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Note to reviewers

This test plan is a consultation document. Its purpose is to stimulate discussion so we can agree on the critical details of the test. As a minimum, please review the objectives of the test; the description of participants; and the test tasks, to ensure the design of the test will meet your needs. Please send your comments to <Author’s name> (<author@domain.com>) by <final date for comments>.

How to complete this section

If you feel your client is leaving too many important decisions to you and you want to “jolt” him or her into getting engaged in the test design, consider making this a formal sign-off sheet.

1
Executive Summary

This document describes the usability test plan for <product or web site name>. This document serves as a concise summary of the test, specifying the objectives, the roles and responsibilities of everyone involved, and describing the timelines. 

Section 2 (the next section) describes the purpose of the usability test.  Turn to this section to read the objectives of the test and understand why these objectives were chosen.

Section 3 describes the product under test and the context within which the product will be used.

Section 4 describes the participants and responsibilities of everyone involved in the test, including the testing team, the observers and the test participants. 

Section 5 describes the evaluation procedure, including the location and dates, the test facilities and how the test sessions will be organised.

Section 6 describes the tasks that will be used in the test. This section describes the core functions that will be tested.

Section 7 describes the usability data that we will collect from the test and contains the agreed usability metrics that we will test the product against.

The appendices contain our working documents for the test, such as the recruitment screener, letters to participants, questionnaires and checklists.

2
Purpose of usability test

2.1
Aims and objectives of the test

The overall aim of the usability test is to find usability problems with <product or web site name> so that they can be fixed. The test has the following specific goals:

· <Usability test goal>

· <Usability test goal>

These objectives were chosen because <reasons for choice>.

How to complete this section

Your objectives must be specific: “We want to see if web site is easy to use” is too general.

To formulate test objectives, try thinking about:

•
Any aspects of the site/application that are of concern

• 
Tasks that you think might be difficult

• 
Groups of users you are worried about

• 
Feedback from users: Email, phone calls, requests for help

• 
Concerns of your client/management

• 
Problems raised by designers/developers 

• 
Issues indicated by web server log file analysis, e.g. poor clickthrough rates

Here are some example objectives:

Does the product contain major usability flaws that prevent completion of common and special tasks?

Do novice and intermittent users have problems adapting to advanced features of the software?

Why do our customers abandon their shopping carts?

2.2
What the usability test is not designed to achieve

Because a usability test uses a small number of participants (6-8 are typically enough to uncover 85% of usability problems) it is not suited to answering market research questions (such as how much participants would pay for a product or service), which typically need larger test samples.

How to complete this section

Clients sometimes hold misconceptions about what a usability test can deliver. For example, it’s not unusual for a client to want you to ask participants how much they would pay for the product or service under test. You can do this, but the quality of the data will be poor with the typical sample sizes used in usability tests. If you suspect clients want you to carry out market research rather than usability testing, it’s worth making this clear now, before the test goes ahead. This is your chance to fend of enthusiastic marketers who might otherwise try to piggyback their questionnaires onto the test at a late stage.

3
Product under test

3.1
Description of product

The <product / web site> under test is the <product or web site name>. The key business goals of this <product / web site> are as follows:

· <Key business goal 1>

· <Key business goal 2>

How to complete this section

Provide a high level description of the web site under test and describe its key business goals. Examples for a web site might include, “Reduce support calls” or “Sell products online”. The purpose of this section is to demonstrate that you understand the business goals of this web site and that the usability test is closely tied to these.

3.2
Context of use

The <product / web site> is targeted at <consumer segment>.  These users are <short description of segment>. Consumers use the <product / web site> to achieve the following goals:

· <Key consumer goal 1>

· <Key consumer goal 1>

How to complete this section

Provide a high level description of the consumer segment, using the jargon of your marketing department. Examples might include “Baby Boomers”, “Aged but independent” and “Upmarket Aces”. Then provide a short description of this segment, for example, “These users are family-oriented and value practical, dependable, hassle-free products”. Next, describe the consumers’ high-level goals. The purpose of this section is to demonstrate that you understand the market of this web site and that the usability test is aimed at this market.

The environment in which the <product / web site> is used is as follows:

· <Environment description 1>

· <Environment description 1>

This is the environment that we aim to simulate in the usability test.

How to complete this section

Describe the environment in which this web site will be used. For example, if it is a web site, will it be used at home or from an office? Do most users have a broadband connection? What browser / screen resolution do most customers use? If the testing situation will be different from the context of use, explain how it will differ.

4
Participants and responsibilities

4.1
Participants

We expect to test <12> participants in the usability test.  Each participant will be paid an incentive for taking part in the test.

Participants will be <short description of participants, e.g. regular on-line shoppers>. The key characteristics of these participants are as follows:

· <Key characteristic 1>

· <Key characteristic 2>

Appendix 1 contains a recruitment screener that we will use to recruit suitable participants. Once recruited, participants will be sent the confirmation letters shown in Appendix 2.

On arrival, participants will be asked to sign a statement of informed consent (Appendix 3).

How to complete this section

Describe the key characteristics that you will use to screen participants. Examples might include, “Spend between £50-£200 per month online”, “Regularly downloads and installs software from the Internet”, “Owns a digital camera”. You don’t need to be very specific here as you will do that in the screener itself. The purpose of this section is so that everyone agrees on the kind of participants you will be testing.

4.2
<Author’s name>

<Author’s name>’s responsibilities are to:

· Write this test plan.

· <Responsibility 2>

· <Responsibility 3>

How to complete this section

Describe the key responsibilities of the David Travis of the test plan. Examples might include “Arrange recruitment of suitable participants”, “Analyse the data from the usability testing” and “Summarise the results in a highlights video.”

4.3
<Administrator’s Name>

<Administrator‘s name> responsibilities are to:

· Administer the test.

· <Responsibility 2>

· <Responsibility 3>

How to complete this section

Describe the key responsibilities of the Moderator, other than administering the test. Examples might include “Discuss the results with the project team”. If the David Travis of the test plan will also be the Moderator then just combine these sections.

4.4
Team Members

<Design team member’s names> will represent the design team. Their responsibilities are to:

· Promptly review and comment on this test plan.

· <Responsibility 2>

· <Responsibility 3>

How to complete this section

Describe the key responsibilities of the design team. This is your chance to make sure nothing “falls through the cracks”. Make sure you identify the team members by name and give them specific responsibilities. Examples might include “Book suitable rooms for the duration of the test (including one day’s pilot testing)”, “Help develop a series of test tasks prior to the test”, “Liaise with the development team to ensure the system will support the test tasks”, “Meet and greet participants”, “Pay participant incentives”.

5
Evaluation Procedure

5.1
Location and dates

The usability test will be carried out at <general location of the test facility>. 

We plan to test participants according to the schedule shown in Table 1. 

Table 1: Schedule for the usability test. 

	
	Mar 8th
	Mar 9th
	Mar 10th

	9.00-11.00
	Pilot testing
	Participant
	Participant

	11.00-1.00
	Pilot testing
	Participant
	Participant

	2.00-4.00
	Participant
	Participant
	No-show cover

	4.00-6.00
	Participant
	Participant
	No-show cover


How to complete this section

Describe the general location of the test. 

Adapt the Table to fit your own schedule. If the testing session itself is 90 mins, use two-hour slots. This gives you 30 mins after each participant to reset the system, prepare for the next participant and make up any time caused by the participant being late.

5.2
Test facilities

The address of the test facility is:

<Address of test facility>

Observers are welcome to attend the participant sessions. We ask observers to familiarise themselves with the instructions in Appendix 4.

How to complete this section

Describe the specific location of the test, including the room number so that there is no ambiguity on the day (or in the instructions you will send out to participants). This ensures that any interested parties can attend the testing.

5.3
Pilot testing

The purpose of the pilot test is to identify and resolve any technical issues with the recording equipment or with the <product / web site> that might cause delays to the actual test.  For example, we may find that we need to adapt some of the scenarios so that they can be completed properly, or we may identify a technical bug that could disrupt the testing.  

We expect the pilot test to take one day. When we encounter any problems, we will try and fix them immediately. Because of the working nature of the pilot test, we do not invite observers to this session.

How to complete this section

Adapt the description of the pilot test to suit your needs.

5.4
Test sessions

Each participant session will be organised in the same way to facilitate consistency. Users will be asked to commence each task from the home page, <www.company.com>. Appendix 5 contains the discussion guide that the test moderator will follow.

Introduction

The administrator will begin by emphasising that the testing is being carried out by an independent research agency.  This means users can be critical of the <product / web site> without feeling that they are criticising the designer.  The administrator will not ask leading questions. The administrator will explain that the purpose of the testing is to obtain customer feedback on the designs.  We will make it clear that it is the system, not the user, that is being tested, so that if they have trouble it is the <product / web site>’s problem, not theirs. 

Pre-test interview

At the beginning of the session, the participant will be interviewed to discover his or her wants and needs from <product or web site name>. 

Tasks

In the first part of the usability test, the administrator will ask participants to carry out various tasks with the <product / web site>. The administrator will prompt participants to keep up a good flow of comments as they work.

Post-test questionnaire and word choice

At the end of the test session, participants will complete the satisfaction questionnaire shown in Appendix 6a and the word choice shown in Appendix 6b.

Post-test interview

Once the questionnaires have been completed, participants will be interviewed to uncover their opinions of the <product / web site>.

How to complete this section

Adapt the description of the phases of the test to suit your needs.

6
Test tasks

The test tasks are described below.

· <Task scenario 1>

· <Task scenario 2>

How to complete this section

This section contains the task scenarios, as you will give them to participants. Explain why these tasks were selected (e.g. most frequent tasks, most critical tasks, most troublesome tasks). Describe the source of these tasks (e.g. observation of customers using similar products, product marketing specifications). Include descriptions of any task materials given to the participants.

Your task scenarios need to make sense both to customers and to the business. When developing them, ask:

• What do customers actually want to do with this web site?

• What tasks must be completed successfully to make the web site a business success?

Distinguish frequent and critical tasks

• Frequent tasks are crucial to the success of the system since they will determine customers’ perception of it

• Critical tasks may be infrequent but customers will hate your system if these tasks are not well supported. Installing a plug-in is an example of an infrequent but critical task since it can cause the whole web site to fail.

Check the robustness of each scenario by asking this question of it:

• Is it accurate and realistic?

• Is it specific and measurable?

• Does it describe a complete activity (integrated, not simple tasks)?

• Is the task “portable” to competitor products?

• Does it include enough information to complete the task yet avoid hidden clues?

• Does it describe what the customer wants to do (not how the customer will do it)?

7
Data collection

7.1
Data Logging

We will note down any difficulties faced by the participant, and associated verbatim comments. Each observation will comprise an observational code and a short description of the behaviour. This is the observational code that we will use:

S
Start task

E
End task

G
General comment

P
Positive opinion 

N
Negative opinion

X
Usability problem

*
Video highlight — an “Ah-ha!” moment

B
Bug

F
Facial reaction (e.g. surprise)

A
Assist from moderator

Q
Gives up or wrongly thinks finished

H
Help or documentation accessed

M
Misc (general observation by logger)

Appendix 7 contains an example of the data observation sheet that we will use.

How to complete this section

Many novices to usability testing just sit through a test and don’t take good notes. As you watch the test, you should note down the participant’s behaviours and code your observations. There are five reasons for this. (1) Good note taking saves hours in analysis time. (2) Data logging ensures you note all behaviours, not just the ones that stand out (this helps reduce bias in your observations). This helps you concentrate and focus on the session. (3) When lots of observations come at once, you will be able to just note the observation code — you can then view it later on the videotape. (4) When scanning your notes, the observation codes make it easy to distinguish one class of observation (e.g. the usability issues) from other observations. (5) It’s one of those things you’ll be glad you did when there are problems with the video recording (e.g. when the sound is poor or when the recording is corrupted).

7.2
Video recording

All sessions will be recorded to digital video for later analysis.

How to complete this section

Delete this section if you will not be recording the sessions.

7.3
Usability measures

To collect the usability measures, our starting point will be the definition of usability given in the International usability standard, ISO 9241-11:

“Extent to which a product can be used by specified users to achieve specified goals with effectiveness, efficiency and satisfaction in a specified context of use.”

This definition provides us with more precise and objective terms with which to operationalise and specify usability.  

It is important to note that performance and attitude measures are often independent. That is, a system may be effective and efficient but the customer may have a poor opinion of it. Therefore all three aspects of usability must be addressed in the usability test in order to optimise the customer experience. 

Effectiveness measure: task completion

Each participant’s performance on each task will be rated as follows:

0%
Fails to complete the task correctly, gives up, or succeeds only with an assist from moderator.

50%
Succeeds, but in a roundabout way, making errors, needing to back track or using on-line help.

100%
Succeeds quickly, following the route the designers intended.

How to complete this section

Adjust the ratings or the criteria to fit your situation.

Efficiency measure: Time on task

Where participants succeed on the task, we will note the time taken.

How to complete this section

Delete this section if it is not appropriate. Measuring time on task is usually appropriate only where participants work alone. If the participant is “thinking aloud” then time on task data can be unreliable.

Satisfaction measure: Questionnaires

We will administer two questionnaires (see Appendix 6).

How to complete this section

Modify the questionnaires in the appendix to suit your own situation.

Appendix 1: Recruitment Screener

Note to recruiter: We need <12> participants in total. Each session lasts <90> minutes. We must have a candidate’s completed screener at least one day in advance of the session, so we know which experimental group to assign him or her to.

Hello, I am from <Company name>. We are running a usability trial of a web site and are looking for mobile phone users to take part in the trial.  In exchange we will pay you <£100> by cheque.  

Would you be interested in taking part?

· Yes
Continue

· No
End interview

The trial will be conducted at <Location> and we will need you to attend at a specific time that we can agree in a moment.  The trial will be conducted on <trial dates> and will take approximately <90> minutes.

We will ask you to perform a small number of fictitious tasks using a <product / web site> and ask you a number of questions about how you found it and how you think it could be improved.  We are just interested in finding out how usable the <product / web site> is and how we might be able to improve it.  

Would you be interested in helping us with this research?

· Yes
Continue

· No
End interview

Now I just need to ask you some questions to check your suitability for the research. This will take less than five minutes.

Exclusion questions

How to complete this section

This section contains some general exclusion questions that will apply for virtually any usability test.

1. Are you 18 years of age or older?

· Yes
Continue

· No
End interview

2. Do you, or does any member of your family, work for any of the following organisations:

· A market research firm or market research department? 
End interview

· A company that manufactures or sells mobile phones or mobile phone services? 
End interview

· None of the above
Continue

3. Have you participated in a market research study such as a focus group or usability testing within the past six months? 

· Yes
End interview

· No
Continue

4. Is English your first language?

· No
End interview

· Yes
Continue

Internet Experience

How to complete this section

This section contains some questions relevant for a usability test of a web site where you want relatively sophisticated users. Change the questions / parameters to what suits your user base.

1 How long have you been using the Internet? (Don’t prompt, wait for answer and tick the most appropriate box)

· Less than 1 year 
End interview

· More than 1 year 
Continue

2 Not including e-mail, how many days per week do you use the Internet?

· Every day 
Continue

· Every other day 
Continue 

· 3 days per week or less
End interview

3 Can you access the Internet from home?

· Yes 
Continue

· No
End interview

3 Thinking of the place where you access the Internet most often, how do you connect to the Internet?

· Through a network 
Continue

· Through a broadband connection
Continue 

· Through a dial-up connection
End interview

· Don’t know
End interview

4 I am going to read a list of Internet related tasks. I would like to know if you have personally ever carried out these tasks yourself: (Read and check all that apply)

· Used the web to carry out research on a new product?

· Registered with a website, e.g. by entering your name and address?

· Successfully purchased a product online using your credit card?

· Managed your credit card or bank account online?

· Used the web to get help on how to use a product? 

· Downloaded software from the web?

0 – 4 tasks 
End interview

5 – 6 tasks
Continue

NB: The candidate must have done these tasks personally. If someone else in the household has done these tasks, it doesn’t count.

Domain Experience

How to complete this section

This section contains some domain questions relevant for a usability test for a mobile phone company. You will need to adapt these questions to whatever your domain is.

1 Who pays your monthly bill or pays for your top ups? (Don’t prompt, wait for answer and tick the most appropriate box)

· I pay all of it 
Continue

· I share the costs with someone else
End interview

· Someone else pays all of it
End interview

· Work pays for some of it
End interview

· My work pays
End interview

2 On average, how much do you spend per month on your mobile phone? (Don’t prompt, wait for answer and tick the most appropriate box. If the candidate doesn’t know, ask how much time he/she spends per month on their mobile. Recruit users who spend 100 minutes or more per month.)

· Less than £20
End interview 

· More than £20
Continue

· Don’t know, but spends more than 200 minutes per month
Continue

3 Who is your mobile phone network provider? (Try to obtain a mix)

· Vodafone 
(we need at least 3)

· O2 
(we need at least 3)

· Orange 
(we need at least 3)

· T-Mobile 
(we need at least 3)

· Other 

Demographic questions

How to complete this section

This section contains some questions to make sure you get an equal mix of demographics.

1 Are you (Try to obtain an equal mix of gender):

· Female

· Male

2 What is your age? (Try to obtain a mix)

· 18-29 (we need at least 8)

· 30-39 (we need at least 8)

· 40-49 (we need at least 4)

· 50+

Note to recruiter

How to complete this section

This section encourages the recruiter to make a decision on the candidate’s interpersonal skills. The recruiter cannot ask this question of the candidate but by now will have enough experience during the interview to answer the questions personally.

Before accepting this participant, answer these questions yourself: 

· Is the candidate articulate?

· Can the candidate describe his or her thought-processes?

· Do you think the candidate will be comfortable with strangers?

If in your honest opinion the answer is “Yes”, then go ahead and recruit. Otherwise, decline this participant.

Appendix 2: Letters to participants

A2.1
Initial letter or e-mail

This letter will be sent immediately the participant is recruited.

Dear [Name]

Thank you for agreeing to take part in a usability evaluation of <product or web site name>. This letter provides some background to what you can expect on the day.

Your appointment

Your appointment has been set for <Day>, <Date> at <Time slot> in <Address of test facility>.

If you are unable to make this appointment, it is very important that you let me know as soon as possible so that I can arrange for someone else to attend in your place.

The interview will last about an hour to an hour and a half. During the interview, I will ask you to carry out some realistic tasks with the <product / web site>. While you carry out the tasks, I will sit with you and ask you questions. These questions help me identify usability problems with the <product / web site>. You are the evaluator of the <product / web site>: I am not in any way evaluating you or your performance. If there are problems, they are problems with the <product / web site>, not with you.

Why we want to interview you

<Commissioning company> commissions usability research on the <product / web site> to understand the difficulties and obstacles people face when trying to do common tasks. The evaluation will give you the opportunity to have your say so that your experiences and views can be taken into account. It helps <Commissioning company> because they can take into account people’s views and experiences when deciding how to improve things.

Our responsibilities, your rights

To make sure we interview a proper cross section of people, I may ask some personal questions, such as your job or your age. Your answers are strictly confidential. <The Data Protection Act 1998> guarantees that the information you give me will be used for the purpose of the research only. 

Before starting the session, I will ask you to sign a form showing that you have given me your consent to be interviewed. A copy of this form is included with this letter. The form also describes your rights as a participant. Please read over it before our meeting.

If you have any questions or concerns about the research, please call or e-mail me.

How to complete this section

Adjust the content of the letter, especially the part about the Data Protection Act, to relevant legislation or guidelines in you locality.

A2.2
Follow-up letter or e-mail

This letter will be sent 3-5 days before the test session.

Dear [Name]

I just wanted to send you a reminder about your appointment on  <Day>, <Date> at <Time slot> in <Address of test facility>. I’m looking forward to seeing you there.

If you are now unable to make this appointment, please let me know as soon as possible so that I can arrange for someone else to attend in your place.
A2.3
Thank-You letter or e-mail

This letter will be sent our immediately after the test session.

Dear [Name]

I just wanted to say a big thank you for your time this week. I certainly learnt a lot from you about the strengths and weaknesses of the <product / web site> and I really appreciate the time you spent working through the scenarios. Feedback from actual users is invaluable in any usability evaluation, so I couldn’t have done the work without you.

If you have any questions about the evaluation, please feel free to drop me a line.

Thanks again for your time.
Appendix 3: Statement of informed consent

How to complete this section

Edit as you feel necessary. If you make changes, be sure to check the reading age of the form. As it’s written, the reading age is 12-13.

Purpose of this study

The purpose of this study is to understand how people use a <product / web site>. Your participation in this study will help <Commissioning company> make the <product / web site> easier to use. 

 FORMCHECKBOX 
 The researcher has explained the purpose of the research to me.

 FORMCHECKBOX 
 I have had an opportunity to ask questions about the study.
Freedom to withdraw

Your participation in this study is voluntary. 

· You can refuse to take part at any time.

· You can take a break at any time.

· You can ask questions at any time.

 FORMCHECKBOX 
 I understand that I can leave at any time without giving a reason.
Information we will collect

We will ask you to show us how you use the <product / web site>. We will watch how you do various tasks and we will ask you some questions. People on the design team may view the sessions from another room. We will also record the session and we will take notes to record your comments and actions.

 FORMCHECKBOX 
 I understand that people on the design team may be observing me during the research.

 FORMCHECKBOX 
 I understand that my voice, my face and the computer screen will be video recorded. 
Privacy and Confidentiality

The design team may watch the recording of your session so they can improve the <product / web site>. No-one else will see the recordings. We may publish research reports that include your comments. The data used in these reports will be anonymous. This means you will not be identifiable and your comments will be confidential.

 FORMCHECKBOX 
 I understand that people on the design team may view the recording in the future.
 FORMCHECKBOX 
 I understand that my comments are confidential.
Your agreement 

To take part in the research, please sign this form showing that you consent to us collecting these data. 
Your name:
Date:

Signature:

Appendix 4: Instructions for Observers

Thank you for observing this usability test. We are sure you will find the experience useful.

If you haven’t sat through a usability test before, you might like to know the rules we follow in the observation room.  These rules are important to make sure everyone gets the most from the session.

Please:

· Turn off your mobile phone or set it to silent.

· When a session is in progress, be quiet. It’s important that the data logger hears everything the participant and the moderator says.  If you need to take a phone call or discuss an observation with a colleague, do this outside the room or wait until the session has ended.
· Remember that the room is not sound proofed. The participant may be able to hear you if you are too loud.
· Take notes using the logging sheets we have provided. Your observations will help improve the reliability of our data. Be careful to distinguish the participant’s opinions, which are not always very reliable (e.g. “I’d prefer the navigation bar on the right”) from the participant’s actual behaviour (e.g. failing to choose the correct option). 

Finally, please remember that you are observing just one or two participants. It’s risky making changes based on a small sample, which is why our recommendations will be based on all the participants. This means that some of what you observe today may not make it into our final report.

Appendix 5: Discussion Guide

[Browser maximised at www.google.co.uk. Monitor off.]

Hi, welcome, thank you for coming.

My name is <Administrator‘s name>, I’m a researcher working with <Company name>.  I’m helping <Commissioning company> understand how well their <product / web site> works for people who want to use their services. We would really like to know what you think about it and what does and doesn’t work for you. 

The procedure we’re going to follow today goes like this. I’m going to show you the <product / web site> and have you try out some things with it. After you’ve used it, I’ll ask you to complete some questionnaires that aim to measure your opinion about the <product / web site>. Finally, we’ll wrap up. The session will not last any longer than 90 minutes.

Now I’d like you to sign a form for me. The form is what’s called a statement of informed consent. It’s a standard thing I give to everyone I interview.  It sets out your rights as a person who is participating in this kind of research.  As a participant in this research:

· You may refuse to participate at any time.
· You may take a break at any time.
· You may ask questions at any time.
· Your answers are kept confidential.

We’re also going to be videotaping what happens here today, but the videotape is for analysis only.  It’s primarily so I don’t have to sit here and scribble notes and can concentrate on talking with you.  It will be seen by some members of the development team, a couple of other people, and by me. It’s not for public broadcast or publicity or promotion or anything like that.

Please read over the form and if you’re happy with the content, please sign it. Let me know if you have any questions.

[Let the participant read and sign the form]

[Start video]

Any questions before we begin?

OK, to begin with I’d like to find out a bit more about you.

Customise these questions so that they are relevant.

· What’s your job title and how long have you been in your current role?

· Describe an average day at work for you.

· What items of technology do you own or like to use?

· How long have you been using the Internet?

· How much time do you spend on the Internet each week not including e-mail?

· What kind of activities do you carry out on the Internet?

· What are your favourite web sites? (Follow up with “What specifically is it that you like about that site?”)

· What work-related sites do you use?

Now I’d like to find out a bit more about you and the <product / web site>.

· Have you used the <product / web site> before?

[If Yes]

Customise these questions so that they are relevant.

· Why did you use it?

· What have you done at the web site in the past?

· Where do you access the web site?

· When do you tend to access the web site? 

[The aim of the next question is to generate the first task that the participant can carry out during the test. Make sure that the task is realistic, specific and has a clear end point, i.e. we can say whether it has been successfully achieved. Also make sure that this is a task that the participant would realistically want to do (the participant may describe a task that he expects the product or site to support but that he would never actually want to do himself). Be prepared to help the participant think through the task to come up with a proper scenario that you can use in the test.]

Now, I’d like you to think about the last time you used the <product / web site>.

· What did you use the <product / web site> for?

· Were you able to achieve what you wanted with it? 

[If the participant hasn’t been to the site before, ask instead:]

· What would you expect to be able to do with the <product / web site> that is relevant to your job?

· Can you describe a specific example of when you carried out this type of activity with a similar <product / web site>?

· What functions or features would you expect to find?

OK, in a minute I’ll ask you to turn on the monitor and we’ll take a look at the web site, but let me give you some instructions about how to approach it. 

When you are using the <product / web site>, we would like you to “think out loud”.  This means we want you to tell us what you are thinking about as you use it. For example, we would like you to say what it is you are trying to do, what you are looking for and any decisions you are making. If you get stuck or feel confused, we would like to hear that too. 

Be as honest as possible. If you think something is awful, please say so. Don’t be shy: you won’t hurt anyone’s feelings. Since the <product / web site> is designed for people like you, we really want to know exactly what you think and what does and doesn’t work for you.

[Demonstrate thinking aloud and let the participant practice]

My role is to communicate what you say and do to the design and development team. I won’t be able to provide help or answer any questions.  This is because we want to create the most realistic situation possible. Even though I won’t be able to answer your questions, please ask them anyway. It’s very important that I hear all your questions and comments. I don’t want to bias you toward liking or disliking the <product / web site> — so don’t be surprised if sometimes I don’t say anything in response to your comments or if my response is something neutral like ‘That’s good feedback’.

The most important thing to remember when you’re using it is that you are testing the <product / web site> — the <product / web site> is not testing you. There is absolutely nothing that you can do wrong.

[Start]

The next part of the discussion guide assumes you are testing a web site. Customise this if you are testing a physical product.

Please turn on the monitor for me.

[Monitor on]

As you can see, this is the Google search engine. Is this the search page that you would normally use? [If not, go to the participant’s preferred search engine]. 

Now I’d like you to go to <Commissioning company>’s home page. Can you show me how you would do that?

[When at the home page, ask these questions]

· What’s the first thought that comes into your mind when you see this page?

· What do you think you can do at this site? 

· Are you interested in doing any of these things?

· How does it compare with other sites you visit?

· What sort of image does it convey?

· What does this page make you think <Commissioning company> is about?

· Do you have any immediate comments on the web site?
Now I’d like you to try a couple of things with this web site. Work just as you would normally, narrating your thoughts as you go along. Here is the list of things I’d like you to do. Please read this to me.

[Show the participant the task. If you are measuring time on task, prepare to start the stopwatch] 

Now can you repeat the task to me in your own words?

[Use the following page probes, element probes and empathic questions to keep the participant talking through the task]

[Page probes]

· What’s the most important thing on this screen for you?

· Is there any information missing from here that you would need?

· After you’ve filled it out, what would you do next?

· How would you go to the first page of the site from here? What would you click on?

[Element probes]

· In a couple of words, what do you think this does?

· What does this [label, title] mean?

· Where do you think that would go?

· Without clicking on it, what kind of page would you expect to find on the other side? What would it contain? How would it look?

· Would this feature, as it’s currently presented, be valuable to the way you use <Commissioning company>’s site?

· Is there any other place you’d like to see a feature like this?

[On completion of all the tasks]

Thanks for completing these for me. I’d now like to ask a couple of questions.

· Were the tasks realistic to you? Were there any important tasks missing?
· How would you describe this web site in a couple of sentences to someone with a level of computer and web experience similar to yours?

· Is this an interesting web site? What specifically did or didn’t you find interesting?

· Which aspects of this web site would you find valuable in terms of how you use the Internet for your work right now? 

· Compared to other sites you visit, how does <Commissioning company>’s site compare?

· Is it something that you would use today?

· Would you recommend the web site? Why? Why not?

· Tell me two things you liked about the site.

· If you were to give <Commissioning company> two pieces of advice for improving the site, what would they be?

[Use these empathic questions to elicit more information]

Re-state the participant’s comment:

· You think… because…

· As I get it, you think that…

· If I’m hearing you correctly…

· Let me just check what I understand you’re saying…

· What I hear you saying is…

· I’m not sure I’m with you, but…

· So, from where you sit…

· It seems as if…

· The thing you feel most right now is…
And follow up with:

· Is that how it is?

· Is that right?

· Does that make sense to you at all?

· Is that how it sounds to you?

Please turn off the monitor. I now have two questionnaires I’d like you to complete for me. Once you’ve completed these, I’ll ask you a couple of questions about your responses.

[Hand the participant the questionnaires and explain how to complete them]

[Look at the participant’s responses on the post-test word choice. Remind him about the words he chose. Ask him to explain the five words that were picked]

· “I noticed that one of the words you circled was ‘business-like’. Tell me what you were thinking when you circled that word”.

· “What specifically was it about the web site that made you think it was ‘business-like’?”

Thanks. Do you have any final questions or comments? 
Thank you. If you have any other thoughts or ideas on your way home or tomorrow, please feel free to send me an e-mail. Here’s my business card.

And that’s all the questions I have about the web site, but I have one last thing to ask you. 

· Do you have any suggestions about how we could run these tests better, either in terms of scheduling or in the way we ran it?

Thanks. That’s it, we’re finished.

[Turn video off. Re-set system. Clear history list and delete all cookies.]
Credits: Parts of this script are based on the excellent protocol in Kuniavsky, M. (2003) Observing the User Experience: A Practitioner’s Guide to User Research, pp 275-285. San Francisco: Morgan Kaufmann Publishers.

Appendix 6a: Post-site questionnaire

This questionnaire assumes you are testing a web site. If you are testing a physical product, replace “web site” with “product” and delete questions 11 and 12. This survey is the System Usability Scale developed by John Brooke (download the original paper from http://www.usabilitynet.org/trump/documents/Suschapt.doc)

Considering the site you have just used, indicate your degree of agreement or disagreement with the following statements.
1. I think that I would like to use this web site frequently

Strongly Disagree 1---2---3---4---5 Strongly Agree

2. I found the web site unnecessarily complex

Strongly Disagree 1---2---3---4---5 Strongly Agree

3. I thought the web site was easy to use

Strongly Disagree 1---2---3---4---5 Strongly Agree

4. I think that I would need the support of a technical person to be able to use this web site

Strongly Disagree 1---2---3---4---5 Strongly Agree

5. I found the various functions in this web site were well integrated

Strongly Disagree 1---2---3---4---5 Strongly Agree
6. I thought there was too much inconsistency in this web site

Strongly Disagree 1---2---3---4---5 Strongly Agree

7. I would imagine that most people would learn to use this web site very quickly

Strongly Disagree 1---2---3---4---5 Strongly Agree

8. I found this web site very awkward to use

Strongly Disagree 1---2---3---4---5 Strongly Agree

9. I felt very confident using this web site

Strongly Disagree 1---2---3---4---5 Strongly Agree

10. I needed to learn a lot of things before I could get going with this web site

Strongly Disagree 1---2---3---4---5 Strongly Agree

How to calculate an overall usability score

To calculate the usability score, first sum the score contributions from each item. For items 1,3,5,7,and 9 the score contribution is the scale position minus 1. For items 2,4,6,8 and 10, the contribution is 5 minus the scale position. Each item's score contribution will therefore range from 0 to 4. Multiply the sum of the scores by 2.5 to obtain the overall value.
How to interpret the score

Score
Grade

Less than 60
F

60-69
D

70-79
C

80-89
B

90-100
A

Based on Bangor, A., Kortum, P. & Miller, J. (2009). Determining what individual SUS scores mean: Adding an adjective rating scale. Journal of Usability Studies, 4 (3) 114-123.

Appendix 6b: Post-site word choice

Step 1: Read over the following list of words. Considering the <product / web site> you have just used, tick those words that best describe your experience with it. You can choose as many words as you wish. 

· Accessible

· Advanced

· Ambiguous

· Annoying

· Appealing

· Approachable

· Attractive

· Boring

· Brighter thinking

· Business-like

· Busy

· Clean

· Clear

· Cluttered 

· Compelling

· Complex

· Comprehensive

· Confusing

· Consistent

· Contradictory

· Controllable

· Convenient

· Counter-intuitive

· Creative

· Credible

· Cutting edge

· Dated

· Desirable

· Difficult

· Distracting

· Dull 

· Easy to use 

· Effective

· Efficient

· Effortless

· Empowering

· Energetic

· Engaging 

· Entertaining 

· Exciting

· Expected

· Familiar

· Fast

· Faulty

· Flexible

· Fresh

· Friendly

· Frustrating

· Fun

· Hard to Use

· High quality

· Illogical

· Impressive

· Inadequate

· Incomprehensible

· Inconsistent 

· Ineffective

· Innovative

· Insecure

· Intimidating

· Intuitive

· Irrelevant 

· Meaningful 

· Misleading

· Motivating 

· Non-standard

· Obscure

· Old

· Ordinary

· Organised

· Overwhelming 

· Patronising

· Poor quality 

· Powerful

· Predictable

· Professional 

· Relevant

· Reliable

· Responsive

· Rigid

· Satisfying 

· Secure

· Simplistic

· Slow

· Sophisticated

· Stable

· Stimulating

· Straightforward

· Stressful

· System-oriented

· Time-consuming

· Time-saving 

· Too technical

· Trustworthy

· Unattractive

· Unconventional

· Understandable

· Unpredictable

· Unrefined

· Usable

· Useful

· Vague

· Value for money

Step 2: Now look at the words you have ticked. Circle five of these words that you think are most descriptive of the site. 

Appendix 7: Data logging sheet

	S
	Start task
	
	B
	Bug

	E
	End task
	
	F
	Facial reaction (e.g. surprise)

	G
	General comment
	
	A
	Assist from moderator

	P
	Positive opinion 
	
	Q
	Gives up or wrongly thinks finished

	N
	Negative opinion
	
	H
	Help or documentation accessed

	X
	Usability problem
	
	M
	Misc (general observation by logger)

	*
	Video highlight — an “Ah-ha!” moment
	
	C
	Clickstream


	Time
	Code
	Description

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Appendix 8: Usability test checklist

3 weeks before the test

 FORMCHECKBOX 

Agree test objectives

 FORMCHECKBOX 

Agree on the feature set that will be tested

 FORMCHECKBOX 

Agree participant profiles

 FORMCHECKBOX 

Create participant screener

 FORMCHECKBOX 

Engage recruitment firm

 FORMCHECKBOX 

Book out any equipment you’ll need (e.g. room, computer, video camera)

2 weeks before the test

 FORMCHECKBOX 

Write task scenarios

 FORMCHECKBOX 

Write test plan and send to stakeholders for review

 FORMCHECKBOX 

Invite observers

1 week before the test

 FORMCHECKBOX 

Check recruitment is on schedule

 FORMCHECKBOX 

Finalise and issue test plan 

 FORMCHECKBOX 

Send out appointment time, map and video consent form to participant

 FORMCHECKBOX 

Check the prototype supports the scenarios — modify scenarios if necessary

 FORMCHECKBOX 

If anything you’re using needs batteries, get spares

1 day before the test

 FORMCHECKBOX 

Print scenarios on index cards for easier handling

 FORMCHECKBOX 

Print test script

 FORMCHECKBOX 

Print participant questionnaires (1 per participant)

 FORMCHECKBOX 

Print video consent forms (participants may forget to bring the one you sent)

 FORMCHECKBOX 

Print “Instructions for observers”

 FORMCHECKBOX 

Print the scenarios on a single sheet

 FORMCHECKBOX 

Run pilot test with a friendly local — modify test script and scenarios as necessary

 FORMCHECKBOX 

Obtain cash for participant incentives

 FORMCHECKBOX 

Print receipts for participant incentives

 FORMCHECKBOX 

Create a timetable showing participant schedule — include each participant’s phone number

 FORMCHECKBOX 

Telephone tomorrow’s participants and confirm attendance

 FORMCHECKBOX 

Email observers and confirm attendance; attach the test plan

 FORMCHECKBOX 

Disable any software that might interrupt the test (like calendar reminders, email alerts, instant messaging)

 FORMCHECKBOX 

Bookmark the site to make it easier for you to find during the test

 FORMCHECKBOX 

Ensure you have a contact number for any technical support you may need


The morning of the test

 FORMCHECKBOX 

Put “Instructions for observers”, the list of scenarios and a copy of the test plan in the observation room

 FORMCHECKBOX 

Check the prototype works

 FORMCHECKBOX 

Check the recording equipment / screen recording software works (audio and video)

 FORMCHECKBOX 

Check the video and audio feeds in the observation room

Before each participant arrives

 FORMCHECKBOX 

Re-set the web site to its default state: clear the browser history, delete cookies, load a blank browser page

 FORMCHECKBOX 

Turn off the screen (but keep the computer running)

 FORMCHECKBOX 

Start the recording equipment

 FORMCHECKBOX 

Randomise the scenario cards

When the participant arrives

 FORMCHECKBOX 

Manage expectations — explain the setting

 FORMCHECKBOX 

Ask the participant to complete a consent form

When the participant is finished

 FORMCHECKBOX 

Ask the participant to complete a post-test questionnaire

 FORMCHECKBOX 

Check if observers have any follow-up questions

 FORMCHECKBOX 

Pay the incentive and get a signed receipt

 FORMCHECKBOX 

Stop the recording — name the recording appropriately

 FORMCHECKBOX 

Prepare for the next participant

At the end of each day’s testing

 FORMCHECKBOX 

Discuss the findings with observers — agree on the top issues

 FORMCHECKBOX 

Backup and secure all recordings

1 day after the test

 FORMCHECKBOX 

Send a thank-you note to each participant

Within 1 week of the test

 FORMCHECKBOX 

Present findings and agree necessary changes

[image: image1.emf]Dr David Travis @userfocus

ATTEND A WORKSHOP

Attend a public training courses. You'll find an up-
to-date schedule here:

https://www.userfocus.co.uk/training/index.html

INVITE ME IN

| can bring my workshops to you and run them for a
fixed all-inclusive fee no matter where you are. You'll
find more information on in-house training here:

https://www.userfocus.co.uk/training/in-house-
training.html

THANKS FOR BEING PART
OF He USERFOCUS
COMMUNITY

| love creating articles, resources and eBooks for the
user experience community.

But it's my consulting and training work that pays the
bills.

If you want to support the work that | do, here are
some ideas.

BUY AN ONLINE COURSE

Buy one of my online video courses on Udemy.
You'll find a list here:

https://www.udemy.com/user/davidtravis/

COLLABORATE

Commission me to optimise the user experience of
your product or service. You'll find more information
on my consultancy services here:

https://www.userfocus.co.uk/consultancy/
index.html





https://www.udemy.com/user/davidtravis/


https://www.userfocus.co.uk/consultancy/index.html


https://www.userfocus.co.uk/consultancy/index.html


https://www.udemy.com/user/davidtravis/


https://www.userfocus.co.uk/training/in-house-training.html


https://www.userfocus.co.uk/training/in-house-training.html


https://www.userfocus.co.uk/training/in-house-training.html


https://www.userfocus.co.uk/training/in-house-training.html


https://www.userfocus.co.uk/training/index.html


https://www.userfocus.co.uk/training/index.html


https://www.userfocus.co.uk/consultancy/index.html


https://www.userfocus.co.uk/consultancy/index.html







THANKS FOR BEING PART 

OF THE USERFOCUS 

COMMUNITY

I love creating articles, resources and eBooks for the 

user experience community. 

But it's my consulting and training work that pays the 

bills. 

If you want to support the work that I do, here are 

some ideas.

ATTEND A WORKSHOP BUY AN ONLINE COURSE

Attend a public training courses. You'll ﬁnd an up-

to-date schedule here: 

https://www.userfocus.co.uk/training/index.html

Buy one of my online video courses on Udemy. 

You'll ﬁnd a list here: 

https://www.udemy.com/user/davidtravis/

INVITE ME IN

I can bring my workshops to you and run them for a 

ﬁxed all-inclusive fee no matter where you are. You'll 

ﬁnd more information on in-house training here: 

https://www.userfocus.co.uk/training/in-house-

training.html

COLLABORATE

Commission me to optimise the user experience of 

your product or service. You'll ﬁnd more information 

on my consultancy services here: 

https://www.userfocus.co.uk/consultancy/

index.html 

Dr David Travis @userfocus


27
Page 1 of 1

