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To preserve anonymity and privacy, 
this talk will use screencaps of 

awkward stock photography to represent
the real life stories we are sharing with you.



Syrian Arab Spring (2011-2012)













“You should probably use Skype.”



“You should probably use Skype.”

“…I’m sorry we didn’t understand, or help.”



• Listen to your users, they know their environment 
better than you do 

  

The Principles We Want You to Leave With  



Listening to your users mean shutting up.
Even if it’s painful.

Especially when it’s painful,
 and you know they’re technically incorrect 

and 
it’s driving you crazy.



















“How can we know what’s on our site?”













• Listen to your users, they know their environment 
better than you do 

• If you don't listen to your users, you don't know how 
to do your job

  

The Principles We Want You to Leave With  



Take notes, 
very possibly on paper. 

You will need them.  



Lessons Learned from Training 
Company Staff in Luxembourg















• Listen to your users, they know their environment 
better than you do 

• If you don't listen to your users, you don't know how 
to do your job

• If you don't listen to your users, you won't 
understand their jobs

  

The Principles We Want You to Leave With  



Get Out of Your Office



Supporting Domestic Violence Survivors









• Listen to your users, they know their environment 
better than you do 

• If you don't listen to your users, you don't know how 
to do your job

• If you don't listen to your users, you won't 
understand their jobs

• You can't ever be sure, but the closer you work with 
your users the more you can all understand the risks.
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Your Users Create Useful Mythology

“All things are true, even false things.”



When you’re explaining:

Don’t tell your user what to do; tell them what 
it’s doing

Arrive at the right answer together.

Extend their metaphors whenever you can, but 
gently. 

Offer to go into technical details… but only if 
they want to.











Don’t scare your users,
and don’t let fear 

destroy your relationship with them.



• Listen to your users, they know their environment 
better than you do 

• If you don't listen to your users, you don't know how 
to do your job 

• If you don't listen to your users, you won't 
understand their jobs 

• You can't ever be sure, but the closer you work with 
your users the more you can all understand the risks. 

• Fear can undo all the other good things on this list.

The Principles We Want You to Leave With  



Thanks!

If you need us to listen to you:
(not on Skype, sorry)

@rafi0t - Raphaël Vinot 
raphael.vinot@circl.lu

@quinnnorton - Quinn Norton
quinn@quinnnorton.com
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