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Who we are and what we do
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Hello!

Ryan Kealey
Sr Mgr Research Science

HBSc, MSc Psychology & PhD Human Factors

Gary Fernandes
head of HCD Research + Content Design

BSc, MA (psychology/HCI)

HCD Practice
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Thank you – for helping shape our 
thoughts on these topics

Ilona, Paul, Harumi – all the folks 
who have kept the Toronto HCI 
community going for decades.

TorCHI community

Executives, managers, mentors, 
partners, designers, researchers.

TD’s Design community
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Gary Fernandes

• Studied psychology and human-computer 
interaction in the late 90s and early 00s

• Interaction Designer, User Researcher

• Now responsible for HCD Research and 
Content Design within TD’s HCD Practice

Positionality Statement
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Ryan Kealey

• Studied psychology, human factors, and 
knowledge translation – early 00s to 10s

• Scientist, Pretend-gineer, chaos muppet

• Responsible for Research Science under 
HCD Research

Positionality Statement
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Our team and work at TD

Established in 2010 as the Design Research Team

HCD Research now comprised of 3 teams: Design 
Research, Research Science, and Digital Insights

40+ researchers in USA and Canada

Part of TD’s HCD Practice which includes designers 
(visual, interaction, content), strategists/SDs, ops, 
etc.

Our team’s ‘superpower’ - diverse backgrounds 
allow us to continuously learn from each other and 
our varied perspectives when tackling a research 
project or question.

HCD Research
Focus on application

Focus on theory

Focus on individualFocus on group

PSYCHOLOGY

ENGINEERING

ANTHROPOLOGY

PUBLIC POLICY

KNOWLEDGE TRANSLATION

HUMAN FACTORS

HUMAN-COMPUTER 
INTERACTION

STATISTICS

URBAN PLANNING

SOCIOLOGY

COMMUNICATIONS

ECONOMICS
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Our team and work at TD

What do you do as researchers at a bank?

enroute to branch observations VR field observation at gaming conventionin-context interviews at home, 
participatory design sessions

usability testing at our 
labs
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Our conversation this 
evening...

Cooperation and Collaboration

A word on “usability”

If it’s not usable, 
    it’s useless.

Elizabeth Rosenzweig (CHI ’22)
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Our conversation this evening...

• Members of the HCI community

• Designers and Researchers

• Academics and Professionals 

• Peers & colleagues

• ...Friends? J

Who are we talking to?
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The Context 
of Cooperation and Collaboration



Pg 13

“ Research. Are we 
talking about the 
same thing?
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Ways of knowing

Science, Humanities Designerly ways

Research ”generates new 
knowledge to investigate... 
questions in a systematic 

and rigorous way.”

Stichler, J. F. (2016). Research, research-informed design, 
evidence-based design: What is the difference and does it matter?  
Health Environments Research & Design Journal, 10(1), 7-12.

Cross, N. (1982). Designerly ways of 
knowing. Design studies, 3(4), 221-227

Differentiated from 
scientific and humanities 
ways of knowing

Sometimes referred to as 
”scrappy”

Helps researchers 
understand how trained 
designers think/work – 
and helps designers 
understand how 
researchers think/work

Primary research with user participants
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UX workplace

Diversity

UX practitioners come from varied 
backgrounds, different training

Mental models of Experience 
Design and User Research will 
differ

Have the right resources and use 
the resources right!

Experience Design

User Research

HF
HCI

Photo

Ind. 
Des.

Fine 
Arts Comm

Info. 
Sci.Arch.

Cuisine
Music

Project 
Mgt

Film

MBA 
(DT)

ᴪ

Anthro

Soc

Public 
Policy
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Templatization of Expertise

Downloading a service design blueprint doesn’t 
make you a service designer

There is a difference between the application of a 
research task [method] and knowing the right way to 
approach the Research [methodology]. 

“Since all strategies are flawed but flawed in different 
ways, to gain knowledge with confidence requires 
more than one strategy – carefully selected so as to 
complement each other…” McGrath (1981)

Expert Beware!
If you don't know the background, how can you 
effectively use the tool itself?

The methods we use: where did they originate? 
What was the context? 

Think Aloud Protocol, System Usability Scale, 
Heuristic Evaluation, etc.

Know the history

McGrath, J. E. (1981). Dilemmatics: The Study of Research Choices and Dilemmas.  
American Behavioural Scientist, 25(2), 179-210.
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Appropriating Appropriately

Would this really qualify as 
ethnography?

HCI is interdisciplinary and has 
a long history of appropriating 
(appropriately) from other fields
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UX workplace: Collaborators 
knowledge can’t be assumed

The number of times Gary has heard  usability 
heuristics invoked when providing design rationale can 
be counted on…

Practical Knowledge
The history of service design: from product marketing 
to service marketing to service design.

Historical Foundations

Shostack, G. L. (1977). Breaking 
free from product 
marketing. Journal of 
Marketing, 41(2), 73-80.

Shostack, G. L. (1982). How to 
design a service. European 
Journal of Marketing, 16(1), 49-63.
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Increasing need for stronger foundations

HCI in Practice

Non-Discretionary Discretionary

Safety Critical

Non-Safety Critical

Healthcare

Transportation

video games

UX

Nuclear

HF

Office 365

websitesEnterprise apps

Jonathan Grudin
Course Notes for CHI 2021 Course 01 
Human-Computer Interaction History and Today’s 
Opportunities: 
What We Anticipated, What We Did Not 
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Increasing need for stronger foundations

HCI in Practice

Non-Discretionary Discretionary

Safety Critical

Non-Safety Critical

Healthcare

Transportation

Phone Channel

Branch
Mobile app

facebook

Initiate Claim

video games

UX

Underwriters 

Nuclear

Secure site

Public site

HF

Office 365 YouTube

instagram

Jonathan Grudin
Course Notes for CHI 2021 Course 01 
Human-Computer Interaction History and Today’s 
Opportunities: 
What We Anticipated, What We Did Not 
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Increasing need for stronger foundations

HCI in Practice

Non-Discretionary Discretionary

Safety Critical

Non-Safety Critical

Healthcare

Transportation

Phone Channel

Branch
Mobile app

facebook

Initiate Claim

Typical video games

UX

Underwriters 

Nuclear

Secure site

Public site

HF

Office 365

YouTube

VR video games

instagram

Jonathan Grudin
Course Notes for CHI 2021 Course 01 
Human-Computer Interaction History and Today’s 
Opportunities: 
What We Anticipated, What We Did Not 
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“
Words, words, 
words…

Bill Shake-a-spear, Hamnet

The same terms are used differently in different 
contexts by different people from different disciplines 
across different decades.
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Words, words, words

“desirable” “desirability”

wants

ne
ed

s ease

useful usable

desirable

The addition of the third 
user-centered criterion, 
desirability (i.e., to be 
something that people 
want or desire), was a 
particular challenge to my 
cognitive training. 

Sanders, E. B. (1999). Postdesign and 
participatory culture. proceedings of 
useful and critical: the position of 
research in design, 11

Desirability

ViabilityFeasibility
The extent to 

which a product or 
feature fulfills the 
needs and wants 

of the target 
customer

Marty Cagan
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Words, words, words

revise

retest

Research
needs

Evaluate
solutions

Design
solutions

Solving Problems

iterate

Finding Problems

“Validate”

Informs design 
through

INVALIDATION
Inspires design

Measures 
design, 
possibly 

validating it
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You’re Too Academic!

Balancing rigor & flexibilityFlexibility

Rigor

academic 
researcher

pseudo-researcher
(some UXR)

Design is about trade-offs

What? Are you trying to 
publish this in a peer-

reviewed journal?

Pa
tri

cia
 Tr

bo
vic

h
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In summary

Our collaborators – fellow Design practitioners, 
Stakeholders, and beyond – come from different 
backgrounds, user different terminology, and have 
different ways of knowing.

What are some potential solutions?
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Collaborative solutions



Pg 28

Top-down

Leadership

• Fortunate to have someone 
with this level of training and 
experience leading Design at 
a bank

• Much coaching on 
collaboration and 
cooperation
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Bottom-up

Basic training for new practitioners

• Key concepts including usability heuristics

• Lexicon of design vocabulary

• Career development workshops

Basic training for new practitioners
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Lunch & Learns

Bringing the entire Design practice 
together
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Spreading Research Insights

Research insights should spread like a virus!

It should be easy to infect someone [learnable] and easy 
to transmit to others [teachable]. 

Like any good virus, they can mutate, but that can be 
remedied with repeated exposure to the original source 
or host J

Insight Propagation
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Become a Trusted Partner

Becoming a trusted partner by showing relevant value

Example: Banking in the Metaverse

• JP Morgan’s expensive exploratory digital adventure

• A lot of discussion about matching enthusiasm

• Decisions needed to be made by our partner to determine TD’s 
next steps - limited time and budget

• A series of quick jaunts to a few digital ‘verses allowed for building 
trust in our approach and made sure our insights would be 
utilized in subsequent recommendations

Show your value & support their goals
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Disseminate with Purpose

• Remember, you are a guide through uncertainty

• Understand their tasks, needs, and goals to provide 
dissemination in a purposeful way. 

• Your value isn’t just the output, it’s in your expertise 
in interpreting the relevance of the output. 

• Build a dissemination strategy to allow you to 
support different needs. 
• Sometimes, it’s a full report – other times it’s a 

walkthrough or simply a ‘hot take’

Tell me what YOU think?

The guide leading the partners through uncertainty
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Alignment among stakeholders

• Sometimes stakeholders just don’t talk to each other, even 
when on the same project. 

• Sometimes they have completely different goals for the 
project and don’t realize until the end.

• Lack of upfront Discovery or Exploration.
• Directive from ‘on high’

• Lock them in a room until they agree Facilitate workshops to 
show the discrepancy and guide them to come together – 
understand the shared goal and align to frameworks

Aren’t we building an app? 
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Bring them along: deal with preconceptions

• Many partners will not understand Research vs research

• Find teachable moments (for those who are motivated) 
and show and tell examples (for those who are not) 

• Example:

• Research Strategy: walkthrough an ‘onion model’ to 
help situate the work required to get to credible 
insights. 

• Data analysis: “that’s a lot of words; how do you figure 
this out?”

“I talked to my buddy, and they said…”

Internal 

Analyzed 
Data 

Findings from across the research methods 
were analyzed for unmet needs and 
themes. 

From surface level 
findings to deep 
core insights
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Book Clubs - current

Gary’s unauthorized summary:

Being human, I have certain capabilities and limitations that cause 
me to insert my self-worth into places where it doesn’t belong: 
conversations, tasks, work, family. 

This results in counter-productive thoughts and counter-productive 
behaviors that prevent me from achieving my goals and having 
healthy relationships with colleagues, friends, family, parents. 

I’m learning how to tame my conflict avoidance and not run away 
from painful conversations. Though I’m still working on 
procrastination.

Tip: reframe it so it understandable and actionable to you; NOT a replacement for therapy

Working with others

[insert book cover]

Black, B., & Hughes, S. (2017). Ego free leadership: Ending 
the unconscious habits that hijack your business. Greenleaf 
Book Group
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Book Clubs – future

Old Papers New Papers

Cross, N. (1982). Designerly ways of 
knowing. Design studies, 3(4), 221-227

Design Thinking is a 
popular term.

Where does it come 
from? How has it been 
used in the past?

What are the 
implications for the 
future?

Cross, N. (2023). Design thinking: What just 
happened? Design Studies, 86.
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Key takeaways and tips
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“
Choose curiosity...
Avoiding judgements in how we deal with others will 
help us be better researchers and build better 
partnerships
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Choose curiosity; avoid judgement

• What is the underlying issue? 

• What is their need here? – threatened? Fearful?

• "Be a Researcher in everything" - Gary Fernandes

• Uncomfortable conversations can strengthen and mend 
broken bridges 

• Case study: “…it sounds like you don’t value any other 

experience/expertise…”

• Defending my team but devaluing theirs

”If he mentions ‘doctorate’ one more time..."
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“
Align on 
shared goals
We all have common goals, let’s find them!
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Aligning on shared goals

We are all a bunch of monkeys, desperately holding onto 
a massive rock hurtling through space trying not to fade 
into oblivion. 

Just as there are shared ancestors in our history, there are 
certainly shared goals for us to find!

Example: 

• Getting buy-in for Research: may be difficult
• Getting alignment on shared commitments: still 

difficult but a bit easier!

Find common ground to build upon
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“
Build Champions, 
not contempt
Bring people along for the ride and 
create opportunities to engage and 
support them
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Build Champions, not Contempt

• Bring them along for the journey!

• Help them understand the value you bring

• Find teachable moments to show the complexity 
and the need for expertise

• Make them feel and look smarter by working with you

• Insight propagation: Make it easy to understand 
the insights and to spread them around

Take them on a UXR joyride
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“ Design is lighter, 
when Research is 
heavier
It’s easier to build a house on solid 
foundations…



Pg 46

Design is lighter when Research is heavier

• Helps you understand the problem space to solve for 
the right problems.

• Hard to fight passion and ‘gut confirmation’ but can at 
least inform it to avoid assumption-led work.

• Without a foundation, you build with assumption. 

• When you build with assumption you increase the risk 
of failure including failing good ideas for the wrong 
reasons.

Strategic Research to guide Innovation
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“ Don’t value the 
Dialogue over 
the Data
Finding the right balance between 
enabling your partners but not 
indulging them…
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Don’t value the Dialogue over the Data

• Help our partners achieve their goals:

• Stories are important and personal anecdotes can 
be powerful, but we must balance being charismatic 
with being credible. 

• It’s all about trade-offs, so help make the right ones

• You are the expert on the evidence, deeply understand it, 
and create a foundation upon which they can build. 

• If nothing else, provide some caveats to their tale

Enable partners, but not bad research
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“ Let’s end with an 
example of what 
NOT to do…
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WHAT WE DO
Can be described in many ways…

usabilitydesign thinking
co-design

co-creation

human-centered design

service design

aspirations-based design

behavioral economics

user experience

universal design

inclusive design

user-centered design

design research

cognitive ergonomics

jobs to be done

applied anthropological thinking
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WHAT WE DO
User-Centered Design

Scientific approach
Human Factors has 70+ years of literature starting with aviation psychology and has been 
broadly applied, from the design of products and experiences to the design of work and 
places.

Human-centered 
Accounts for people’s needs, wants, capabilities, and limitations.

Systems-oriented
Beyond design thinking, think about the system; considers the user, customer and 
business value, cost constraints, and most importantly the human factor.




