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The objectives of this paper are to describe how
and for what reasons probes can be applied for
working with marginalised communities and to
discuss the complexities involved in create probes
for people with poor skills in reading and writing.
People in these communities have a low level of
education and a high level of health problems, live
below the poverty line in slums, and are
considered “invisible” by other, professedly
“developed” communities. The applied Probe
Packages were developed on the basis of
information received from health area specialists
and ethnographic data. We conclude that, despite
the time consumed, the reflection needed, the
negotiations, and the complexity of the situation,
the final result was really provocateur and
enjoyable..

INTRODUCTION
Brazil is a country of contrasts with a huge cwdtur

diversity. With an estimated 181.4 million peopte i
2005 (Economist Intelligence Unit, 2006), Brazihca
be seen as a developing country, while, at the same
time, it has elements that could project it inte finst
world. The country’s community is proud to be
recognized as successful football players, as nice
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people, and as Latin America’s economic leaderedas
on its vast natural resources and its large lapoat. At
the same time, about one in three Brazilians lbadew
the international poverty line and cannot affordbtry
food. With regard to health matters, the NationelDS
and AIDS Programme (2006) estimates that Brazil had
approximately 600,000 persons living with HIV/AIDS
2004, and is a high-burden tuberculosis country.
The objectives of this paper are to describe hasvfan
what reasons probes were applied for working with
marginalised communities and to discuss the
complexities involved in create probes for peopiaw
poor skills in reading and writing
This paper is going to report first experiencesrfran
on-going probes study that is being conducted in
invisible communities in Brazil. Its primary aimtis
produce inspirational material for developing
information systems to improve health among several
invisible populations.
The many labels for these communities include
“minority groups” and “marginalized communities”.
They are seen as people who do not have skillbtiedi
needs, or expectations and who, because of tieigycaor.
Facing this stereotyped and, as a consequencertdist
vision, they become “invisible” for most of our
“developed” communities, who prefer to ignore them
treat them as people who need charity.
Moreover, these invisible communities have litbeess
to new information technology, such as mobile plsone
computers, and the internet.
Faced with this situation, we must ask how it miigét
possible to create Information Systems suitableHisr

1



context, what kinds of Information Systems are goin
to be useful for them, and what kinds of Informatio
Systems are going to be enjoyable for them?

At this point, as designers, we have a challenge: A
Sanders (1999), has recognized, developing effectiv
information systems’ usability is not enough. The
systems have to be useful and desirable, too. Based
it, this research phase focuses on a deeper
understanding of desirable (emotional) experieites
Human-product (service) interaction in a health
context.

After we (the authors) received the demand, to
developing information systems for a health context
improve the communities’ life, one of the first

methodological approaches we used was ethnographic.

The ethnographic data gave us a diagnostic of the
situation. As Battarbee says (2005), “the ethndgap
approach leans on a more rigid theoretical and
methodological background than the interpretation
based empathy and inspiration approaches”.
Therefore, after we treated the ethnographic dtata,
was clear that we really needed a new insight. This
necessity was underlined in the health agents! tal&
want you to understand that we really want to ckang
our situation, but we want these changes in our
perspectives, not in yours.” For that reason, désr
that we have to have a deeper understanding of what
the communities’ members expected from our work
and what kind of health situation they dream about.

WHY PROBES:
The Cultural Probes approach was introduced for the

first time in The Presence Project (1999) — newimed
for older people. The project focused on novel
understandings of technology’s uses, and the focus
group was ageing people. As Gaver et al. (1999)
stressed, in order to reach new interaction teclasg
the team has to be speculative in its design. Aad,
they were working with older people, they had tb ge
away from stereotypical views, such as that older
people are feeble and needy.

They needed to find new opportunities for desigs. A
we are working with communities that accustomed to
be seen from a very stereotypical view, the probe’s
approach seems to be very useful for reaching a new
understanding about the communities’ contexts.

According to Mattelm&ki (2005), probes aim to ievit
and/or provoke users to reflect on and verbalizé th
experiences, feelings and attitudes, and to viseali
their actions and contexts. In our “experience for
health”, especially in poor communities, it is nesary
that we use something enjoyable to invite them to

dream and to share their feelings and dreams with u
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Mattelméaki (2005) maintains that we can identifurfo
reasons for applying probes: Inspiration, Informati
Participation, and Dialogue. These are powerfutoea
for applying probes in our communities. We need
inspiration to provide new insights, and informatio
know more about needs and experiences in an ermabtion
and provocative way. We need participation to
understand real needs, especially in our commurtitiat
want to integrate the design process, and we need
dialogue to create a direct and real interactidwéen
our communities and us, to avoid misunderstandimgs
our communication.

DESIGN APPROACH

After we (the authors) had decided to apply théps
other questions arose. What happens to the methed w
we try to use it in "invisible," disadvantaged
communities, as in Rio de Janeiro’s favelas ?

How should we administer the probes? What kind of
items can best be used in the packages meantefor th
slums of this huge city? And what kinds of cultural
issues have to be kept in mind when designing the
probes?

THE CONTEXT
One of our studied communities has fifty-five thaongd

inhabitants with a very low socioeconomic statuligi
level of tuberculosis, inadequate housing and other
problems, such as addiction to alcohol and drugs.
Another important studied community is composed of
around two thousand five hundred prostitutes. is th
community with a high level of sexually transmitted
diseases (STDs), only eight hundred are receivanges
treatment at an Ambulatory care centre, the onlglica
centre to assist this population.

According to health specialists who work with these
communities, “tropical diseases, hunger and,
consequently, malnutrition are consequences of
unemployment” (labour restriction).

The specialists consider that this situation is thue low
education level that results in a “non-work cultu@ne
community member defined their situation as “no mpn
to survive on”.

PROBES IN INVISIBLE COMMUNITIES
The probe packages were developed on the basis of

information received from health area specialisis the
ethnographic data. The specialists have long wovkéd
these communities, so they could stress the most
important data gathering from the ethnographic aagin
and show the most serious problems to be studidtkin
early phase of the project.

They suggested some issues for a holistic appraach:
their opinion, we have to have a deeper understgrafi
users’ attitudes and beliefs, (individual and culiee
experiences in their communities), hopes and dreams

2



social support, nutritional balance, health support
access, environmental and behaviour situationsy The
underlined some key words for helping us to
understand what kinds of opportunities exist for ou
design project: unemployment reduction, prevention,
education, information, access, reintegration,theal
improvement / health promotion.

Given these issues and key words, we understood tha
we had to create a special package to consider the
whole situation, and we had to consider users
interaction with devices. The demand we receives wa
to develop Information Systems for a health context
and we knew that in these communities, they are
people with little access to devices such as mobile
phones, computers, and the internet. So we needed t
know, among other things, whether they wanted to
have access to these devices, why they wanted such
access, whether they imagined these devices could
change their lives, and how they imagined having
access to these devices.

ADMINISTERING PROBES IN DISADVANTAGED
COMMUNITIES
The packages were distributed to:

Nine specialists from the health area, all of them
working for and with the communities;

Six health agents, chosen from among a total of
seventeen official health agents. These six ageeis
chosen according to their work experience with the
community, their skills in communicating with the
communities and their knowledge about the socio-
cultural and economical aspects of the community.
These health agents are people from the community
trained to advise on questions related to the hea#a.
They live in the community, so the community’s

members can reach those agents 24 hours a dap, seve

days a week; and

Six prostitutes, three prostitutes were selectethby
Specialists and three prostitutes” representatioes
the prostitutes Union chosen by the community’s
members, in their opinion these prostitutes aretmos
representative of their situation, They have aedéit
vision about their reality; they know more about
politics, business, and so forth.

TECHNICAL ASPECTS:
The first major problem we faced was how to

administer the probes packages. In studies in Europ
(Gaver et al., 1999; Wensveen, 1999; Mattelmaki,
2005), administering the package has been mainly a
recruitment problem. In most cases, researchers hav
either recruited people using standard social seien
methods (like recruiting agencies) or simply have
recruited participants from company networks. In ou
case, this was not possible, since we did not have
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networks among our invisible populations. Insteael,
had to rely on health care projects and workersli@m
with these populations. We had to underline thatais
simple to find volunteers to work with us. Howevat,
the beginning they offered a little resistancethkeir
minds, they have to trust the researchers to keetabl
cooperate. They said that they are accustomedsto th
kind of behaviour, because most people say thatlie
help the community, though the majority of these
persons never come back to help or to say whydbey
not have a solution for the community.

Once that we wanted to test, and see the implitsidd
probes packages, based in European models, in
developing countries context, we decide to inspire
package in Gaver et al., (1999), Mattelméki (20&%)
Wensveen (1999, 2005). In particular, the methtidse
heavily on diaries and postcards that require repdind
writing skills and familiarity with these culturédrms.
These skills cannot be taken for granted in a saidy
invisible populations in slum districts in Braaille
resolved these issues partly by administering the
packages through health care workers and partly by
relying on cultural forms familiar to semi-illitete
people. Also, we deliberately tried to design thekages
so that they would create a personal connectiondegt
people and us.

PERSONALIZING THE PROBES -
CONCEPTUALIZATION.
The probes package as such was designed using items

familiar from the first probes studies in Européete
were some booklets containing different tasks for
reaching the issues, post cards, two pens (onaned
one blue), and disposable cameras (only in some
packages).

To have some fun, we developed a comic charactee to
used as a “Probe Boy”, the project mascot. As Gaver
al. (1999) recognize, we had to develop our probe t
make it very pleasant, attractive and enjoyablénbt
childish or condescending, and we really considéred
during the probes” design process.

The objectives of the package were to identify and
provoke emaotional responses about, for example, how
the users live and take care of themselves, and tivbia
life style and access to healthcare is. We categdrthe
issues and decided to make some booklets for eakh t
so that it would be easy for the users to makeasies, to
handle and transport them, and to keep them safe. A
Gaver et al. (1999) and Mattelmaki (2005) suggase,
of the probe principles is to permit unexpectedvgi@and
interpretations, offering projective and visual
assignments and open-ended questions.

As we are geographically distant from users, wearad
booklet to introduce ourselves, explaining who e a
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(they already knew, but they had not seen us face t
face); we also wrote very briefly about Finland and
explained the objectives of the probe packages. We
made clear that there was no obligatory task, amd w
wanted them to have fun doing the probe! In this
booklet, we provided a self-explicative illustratito
explain how they can group the material together an
send the probe back to us (Figure 1).

Figure 1 - Researchers” presentation and instnetmusers.

THE TASKS:

Diary — In the diary we focused on the user’s dgy-b
day experiences. Each diary had tasks to be adfill
over a period of seven days (Figure 2). Each ddy ha
almost the same framework and layout; just oneespac
had different questions related to devices. Sontaeof
constant questions are: “At what time did you géb i
bed yesterday? At what time did you wake up today?
What did you have for lunch? Tell us a funny thing
about your day!” Some other questions related &sis
hygiene, health habits, and emotional response® we
asked using visual elements. As the users have low
skills in writing and reading, we used the “probes”
performing some action and making emotional facial
expressions (Figure 3).

Lome-fot seudia? P que mass gostou? Do que menss gostou?

[ o mankd, de almoce e de janter?

0%

Conteun.futeengracadte-de- see da.

Voo acka e usar computador?
Qsm O Mae O Wancauser
gue eruz e pretnss e

Figure 2 - Diary booklet, image of internal pagasluding some
questions to be quickly answered.
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Figure 3 - Mascot performing some specific actiarsgd to collect
some important information, for example, quantityvater consumed
during a day, and which facial expression coulddoéliustrate the
user’'s emotion.

Show your product’s face — For this task, we gat ou
inspiration from Wensveen’s (2005) probe task
“Emotional Advertising”. We focused on user
interaction, technology access and technology
knowledge. We intended to understand the relatipnsh
between users and products.

For this purpose, we defined five categories: d&ri
telephones, computers, televisions, and professioke
Wensveen (2005), we chose to insert a differemtgmaty
to provoke the users.

The professions category (figure 4) was added to
compare the professions to the devices. In Brsaihe
professions started to be unreliable because people
started to think that they have to pay to accesseth
professionals’ services.

PROFISSAO

Veja ater profissoes na

PROFISSAO PREFERIPA

T ovaLpapEs
(Palavras Associadas 4 Profissao)

GAROTO(A) PROPAGANPA roravEr

Figure 4 - The professions category, in “Show yaaduct’s face”
booklet.

Take a picture — the focus was to have a holission of
users’ lives. We suggested sixteen photos anelefen
photos unassigned, simply asking users to show us
important things in their lives. The requests fmtyres
were, for example: “Take a picture that illustragyesr
life style”; "Take a picture of a pleasent plac&Dpen
your refrigerator and take a picture of its corg&nt
“Take a picture of your lunch”; and “Take a pictufe
the artefact you could not live without”.

Post cards — We designed seven post-cards, ttidab fi
out as the users wished. It was suggested thaffitheyt
one card per day. The post cards were about
food/nutrition, safe sex, health access, community
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support, social relation, the right to choose a faipes
and dreams, and celebrations.

Each post card had an image on the front and some
open-ended-questions on the back, and the layaait wa
like a real post card, including the space foraangt
(Figure 5). The images were different from commynit
to community, because of cultural and contextual
differences.

Figure 5 - Some post card examples.

We decided to use images from soap-operas which are
already inserted in the day by day experiencesiof
users, like pictures presented in soap operassdae
opera is a very popular media for promoting disiuss
of important issues in Brazilian culture. An isshat
would normally be taboo can be presented on soap
operas and thus become a public subject. Melo (2002
describes the social legitimization of soap opeaas,
how nowadays it can intervene in the citizens’dive
create new habits, change the audience’s routik, a
improve social relationships. The probe package

sometimes use some suggestive but ambiguous images,

like the projective tests used by psychoanalydies@
images could reveal “fragments” from participaristt
inform and inspire designs (Gaver, 2001).

Once upon a time - we focused this booklet task on
users' perception of the tuberculosis disease: for
instance, onthe significance of tuberculosis; dred t
consequences of tuberculosis in the patients’ difel
so forth. For this purpose we decided to use risest
to evoke pre-existing experiences and provide dféor
opportunity for the user’s narrative. The user&ktes

to complete a narrative that we started. We sugdest
the use of collages and drawings to complete tny.st
INTERESTING FEEDBACK RECEIVED FROM
USERS AND SPECIALISTS ABOUT THE

PROBE PACKAGE:
In this section, we intend to highlight some quiotag

that show how the contributions of the culturall@s
approach leads to a deeper understanding aboet thes
kinds of communities — their dreams, their
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expectations, and so forth.

About the disposable camera: Most of the speciatiatd
that they originally thought the cameras would mredtirn
to us, because they believed that the users weilldrs
trade them, or that the cameras would be stoleay Th
also said that users were so enthusiastic abouy @si
camera for the first time that they asked whetheyt
could take pictures of whatever they wanted to, ahd
the same time, they were afraid that they wouldknotv
how to use the camera. One quotation that illuessrittis
situation is the following: “Madam, | can take ashwith
it, and leave the bus without it!” (user to spestabn
receiving the probe).

The health care informants said that, most likedlg,
cameras would be sold to raise money. —And we were
inclined to agree. We thought, “Giving a seven-Euro
camera to a prostitute or a drug addict livinghe slums
is another issue. We needed to find other methmds t
make sure that the packages would be delivered and
raised back.” However, when we received the probes
back, we were pleasantly surprised: we receivethall
cameras back! Moreover, the photos were significant
About the probes boy and the diary: The personrariB
who sent the probes packages to the users said the
mascot could work as a “friend”. In her opinionso
users could transform the mascot into a person who
helped them to understand the task. At the sanes s
some probe tasks ask for personal information, the
mascot was “a person” who was there to listenédr th
history.

It was true, one of the prostitutes wrote in thergi “it
was really good to do the task, because | could et
someone wanted to listen to me and | did not have t
implore someone to listen me!” . Another prostitute
could share a bad moment in her life with the masto
was in my boyfriend’s house and some persons stayed
looking to me and talking about me all the timéslt
terrible!” These two quotations are important fer we
could understand a little bit the prostitutes’ attan in
their community (out off the red light district).

“This is a very cool methodology; | think it is aad
way to collect real data from this kind of popubati”
This psychologist quotation can highlight the
effectiveness of the probes. As she had to helgesom
prostitutes to fill some probes tasks, she saitisha
could perceive the prostitutes really wrote sigaifit
issues about their lives.

In the psychologist opinion (and we could probeelat
as the prostitutes had to write and did not haveami
face-to-face they really wrote stories that they nst to
talk about even in an appointment.

Some users’ quotation about the probes packagés: “T



booklets are so beautiful that my son want to hene
of it for him!”; “Wow! It is so beautiful! | wanta
collaborate, but it is a lot of tasks and | haetaf
things to do... can | take more than one week filling
it?”; “These booklets are the most beautiful botskle
that | had in my entire life! It will be so good tze

it!”,

It was funny to see that most of the probes weivede
we found these kind of opinion (about probes visual
identity). It was important for them to receive a
personalised probe package.

“It's good to know they care about us. When they
invited us to be volunteers, | had no idea about
‘probes’! The doctors explained but | could not
understand! Nevertheless, when | saw the packages |
could understand and | felt important! They ditbit
us!” (health agents to informants). “It's good tookv
that they respect and understand my necessitiesn Wh
asked to have more than one week to do the tasks th
agreed!” (health agents to the informants). It was

to see that they started to trust in our resedroé.

most important point is that they did the taskefdly
and they really tried to show us important points i
their lives. It was funny to see that it was happen
because they could understand that we really daveta
them.

WHAT WE LEARNED FROM PROBES -

CONCLUSION
The probes, as Gaver et al., (1999) designed thmm,

an approach to discover new pleasures, new cultural
forms of sociability, and so forth, from the usahée
have to stress that it was delightful for us, asigteers

to develop the probes. Even with the timing consdime
the reflections needed, the negotiations, the cexityl
of the situation, at the end the result was really
provocateur and enjoyable.

The probes method may prove to be a particularly
important way to study invisible populations. It is
personal, enjoyable, fun, and can be designed &sbe
easy to understand as possible. Probes packages are
cheap to produce. If we think about the amount of
money that we usually receive to this kind of reska

in Brazil, the Probes are not so cheap. A complete
package, including camera, costs around 22 euros.
However, if we consider a small sample neededtfor i
and the effective result that we are planning teinee

(or the feedback that we already received), theisos
really cheap. This is our and health area spetflis
thoughts. For designers, the Probes provide easenti
information about the visual and tactile worlds of
people designers are interested in.

However, culturally speaking, these assumptions may
prove to be problematic. In a country like Brattil,
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would be easy to use the probes among middle-cigss
populations, but in the poor, invisible communitieshe
favelas, vilas and assentamentos of cities likedeio
Janeiro, Brasilia, and S&ao Paulo, the probes ake t
administered and designed with local conditionsiind.
Still, these are huge populations with importamtigpems
that could be alleviated by suitable design sohgicAs
few designers come from the ranks of the
underprivileged, it is all the more important tosd®p
standard methods in user-centred design to produce
useful and critical information and understandirayf
these invisible communities. Without such
understanding, our design solutions may prove to be
unfounded.

Despite the first chock, it was good to see sonadtine
specialists’ believing in new methods to collectoéions
from their patients. Even thinking that could becay
unusual way to collect data, the specialists were
confident to try probe packages.

When we sent the packages to Brazil some experts
responsible for applying the probes had no idea how
much time we spent preparing, and what kind of
considerations we had to develop all the assignsnémt
the end, when they received and analyzed the ptblegs
said that the package shows the effort we did t@ide
it.

We could see individual and collective differenages
how users and specialists reacted to the probes. Fo
example, it was funny to see people complain atiwut
time consuming, the effort needed to complete dkks,
and the most interest point was that they compthine
before doing the tasks! Face these reactions wgested
people to not do the task and we remembered that th
tasks were not compulsory, and they were volunteers
Therefore, we could give the packages to anothesope
Moreover, face the situation all the users saig; n
want to get part in this study”.

ACKNOWLEDGMENTS
We are grateful to the Professor llpo Koskinen, &adli

Mattelmaki for helpful comments and contributions.
Also, want to thank Nestablo Ramos Neto who
participated as illustrator, M6nica Evangelistaaas
research assistant, and all the users and spesiati®
participated in this study.

We are grateful to Brazilian National Council for
Scientific and Technological Development (CNPq) for
sponsoring the authors. And, to University of Artla
Design Helsinki (UIAH) for sponsoring the Probes
Package Research.

REFERENCES

Battarbee, K. (2004). Co-experience: Understandsey
experiences in social interaction.D.A. dissertatiodustrial
and Strategic Design Department, University of &rtl Design
Helsinki, Finland. Retrieved March 01, 2005 fronbReation

6



series of the University of Art and Design HelsiAkb1, at
http://www.psywww.com/uiah.fi/publications

Economist Intelligence Unit (2005). The Econoni&ttrieved
March 26, 2006 from
http://www.economist.com/countries/Brazil/profilBn®@folde
r=Profile-FactSheet

Gaver, B. (2001). Designing for Ludic Aspects okEBday Life.
ERCIM News No.47. Retrieved February 12, 2006 from
http://www.ercim.org/publication/Ercim_News/enw4aigr.
html

Gaver, B., Dunne, T., Pacenti, E. (1999). Cultérmabes.
Interactions, Vol 6. No. 1 (pp. 21-29). ACM Press.

Mattelmaki, T. (2003). VAINO — Taking user centrsteps with
probes. In proceedings of Include Conference, RG@Adon.
Retrieved December 3, 2005, from
http://smart.uiah.fi/luotain/pdf/vaino_include.pdf

Mattelmaki, T. (2005). Applying probes — from insgional
notes to collaborative insights. CoDesign: Inteors|
journal of CoCreation in Design and the Arts, Vadlla. 2,
Taylor and Francis.

Melo, J. M. (2002). Estudo comparativo do compoeato
editorial de jornais e revistas brasileiros emgé&taas
telenovelas de maior impacto nacional nas décatkas tio
século XX. Retrieved February 15, 2006 from
http://www.er.ugam.ca/nobel/gricis/actes/utopie/dpdif

National STD and AIDS Programme (2006). Retrieveatdh
26, 2006 from
http://www.aids.gov.br/data/Pages/LUMIS13F4BF21PTBR
.htm

Sanders, E. B.-N. (1999). Postdesign and Partitigaulture.
Useful and Critical: The Position of Research irsipe.
Retrieved December 7, 2005 from SonicRim at
http://www.sonicrim.com/html/pubs/papers/Finlandga®9.
pdf

The Presence Project. (1999). Retrieved March Q06 Zrom
http://www.interaction.rca.ac.uk/staff/ben/datacdies_webs
pace/project_presence/presence_maintext.html#

Wensveen, S.A.G. (2005). A Tangibility ApproachAtifective
Interaction. PhD Dissertation. Delft University of
Technology. Retrieved February 23, 2006 from
http://www.darenet.nl/nl/page/repository.item/shalentifier
=oai:tudelft.nl:192211&repository=tuddar

Designinquiries 2007 Stockholm www.nordes.org



