
Models Resulting from 
Contextual User 
Research 

Task Domain: 
Server System Administration 



Task Sequence Model – consolidated 
Server Sys Admin: Start of Normal Day 

At home or enroute to work,�
check email & pager

Arrive at work

Check for problems or SR 
updates in “push” systems:
• pager�
• voice-mail�
• ticketing system�
• health monitoring system
Drill down if problems 
indicated

Problems?

SR Updates?

Projects?

Manage: process-oversight, 
people, servers, CSIs, ASR

Check project 
plan; choose 
highest priority 
project

Check SRs; 
update as 
necessary

Troubleshoot 
problem�
(next chart)

Yes

Yes

No

Yes
No

No



Task Sequence Model – consolidated 
Server Sys Admin: Troubleshoot a Problem 

Learn of problem

Critical?

Got error #�
or msg?

Diagnose problem 
with tests & scripts

Check sources for 
more information

Search X-co KB (and 
maybe Internet) with 
error # or error msg

Filter & check results

File SR

Update SR�
as needed

Solved?

Implement

Yes

Yes

No

No NoYes

More patience�
& time? No

Got error # or 
msg now?

Yes

Yes
No

Solved? YesNo

Got X-co or 3rd 
party support?

No
Yes

Report 
problem to 
X-co Rep 
or 3rd party 
support

They work 
problem�
w/X-co�
if needed

Solved?

YesNo



Information Flow Model – individual 



Information Flow Model – individual 
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Information Flow Model – individual 



Information Flow Model – individual 



Information Flow Model – individual 



Information Flow Model – individual 



Information Flow Model – consolidated 


