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Preface

Building.up.years.of.experience.as.user.experience.specialists.has.prepared.
us.only.for.the.tip.of. the. iceberg.when.we.enter.the.challenges.of. innova-
tion.and.design.in.emerging.markets..There.is.so.much.to.learn,.so.much.to.
experiment.with,.so.much.to.rethink.whether.what.we.know.already.could.
be.useful.in.designing.for.the.emerging.markets..Although.many.of.us.have.
done.projects.for.different.cultures,.they.were.mostly.relevant.to.the.world.
we. already. lived. in,. the. so-called. “developed. world”.. However,. with. the.
emerging. markets,. there. is. still. a. lot. to. uncover. in. regard. to. methods. we.
use. to.gather.user. input,. the.processes. that. lead.us. to.creating. innovative.
.products.and.services.and.tools.we.use.for.usability.evaluation..We.see.this.
as.a. journey,. rather. than.a. collection.of. experiences,. that. could. lead.us. to.
great.designs..It.is.a.journey.that.will.be.enriched.with.the.new.perspectives,.
ideas,.innovations,.and.tools.that.will.help.us.to.dig.into.deeper.ends.of.the.
iceberg..This.book.is.our.attempt.to.show.our.road.to.the.“riches”.of.new.ways.
of.uncovering.opportunities.in.innovation.and.design.for.emerging.markets.

Just.like.the.companies.who.have.established.market.shares.in.the.devel-
oped.countries.face.a.new.challenge,.we.as.designers.share.the.excitement.
and.the.pain.while.entering.the.emerging.markets..We.already.know.that.
the.usual.ways.of.designing.and.introducing.a.product.or.a.service.may.not.
work.anymore.in.the.newly.opened.markets..Not.only.do.the.cultural.differ-
ences.play.a.major.role.in.what,.how,.and.why.customers.behave.the.way.they.
do,. but. the. existing. technologies,. distribution. channels,. wants. and. needs.
of. people. become.new.elements. to. consider.. In. this.book,.Human.Factors.
International.(HFI). in.India.describes.the.landscape.of.what. .designers.are.
facing. today. in. emerging. markets,. and. discusses. the. unique. methodolo-
gies.they.developed.to.aid.designers.to.overcome.the.difficulties.faced.when.
innovating.and.designing.in.emerging.markets.

This.book.incorporates.research.and.practice.to.provide.a.comprehensive.
look. at. the. elements. of. what. is. needed. to. be. knowledgeable. and. creative.
when. innovating. and. designing. for. emerging. markets.. Human. Factors.
International.in.India.and.a.selected.group.of.professionals.who.have.done.
pioneering.work.in.the.emerging.markets.make.this.a.unique.book.due.to.
its.contributors:.local.designers.and.researchers.providing.insights.directly.
from.the.depths.of.India,.China.and.other.parts.of. the.world..We.provide.
an.in-depth.look.at.user.research.methods.in.emerging.markets.and.under-
served.communities..We.show.how.ecosystems.mapping.could.be.a.great.
tool.to.define.the.elements.impacting.innovation.and.design.decisions..We.
discuss.methodologies.to.develop.solution.spaces.based.on.the.output.from.
user.research.studies..We.provide.case.studies.from.around.the.world.to.bring.
perspective.on.how.the.landscape.of.innovation.and.design.differs.from.the.
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design. in. the.“developed.world”..These.case. studies.and.design.examples.
.provide. us. insights. on. how. to. avoid. pitfalls. in. innovating. and. designing.
outside.of.our.comfort.zone.that.we.were.living.in.the.past.decades..We.bring.
the.voice.of.the.researchers.and.designers.providing.insights.directly.from.
the.depths.of.innovation.and.design.for.emerging.markets.

In.the.introductory.chapter.we.talk.about.the.similarities.and.dissimilari-
ties.in.the.emerging.markets,.whether.it.is.BRIC,.MBRIC.or.the.BISA.group.
of.emerging.countries..Through.his.experience.in.setting.up.research.labs.in.
three.of.the.four.BRIC.countries.(India,.China.and.Russia),.Warren.Greving.
highlights. the. key. economic. and. research. trends. in. emerging. markets..
Drawing.upon.the.historical.backgrounds.of.these.nations.and.cultures,.he.
highlights.the.ways.to.be.“surprised”.and.asks.the.designers.to.keep.their.
eyes.open.to. identify.the.contexts.of.emerging.markets.as.not.one.unified.
entity..With.examples.from.India,.he.goes.further.to.emphasize.how.each.of.
these.emerging.markets.are.not.homogeneous.in.any.way.

In. the. second. chapter,. Key. Themes. of. Working. in. Emerging. Markets,.
Apala.Lahiri.Chavan.analyses. the. four.key. themes.of.working. in.emerg-
ing. markets.. These. themes. are. culture, people, technology and transition..
Innovators. and. designers. need. to. have. enough. data. points,. even. before.
embarking. on. any. emerging. market. work,. to. understand. how. similar. or.
different.the.specific.emerging.market.is.from.the.country.they.belong.to.
and.are.familiar.with..In.addition,.the.fact.that.the.emerging.markets.are.
not.necessarily.similar.cultural.entities..The.people.who.comprise.emerg-
ing.markets.are.also.different.because.of.their.unique.demographic,.social.
and.cultural.context..Technology.is.one.of.the.main.“game.changers”.for.the.
emerging. markets.. The. extremely. positive. attitude. about. technology. has.
often.resulted. in. the.emerging.markets.being.able. to. leapfrog. in. the.area.
of. technology. adoption. and. usage.. This. can. often. be. an. unexpected. sur-
prise.and.hence. less. than.optimally. leveraged.by.designers.coming. from.
the.developed/mature.economies..And.finally,.the.fast.pace.of.change.in.the.
emerging. markets. and. the. resultant. transitionary. nature. of. society. poses.
unique.challenges.and.opportunities.

The. third. chapter,. Aspects. of. Innovation:. Research. and. Technology,.
emphasizes. the. role. for.user. research. in.understanding.needs.and.wants..
At some.level,.the.consumers.in.these.markets.are.rooted.in.their.socio.cul-
tural.practices,.but.at.the.same.time.a.clear.shift.in.practices.and.beliefs.is.
also.seen..Consumers.are.aspiring.for.better.products,.and.they.want.these.
today!.However,.the.models.and.the.trends.for.technology.adoption.in.the.
emerging.markets.are.not.the.same.as.in.the.developed.markets..This.dif-
ference.can.be.attributed.to.sociocultural.differences,.ecosystem.differences.
and. the. changes. in. macroeconomics. that. have. influenced. the. emerging.
.markets.significantly..With.carefully.selected.examples.from.Brazil,.China.
and.India,.Beena.Prabhu.and.Sarit.Arora.have.created.a.case.for.why.a.deeper.
understanding.of.user.needs.in.emerging.markets.could.lead.to.appropriate.
products.and.services..Gaining.a.deep.understanding.of.users.will.enable.
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designers.and.innovators.to.come.up.with.products.and.ideas.that.will.be.
successful. and. will. have. a. positive. impact. on. the. lives. of. the. users.. It. is.
.crucial.that.user.research.be.designed.in.such.a.way.that.it.not.only..uncovers.
insights.about.the.users.but.also.about.the.ecosystem.that.the.user.lives.in.
and.is.influenced.by..Every.market.is.different,.and.the.emerging.markets.
are.more.so.because.of.the.changes.that.have.transpired.in.the.past.10.years.
and.have.influenced.their.consumers..Looking.at.these.markets.through.the.
right.lenses,.and.using.the.appropriate.methods.to.understand.the.fabric.of.
each.market.will.help.multinationals.in.their.quest.to.penetrate.them.and.be.
successful.in.delivering.“killer”.products.and.services.

Usage.Ecosystems:.Dynamics.of.Emerging.Markets,. the. fourth.chapter.,.
covers. the. importance. of. understanding. the. ecosystem. and. its. needs..
Building.on.existing.research.on.business.ecosystems,.Girish.Prabhu.makes.
a. case. for. needs. analysis. of. the. entire. ecosystem.. We. call. the. resulting.
.analysis.and.understanding.the.usage ecosystem.as.this.provides.designers.
a.deeper.understanding.about.the.interdependence.of.various.stakeholders.
from.a.usage.perspective..With.two.live.examples,.one.in.the.K-12.education.
system.and.another.in.high.frequency.(mom-and-pop).retail,.we.bring.to.the.
forefront.the.key.advantages.of.this.approach.towards.developing.appropri-
ate. solutions.. We. strongly. feel. that. understanding. of. interdependence. of.
stakeholders.in.an.emerging.markets.ecosystem.becomes.more.crucial,.as.
they.tend.to.be.less.homogenous.in.nature.compared.to.developed..markets..
The.relationship.between.these.entities.is.also.very.much.more.flexible.and.
fluid..Culturally,.many.of.the.emerging.market.countries.value..relationships.
over.rules..Hence.entities.often.behave.in.different.ways.and.assume.differ-
ent.characteristics.in.an.ecosystem.where.they.need.to.“be”.as.the.relation-
ship.dictates.in.a.specific.situation..Secondly,.the.state.of.infrastructure.and.
technology.in.the.emerging.markets.is.leapfrogging.so.rapidly.that.the.very.
profile.of.the.entities.undergoes.rapid.transformation..This.in.turn.drives.
the.need.for.utmost.flexibility.in.relationships.between.entities.in.the.eco-
system.. Designers. need. to. be. aware. of. the. specifics. of. emerging. market.
ecosystems.in.order.to.spot.opportunities. for.design.that.would.not.exist.
in.developed.market.ecosystems..In.the.K-12.education..ecosystem,.interde-
pendence.of.students,.parents.and.teachers.from.a.holistic.education.per-
spective.led.to.identification.of.needs.that.are.supportive.of.each.other.as.
well.as.conflicting..These.insights.allowed.the.innovators.to.identify.a.solu-
tion.that.provides.an.optimal.level.of.success.to.the.key.end.user.without.
risking. the. other. stakeholder’s. values.. In. the. high frequency retail solution,.
understanding.of.ecosystem.stakeholders’.needs.allowed.the.innovators.to.
identify.a.solution.that.could.possibly.create.a.return.on.investment.(RoI).
for.the.HFR..storeowners..In.a.nutshell,.by.picking.out.the.stakeholders.that.
have.the.greatest.interdependencies.and.the.most.profound.effects.on.the.
key..stakeholders,.the.innovation.team.can.develop.out-of-the.box.solutions.

In.the.next.chapter,.Understanding.Users.in.Emerging.Markets—What’s.
Different?,. Apala. covers. methods. that. the. designers. could. use. to. make.
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users.in.these.countries.express.their.unarticulated.needs,.often.in.front.
of. strange. foreigners!. Many. methods. developed. in. the. West. for. data.
gathering.from.the.user.(in-depth.interviews,.focus.groups,.think-aloud.
protocols,. etc.). do. not. always. work. well. in. non-Western. cultures.. Stark.
differences.in.communication.styles.between.these.cultures.mandate.that.
these. methods. need. to. be. adapted.. It. is. extremely. important. to. under-
stand.the.root.cause.of.hesitancy.in.communication..And.these.roots.and.
enablers. can. be. different. as. we. move. between. countries. or. even. across.
a. river.within.a.country. (as. is.often. the.case. in.many.emerging.market.
countries)..With.a.deep.understanding.of.and.sensitivity. to. the. triggers.
that.enable.communication.within.a.culture,.HFI.has.developed.multiple.
methods.ranging.from.the.Bollywood.method.for.usability.testing.to.the.
Funky. Facilitator. method. for. data. gathering. to. Jungian. archetype. folk.
probes. for. interview. enhancements. to. the. Bizarre-Bazaar. method. for.
comparison.of.alternative.concepts.. It. is. imperative. to.develop.methods.
that.help.us.address.not.just.the.different.communication.pain.points.in.
different.cultures.but.also.the.issue.of.there.being.different.content.in.the.
unconscious,. in.different.cultures..One.method.to.retrieve.content. from.
the.unconscious.may.not,.therefore,.work.universally.well.in.all.cultures..
If.we.want. to.succeed. in.expanding.our.reach. to.new.markets,. then.we.
can.no.longer.ignore.the.billion.users.in.emerging.markets.who.are.today.
in.search.of.methods.that.will.help.them.articulate.their.needs.and.make.
their.voices.heard..This.chapter.explains.each.of.these.methods.that.HFI.
has.developed.

This.book.then.turns.a.corner.and.provides.real.life.examples.through.multi-
ple.case.studies.and.interviews..The.case.studies.in.this.section.are.not.only.
drawn.from.our.own.work.with.various.clients,.but.also.from.user.experience.
and.innovation.researchers.across.the.globe..We.have.case.studies..from.our.
own.work.with.HP.Labs,.Nokia.and.Haier,.and.from.Philips,.Intel,.A.Piece.of.
Pie,.University.of.Malaysia.and.Bangladesh’s.Development.Research.Network..
Many.experienced.innovators.from.these.organizations.such.as.Joan.Vinyets.
Rejón,. Alvaro. Diaz,. Dr.. Alvin. Yeo,. Shekhar. Borgaonkar,. Ashwini. Asokan,.
Susan.Huotari,.Forhad.Uddin,.Mosharrof.Hossain,.Simona.Rocchi,.Unmesh.
Kulkarni,.Sarit.Arora,.Rahul.Ajmera,.Mathivanan.Rajendran,.Mrinal.Kanti.Rai.
and.Beena.Prabhu.have.contributed.to.the.case.studies.

The.interview.section.covers.conversations.with.key.dignitaries.in.inno-
vation. and. development. areas. such. as. Roopa. Purushothaman,. one. of.
the.authors.of.the.now.legendary.Goldman.Sachs.report.Dreaming.With.
BRICs:.The.Path.to.2050,.and.Tapan.Parikh,.who.talks.about.his.work.in.
the.developmental.sector..Ram.Sehgal. in. India.describes. the.changes. in.
the.field.of.advertising.in.India,.and.Steve.Portigal.speaks.about.the.role.
of. designers. in. emerging. markets. in. comparison. to. developed. markets..
Dmitry.Volkov.from.Russia.and.Darelle.van.Gruenen.from.South.Africa.
provide.a. fascinating.perspective.of. the.users.and.ecosystem. in.each.of.
these.emerging.nations.
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We. hope. that. after. having. read. the. chapters. in. the. preceding. sections,.
your. journey. through. these. case. studies. and. interviews. will. provide. you.
deeper.insights.on.how.a.user-centred.innovation.and.design.approach.has.
been.applied.in.practical.settings.

As.with.any.journey.we.designers.take,.we.know.how.to.be.flexible.and.
creative..This.flexibility.and.creativity.is.at.the.heart.of.this.book..We.hope.
that.we.have.been.able.to.provide.an.appreciation.and.understanding.of.the.
complexity. of. innovation. and. design. for. emerging. markets. and. also. how.
that.complexity.can.be.transformed.into.a.manageable,.understandable.and.
actionable.world.of.opportunities.

And,.finally,.we.wish.to.thank.all.those.who.have.contributed.to.making.
this.book.possible..Primary.among.them.is.Dr..Nuray.Aykin,.whose.brain-
child. this.book. is.and.without.whose. initiative,. this.book.would.not.have.
seen. the. light.of.day..We. thank.all.our.authors.and. interviewees. for. their.
insightful.contributions..We.appreciate.the.contribution.of.Praneet.Reddy.for.
the.very.useful.and.timely.secondary.research.data.and.valuable.insights.on.
China.from.Dr..Jianming.Dong,.Xueming.Lang.and.Dr..Suzanne.Thomas.
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