Ouan sat ngudi ta khi dang lam viéc

that, va nhin vao dau

L&p Phong vdn va quan sdt ngudi diing

by MES LAB



Hoc xong bai nay ban sé

@ chon dugc mét trong ba cdch quan sat cho céu héi can tré I8i cia minh, va néi
dudc vi sao chon cdch do.

@ Goitén dudc ba loai diéu ddng ghi khi quan sat, va chira dugc méi loai trén
mot viéc cu thé.

@ Ké radudc ba viéc ngudi quan sat lam dé bét thay déi diéu minh dang xem.
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1- C6 nhifng diéu ngudi ta khong ké dudgc, vi ho lam ma
khong con nghi téi no

@ LSp Lam sao biét ngudi ta that su can gi, mé NC-01, bai 3 dé ndi ba I8p théng
tin: diéu ngudi ta néi, diéu ngudi ta lam, diéu ngudi ta nghi.

@ Visao phdi dén tan nai, khi dé c6 thé haéi.
@ Ly do tha haila dé vét va hodn cdnh.
@ Vay quan sat khdac phéng van é dau.

@ Vivay trong thuc té, hai viéc thudng di cung nhau.
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2 - C6 ba cach quan sat, va moi cach hgp véi mot loai cau
hoi khac nhau

@ Cdch thinhatla dimng ngodi nhin.

@ Cadch thir hailé quan sat tai ché cé hoi (contextual inquiry), tén do Beyer vé
Holtzblatt dat.

@ Cdch thiba la ditheo mét ngudi (shadowing) trong ca mét ca hay mét ngay lam
Viéc.
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2 - C6 ba cach quan sat, va moi cach hgp véi mot loai cau
hoi khac nhau

@ Mét bdi canh & Viét Nam cho thay vi sao cdch thir ba can thiét: céng viéc cla
mdt ngudi giao haing bang xe may.

@ Trong mét ca giao hang, phdéng van 8 van phong chi nghe dugc cdc budc 18n,
ngoi & diém lay hang chi thdy budc dau, con di theo tron ca mdi thay cdc budc
néi gilta cdc viéc. -->

@ Chon cdchnédo la do céu hédi can tra I8i quyét dinh, nhu bai 1 dé ndi, chir khéng
phdi do cdch ndo dé sdp xép hon.
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3 - Khi quan sat, co ba loai diéu dang ghi lai hon ca

3 chd lam viéc that, cdi gi ciing c6 thé ghi.

Logi tht nhat la cdch lam tam (workaround), tic 16 thi ngusi ding tu ché ra dé
bu cho ché san pham hay quy trinh chua lam dugc.

Loai thir hai & ché ngudi ta diing lai dé nhé hodc tra.
Loai thr ba l& viée ngudi ta lam theo thdi quen, khéng can nghi.

Ngodi ba loai d6, c6 mdt thir nén ghi kém mai lan quan sat: hoan canh luc dy.

Ba loai diéu nén ghi trudc hét khi quan sat, moéi loai chi ra mét kiéu ché khé, va
lan nédio ciing ghi kém hodn canh ldc ay. -->
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4 - Ngudi quan sat lam thay d16i dieéu minh dang quan sat,
nhung co cach dé giam bot

@ LSp Lam sao biét ngudi ta that su can gi, mé NC-01, bai 3 dé ndi: ngudi biét
minh dang bi xem thudng ldm can théan hon véa ding quy trinh hon ngay thudng.

@ Viéc thi nhat la & 1au hon.
@ Viéc thihaild dé ngudi ta lam viéc cla ho, theo nhip cta ho.
@ Viéc thirbalakhong stra gitup va khong chi cach.

@ Cudibudi, cé mét cau ddng hdi: «<hém nay cé gi khdc mét ngay binh thudng
khéng?».
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Bang tong hop

Bang tong hdp ba cach quan sat

-
Cach quansat Hgp khi Ban dudc gi Gidi han
Ping ngoai viéc ngdn, 1&p lai théy nhiéu lugt trong chi thay lam gi, khdong biét
nhin nhiéu lan, & noi mdt budi, khdng ai bi vi sao

déng ngudi l&m phién
Quan sat tai canbiét cdlamthé hdingay lic danglém, mébi budi chi dugc mot
cho c6 héi ndo lan vi sao khi ngu&itaconnhdré  ngusi, dé lam thay doi
viéc dang xem

Di theo mét viéc trdi dai, doi thdy cdc budc ndi giita  tdn nhiéu thsi gian, khé
ngudi trong cho lién tuc cdc viéc ghi dd khi dang di chuyén
mot ca
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Phan gia tri nhat cla bai

Cho ngudi ta hay lam sai

@ Quan sat mdt budi dugc dan sdn cho khdch xem

Cdch trdnh: néi ré khi hen rdng ban muén xem mét ngdy nhu moi ngay, ké cé chéd 16n x6n; xin
xem ngudi lam viéc dé hdng ngdy, khdng phdi ngudi gidi nhat...

@ Giup ngudi ta lam cho nhanh trong luc dang quan sat

Cdch trdnh: thod thudn trudc trong nhém rdng ngudi quan sat khéng cham vao viéc; ghi lai
ché ling ting, do né mat bao lau, réi hdi sau.

@ Chiquan sat ldc moi viéc tron tru

Cdch trdnh: liét ké cdc hoan cdnh xdu cé thé gdp ngay khi viét cau héi can tré I8i, réi chon it
nhat mot budi réi vao hoan cdnh xdu nhat.
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Vi dy dé khai nigm séng ra
Vi du minh hoa

@ Intuit ldm phan mém quan ly tai chinh cho gia dinh va doanh nghiép nhé.

@ Nhin theo bainday: day I& quan sat tai cho, 8 ding ngi ngudi dung lam viéc that,
v& ngudi xem la chinh ngudi lam ra sdn pham.

Diéu rat ra: thir ddng ghi nhat trong moét budi quan sat la diéu lam ban bat ngd.

Vi du dugi déy lad mdt cdch lam cé that ciia hdng phan mém Intuit 3 My, dé dudc bdo chi va sdch
tham khéo vé kinh doanh thudt lai, nén ban tra lai dugc.
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Bai tap tu cham
Thur nhin lai viéc ciia minh

Lay cdu hdi can tré I8i ban da viét é bai 1.

Chon mét trong ba cdch quan sat va viét hai céu néi vi sao chon cdch dé.

R&i xin xem mdt ngusi dang laim cdi viéc ma sdn phdm cla ban nhdm téi, trong
it nhat bén muai Idm phat, vao luc ho cé viéc that phai lam.

@ Trong bubi, ghiriéng ba cét: cdch lam tam, ché dimng lai dé nhé hodc tra, viéc
lam theo thaoi quen.

@ Ghikém hodn cdénh: gi& ndo, 3 dau, cé gi cdt ngang.

Cdch tu chdm va I8i gidi méu ndm trong bai trén trang web.
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