Enumerate in which situations

1. You acted as a designer/active contributor.
It would be difficult to enumerate all such situations but one instance that comes to mind, which plays well into #2, is the act of self check-out at the grocery store (King Soopers on Table Mesa). I believe that this is not a new technology, but only recently has it caught on to the semi-mainstream. The process is simple: bring your groceries to the self check-out and proceed to scan items one by one or enter the label code manually via touchscreen keypad. At the end, select self payment from a variety of options. If there are any issues with the check-out, usually a customer assistant is there to help the customer through the roadblock.

2. You acted as a (passive) consumer.
The counter example to the above would be the cashier oriented check-out at the grocery store. This process is also quite straightforward, and many would say more straightforward than the answer to #1. The customer has some groceries in which he or she takes to the check-out counter. The cashier proceeds to scan the items one by one or enter the label codes. At the end the customer is prompted to pay the cashier with cash or check, or to engage in "self" payment via the Credit Card reader at the counter.

3. Situations in which you believe you should have acted differently.

The reasons, to me, for going with the cashier over the self check-out are when the self check-out is busy (necessity), if I am in a rush (cashier is faster usually), if I have a lot of items (ditto), or if I have a large number of "non-scannable" items such as vegetables (label entry is time consuming). On the other hand, I usually go for the self check-out because I can verify the prices as I scan them, it is self-paced, I can bag the groceries using my method (I used to work as a grocery bagger), and I'll admit it - I actually enjoy the process of scanning and entering the label codes.

Analyze:

1. What motivated you to choose to be in one of the groups?

Basically the self check-out enables me to work at my own pace and bag the groceries to my specification. Even though the cashier check-out is faster and more automated, I usually prefer the self check-out for the reasons mentioned above. I will go the cashier check-out route if I am in a rush or I have too many labor-intensive groceries such as vegetables (especially chile peppers).

2. Prevented you being in a group?

This one is quite straightforward: if the grocery store where I am shopping does not have a self check-out, I would go the cashier route. NOTE: the cashier route to me is not the "bad" route, it is another alternative to the self check-out that is not necessarily broken or needs to be fixed in any way. However, giving customers the choice of self check-out I think helps in several ways: one, I have noticed (no empirical data) that the lines at the cashier check-outs are usually shorter due to the ability to install a higher number of self check-out machines per square foot of space than cashier counters, and it caters to particular customers (probably those who are trained to use ATMs and computers) while other customers can elect to go with the traditional route.
3. Which rewards did you get (or not get) for your contributions?

Aside from using the bagging method that I prefer, and ensuring the prices are right (I verify them as they pop up, as I assume every customer does), there are not any tangible rewards from the self check-out over the cashier check-out. The reward is in the self check-out process itself.
4. Which technological and social factors influenced your decision?

From a technological standpoint, having been trained on touch screen applications such as ATMs helped a lot with my confidence to approach self check-out machines. If I had never used an ATM, and was not familiar with touch screen applications, I would not feel comfortable using a self check-out machine.

From a social standpoint, one can see an illustration of "empowering the customer" in this example. However, when more complicated tasks are required (such as entering label codes) the customer may choose to defer to a professional (a cashier), saving the customer the trouble of having to perform label lookup on all kinds of vegetables, instead relying on the experience of cashiers to accomplish this task efficiently.

Interesting of note: if you asked a customer what would be their preferred solution to this label entering difficulty, I believe that most would say "make the vegetables scannable!" I am not convinced this isn't due to the growing laziness of the consumer, rather than a search for a more efficient way to purchase vegetables and fruits. Perhaps it is a little bit of both.

