
Construction
Company
A better way to search for, select and hire 
construction vendors



The product

Project overview

Project Duration

This is a construction company concerned about their 
superintendents' problems with searching for, selecting 
and managing services for construction sites. In order to 
discover their frictions, needs, and hassles, we used the 
design thinking methodology.

4 weeks.



Project overview

The problem

Construction company superintendents' biggest 
issue is finding the best and most reliable service 
vendors.

The goal

Know who the people we will design for are; their 
needs, behaviors, expectations, motivations and pain 
points.

Discover what the main frictions are during the process 
of searching for and selecting construction services.



Project overview

Our Role

Using design thinking methodology, we tackled this 
challenge with an iterative process. The phases are 
not strictly linear, but rather each supports both the 
previous and following ones as the process evolves.

Responsabilities

Research
Analysis
Synthesize
Ideation
Definition of MVP features



Secondary research
UX Competitive audit
Primary research

Research



Context

Before starting, 
we researched

Before starting the discovery phase, we researched what a superintendent is and 
what features of on- demand apps could help them most.

For that purpose we worked on:
Secondary research
UX competitive audit



Secondary research

What is it?

Secondary research is an exploration of the problem space to identify important questions and best 
practices in the field of study. It's a tool that provides extra information to support insights obtained in 
the user research process.

Our secondary research

The focus of our secondary research was to understand what a superintendent is, what their 
responsibilities and skills are, the tools they use on a day to day basis, and the importance of this role 
within the construction company. Through searching the web we gathered information from different 
articles and websites. We found that superintendents' mindset is working around efficiency & 
resource management. 



UX competitive audit

What is it?

A competitive audit is an overview of your competitors' strengths and weaknesses. It is a UX research 
resource used to provide strategic insights into the features, functions, flows, and feelings evoked by 
the design solutions of the competitors to strategically design a solution with the goal of making a 
superior product or service.

Our UX competitive audit

In order to propose a solution that allows the fast and efficient discovery and contracting of services, 
we thoroughly researched what other services offer similar solutions. We found some on- demand 
app features such as searching for and selecting could help to relieve construction company 
superintendents' frictions.



Primary research objectives

Know our user

Know who the people we will design for are; their needs, behaviors, expectations, 
motivations and pain points.

Uncover pain points

In order to create a solution for construction company superintendents, we need to discover 
what the main frictions are during the process of searching for and selecting construction 
services.



Research questions

What are the main frictions in the process of searching for and 
selecting construction services?1

What can we learn from the steps superintendents take to search 
for and select construction services?2



User interviews
What is it?

Interviews give insights into what users think about a site, an application, a product, or a process. They 
can point out what site content is memorable, what people feel is important on the site, and what 
ideas for improvement they may have.

Our method

What: Five user interviews
Where: All participants were interviewed remotely, from their job sites in the U.S.
When: Interviews took place on March 8th, 9th and 10th.
How: The interviews were conducted through Microsoft Teams. Each interview lasted 45-60 
minutes and included an introduction (brief of the project) and follow up questionnaire.
Who: 4 superintendents and 1 project manager.



Affinity diagram
Patterns and themesAnalyze



Analyzing

How did we analyze the data?

Once we completed the user interview process, we converted the data into findings and 
insights that helped us define the features for the MVP.

Thematic 
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Video
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Analysis
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transcripts

Code
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Transcripts

Notes

Themes and 
patterns 
uncovered



Affinity diagram
The affinity diagram is a UX method used to organize research data to identify common themes and patterns.



Themes & patterns
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User persona & proto- personas
Empathy map
Customer journey blueprint
Problem statement
Findings & insights

Synthesize



Who are we designing for?

In order to understand who the users we are designing for are, we used three UX tools:

User personas: a fictional representation of real data that shows the similarities among certain 
groups of users. This UX tool guide us to define the users we are crafting a solution for.
Empathy map: used to articulate what we know about a particular type of user. It externalizes 
knowledge about users in order to create a shared understanding of their needs, motivations 
and pain points.
Proto personas: an approximation of users that we don't have much information about. The 
data collected for crafting this tool is obtained through indirect resources: interviews with 
stakeholders, secondary research, etc. Unlike personas, in this tool behaviors and beliefs are 
highlighted.

Empathizing



User persona

He wastes time looking for service vendors from 
multiple sources.
Sometimes gets uneven levels of quality when 
dealing with services from unknown vendors.
Chase vendors to provide maintenance for the 
services rendered.
Have too many activities and points of 
supervision he might miss when a service 
requires maintenance.

Frustrations

Jeremy
35 years old

Chattanooga, 
Tennessee

Lead 
superintendent

Get the best services for the construction 
site as quickly as possible without going 
over budget.
Receive what he asked for from service 
vendors in order to maximize efficiency in 
the workflow.
Monitor status of services to keep job site 
as clean as possible to work quickly and 
efficiently and finish the construction 
work according to plan.

Goals & Motivations

Jeremy oversees everything that goes on in the construction site and 
ensures it all goes according to plan. He hires the best service vendors 
for the project in accordance with the budget and makes sure the 
services are rendered as established in the initial quote. Jeremy thinks 
in terms of quality, efficiency and speed, because as he says, "In 
construction, four days is a lifetime".

Bio

Profile Image

"

"

"Cheapest is not the better one. 
It's probably the worst one."



Empathy map



Proto persona

Communication. He is constantly 
communicating his concerns and next steps to 
supers and project stakeholders.
Foresight. He is one step ahead of problems, not 
behind them.
Cautious. His experience aids in choosing the 
best vendors. E.g. Sometimes he'd rather pay a 
few more for temp labor than a company that 
doesn't deliver what he expects.

Behaviors / Beliefs

Orland
37 years old

Chattanooga, 
Tennessee

Project
Manager

Provide resources to supers in order to 
maximize efficiency and work as quickly 
as possible.
Wisely use the money assigned for the 
project by approving the best quotes.
Track bills in order to maintain services 
within the budget assigned and to avoid 
paying extra fees.
Ensures everything goes according to plan 
on the construction site.
Delegate responsibilities to the people 
involved in the project.

Needs and goals

Orland supervises the overall construction of a project and is in charge 
of controlling the budget. He supports superintendents in order to 
provide them with the resources to finish the construction work 
according to plan. He's constantly in communication with his supers, 
and says "My teamwork is my work wife".

Bio

Profile Image

"

"

"All the time I communicate 
with my team. They're almost 
my work wife."



User journey

What is the user journey for 
construction management services?

In addition to the data we gathered from user interviews we lead a workshop to figure out 
what are the main tasks users perform while conducting construction management 
services. We discovered pain points, feelings, actors, risks and improvement areas.

Blueprint: a diagram that visualizes the relationships between different service 
components — people, props (physical or digital evidence), and processes — that are 
directly tied to touch points in a specific customer journey.



Journey blueprint



Problem statement

Jeremy is a busy superintendent in a construction company who needs a solution 
to easily and quickly find the best, most reliable vendors of construction services 
because this activity is time consuming and prevents him from keeping his focus 
on the coordination of the project he works on.



Findings According to the Cambridge Dictionary, a finding is “a piece of information 
that is discovered during an official examination of a problem, situation, 
or object. In UX, findings tells us what the users are doing, believing & 
interpreting during a certain process.



Findings
Project lifecycle

We divided findings into 
the project lifecycle to 
better visualize the things 
we discovered.



Insights

What is an insight?

According to the Cambridge dictionary an insight is “a clear, deep, and sometimes sudden 
understanding of a complicated problem or situation”. In UX, insights can explain why the 
users are behaving as they do. It captures unarticulated truths and applies knowledge to 
facts.

In order to have a clear understanding of where the insight originated, we placed the 
findings and drew the related insights in the same phase of the project lifecycle.



Insights: Before



Insights: Before / During



Insights: During



Insights: During / After



Insights: All phases



How might we method
MSCW technique

Ideation &
Definition



Define & ideate

How did we approach this last phase?

We followed an iterative process to ideate on which features are necessary for the MVP.

In order to get ideas on possible solutions, we used the how might we technique to solve the 
uncovered problems.

Once we had the possible solutions laid out, we prioritized them following the MSCW method 
to match the ideas or features with the business and user needs.

We defined two main goals in order to clarify our next steps:
Centralize information of construction vendors and have quick access to them (one 
source of truth).
Make possible crowdsourcing of the information.

1.

2.



How might we...



Prioritize: MSCW

MSCW method

Once we had a lot of ideas from different perspectives we decided to use those that 
relieve the problem we stated: searching for, selecting and hiring construction vendors.
We transformed ideas into features.

We use MSCW technique in order to prioritize what features match with the business and 
user needs to define the MVP.

The MSCW method is a four- step approach to prioritizing which project requirements will 
provide the best return on investment. MSCW stands for must have, should have, could 
have and will not have.



MSCW method



Value proposition
Key takeaways
Next Steps
System vision
MVP features

Going 
Forward



What is this canvas?

The Value Proposition Canvas is a business model tool that helps you make sure that a 
company’s product or service is positioned around customers’ values and needs. The main 
purpose is, therefore, to create a fit between the product and market.

This tool can be used when there is need to refine an existing product or service offering or 
where a new offering is being developed from scratch as in this case.

Value proposition



Canvas



Takeaways

🏎 Speed of response from construction services 
is a major factor for superintendents 
performance.

🗣 Human relationships must be taken into 
account when we are crafting solutions to 
everyday problems.

📄 It's highly recommended to create contracts 
and documents that clearly highlight 
arrangements.

🤯 Disorganization within construction services is 
a factor that impacts the timeline of projects more 
than we think.

� Supers have built a strong community of 
support: If they need vendor information, they're 
likely to ask another super for help.

⚙ Standardization increases speed and 
efficiency. Some services for construction sites are 
the same. This planning impacts the performance 
of the stakeholders on the construction site.



Next steps

Final presentation of Discovery Phase.
Discuss and define features of MVP.
Plan roadmap for next phase of the project.
Create and define design system for MVP.
Define information architecture.
Define user flows.
Design LoFi wireframes.
Design mockups to hand- off to dev team.



System vision



MVP Features



Thanks for 
tuning in! �


