other actions would you want to take, if any? 

— Another way email comments might be added to a Space is via a side 
bar. This bar would be visible alongside your project’s files. You can 
reply to comments here as well. Is this a useful way to view your 
email comments? What might be the benefit or a drawback of storing 
comments in a side bar? 

 

Reviewing a file 

— For quick feedback on a single file, the Hightail Gmail plug-in lets the 
reviewer stay in your email application. By clicking “Review with 
Hightail,” your content becomes ready for annotation. In this example, 
Terry is able to leave time-stamped comments on a video file. Each 
comment links to a specific moment in the video clip. 

— Would this feedback annotation option useful to you? What types of 
projects might you need quick feedback on? What else would you 
want to do with a quick review? Why? Should the reviewed content 
link to your Spaces? If so, how? 

— That concludes our vision presentation. Are there any other additional 
thoughts you’d like to share? 

 

 

 

 



DESIGN MARKING 
!

Exercise(1:(Color-coding Moments 

! Hand out a printout of key vision moments. Hand out packet of colored 
stickers. 
 
Now we are going to take 10 minutes to let you identify key components of 

this vision that worked and those that didn’t work.  

 

Please use green stickers to identify for elements that you valued most, and 

use red for those that you valued least.  

 

Please identify 3 features for discussion that you cannot live without, and 3 

features you can live without and write them on this worksheet. 

 
- 10 minutes - 

 
Great, now let’s discuss what worked well about this design. Which features 

did you find valuable? Why? How might this component assist your 

workflow?  

Now let’s discuss what didn’t work as well about this design. Why didn’t 

this element work? What would you have liked to see instead? What impact 

would it have on your workflow? 

 
 
RECAP 
!
 
! Distribute Survey (15 mins) 
 



DEBRIEF 
!
 
! Participants leave. Team discusses top findings (30 mins) 

• Top 10 takeaways 
• A-ha! Moments [new learnings] 
• Appreciation Moments [what works well] 
• Pain points [what doesn’t work well] 
• Patterns between participants 

 


