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Abstract 

Background: The following study focuses on the area of personalisation within 

streaming services and how vocabulary of playlist names and categories affect 

expectations and satisfactions. The wording of personalised items is important to 

convey that content is directly made for a user, yet there are limited studies that 

explore what users anticipate and if the message conveys correct information to then 

lead to satisfaction. 

Purpose: By using Spotify as the prime focus, this research aims to uncover how the 

vocabulary used in the categories of playlists and playlist titles impacts the user’s 

expectations and satisfaction with the actual playlist content.  

Method: The study uses a qualitative approach and semi-structured interviews as data 

collection. The interviews proceeded with open-ended questions to be able to gain a 

deeper understanding of the participants opinions and experiences. The analysis of the 

data is interpreted deductively through a thematic analysis which allowed for common 

topics, ideas and repeated meanings to be conveyed.   
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1 Introduction 

The purpose of this chapter is to present the reader with a brief introduction of the 

chosen topic as well as give an overview to the purpose of this research and the 

research questions that will be discussed in the following sections.  

 

1.1 Background 

Personalisation refers to adapting an interface to fit an individual's preference by 

either making the experience customizable or personalised (Arora et al., 2008). In 

other words, a user can either actively select elements to be shown, or items shown 

are determined by the data based on the specific user. Personalisation has become one 

the of key components in the ability to offer people tailored experiences and keeping 

them engaged (Goldenberg et al., 2021).  

 

With a widespread usage within e-commerce, marketing, entertainment, health, 

personalization is not a new concept anymore (Goldenberg et al., 2021). People are 

becoming more knowledgeable of the idea that a service or a product is tailored for 

them (Bahram et al., 2011). In this regard, it can be said that personalization is no 

longer an aspect that is “nice to have” but it is perceived as an expectation.   

 

With the increase of streaming services, there is a higher demand on personalised 

content. To align with the customer demand, it has become common for streaming 

platforms to adopt interfaces that are composed of several lists of suggested content, 

each generated according to a specific criterion or algorithm to display personalized 

items (e.g., most recent, top popular, recommended for you, made for username, your 

top mixes). In fact, in the case of video-on-demand services (e.g., Netflix, Amazon 

Prime Video) and music streaming platforms (e.g., Spotify) users are frequently 

provided with recommendation lists or carousels, each with a certain theme e.g., 

recently added, originals, trending, editorially curated (Felicioni et al., 2021).  

 

In the case of language/vocabulary used in, for example advertisements, interfaces, 

personalisation plays an important role as well. By implying personalisation through 

the vocabulary, the content is then considered to be uniquely tailored to the person 
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that is reading it and as such it increases the engagement and satisfaction of the 

customer (Tam & Ho, 2006). As such, by using the right language, it can be said that 

a relevant message is delivered to the right person at the right time (Tam & Ho, 2006).  

 

1.2 Problem Statement 

Several studies have focused on the area of personalisation when it comes to user 

interfaces, personalised messages (within e-commerce, advertisement) and what 

impact it has on the users/customers’ expectations and satisfaction. 

 

Regarding personalised interfaces, Felicioni et al. (2021) conducted a study in the area 

of providing a user with an effective way of visualizing recommendations via 

carousels and what impact this has on the user satisfaction regarding personalised 

interfaces. 

 

With personalisation being such a broad subject area, there is a continous amount of 

research that needs to be conducted, especially when it comes to the use of language, 

wording, vocabulary that imply personalisation.   

 

Figure 1 

An example of Spotify’s homepage 

 
 

Thus, this study will be investigating specifically how Spotify implies personalization 

through the vocabulary of the playlist categories and playlist names, “Made for 
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Username”, “Your top mixes”, “Discover Weekly” in comparison to generic sections 

and playlists such as “Beats, Rhymes and Life”, “Indie”, “Dinner with Friends”, 

“Daily Drive” etc. that do not suggest personalisation and what effect it has on the 

user’s expectation and satisfaction of the playlists content. 

 

1.3 Purpose 

The purpose of this study is to investigate how personalisation implied through the 

vocabulary of playlist names/titles and playlist categories affect the user’s 

expectations with the content of the playlist and how it influences the user’s 

satisfaction regarding the music recommendation.   

 

In this study an exploration on how Spotify implies personalisation through its 

vocabulary in sections such as “Made for Username”, “Uniquely Yours” will be 

compared to “general” categories and playlists that do not imply personalisation such 

as “Daily Drive”, “Workout”, “Dinner with Friends”.   

 

1.4 Research Questions 

To meet the purpose of this study, the following questions have been formulated: 

 

RQ 1: How does personalisation implied through the vocabulary of playlist categories 

and playlist names affect the user’s expectations with the playlist content?  

 

RQ 2: How does the vocabulary of playlist categories and playlist names affect the 

user’s satisfaction regarding the music that is recommended?   

 

1.5 Delimitations 

Firstly, this study is limited within the area of Informatics. Although it briefly covers 

the aspects of personalisation, recommender systems and personalised user interfaces 

with a specific target on Spotify, the research does not look at how Spotify 

recommendation system and the algorithm overall.   
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This research concerns itself on how vocabulary is used in the titles of Spotify’s 

playlists and categories and how this affects the user’s expectations and satisfaction 

with the playlists and categories content.  

 

In order to conduct this study, a qualitative research approach has been used with 

semi-structured interviews being the suitable research methodology. Therefore, a 

quantitative approach will not be covered. 

 

1.6 Outline 

This chapter has given a brief introduction to what the following study is going to 

cover and what the purpose of the research is. The following section will provide the 

reader with the theoretical background that has been a foundation for this paper. 

Chapter three shares a light on the method used as well as the methodology 

implemented in order to conduct the study. Segment four introduces the reader to the 

findings that have been discovered through the qualitative study, followed then by the 

analysis. The seventh chapter outlines the discussion and the conclusions that have 

been deducted. The list of references as well as the appendices can be found in the 

concluding chapters. 
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2 Theoretical background 

The purpose of this chapter is to introduce the reader to the theoretical background 

that set the foundation of this research. The chapter starts with an introduction on 

how the frame of reference has been constructed, followed then by definitions and 

previous research of the keywords that have been used in order to conduct this study.   

 

2.1 Constructing the theoretical background 

The following chapter is the result of a structured, evaluated, and summarized search 

of the previous literature within the focus area of this study. To construct the search 

for relevant research, suitable keywords, as well as the appropriate platforms were 

used. Table 1 provides an image of our search criterion. 

 

Table 1 

Search criterion in constructing the theoretical background 

 
 

2.2 Personalisation 

Personalisation is defined as a method of providing relevant information to an 

individual as a means of one-to-one marketing (Kim, 2002). This is clarified as a 

method of tailoring an interface by targeting the market to fit an individual's 

preference by either making the experience customisable or personalised (Arora et al., 

2008). By customising a service, a user can actively select elements to be shown, 

whereas personalisation is determined by the data gathered on the user and the 

recommender system suggests relevant items.     
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The purpose of personalisation is to understand the needs, wants, lifestyle and 

behaviours of users and provide relevant recommendations as this leads to an increase 

in user engagement (Bleier et al., 2019). Hence, this furthers customer relationships as 

a means of instilling trust, commitment, relational value, and satisfaction of a 

customer (Shen & Ball, 2009).  

 

2.2.1 Personalisation within services 
A personalised service aids in instilling trust to motivate the user to select products 

from the recommender systems (Shanahan et al., 2019). These systems collect data to 

create a user profile and suggest titles that are relevant to the user in hopes to filter out 

irrelevant information and lessen information overload (Bahram et al., 2011).  

 

In streaming services, personalization has been an industry standard for many years 

and can be seen in examples such as Netflix, Spotify, Amazon Prime etcetera. The use 

of automated recommendations, as an example in film streaming services, aids in 

decreasing cognitive load, making it easier for users to choose titles and 'binge-watch', 

therefore capitalizing on the illusion of endless choice (Ortega, 2022). 

 

2.3 Recommender systems 

Recommender Systems (RS) are software tools and techniques which take user input 

and provide a unique and relevant list of suggestions, such as what items to purchase 

and suitable types of music to listen to (Ricci, 2011). These suggestions aim to guide 

the user in the decision-making process and minimize cognitive load in terms of 

information overload, hence leading to greater customer satisfaction (Liang et al., 

2006). RS's are aimed at users that need assistance in finding relevant data as it 

improves information quality, quantity, and format. Therefore, understanding the 

user's intrinsic and external factors are crucial to suggesting the right type of music 

and at the correct time (Knees et al., 2019). 

 

Streaming services implement collaborative and content-based filtering systems that 

create a user profile and collect data to predict what users are looking for and 
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providing them with a list of suggestions (Bahram et al., 2011). Collaborative filtering 

is when a user is presented with suggestions that other users with the same taste 

profile have liked in the past (Ricci, 2011), this is said to be the most popular 

implementation of recommender systems. Furthermore, content-based filtering is 

when a system recommends similar items based on what the user has liked in the past 

that usually belongs to the same category or genre. As an example, in the case of 

Spotify, user data upon registration is collected (age, gender, location) as well as how 

the user interacts with content (listening time, skips, replays) which allows the service 

to personalize the interface according to the user's information (Prey, 2019).  

 

Regarding the quality of a recommender system, it can be said that it has a big impact 

on the perceived benevolence of a streaming service which therefore impacts 

customer loyalty, trust, and satisfaction (Shen & Ball, 2009).  

 

2.4 The role of wording and vocabulary in personalisation  

The specific wording of the vocabulary used in a name/title plays an important role 

when it comes to personalisation. In general, the use of wording should be placed as a 

conversation between the experience and the user (Podmajersky, 2019).  

 

Regarding implied personalisation through its vocabulary, it is mostly found in the 

area of personalised messages on websites & advertisements. Hence, personalized 

messages deliver specific content, uniquely tailored to the person reading it. The 

choice of having personalized vocabulary is to target a relevant message to the right 

person at the right time (Tam & Ho, 2006). Services such as Amazon uses 

personalized messages when it greets the returning consumer by acknowledging the 

time of day, followed by the name of the user (Tam & Ho, 2006). Amazon also offers 

recommendations through titles based on previous purchases.   

 

Similarly, it can be said that Spotify chooses to use implied personalisation through its 

vocabulary in the titles for the playlist category, to indicate that something is made for 

the user, for example "Made for username", "Your top mixes", "Based on your recent 

listening". 
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2.5 Spotify 

2.5.1 A brief history of Spotify 

Spotify is a Swedish music streaming service that was founded by Daniel Ek in 2008. 

Although the official story about the foundation of Spotify declares that it was an 

attempt to “disrupt the music industry to save it from piracy”, it is stated that, “the 

original idea behind Spotify was purely technological: to create a platform for media 

distribution based on a peer-to-peer network” (Fleischer & Snickars, 2017).  

 

Since then, Spotify grew exponentially, in 2016 being described as the “biggest 

streaming platform in the world with more than a hundred million active monthly 

users” (Vonderau, 2019) and over 82 million tracks and 4 million podcasts. Today 

Spotify is at the top of the market when it comes to music streaming services, 

resembling Netflix, YouTube, Apple Music as “an epitome of streaming’s digital 

Zeitgeist that is shaping our future” (Fleischer & Snickars, 2017).  

 

2.5.2 Personalisation at Spotify 
Personalisation at Spotify makes it certain that the content a user receives is tailored 

to him based on the music a user likes. Personalisation, as explained by Oskar Stal 

(Spotify, 2021a), Spotify’s Vice President of personalisation says that it is “an 

empowering experience for listeners who didn’t have the time or knowledge to create 

endless unique playlists for every dinner party or road trip. It opened up discovery on 

a broader level, enabling hundreds of artist discoveries per person per year”. 

 

Spotify’s overall approach is to make sure that listeners are content and fulfilled with 

their music recommendations and as such personalisation is key component of 

creating a better app experience so that it keeps users to continue using the application 

(Spotify, 2021a).  

 

Personalisation in Spotify is brought to life by machine learning, “a complex codebase 

system with thousands of inputs, all laddering up to one song recommendation, done 

faster than the blink of an eye” (Spotify, 2021a). Once a user likes, searches, listens to 
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a type of song, the system recommends the same kind of music back to the user and 

the loop so continues.   

 

2.5.3 Spotify’s personalised categories and playlists  

Spotify has around 50 million public playlists on Spotify. The application’s want for 

personalisation has brought up the most popular playlist “Discover Weekly”, a 

playlist of personalised music recommendation that is delivered every Monday to 

each user (Eriksson et al., 2019).  

 
Nowadays Spotify provides the users with multiple personalised playlists and 

categories such as “Release Radar” playlist, “Top Recommendations for You”, “New 

Releases for You”, “Made for Username”, “Similar To” categories, that are tailored 

recommendations based on a mix of the user’s past listening and users that appear to 

have similar taste (Eriksson et al., 2019).  

 

In the recent couple of years, Spotify has changed a lot regarding the personalised 

playlists. In general, the curated playlists and categories are called algorithmic 

playlist, whereas the general playlist or categories are editorial playlists from Spotify. 

Now, personalised playlists are a combination of Spotify’s editorial and algorithmic 

playlists. Internally, Spotify calls them “Algotorial playlists” and have different tracks 

for distinct users but are still curated by the editorial team at Spotify (Medium, 2021).  

As such, since early 2021 Spotify has changed most of their influential playlist into 

this new “algotorial” system, personalising their big playlists such as “Beast Mode”, 

“Happy Hits!”, “Songs to sing in the car” (Medium, 2021). Playlists focused on mood, 

genre or activity have also been personalised, meaning that Spotify’s owned and 

operated playlists are personalised.  

2.5.4 Use of vocabulary in Spotify categories and playlists 

According to the personalisation design team at Spotify “a name needs to be 

memorable and engaging, but it also must have a function” (Spotify, 2021). The name 

of Spotify’s personalised playlists must give a “glimpse of what is inside that magic 
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package of songs”. As such, the vocabulary used for the playlists and playlist 

categories should:   

 

Give an explanation of what the playlist contains:  

“A playlist can contain music, podcasts, or a mix of both. The name needs to give 

some signal to that, and whether the music in it is new or familiar to you.”(Spotify, 

2021) 

 

Figure 2  
An example of Spotify’s generalised playlists   

 
 

Help the user decide if he wants to listen to it:  

“Some playlists are meant to give you a feeling of nostalgia (Time Capsule) while 

others aim to give you info, like the latest headlines (Daily Drive). The name should 

give you some indication of the type of audio in the playlist in order to help you make 

a decision.”(Spotify, 2021). 

 

Figure 3 
An example of Spotify’s playlists that give an indication on the type of audio 
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Let the user know that it is tailored for him:  

“Your used to be our go-to for letting listeners know a playlist was made for them, 

like “Your Discover Weekly,” “Your Daily Mix,” or ”Your Release Radar.” But as 

we created more and more personalized playlists, “Your” became so overused it lost 

its meaning. It became repetitive, inconsistent, and was causing translation issues. So 

we’re dropping “Your” from almost all of our “made for you” playlist names (you 

may have even noticed!). We know there are other ways to communicate 

personalization — like showing an image of an artist that’s familiar to you” (Spotify, 

2021).  

 

Figure 4 
An example of Spotify’s playlists that imply personalisation 

 
 

As such the choosing of names or vocabulary in the categories and titles has an 

important role for guiding the user in selecting a playlist as well as informing what the 

user should expect from the playlist contents.  

 

2.6 A touch on data privacy concern regarding 

personalisation 

Many users are concerned with their privacy and how personal data/information is 

being used. In Spotify's most recent privacy policy, they state that they require data to 

"provide the personalized Spotify Service" which includes gathering User, Usage, 

Payment and Purchase, Street Address and Voice Data (Spotify, 2019).  
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They must ensure to obtain consent as well as providing a contract and legitimate 

interest for having a legal basis to permit the collection. Spotify also has the right to 

collect third party data to use for their own purposes of providing relevant 

recommendations, advertising, localized content as well as for conducting their own 

research. 

 

In a study conducted on the importance of agency, privacy, and power usage in 

relation to personalization and customization of news items (Sundar & Marathe, 

2010), participants were asked about their main privacy concerns. It came down to 

three major points: the amount of personal data the site would collect, how the data 

would be used and who would receive this information. Privacy concerns can be 

managed with the right approach of understanding the perceived benevolence that 

users may have, and that this form of personalization instils trust by offering accurate 

and relevant recommendations (Shen & Ball, 2009).  

 
 

2.7 Expectations 

2.7.1 A short explanation of expectations 
Expectations are a human quality that has given meaning in our lives by creating 

anticipation. In the early species could be felt subconsciously as an anticipation (in the 

case of food, weather, water) (Oliver, 2010, p.63). Expectancies can for example be 

hopes, wishes, and anticipations. 

Diving into the behavioural area, it can be said that an expectation is “an anticipation 

of future consequences based on prior experience, current circumstances, or other 

sources of information (Oliver, 2010, p.63). Previous research has distinguished 

between expectations and anticipations. Compared with an anticipation, an 

expectation can be seen as a probability of occurrence, a more cognitive concept 

(Oliver, 2010, p.63).  

2.7.2 Expectation Confirmation Theory 

The expectation confirmation theory (ECT) has been widely used in the behavioural 

area of the consumer to examine satisfaction, service marketing, post purchase 



 

 18 

customer behaviour. In the area of user experience, the first to adapt the expectation 

confirmation theory was Bhattacherjee (2001) that used this theory do demonstrate 

whether expectations and satisfaction affect the continuance in information systems.   

 
ECT proposes that expectations that are paired with perceived performance will lead 

to satisfaction (Baharum & Jaafar, 2015). The theory is based on the idea that there is 

a correlation between expectations and performance, the mediator factor being 

positive or negative confirmation (Baharum & Jaafar, 2015). As Oliver (1980) 

explains it, if a product outperforms expectations, meaning positive confirmation, then 

the result will lead to satisfaction. Contrary to this, the consumer will be dissatisfied. 

An illustrative definition can be seen in figure 5.  

 

Figure 5 
Expectation Confirmation Theory. Source: adapted from Oliver (1980) 

 
 
 

2.8 Satisfaction  

There have been multiple attempts of defining satisfaction within different areas such 

as consumption, institutions, relationships. Initially, satisfaction has been defined by 

Locke (1969) in the context of work performance (Bhattacherjee, 2001). The 

definition was later extended by Oliver (1980) in the consumption area as “the 

summary psychological state resulting when the emotion surrounding disconfirmed 

expectations is coupled with the consumer’s prior feelings about the consumption 

experience.” In either of the two outcomes of the definitions, it can be said that both 

emphasize on a psychological or affective state that is related to a cognitive evaluation 

of expectations (Bhattacherjee, 2001).  
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2.8.1 Satisfaction in the case of personalisation  
 

Satisfaction has been an important topic within the personalization area as well. 

Whether in recommender systems, advertising, satisfaction has always been a key 

factor in order to increase brand loyalty, as an example. In the case of streaming 

services, by recommending relevant information to the user, personalized systems can 

capture the user’s preferences and increase user satisfaction with the service (Liang et 

al., 2006). 
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3 Method and implementation 

The aim of this chapter is to give an overview on the method that has been chosen 

and how it has been implemented. The chapter also covers in detail information 

about types of methods and methodologies that exist, participants interview guide & 

setting, as well as ethical considerations that have been considered for this study.  

  

3.1 Research approach  

A research approach is a procedure that contains steps of “broad assumptions to 

detailed methods of data collection, analysis and interpretation” (Creswell & Creswell, 

2018). The research approach is divided into two categories: data collection approach 

and data analysis approach.   

3.1.1 Data collection approach 

In general, regarding data collection approach, three research approaches are 

presented: quantitative, qualitative, and mixed methods (Creswell & Creswell, 2018).  

 
Quantitative research is an approach that is used to test objective theories by 

examining relationships between variables (Creswell & Creswell, 2018). The 

variables can be measured with the use of instruments so that numbered data can be 

analysed by using statistical procedures (Creswell & Creswell, 2018). Thus, 

quantitative research involves experiments, surveys, testing, content analysis etcetera. 

 

Qualitative research is an approach that is used to explore and understand the 

meaning individuals attribute to a social or human problem (Creswell & Creswell, 

2018). The procedure of a qualitative research involves emerging questions, data 

being collected from the participant’s setting, analysis structured in general (Creswell 

& Creswell, 2018). Thus, qualitative research involves observations, interviews, focus 

groups etcetera. 

 



 

 21 

Mixed methods research is an approach that involves both quantitative and qualitative 

research and integrates the two forms of data by using distinct designs (Creswell & 

Creswell, 2018).  

 

3.1.2 Data analysis approach  

There are two types of approaches for data analysis: deductive and inductive.   

Deductive approach is concerned with developing a hypothesis (or hypotheses), based 

on the theoretical considerations, that must be then put through examination (Bryman, 

2012). Usually, deductive approach is associated with quantitative research. 

 

Inductive approach, contrary to deductive procedure, implies that the theory is the 

outcome of the research (Bryman, 2012). Usually, inductive approach is associated 

with qualitative research. 

 

3.1.3 Suitable research approach 
Since the purpose of this study is to investigate how personalisation implied through 

the vocabulary of playlist names/titles and playlist categories affect the user’s 

expectations with the content of the playlist and how it influences the user’s 

satisfaction regarding the music recommendation and the focus will be on interpreting 

the answers received via one-to-one interviews, we consider that the suitable research 

approach is a qualitative one.  

 

Thus, the data analysis approach will be an inductive approach, since the emphasis is 

not on testing a hypothesis, like the deductive theory implies. However, as it will be 

discussed in the choice of theory section, we will be making use of some existing 

theory that has been useful in setting up our interview guide as well as being able to 

section our questions in order to have a correlation between expectations and 

satisfaction. Therefore, for this purpose, we will be incorporating a deductive element 

in our study, but there will not be an emphasis on it.   
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3.2 Research design  

As previously stated, in this study we will be making use of a qualitative research 

design. We consider that by conducting qualitative research we will be able to delve 

deeper in our understanding of the user’s opinions, getting a first-hand knowledge of 

their experience with the application as well as their expectations and satisfaction 

regarding implied personalization through vocabulary.  

Since our primary focus is not on gathering large blocks of data and statistical 

analysis as quantitative research design suggests we then believe that qualitative 

research is more suitable as we will be incorporating fewer participants and get 

deeper understanding. 

We argue that by gathering qualitative primary data using of interviews, we will be 

able to explore the user’s opinions and give the interviewees the freedom to reflect 

and generate insights about their experience, expectations and satisfaction regarding 

the vocabulary of categories and playlists, aspects that will be otherwise lost in 

quantitative research (Lazar et al., 2017).  

 

3.3 Data collection  

Interviews provide a more in-depth and detailed data and as such, by using interviews, 

researchers can gather data that would be otherwise harder to capture (Lazar et al., 

2017). Interviews are widely the most used data collection tools in qualitative research 

(Bryman, 2012). There are two main types of interviews that can be found in 

qualitative research: semi-structured and unstructured interviews (Bryman, 2012). 

 

Semi-structured interviews focus on more open-ended questions that will allow for a 

discussion. Compared with a fully structured interview, where the interviewer must 

commit to the script, semi-structured allow room for clarification from the participant 

in the case there is a mention of something of interest (Lazar et al., 2017). In the case 

of a semi-structured interview, the researcher has a list of questions with topics that 

should be covered, also referred as an interview guide, but the participants are the 

ones that has freedom in how to reply (Bryman, 2012). 
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Unstructured interviews avoid imposing structure as the main benefit of it lies in 

letting the interviewee focus on topics that they find important (Lazar et al., 2017). An 

unstructured interview starts off with an initial question followed by letting the 

participant talk about the topic (Lazar et al., 2017). Unstructured interviews can also 

be illustrated as a conversation (Bryman, 2012). 

 

For our study, we argue that to conduct our research, the most suitable type of 

interview is a semi-structured interview as it will allow us to follow a script to a 

certain extent as well as being able to address specific issues that could occur in the 

meantime (Bryman, 2012). 

3.3.1 Interview guide 
To conduct our semi-structured interviews, we set up an interview guide. As the aim 

of the paper is to investigate the user’s expectations and satisfaction regarding the 

playlist content based on the vocabulary, we divided our questions into distinct 

categories, taking the Expectation Confirmation Theory into consideration so that no 

area of our research is missed.  

 

For developing our guide, we have also considered Lazar et al., (2017) suggestions in 

constructing interview questions. As such, we have strived for developing simple 

questions, without any technical terms or jargon as well as avoiding yes/no answers. 

For further reference, the interview guide that has been used can be seen in Appendix 

3.   

 

3.3.2 Choice of theory 

Our choice of theory has been the result of our literature search. Diving into 

understanding more about expectations and satisfactions we have encountered and 

got familiar with Oliver’s (1980) theories related to said aspects.  

 

As such we considered that the Expectation Confirmation Theory is the best fit for 

our research to construct our interview guide. As mentioned in the theoretical 

background the theory proposes that expectations that are paired up with perceived 

performance will lead to satisfaction (Baharum & Jaafar, 2015).  
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In general, perceived performance refers to the responsiveness and reliability of a 

system. In our study we relate the perceived performance with Spotify’s ability to 

recommend satisfactory content for the users, and within our interview guide it can 

be seen in the “Experience with Spotify” and “Listening” section. Relating to the 

expectations, we constructed a section (“Expectation”) where we ask about the user’s 

assumption about the content of the playlist based on the naming. Regarding 

confirmation we related it to the meeting of needs in terms of the expectations 

beforehand and their listening experience. 

3.3.3 Interview setting 

We conducted our interviews online via Microsoft Teams. As recommended by 

Bryman (2012), the interviews have been recorded allowing us to go back and 

examine what the participants have said and as such transcribe the interviews.  

There was to be one interviewer that conducted the interviews, leaving the other 

partner in charge of taking notes as well as making sure that the interview guide is 

followed, and the recording is functioning.    

 

3.3.4 Interview implementation 

The interviewing process consisted of two phases. In the initial phase a first interview 

guide was developed and for the interviewing process there were 5 initial 

participants. Although their answers have given us a broad understating of the topic, 

the interview guide had to be reformulated to further focus on the vocabulary of 

playlist names and categories. Therefore, in the first round of interviews, there was a 

lack of sufficient data to conclude our research questions. As such the decision to 

leave our first interview guide and process this as a preliminary procedure, taking the 

useful aspects into consideration as we restructured and edited a new interview guide 

for the secondary round.  

 

The next phase consisted in developing a new interview guide with questions that 

focused deeper on the vocabulary of playlist names and categories. As such, for the 
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new guide we had 3 new participants and a follow-up round with 3 of the other 

participants from the first stage. 

 

As such, for the findings and analysis chapter, only 6 interviews were taken into 

consideration for our study. Each interview lasted between 30 to 35 minutes. Table 2 

illustrates a summary of the interview.   

 

At the beginning of each interview, the topic was presented to each of the participants 

with a brief introduction to our topic, stating that it would be a semi-structured 

interview. The initial part of the interview was conducted by asking the participants 

for their consent in allowing us to record the interview. Anonymity as well as sending 

the participants the transcription of their interview was promised in the case they 

wanted it. 

 

Table 2  
Interviews  

 

3.3.5 Participants 

In order to find the most suitable participants, we have decided to develop two 

personas that were meant to aid in the understanding of why and how users typically 

engage with Spotify, allowing for more appropriate questions to be asked in the 

interview regarding the research purpose. 
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As such, personas play a significant role in understanding who and how people 

interact with personalised music recommendations. Therefore, it is crucial to gain an 

understanding of these personas to specify and select the correct participants and ask 

them relevant questions based on their wants, needs and goals in terms of music 

interaction. An analysis of Price's study which classify listeners into seven different 

personas also state that "any user may exhibit a combination of these personas as they 

are not mutually exclusive " (Lee & Price, 2015). This data is supported by the 

quantitative follow up study by Fuller et al. (2016) who test similarities and gender 

distribution between the personas. Therefore, several characteristics of these personas 

have been moulded to form our primary and secondary personas in which concern 

users who seek discovery through personalised playlists. 

 

3.3.6 Primary persona 
The primary persona is inspired by the Active Curator and Addict personas (Lee & 

Price, 2015). Both these profiles share the interest in listening to specific songs and 

taking pride in their music taste, using services like Spotify or YouTube as a medium 

to listen to songs and create playlists with ease. The primary persona uses music in 

their everyday life such as when they are at home, cooking, with friends as 

background music. This person enjoys certain types of genres and dislikes others and 

can clearly identify these categories. They enjoy curating playlists with their favourite 

music and use Spotify's personalized lists such as ‘Your Pop List’, ‘Chill Mix’ and 

‘Made for Username’ to get a mix of what they already like as well as stumbling 

along some novel music discoveries. A profile for the primary persona can be found 

in Appendix 1. 

 

3.3.7 Secondary persona 
The secondary persona is inspired by the Guided Listener and Wanderer personas 

(Lee & Price, 2015) and share similarities when it comes to handing over control of 

their music choice to a recommender system. This profile seeks out music as an 

explorative experience with an openness approach to discovery, as well as just having 

something playing in the background. This person is typically unable to pinpoint their 

favourite genre of music and exactly what type of music in which they are interested 
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in. They choose to listen to music actively, by listening with intent and making 

discoveries on purpose, yet also listening to music in their leisure time.  They choose 

to follow personalized lists on Spotify, such as ‘Discover Weekly’ and playlists that 

are recommended based on their previous activity such as ‘Feel Good Dinner’. A 

profile for the secondary persona can be found in Appendix 2. 

 

3.3.8 Participant selection 

After developing the user personas, a general question such as “Have you engaged 

with music and playlists on Spotify that are generated/recommended by the system?” 

was posted on our social media accounts as well as directly reaching out to some of 

our acquaintances. The motivation for using personas in the study was to be able to 

create archetypes based on the characteristics of users who use streaming services as 

a means for music exploration. This aided in the understanding of why and how these 

users typically engage with the service, allowing for more appropriate questions to be 

asked in the interview regarding the research purpose. As such, we had 6 Spotify 

users that responded and wanted to participate in our study, and who also reflected 

our primary and secondary personas. The connection between personas and our 

research questions will be expanded upon in the Analysis and Discussion of findings 

chapter.  

 

3.4 Data analysis  

Grounded theory is the most used framework for analysing qualitative data (Bryman, 

2012) ) and is distinguished by its structured and concrete guideline. The ability to 

conceptualise, the systematic approach to data analysis, the rich data that can be 

gathered are some of the greatest advantages of grounded theory (Hussein et al., 

2014). Although the grounded theory’s main purpose is to expand upon an 

explanation of a phenomenon through identifying key terms of that phenomenon, the 

theory has its limitations such as potential of error in the methodological frame and 

being overall an exhaustive process (Hussein et al., 2014).   
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Thematic analysis has been quite appreciated as well as widely used in qualitative 

research(Braun & Clarke, 2006). It is a method that is used for identifying, analysing, 

organizing, and reporting themes found withing a set of data (Braun & Clarke, 2006). 

By having a rigorous thematic analysis, trustworthy and insightful findings can be 

produced (Braun & Clarke, 2006). The advantage of using thematic analysis as a data 

analysis method is that through its theoretical freedom, it provides a flexible approach 

that can be modified for the needs of various studies (Braun & Clarke, 2006). 

Researchers who have little knowledge of qualitative analysis might find thematic 

analysis more accessible and easier to grasp upon (Braun & Clarke, 2006). However, 

there are also disadvantages of thematic analysis. The disadvantages include lack of 

coherence, inconsistency when developing themes brought from the data (Nowell et 

al., 2017).  

 

For this study, the use of the thematic analysis to examine the data will be used. As 

defined by Braun & Clarke (2006) and Ryan & Bernard (2003) a theme can be 

interpreted as a category identified in the data that builds codes identified in the 

transcription and provides a foundation for resolving the research question. As such, 

the consideration of choosing thematic analysis will enable the study to strive for 

identifying patterns by looking at repetitions, typologies or categories, connectors 

(Ryan & Bernard, 2003) that will aid in the investigation and provide answers to the 

research questions. 

3.4.1 Transcribing and coding 

The total number of pages that have been transcribed is approximately 50 pages. 

While transcribing, some of the data has been slightly removed. Irrelevant 

expressions of the participants thoughts such as “uh”, “mhm”, “ooh” have been 

removed as well as multiple expressions of the word “yeah”. All the interviews have 

been conducted in English and as such, the transcriptions are in English.   

 

After transcribing, the interviews were analysed and highlighted based on quotes that 

related to the research questions. The highlights were then separated into different 

coloured codes in which related to another, from this data themes were derived.   
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3.5 Ethical considerations and trustworthiness  

3.5.1 Ethical considerations  
The main concern of ethics is the morality of human conduct (Mauthner et al., 2005). 

In research, there are six broad ethical areas that need to be considered: voluntary 

participation, confidentiality and anonymity, the potential of harm, communicating 

the results and other more specific ethical issues (Polonsky & Waller, 2019). To touch on 

the ethical aspects in this research, we have considered our interviewees voluntary 

participation as well as giving the opportunity for anonymity and ensuring the 

protection confidentiality of the responses.   

 

3.5.2 Trustworthiness  
Trustworthiness illustrates the degree of confidence, interpretation and methods used 

in research that is used to ensure the quality of a study (Polit & Beck, 2010). Guba & 

Lincoln (1985) have developed four criteria that have been widely used by different 

researchers. The criteria developed includes credibility, dependability, confirmability, 

and transferability. 

 

Credibility refers to the correlation between respondents’ perspectives and the 

researcher’s portrayal of them (Tobin et al., 2004). As claimed by Guba & Lincoln 

(1985), the credibility of a study is one of the most key factors in establishing 

trustworthiness. To ensure credibility, the interviews have been recorded followed by 

the transcription of the interviews. As credibility can also be implemented through the 

process of checking the interpretations with the participants (Guba & Lincoln, 1985), 

the participants have been asked if they would like to have the transcripts.  

 

Dependability ensures that the research process is logical, traceable, and well 

documented (Tobin & Begley, 2004). If readers can examine the research operation, 

then they are able to judge the dependability of the study (Guba & Lincoln, 1985). To 

ensure dependability, the research work had to follow the interview guide, keeping 

record of all transcriptions as well as storing records of the data. 
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Confirmability is concerned with establishing that the interpretations and findings are 

clearly obtained from the data as well as demonstrating how conclusions have been 

reached (Tobin & Begley, 2004). To ensure confirmability, the study includes 

reasoning for the choices of literature, methodology and analytical choices throughout 

the entire study.   

 

Transferability refers to the generalizability of the information and whether it can be 

applied on a different setting (Nowell et al., 2017). In the case of the current research, 

transferability may not be sufficient for other situations, but as Guba & Lincoln 

(1985) argue, it will be in the hands of future researchers to evaluate. 
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4 Findings  

The purpose of this chapter is to give an overview of the findings that have been 

retrieved from the semi-structured interviews as well as to give a brief introduction to 

the themes that will be further discussed in the Analysis chapter.  

 

The purpose of this study is to investigate how the vocabulary of playlist names, titles 

and categories have an impact on the expectations and satisfaction with the playlist 

content. Therefore, the following data presented will focus on answering how a 

playlist's vocabulary affects the expectations and satisfaction based on the 

comparison of playlist that imply personalisation and playlists that do not imply 

personalisation. The secondary round of interviews was carried out by conducting 3 

new interviews and revisiting 3 of the previous participants. Most of the data will be 

presented, except for the 2 participants whose interviews were not re-visited, as well 

as areas that are of no importance to our subject. The data presented will be in the 

same format of our interview guideline: experience with Spotify, playlists that imply 

personalisation (expectation and satisfaction), and generalised playlists (expectation 

and satisfaction).   

 

4.1 Background experience using Spotify 

The participants were asked how long they have used Spotify's service, what they 

enjoyed about using this service over others, their music preferences, and how they 

go about selecting music and names for their own lists. The reason for this section 

was to gain an understanding of how the participants generally interact and engage 

with Spotify, and their experiences with the service in general.  

  

We asked the participants of our study how many years they had been using Spotify 

and why they chose it over other streaming services. Some general themes included: 

being generally satisfied with the aspects of personalisation, diversity of music 

selection, and having all their saved playlists in one place.   
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Participant 2, who had been using Spotify “since it started”, stated that he has stuck 

to it because, “I can listen to all the songs that I want, or any song that I want...all my 

playlists there and it's made it simple for me to keep going and adding playlists in 

one place”. Similarly, Participant 1 had also been using Spotify “the first year it 

came out”, and continues to use the service because of, “all the suggestions it gives 

you for new music to listen to because sometimes I get stuck in the same music”. 

Participant 6 stated she has used Spotify since 2016 and uses it because: “I love that 

they have a pretty huge library of music available... the features that it has for you to 

save music and share it with friends”. Participant 4 has also used the service since it 

began, yet he “...took a break for maybe a year or two and then I'm still subscribed 

now”. He enjoys the “collection of music.... I like their user interface and what they 

do with like top lists and stuff, you usually find good music there”. Participant 3 

started using the service for "5-6 years” and maintains to use it because of its 

“personalized aspect of it after using it so much, I feel like Spotify knows what I want 

to listen to”. Participant 5 had switched over from another music streaming service 

and said, “some bugs have been running into in Apple Music... it had been annoying 

me a lot”.    

 

When asked if participants make their own playlists, all participants responded that 

they do. To follow up on this, they were questioned how they go about selecting the 

music and if the name of their playlist played an important role. Participant 5 states 

that he is “kind of an album listener” and that his playlists are sorted by mood and 

scenario: “playlists start with mood and then the whatever word of the mood behind 

it...I have a bunch of playlists with guitar because I want to remind what to play”. 

Participant 2 states that he adds songs to his list: “when I hear a new song, I will put 

that into my playlist and I usually have different lists for example: digestive list, 

favourites and so forth”. He places a great importance on the name so that he “can 

keep track of them” and keep them in a systematic order.   

 

Participant 1 and Participant 4 remarked that they both get music from both outside 

sources. Participant 1 gave the example: “if someone posts something on their 

(Instagram) story...or Tik Tok... I get a lot of songs from movies...discover features”. 

Participant 4 stated that the name of his playlists needs to be descriptive of the 
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contents inside: “I have playlists are just like random music that I think is good...I 

just need something to know what type of music that's there”. Participant 3 uses the 

personalised recommendations from Spotify to add music to her own library: “mainly 

other playlists that Spotify made for me. I find it rare that I look up a song and add it. 

It's either in my daily mixes or somewhere else”. Regarding the naming of her own 

playlists, she stated: “I don't name it something that helps me remember the artists or 

genre because it’s not helpful.  I remember it by like the season or the time”. 

Participant 6 constructs her playlists with a pre-existing idea of what music to add: “I 

start the playlist by adding stuff that I already know...I think eventually I start adding 

the recommended part of Spotify at the bottom of the playlist when you're making it”. 

She places a great deal of importance on the playlist title: “I like to personalize my 

playlists a lot, I try to tailor them a lot, so it is easy for me to know what is on each 

playlist”.  

 

4.2 Playlists and categories that imply personalisation  

The participants were asked about how they have interacted with personalised 

playlists in the past. We specifically asked them what type of vocabulary make it 

clear that a playlist is personalised and what their expectations are going into a 

personalised playlist that applies user-specific wording in the title, such as “your...”. 

Several codes were derived from the responses. The most prominent categories were, 

active and passive listening regarding user intent, familiarity in music suggestions 

and music variety within a preferred genre. 
 

4.2.1 Expectation 

Generally, the participants have positive connotations towards Spotify's 

recommendations for music. Participant 5 remarks: “It's been pretty good. Especially 

in some like niche subgenres”. Yet Participant 5 only interacts with personalised 

playlists seldom: “very little... just when I stumbled upon it and then I was curious if 

there would be any good”. Participant 5 also assumes that if a playlist is personalised 

towards him that he would be listening to his preferred genre of music and that: “I 

probably won't like it as much as if I did a playlist myself... it hasn't impressed me 

that much so far”.  
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Participant 2 commented on the improvements made over the years by Spotify's 

recommender system: “much better than it used to be”, yet only engages with 

personalised playlists: “on a very sporadic basis”. His expectation of music that 

implied personalisation through its title was that it would be familiar and relevant to 

his tastes: “tailored it with the types of music that I usually listen to”.  

  

Participant 4 was unaware that there was such a feature that suggested music until: 

“...this time it just jumped through random songs and that was how I discovered the 

random stuff”. However, he referred to only listening to personalised playlists once a 

year – referring to Spotify Wrapped, a playlist that generates a user's most listened 

songs of the entire year.   

  

Participant 6 and Participant 3 both interact with the service's recommended music 

and personalised playlists often, mostly satisfied with the recommended songs of 

these lists. Participant 6 integrates her interactions with personalised playlists in her 

“navigation routine”, whereas Participant 3 enjoys: “browse because I like to find 

new songs...maybe skip a few songs...I usually add them to my own playlists”. 

Participant 6’s expectation for personalised playlists is: “that of course I like it and 

that is related to what I'm listening at the moment”.   

  

Participant 3 expects to listen to relevant music but wishes the recommender system 

would provide a wider assortment in music options: “it knows what I want to listen 

to. But I do want Spotify to have a bit more of a diversity. Sometimes if I listen to pop 

songs one week, it will only suggest more pop songs and I want something different 

the next week”.   

 

Participant 1, who listens to a wide range of music genres and has experienced: 

“sometimes it's like a complete failure what they recommend, but sometimes they 

recommend something really good that I really end up liking. So, I feel like it's a 

50/50% chance”. She looks for playlists that: “constantly updates itself with new 

music... the other ones are good, but they're a little more stagnant”.  
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The scenarios in which the participants listen to personalised playlists are in both 

active and passive, but they follow similar themes of discovery, curiosity and 

boredom. Participant 1 recalls: “parts of my day where I don't really have a lot of 

intent and what I'm doing because I can really listen to the songs”. Participant 6 and 

Participant 3 both use these types of lists to discover music and Participant 3 also 

listens if: “I wanna play something quick”. Participant 4’s intention to listen to 

personalised lists happened only once a year. Participant 2 will passively let Spotify 

auto-generate music after his playlist has ended, and seek personalised lists out of 

boredom: “playlist playing in the background that ran out of songs and they will start 

auto generate songs... I will search for it if I'm tired of the list I am listening to”. 

Participant 5 listens to personalised lists: “just when I stumbled upon it and then I 

was curious if they would be any good, but most of the times it's just stuff I listened to 

anyways”.  

 

Focusing on vocabulary, the participants said that wording plays an important role in 

assuming that a playlist is made specifically for that user. Some themes derived from 

this are that titles are either clear/concise or ambiguous. Participant 2 remarked: “It 

makes quite clear to me that these are personalized”. Participant 4 stated: “Anything 

that says my specific name stands out to me”. Participant 3 quotes: “if they're 

straightforward enough, I don't really take a second look or question it too much...if 

it has the genre in it or something that's related to all the songs, if it's like these weird 

names...I don't really care for those playlists because I don't know what's in them”.  

 

However, Participant 1 said that wording in these lists can be difficult to predict its 

contents: “kind of vague, because I'm like I said, I've listened to a lot of music, so it's 

not really a specific kind of music. It's just like in my head I would picture just any of 

the music I've listened to in my life. It’s quite broad”. Participant 5 was confused by 

the ambiguous naming of the playlist, the image is what hinted to him that it was 

personalised: “(discover weekly) I would have thought pop music...like weekly charts 

or something but it has my profile picture as a background, so then I'm thinking it's 

more personalized”. And when asked about the wording in the description, ‘deep 

cuts picked for you’, Participant 5 was confused and assumed it was relevant to him: 
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“Honestly, no clue but kind of sounds to me like it's more of the stuff I already 

listened to”.  

 

Participant 6 comments that the name of the category and the cover image gives 

context to the playlist: “for example, Time Capsule...outside of Uniquely Yours, I 

wouldn't know that it's a personalized playlist. But I mean all of them have also the 

same cover, so I guess it would give me a hint on that”.  

4.2.2 Satisfaction 

The interviewees were asked to select a playlist that was personalised and listen to 5-

6 randomly selected songs for 10-20 seconds each to get a feel for the recommended 

songs. The purpose of the questions that followed was to understand how the 

listening experience contributed to the satisfaction of the playlist's contents based on 

the expectations of the vocabulary. 

  

When asked about how their expectations matched up with the listening experience, 

all participants agreed that the music was of relevance and familiarity to them.  

  

Participant 4 stated that the playlist was reflective of songs that were relevant to him: 

“pretty similar to the songs that I listen to in my spare time”. Participant 6 said the 

music was representative to her recent listens: “Music that I have been listening to a 

lot lately”. Participant 1 stated that the list included songs she had heard before: 

“Very accurate. I know all of these songs very well”. Participant 3 concurred: “Very 

much so...they are similar songs, fits my expectations”. Participant 2 had a positive 

response to a diverse music range: “I liked what I heard because they had a little bit 

from everything here”. Participant 5 was positively surprised by the songs: “I think it 

was a bit better than expected. I listened to five songs and two of them were 

interesting to me”.  

  

The wording for each playlist was then questioned, asking the participants why they 

think it was chosen and if they thought it was representative of the playlist's contents. 

The participants were then asked to suggest a new title and any improvements the 
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vocabulary of the playlist could benefit from. The main agreement was that the 

personalised playlist title did not reflect its music content however it did describe 

how often the music is refreshed with new songs. Participant 6 selected the 'Daily 

Drive' playlist and said that the title described the scenario in which Spotify intended 

the listener to use it in: “When you're driving...maybe that's why this is the name of 

the playlist, because it is supposed to simulate radio”. She also mentioned that the 

playlist was two hours long and might have been too long for a commute, she 

proposed a new way of naming to suit the activity in which a user could engage with 

this list: “rephrase...daily drive to feel more like I would do...like on my way to work, 

or short playlist for when I'm standing on the tram”. Participant 1 listened to the 

personalised playlist 'Repeat and Rewind’, and she stated that the name implied 

familiar music: “because I am repeating and rewinding songs I've already listened 

to”. She suggested for the title to represent the mix of music: “Some of your faves”.   

 

Participant 5 and Participant 4 selected the ‘Discover Weekly’ playlist, and both 

identified the name to be connected to how often it is updated with different music, 

but both said that the title was too broad. According to Participant 4: “I think Spotify's 

wording could be misinterpreted to sound like you can discover all types of music”. 

He suggested changes to be made to make the user aware that the playlist is 

personalised: “some type of naming so that you understand that it's recommended 

music or like similar music so discover similar music weekly”. Similarly, Participant 

5 associated the name to be for general audiences and suggested the name to hint 

personalisation: “I thought it would just be like a very generic charts or whatever 

playlist when I just saw the title... include something that makes me realize it's 

personalized”.   

 

Participant 3 and Participant 2 interacted with the 'Daily Mix' playlists and both 

remarked that the name didn't aid in the understanding of the contents and proposed 

to changing the name to illustrate the genre. Participant 3 commented: “I don't think 

(the name) was that great because it’s very vague, doesn’t describe the genre and 

changes everyday.... this can have any genre in its name, so its understandable as to 

why its not reflective of its music... a better name could be daily mix Spanish pop”. 
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Participant 2 stated: “Because its updated daily... Daily Mix for me doesn't make any 

association to the songs in the list...perhaps Swedish indie artist”.  

  

Furthermore, the interviewees were asked if the playlist met their needs in terms of 

the expectations they had beforehand, and if they would add any of the songs to their 

playlist. The general conclusion was that only half of the participants felt like the 

playlist satisfied their needs, and none of the participants would add any of the songs 

to their playlist, due to the songs already being saved in their lists.  

  

The main effect of vocabulary within personalised playlist is that most participants 

had expectations that personalised playlists would offer music that was relevant or 

familiar to them. The naming of these playlists was not attributed to its content, 

leaving only half of the participants to be satisfied with the listening experience.  

 

4.3 Playlists and categories that do not imply 

personalisation (Generalised) 

The third section of the interview repeated the same process as the second section, yet 

in the context of playlists that are intended for general audiences. The most notable 

themes included: new music discovery and variation, song and artist familiarity, as 

well as naming of the playlists/categories reflecting the content. 
 

4.3.1 Expectation 

Firstly, the participants were asked if they associated the chosen playlist with being 

personalised or generalised and asked to give further elaboration on their answers. All 

participants identified the playlists to be general with a personalised aspect, for 

example, relevant genre, geographical location and recent listening activity.  

  

The further lines of questioning probed the interviewees to explain why the 

participants perceived vocabulary to imply generalisation. For example, Participant 6 

stated: “Some of them I've already listened, but I wouldn't say that it's a personalized 
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playlist because most of them I don't know”. Participant 5 commented that some 

playlists were too general for him to enjoy: “I have one that is in German...it says, 

‘stay up to date’...this is very generic which is something I absolutely can't have”. 

Participant 2 remarked: “It's very general, has nothing to do with me”.  

 

Additionally, the interviewees were asked in which type of setting they would engage 

with these types of lists. Most participants would listen to these lists when they are 

looking to explore different music or when they are a social setting and unsure of 

what to play to please others. Participant 4, Participant 2 and Participant 6 would 

have general lists as a type of background music. Participant 4 states: “If I'm cooking 

for instance, or if I'm just laying on the beach and I want something in my ears”. 

Participant 2 remarked that he wouldn't want to play anything that his friends could 

dislike: “a very easy playlist in the background, probably with maybe some mates 

around. I don't want anything too weird to offend my friends”. Similarly, Participant 

6 uses these types of lists: “With people that I'm not entirely sure what they listen to 

and what they like, I will go for this directly”.  

 

Participant 1 and Participant 3 would engage with generalised playlists as a form of 

exploration and seeking out music they haven’t heard before. Participant 3 remarked: 

“if was bored of my own music and kind of wanted to explore something new, but not 

something I'm familiar with”. Participant 1 stated she would want to discover music 

within the same genre: “If I was looking for newer rap music that I might not have 

heard yet...like a different vibe around music that I might not have a playlist for”. 

Participant 5 simply put his scenario as: “When I don't know what to listen to”.  

When asked about the expectations the interviewees had for the list based on its 

name, the general theme was that the name would be descriptive of its genre and 

music content. For instance, Participant 2 chose '90's Rock Anthems' and presumed: 

“it's not gonna be my indie artists, its going to be mega pop rock artists”. Participant 

6 assumed that 'Best New Pop' would refer to: “new releases for pop that are the 

most listened to”. Participant 1 stated that ‘Rap Caviar’ would be associated with a 

genre of high-quality rap music: “Some smooth and creamy wrap...I wouldn't say 

caviar is rare, but I guess you don't eat it every day. Usually its high quality. People 

generally enjoy it, like a delicacy. It makes me assume that it's good rap music”. 
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Participant 3 expected that within ‘Top Hits Romania’ she would find: “Pop music 

and TikTok songs. I expect to find a bunch of different genres in here”.  Participant 4 

selected ‘My life is a movie’ and presumed the tone of the songs: “I think it sounds a 

little bit like dramatic almost so you're expecting like maybe some romantic songs or 

chill songs”. Participant 5 found that the title ‘New Core’ would group the songs into 

one genre of music: “The core is probably standing for a mix of metal core, 

deathcore, those kinds of genres. So, then I expect something to fall in one of these 

categories”.  

4.3.2 Satisfaction 

The same protocol for the personalised playlist category was carried out, and the users 

were asked to listen to the same number of songs, for the same duration as before to 

get a feeling for the contents of the playlist.  

 

We asked how the user's expectation matched with their listening experience, which 

was met or surpassed by all participants. Participant 1 enjoyed the experience and 

“would listen to this again". Participant 2 commented that the playlist lived up to the 

scenario in which he would use it in: “...working outside, maybe having the boys over 

for a beer that would be perfect list to go ‘yeah mate’”. Participant 5 said that his 

perception of the playlist beforehand was correct: “Pretty accurate...I didn't have that 

many expectations because I think I'm still like super picky even in the genres I really 

like”. Participant 3 was satisfied with the music in terms of what she assumed 

beforehand: “Exactly what I expected, like I knew it would be those types of songs”. 

These playlists exceeded expectation after Participant 4 and Participant 6 listened to 

the songs. Participant 4 states: “The tone of this music was more chill, like laidback. 

However, it was not what I thought it was going to be, there was a bunch of older 

songs. I didn't expect that. And a bunch of songs that are in movies”. Participant 6 

comments: “it was a nice surprise”.  
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In line with the questioning done in the personalised playlists, choice of wording in 

the naming was investigated further by asking why participants think that the title was 

given for the playlist and how it was reflected in the music. This line of questioning 

was then followed up on asking how Spotify could improve and reword the title, if 

need be. The most prominent themes to surface were naming to reflect genre and 

mood and only two of the participants would change the wording to specify the genre 

better.  

 

Participant 2, who selected ‘90's Rock Anthems’ described the name to reflect its 

music and would not change the wording of the title: “They are rock anthems of that 

era. It was choosing a decade and giving me the top 10 songs every year...would I 

rename it differently? No, I could probably fill in a few words, but they wouldn't 

change my expectations on it”.   

 

Participant 4 mentioned that the title aided in providing users with an assumption of 

the mood and would not change the title: “Primarily to suit a certain tone. I assumed 

the songs would be chill. There were also quite a few songs from movies...I wouldn't 

(change the name) ...I think it's pretty good”.   

 

Participant 5 said: “it reflects the contents pretty well. New music and those songs... I 

think it's the perfect title”. Participant 3 would slightly change the name from ‘Hot 

Hits Romania’ to ‘Top Hits Romania’, regardless of the title still reflecting its content: 

“It describes it very well – lots of international and Romanian songs that are popular 

right now... the playlist matches my assumptions. The title was reflected through the 

music and the artists, targeted for Romanians”. 
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Participant 6 also stated that within the ‘Best New Pop’ list, the vocabulary could be 

slightly changed to improve the understanding of its contents: “catchy pop songs... 

maybe I thought that it was going to be something more mainstream...it says like best 

new pop, but now noticing that all the songs are from 2020. I guess that's a bit 

misleading, because if I get best new pop, I'm expecting something from 2022 and 

instead I get all songs from 2020. So yeah, I don't know if it's very Relevant and I feel 

like the title should be updated”. Her suggestion for a new title would be to change 

the name to: “2020 pop or something like that”.   

  

Participant 1 stated that ‘Rap Caviar’ was a satisfactory name: “relevant related to 

those qualities I mentioned, I really liked all the songs I listen to”. She suggested that 

the title could be slightly reworded to incorporate the fact that it contains new rap 

music: “In the description it says new rap so maybe something to do with 

that...because I think all of these songs are pretty new”.  

 

Moreover, the success of the playlist was judged based on whether it met their needs 

in terms of listening scenario and expectations. The participants were also asked if 

they would add any songs to their playlists. All the participants stated that it suited 

met their needs in terms of expectations, and half of the participants would add songs 

to their playlists. Participant 5 stated that he would potentially add songs to his own 

music library, but that he needed more time to digest the music better: “there was 

possibly one in five that was interesting...But if I listen more to this first artist and like 

more then probably (would add the songs)”. Participant 4 declared that the playlist 

was better than he thought: “I would say succeeds my expectations. The types of songs 

that I thought was going to be in there had a higher tempo and better vibe, especially 

with some older songs”. He also mentioned that he would add some of the songs to 

his own list: “Oh yes, I would add a few of these songs. I liked most of them, and I 

would probably add 30% of them”.  
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Both Participant 1 and Participant 6 said that they would add three or four of the five 

songs they listened to and that their expectations were met. Participant 3 would add 

potentially two songs and stated that in terms of new music discovery, it met what she 

was looking for in this list. Participant 2 remarked that the playlist had delivered on 

his expectations, yet he would not be adding any songs into his own playlists: “Not 

really, they are too generic for my tastes. These are songs for the general public that 

everyone likes”.  

 

Lastly, the final question regarding generalised playlists was asked in a hypothetical 

manner for the respondents to ponder on how their expectations of the list would 

change if it was personalised. Many of the participants were disbelieving of the 

proposition and disregarded this notion. However, some stated that they would expect 

to have familiar and relevant songs. Participant 1 commented that she would have 

increased her standards: “Higher expectations to add like 5 out of 5 songs to my 

playlist”.  

 

Participant 4 would have wanted the songs to be recognisable: “Most of the songs 

would be like songs that I would like or songs that I've heard before at least”. 

Participant 5 said: “I would definitely expect it to include more songs that I already 

know”.
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5 Analysis 

The following chapter contains a deeper description of each identified theme 

presented in chapter 4. Each theme will be related to one area of our research 

questions and how they contribute to a better understanding of how vocabulary 

impacts expectations and satisfactions.  

 

5.1 Participants & Personas 

Through understanding why and how a user typically interacts with Spotify, the 

participants were able to be placed in either the primary persona (Active Curator, 

Addict) or the secondary persona (Guided Listener, Wanderer). Although these 

personas were vastly different from another, there are a few overlapping 

characteristics in which the participants could relate to both personas depending on 

the listening scenario and intention. The primary persona was linked to an item-

known searcher, and therefore we identified Participant 5, Participant 1, Participant 2 

and Participant 6 to belong to this category, as they all mentioned they search for 

specific songs and curate their own playlists, taking pride in their music taste. Thus, 

we classified Participant 4 and Participant 3 - who were both comfortable in listening 

to a wide range of music and letting the recommender system take control of their 

music choices, to belong to the secondary persona. 

 

5.2 Relevancy/Familiarity 

In terms of music suggestions, music that would satisfy the needs and wants of 

listeners were found to be items and names in which were related to the user's 

preferences as well as their recent listens. The vocabulary is expected to reflect the 

contents of a playlist, under a category that is easily identifiable as being personalised 

or generalised. Both personas found relevancy/familiarity to be of great importance, 

yet their expectations varied depending on how much the songs were related to their 

recent listens.  
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The following subthemes will be discussed, linking to how the vocabulary of names 

and title affects the expectations and satisfactions of a playlist's music content. 

 

5.2.1 Recognition of genre 

The genre of a playlist was usually stated in the category in which it was found, 

stating the overall genre, or implying personalisation such as ‘Your Top Mixes’. The 

participants mostly steered clear of music genres in which they normally don’t listen 

to, therefore they need to be able to identify their preferences through the vocabulary 

of genres that relate to a user. When the participants of our study were looking for a 

playlist, the first things that stood out to them was the vocabulary of genres within the 

categories listed. If they found it was interesting or relevant to them, then they would 

proceed to looking further within that category. The vocabulary had to be 

clear/concise in depicting what music to the user was to expect. The general 

categories tended to be more transparent in their wording, giving a name to what the 

user could expect within the subheading (e.g., ‘Rock’, ‘Alternative Pop’). 

Personalised categories were generally not representative of the genre of music (e.g., 

‘Based on your recent listening’), yet these playlists gave an insight into how often 

the playlist was updated (e.g., Discover Weekly, Daily Mix) which was clear for all 

the participants. 

 

5.2.2 Recognition of titles 

As discussed, the vocabulary has a significant impact on the user's perception and 

anticipation of what to expect. The recognition of having certain words in a playlist's 

title can have connotations that allow users to make associations with types of music 

they will hear. For example, by having the playlist name ‘Rap Caviar’, one user could 

derive that the music is exclusive, whereas another could connect this word with 

music from the new age. Having a playlist that begins with ‘Your...’ or incorporating 

the username, allowed for a clear representation of the personalised aspect and the 

participants associated these lists with songs that they have enjoyed, recently played 

or is especially curated for the user. Hence, playlists with any form of personalised 

words would suggest that the user profile was considered in making the playlist and 
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would lead to higher expectations of that list. General playlists used naming that was 

specific to the genre or mood, which therefore gave the user an expectation of what 

tone of music to expect. If a participant was looking for rock music, ‘90's Rock 

Anthems’ was more descriptive than the personalised playlist, ‘Daily Mix 1’. This 

was the reason that the participants were more satisfied with general playlists over 

playlists that were made specifically for that user – because it gave them something 

to expect and live up to.  

5.2.3 Recognition of songs 

When a participant found a playlist with a title of relevancy to them, the expectation 

would be that a playlist would include familiar songs/artists that were of related to the 

user's recent listens or relevant to the words used in the title/category. Most often, 

when familiar songs were identified, a user would either choose to listen to the list or 

find something else depending on what their listening intentions were. Spotify's 

recommender system was perceived as a valuable part of the streaming service 

according to our participants. However, after the participants had listened to some of 

the personalised playlists especially those who were classified as belonging to the 

secondary persona, some were not satisfied with the suggestions due to the music 

being too familiar or repetitive of songs that they already have in their own playlists. 

Although this may be the purpose of some personalised playlists such as ‘Repeat and 

Rewind’, most of the participants were looking for a mix of music they recognised, 

alongside relevant music suggestions.  

 

5.3 Diversity  

Spotify enables the exploration of music through both personalised and generalised 

playlists. The user is encouraged to browse the playlists in hopes to discover or re-

discover new music and artists within their preferred playlist/genre. We found that the 

expectation of the level of music diversity was all dependant on the scenarios in 

which the music was engaged with, which was either passive or active listening. The 

following sub themes allow for a deeper understanding of how vocabulary intends to 

convey exploration of new music. 
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5.3.1 Variation 
Finding an assortment of music is an integral part in how users navigate Spotify. 

During passive listening sessions (music in the background, social settings), 

participants opted for playlists that would hint to songs of one genre which would 

please others, such as a rock or pop playlist. The participants classified in the 

secondary persona was generally more satisfied with the recommender system after 

engaging with the content in a passive setting. The primary persona was more 

apprehensive going into a generalised playlist compared to a personalised list, and the 

satisfactions were met in both personalised and generalised lists. However, during an 

active listening session, where the user intended to explore Spotify's library of music, 

variety was a key concern for most participants. The vocabulary in personalised 

playlists often reflected how often a playlist was updated with new music, which 

hinted to users that there would be a range of music, which was constantly refreshed 

and that related to their music preferences. The interviewees stated that the names of 

playlists made for a general audience were well represented in terms of the given title 

and category name and offered a variety of music in which they were overall satisfied 

with. All in all, the participants were content with the diversity of music, however the 

naming of the personalised playlists could be improved to be more reflective of the 

contents depending on genre, mood and artists. 

 

5.3.2 New music discoveries 

All our participants use Spotify as a tool to find and save music into playlists, as well 

as revisiting their old playlists and exploring music through the recommender system. 

The primary persona was mostly concerned about saving music they liked into their 

own curated lists and the secondary persona was concerned with discovering music 

that suited their listening intentions in the moment. The system allowed for suggested 

music to appear under a user's playlists, encouraging them to add new songs, this 

being the main way our participants had encountered music recommended by 

Spotify. The personalised lists allowed for participants to re-discover their previously 

listened to music and stumbling across new songs in the process. The participants of 

our study engaged with generalised playlists to either listen to music passively in the 

background or to actively seek out discovery. The role of vocabulary made it clear 
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that personalised playlists had the aim of presenting undiscovered music for the 

listener, yet the ambiguous wording ‘discover’ could potentially signal the wrong 

information that the list was intended for a general audience. The vocabulary of 

personalised playlists would benefit from specifying its intention of being designed 

solely for the listener, such as including the word ‘Your’ in the title.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 49 

6 Discussion and conclusions 

This chapter is focusing on the final discussions and conclusions of the thesis 

methods and analysis and results that correlate to this paper’s purpose.  

 

6.1 Discussion of method 

Through the collected data we could establish that vocabulary plays an important role 

when it comes to personalisation. The study uses a qualitative approach with a semi-

structured interview as a data collection method. Although the method chosen has 

been an extensive one with results that do not explicitly measure satisfaction and 

expectations, we have still been able to find different themes that correlate to the said 

aspects.  

 

As such, we argue that by and using the Expectation Confirmation Theory as a 

framework for our interview guide has helped in order to be able to construct a guide 

that will correlate the asked questions to the research purpose and research questions 

regarding expectations and satisfaction.  

 

6.2 Discussion of findings 

The main purpose of this thesis was to investigate how personalisation implied 

through the vocabulary of playlist names/titles and playlist categories affect the user’s 

expectations with the content of the playlist and how it influences the user’s 

satisfaction regarding the music recommendation.   

Below we will pinpoint what we believe to be our most important findings and show 

how they contribute to answering our research questions:   

RQ 1: How does personalisation implied through the vocabulary of playlist 

categories and playlist names affect the user’s expectations with the playlist content?  

 

RQ 2: How does the vocabulary of playlist categories and playlist names affect the 

user’s satisfaction regarding the music that is recommended?   
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We have been able to examine that there were two main themes, as well as sub 

themes derived from the data. The first theme was relevancy/familiarity, and its 

subthemes were recognition of genre, recognition of titles and recognition of songs. 

Similarly, to Ferwerda’s (et al., 2017) study, we discovered that familiarity is also 

influenced by the user’s expertise with the streaming service and their previous 

listening experience. We have found that their expectations differed depending on 

how much the songs were related to the previous listens. 

 

In our study we established that the participants based their expectations on the 

vocabulary of playlists and category titles by noticing a genre, playlist titles or songs 

that were relevant to them. The association of words was important to convey the 

genre and mood of generalised lists in order to reflect its content. In personalised 

lists, participants found the category names, such as incorporating ‘Your...’ in the 

title, to be a clear identifier of personalisation. However personalised playlist names 

were vague in terms of understanding the genre and mood, and the participants 

mentioned that if most of these playlists were taken out of the context of its category, 

the playlist could be mistaken for a generalised list.  

 

The second theme was diversity, its sub themes being variation of music and new 

music discoveries. In our study, the participants were asked to describe the scenario 

in which they would interact with personalised and generalised lists. The primary 

persona was more reluctant to listening to generalised playlists and often using them 

as background music in a passive listening environment. Whereas the secondary 

persona interacted with generalised and personalised lists in both active and passive 

listening scenarios.  

 

The naming of generalised lists enabled for a certain theme or mood to be conveyed, 

thus allowing for the user to make a judgement of whether the playlist would be 

suitable for their listening intentions. The wording of personalised playlists gave the 

participants an expectation that the recommended songs would be of relevance to 

them, but that it would also incorporate new music suggestions. The secondary 

persona was more accepting of music recommendations than the primary persona, 
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who often had lower expectations of playlists to meet their expectations. Hence, the 

listening experience of the primary persona was often matched or surpassed, due to 

their lower expectations and the listening experience of the secondary persona was 

neutral or surpassed due to their acceptance of music recommendations in general. 

 

These themes allowed us to dig deeper into uncovering how the vocabulary of 

playlist categories and playlist names affect the way in which a user derives meaning 

and association of a title to form their own presumptions of a playlist. It will also 

impact their choice of selecting a playlist based on how a playlist is worded and in 

which context. The second research question was answered by analysing how the 

association of words were contributed to the contents of music within the playlist and 

how that correlated to the user's understanding of what they expected beforehand.  

 

6.3 Limitations 

Some of the limitations we encountered while constructing our study were the limited 

amount of time as well as the limited number of participants. Conducting a 

qualitative study was a great challenge as a quantitative study paired up with a 

qualitative one would have been a more suitable option in order to get more 

participants, as well as ideally having a measure for satisfaction.  

 

On another note, re-constructing our interview guide and having a second round of 

interviews has impacted our research flow greatly. Although we have been able to get 

valuable insights from the first round of interviews, insights that helped us identify 

some of the main themes, by going back to the participants as well as inviting new 

interviewees took a lot of our time and as such the results were limited to the answers 

of 6 participants. 

 
 

6.4 Conclusions 

Through previous literature and gathering qualitative data through interviews we 

consider that we were able to answer our research questions.   
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The importance of incorporating a primary and secondary persona enabled a deeper 

understanding of how the participants typically interact with the service, as well as 

drawing conclusions as to why and how a user interacts with both personalised and 

generalised playlists that are recommended by Spotify. The use of vocabulary in 

playlist categories and names gives users a point of reference as to what to expect.  

 

The choice of wording derives meaning and association of a title to form their own 

presumptions of a playlist. The expectation of personalised playlists was higher than 

those that were generalised, due to the user having expectations that the playlists 

would contain contents of familiarity to the listener as well as having a diverse range 

of music that was relevant to them. Participants placed vocabulary to be descriptive 

of generalised playlists, signifying the genre or mood of music that they would find. 

The satisfaction of a playlist in relation to its vocabulary was strictly based on how 

the user perceived the title and then making connections between the wording and the 

music content. 

 

6.5 Implications and further research  

When it comes to how the vocabulary of playlist categories and playlists within music 

streaming services impact expectations and satisfactions with the content, there is 

limited research. We consider that our study can be beneficial in expanding the 

knowledge within the field of personalisation in streaming services by establishing 

that the choice of wording plays an important role in how a user derives meaning and 

association of a title to form their own perceptions on whether a playlist/category is 

personalised or not.  

 

Additionally, we argue that our results are of assistance as they inform the need of 

users to have familiarity as well as diversity reflected in the vocabulary in order to 

increase their satisfaction with their content and listening experience.  

 

With our implications, conclusions and limitations as a point of reference we suggest 

the following for future researchers that wish to dive deeper into what we have 

presented in our thesis: we consider that further studies into how a user perceives the 
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vocabulary of playlist names and categories from a quantitative standpoint would be 

beneficial to collect numerical data to support this study. By conducting a test 

followed by survey (to measure satisfaction) by making use of Spotify’s API in order 

to track the user’s listening events could bring valuable insights on users’ perception 

of the vocabulary used and whether they consider it to be personalised or not. 

 

On another note, this research was conducted using few participants on a small scale, 

however taking into consideration that there are millions of users on Spotify and other 

music streaming services, further research that focuses on specific demographics 

could provide additional knowledge within the field. To conduct this study 

incorporating other music streaming services in a comparative study might also be 

beneficial into gaining more advanced insights. 
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8 Appendices 

Appendix 1. Persona 1 

 

 

Appendix 2. Persona 2 
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Appendix 3. Interview Guide 

Talk about purpose and questions - investigate how users perceive playlist, titles and 
categories that imply personalization through its vocabulary, against  
categories that do not imply personalization   Mention 
that it is a semi-structured interview   
Ask permission for recording   
Ask for their Name   
   
Category 1: Experience with Spotify   

1. How long have you been using Spotify?    
2. In your opinion, what is the best thing about Spotify?   
3. What is it about Spotify that makes you choose it over other music 

streaming services?   
4. Do you have any preferred types of genres when it comes to listening 

to music?   
5. Any genres you dislike?   
6. Do you usually make your own playlists?   

a. If yes, where do you find music to add to your lists?   
b. If no, where do you look for songs to play?   

7. What is your experience with the music that has been recommended 
to you on Spotify?   

8. Does name play an important role in what you call your playlists?   
Category 2: Playlist that implies personalisation   
Section 1: Expectations   

1. How have you interacted with personalised playlists in the past? How 
frequently?   
2. What are some wording examples that make it clear that a playlist is 
personalised?   
3. If you are specifically seeking a playlist that is personalised, how would 
you go about choosing one? Is there something that influences you to 
choose one over another?   
4. If a playlist specifically states "Your...” in the title, what are your 
expectations going into the playlist about the types of music?   

   
Section 2: Listening   
In this section we will ask the participant to show us their home page and we will 
navigate to a playlist that is personalised and make the participants listen to a few 
songs of their choice.  
 
Questions to ask before listening:   

1. Based on the name, describe what kind of music you think you are going 
to listen to   

Section 3: Satisfaction   
1. How did your expectations line up with your listening experience?   
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2. Why do you think this title was chosen for this playlist?   
3. How was the title of the playlist reflected in the music?   
4. How could Spotify improve its wording?   
5. If you could rename this playlist, what would you name it?   
6. Does it meet your needs in terms of your expectations beforehand?  7. 

Did you find any songs you would potentially add to one of your 
playlists?   

Category 3: Playlists that have a general name   
Section 1: Expectations   
First, we will show the participants a category that does not imply personalisation 
through the title but it is personalised.    

1. Do you perceive the ' ' category to be personalised or generalised?    
2. In which scenario would you interact with this type of playlist?  3. 

Based on the name of this playlist, what are your expectations 
regarding the playlist?   

Section 2: Listening   
Following the same protocol as before.   
Section 3: Satisfaction   

1. How did your expectations line up with your listening experience?   
2. Why do you think this title was chosen for this playlist?   
3. How was the title of the playlist reflected in the music?   
4. How could Spotify improve its wording?   
5. If you could rename this playlist, what would you name it?   
6. Does it meet your needs in terms of your expectations beforehand?  7. 

Did you find any songs you would potentially add to one of your 
playlists?   

8. If we told you that these playlists were also personalised, how would 
your expectations change?   

   
Summary:    

1. Do you have anything else that you would like to add?    
2. Do you have any questions about our study and what we will do with 

the materials?    
3. Would you like us to send you the transcript of today’s interview?    

Would you like to keep your name anonymous? 
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