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The solution for users’ problem with “seven stages of action”
- Is it the bottom cause of users’ problem? -
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Abstract

Members involve in System development generally possess high IT literacy, which leads to difficulty in
understanding the distress of user with low IT literacy. However, to improve the usability and user experience of
the system, is required to recognize the distress that user holds. Developers will be analyzed in '5Whys Analysis'
of the developer point of view. Without the analysis of the user point of view, the root causes never can be
known.

This study will propose a methodology to analyze the distress of the user using combination of '5Whys Analysis'
and 'Seven Stages of Action' methodology. From the result of experimentation, this methodology is demonstrated
to be more valid than using general '5Whys Analysis'. As this method analyzes each steps of the user's action in
chronical order from the user point of view.
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