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m “Please look at this ...”
(page, application, form, etc)

=  Answer required immediately

The

= We know the ‘right’ answer is
challenge: testing
“tell me = But...

now

There isn’t any time
There isn’t any budget
We're supposed to be experts
anyway
m So, what to do?
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The 30-minute version

5 steps
for = How do you review a product

for usability, but make that
review user-centered?

a user-
centered

expert
review

Step 1: Don’t look at it

= You only have one chance to see it for the first
time...and to think about it like a user

m If you look at it before you try to use it, you'll see it
differently

Time so far: 1 minute for discussing this point
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Step 2: Write a story

m Also known as a ‘persona’
(but we don’t have time for full persona development)

m The story
= Who is using this product?
= Why are they doing it? How do they feel about it?
= What do they expect to happen?
= Are they different from us, right now?
m If so, how different?
= Are we confident we really know these people?

Time so far: 5 minutes

Try it

m We've been asked to look at a web page for a

state motor vehicles office.
= Working with your neighbour:

= Who is using this site?

= Why are they doing it?

= How do they feel about it?

= What do they expect to happen? ’%
m Are they different from us, right now?
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Step 3: Try to use it

m Why are they using the site?

m If they are looking for information, try to find it (or find
the first step you would take)

» If they are trying to do something, try to do it (or find
the place to do it)

= What else do they want to know? Can they find the
information they need?

Time so far: 15 minutes
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Step 4: Now look at it

m Look for relationship problems:
= What are the users goals?
= What are the business goals?
= Are these in alignment?
m Look for conversation problems:
= Are the headings, text and images meaningful?
m Can the user find good “first clicks”?
m Look for appearance problems
m Does it look tidy and attractive?

Time so far: 25 minutes
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Step 5: Reporting

m We've got 5 minutes left from our budget
= Not enough time to report everything

m Suggestion: pick examples of different types of
problems
= relationship
m conversation
m appearance

m Include at least one positive comment
= Your aim: get more time

_ =  What we've just described is
A bit really a “persona-led heuristic
more Inspection”

about = The user story — the persona
being and goal — guides the review.

user- = Your knowledge of usability
and good design help you
understand the problems “the
persona” encounters.

centered

m Heuristics (guidelines or a
checklist) can help you keep
critical points in mind.
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Using personas to guide the review keeps

us grounded in the user experience

= You may have

= A well-developed set of personas (or information
about users in another format)

m Almost no information besides common sense and
your own assumptions

m But you can still create a user story and base the
review on that story.

Case study: At the Open University, we use

personas to review new designs

G EORGE OU Home - Enty Portal s‘”"_‘_’_ff_f,”_?,';'____ -
“Brofessional updater” | o
Enguirer

SCEHARD

George has set himself a target of Lok
getting a plan together within a few ,
weeks, He iz looking for how to get a "'-,l"
degree; keywords are ‘management, N iy
health, occupational therapy®. | '?\"‘ =

He iz at home in his study with a beer.

WHY Do THEY VisIm THE OU L — "Ik s

George saw an advert for the OU on 'Public

Servant' online. Open University
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We ask how each persona will start their

journey on the site

SITE WALK-THROUGH WITH PERSOMNAS - 23 JUNE 2004

Persona First Click Use of Search Pathin Site Summary
Ruth Student Home Mot lkely to search |+ From U Home Ruth chooses ‘Studying st the | Generally successhul
(login) g Although a current shudert
“The learner™ or +  From there she either browses the subjects — | Ruth is in many ways like an
I m:ﬁr:gugzi??d:mnm and is oree | enguirer.
Student ou v Sucress depends on her firding
+ O she clidks ‘Talk to a person’ and finds cut | links that help her maintain a
(602 of traffic) about events in her area, carnection bo the OU ard be
Alternative engaged For each course,
« Ruth may start from Student Home where she | /2 need to ensure that the ste
does not take aurrent students
tries Mext course but is put off by the o
" v granted, and offers
rechanical nature of the page.
appropriate sUPPOM even on
+  She goes into her qualification page and from | the student home.
there dlicks through to mare infarmation
about the BAMBS; degree.
B
George Shudying st the | Lises search only «  From 0l home page, chooses “Studying st | Successful.
= when browsing Fails the GU
There are enough keywards on
“professional +  He then clicks into Health and Social care and | the page to attract George and
updater” is a bit confused by the spparent richess of | interest him ko read mare.
GOl Latersl links that nffer a warisky
Enquirer +  He tries Management and eventually comes of optionz are important for
across the BA/EGE degres which balks sbout | success in answering any of a
Aexibility of subject matter which appeals to | wariety of questions.
(~30% of traffic) himn,
+  He also notices and navigates to the Credit
Transfer information — he may be able to
count his GipHE towards the degree,

Case study: A review of a county council

web site.

Our personas

= Jenny, a young

mother

= Amir, a shopkeeper

= Dennis, recently

retired

m Gina, just moving

into the area

m Darren, a teenager

m Edna, an elderly

resident
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Case study: A comparative review of

technology shopping sites

Experienced Geek

This is the current typical user. He
is young, techie and knowledgeable. Whether
he’s building the perfect system, checking out
the new toys or doing a favor for a friend,
he's always in the market for new gear.

‘When he hits the site, he knows what he's
looking far

The best price on a specific item
The best product to meet a specific need

He's not concerned with subtleties or pretty
graphics — just get him the information he
needs ... and then get him the products as
fast as possible.

He needs a user interface with:

Fast paths to products, with all the
information in ane place

All of the technical details...all of them

An easy way to store research, so the
final purchase is easier.

Online Shopper

This user is an experienced online shopper.
Amazen sends her Christmas cards, and
she knows how to find the best airline fares
She’s way over being nervous about her
credit card or e-commerce security.

The one thing that does scare her is buying
e-gear. Why can't the computer and
electronics industry make fewer products
and give them easier to remember names?
She used ta think she knew this stuff, but
she still remembers when she bought the
wrong graphics card —- and couldn’t return
it

She likes being offered advice — as long is it
is reasonable, and actually helps.

She needs a user interface with

= Easy-to-read information about each
product (on any page with product info)

= Information about requirements,
warranties and other policies in clear, plain
language

= Good pictures to help her recognize
products she has seen in an article or store

Tentative Shopper

This user is a more general consumer. He is
likely to be looking for consumer electronics
or computer accessories, not parts to build
his own machine. He's a little embarrassed
about how little he knows about electronics,
but this only makes him a little angrier when
sites don't give him the information he needs

What he really wants is to ask his friends, but
you can’t do that forever — and even then, he
has to get online and find what they
recommend.

He needs an interface with:

Guidance that doesn't make him feel
foolish

A way to ask questions, or find products
without part numbers or too precise
language

= Support in finding compatible products
(or aveiding incompatibilities)

If you have assumptions, state them clearly

m This makes it possible to understand the context
in which you make a recommendation

m You can acknowledge constraints (business or
design requirements) you had to take into account

m You can adjust your opinion more easily if you
learn something new
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A good review considers more than just a

checklist

m Checklists are useful to help you remember points
to think about

m The activity of looking at the site from the
perspective of a user story helps you focus on the
user experience.

m Put them together...and you have a user-centered
expert review

The two-day version

What if = Add more depth and breadth
you've to your view
got more

time?
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Get a second opinion

= More people means
= More insights
m Less chance of getting fixated on a minor issue

m For best results: real users

= But you can also work with another expert,
business (SME) experts or other surrogates

Look at the competition

= What other sites or products do your users see?

® Who else asks similar questions?

m Are there any conventions that you should be
exploiting?

= How are those sites organized?
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More comprehensive reporting

m Wider coverage of tasks and people

m Include more users, especially those that contrast

= Include more user goals
m Wider coverage of problems

= Aim to discuss details of every question

» If the client likes a particular severity scale then use it
m Make the report easier to use

= Include more screenshots / call-outs

m Edit to focus on most important messages

Let’s try it with more than one story

Jason has taken a year off after high school before
continuing his education. He wants to know how to
apply to the Open University.

Margaret has taken several courses, following her
interest in creative writing and literature, but she
would now like to find a course on photography.

Martin is a busy business consultant looking for a leg 7S
up as he moves into management. He’s like an MBA.
Does the OU have a program for him?
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The Oxfordshire Gateway

How we reviewed a

prototype for a site with an
index to all government
services in a local area




Step 1: Don’t look at it

m Actually, did have to look at it (briefly) to check
that the prototype was working

m Tried to avoid more than a glance

Step 2: Write a story

= Jenny: a young mother

= Jenny is 20. She’s married with two children under 4. They live on
a three-bed semi on a big estate. She likes to get out but it's hard
struggling with the kids. She left school after secondary school and
is now a full-time mum.

She used the Web a lot at school, but these days it's mainly for
shopping.

She doesn’t encounter local government services very much, just
gets annoyed if the rubbish isn’t collected and she’s been
researching schools as her elder child will soon be starting nursery
and she’s also thinking ahead to primary school.
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Step 3: Try it - Why is Jenny looking for a

government service?

‘2 Oxfordshire Gatewa: icrosoft Internet Explorer
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Step 4: Now look at it

m Let’'s compare our observations
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Step 5: Get a second opinion

m Combined review:
= both of us

m Recommended usability testing
= and they did do it

m Recommended accessibility review
= and they did do it

m Client becomes over-
confident
resists doing usability testing
m Consultant becomes over-
confident

knows less about these users
than she thinks she does

m Heuristic methods known to
be rather poor at predicting
actual problems

= What do you think?
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The five-day version

What if = With five whole days...the
you've answer is simple. Go find

got more some real users.
time?

Luxuries are available

m Run a proper usability test
m Watch staff using the data
m Typing it in (if paper forms)
= Retrieving it (for any forms)
m Track a batch of forms through the process
m Look at a sample of data

m Easy if you have paper forms
= A bit more challenging for other forms
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How to make a review user-centered

= Think about
= People first
= Then, what they want to do
» Finish with guidelines

References

m Persona-led heuristic inspection

= assets.aarp.org/www.aarp.org_/articles/research/oww/
AARP-50Sites.pdf

m Oxfordshire gateway report
= www.WQusability.com/presentations
= Open University online services team pages
= http://www.open.ac.uk/online/
m FormsThatWork - Caroline’s three-layer model of the form

= www.formsthatwork.com
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