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https://www.realself.com/

Search RealSelf.com. Q

realself.

Smart cosmetic treatment
decisions start here.

User Research | Usability Testing | Personas

realself.

Established the UX research program and team from
the ground up for a growing organization disrupting
the cosmetic treatment industry.

Provided leadership, strategy, and overall guidance to
the organization.

Sourced and conducted 100’s of in-person and remote
sessions both consumers and doctors.

Worked cross-functionally in an agile environment
with product managers, executives, designers and
developers to identify strategic business questions and
translated into research sessions.

Communicated findings throughout the organization
to help with empathy and bring the voice of the
consumer to the company.

Established best practices for conducting user
research and implemented supporting processes.
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Created an agile based UX research program for a
leading supplier of Android mobile phones supporting
the worldwide marketing and design organization.
Sourced and performed in-person usability testing
and research sessions with over 300 people in less
than two years that positively improved site
experiences and conversions.

Worked cross-functionally with product managers,
designers and developers to identify strategic
business questions and translated into research
sessions within an agile framework.

Communicated findings throughout the organization
to improve overall site experience by directly
impacting task success and business conversion.
Conducted competitive usability tests of several
website support tools. Proposed a set of best
practices and a site structure and wireframes.



https://www.myavista.com/

Conducted competitive assessments to determine best
practices within the utility industry.

Interviewed consumers to determine pain points and
needs.

Re-designed the site experience.

Conducted usability tests to identify problem areas to
address prior to delivering the new website
experience.
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Planned and conducted in-home research study in
multiple cities to understand menu planning, recipe
usage and online grocery shopping experiences.

Some households cooked meal using a recipe from one
of several recipe apps during the visit and other
households provided feedback on numerous recipe
app experiences.

Delivered research findings to validate user personas
and informed a pilot for an integrated recipes and
online grocery shopping experience.
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NATIONAL SECURITY. NATIONAL HEALTH

Polar Vortex Hits The
Midwest With Life-
Threatening Cold
Temperatures

Washington State Officials
Declare State Of
Emergency As Measles
Outbreak Continues

Trump Administration
Begins Production Of A
New Nuclear Weapon
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Planned and conducted over 30 in-person and remote
interviews with member stations of various sizes
across the country to understand the complete audio
workflow lifecycle.

Delivered findings that informed the first delivery of an
audio storage platform for use in public radio stations.
Conducted a phase 2 follow-up with 24 remote
interviews to identify pain points, validate and inform
the next set of deliverables supporting audio
distribution.
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User Research | Field Study

DUNKIN’

Planned and conducted in-store site visits in various
cities within all regions of the United States at both
Dunkin and Baskin Robins stores.

Main goals were to understand how stores functioned,
how workers interacted with the point-of-sale system
to support customer orders and to establish customer-
ordering patterns.

Research informed re-design of a dated point-of-sale
system.

https://www.compassion.com/act/default.htm

Create a Explore

User Research | Usability Testing | IA/Interaction Design |
Process Design

A

Compassion is a child-advocacy ministry pairing
compassionate people with children living in extreme
poverty to release the children from spiritual,
economic, social, and physical poverty.

Led interviews with potential users to identify
motivators for taking action with the goal of releasing
children from poverty.

Conducted competitive research to understand best
practices in fundraising.

Defined processes to support the entire fundraising
process and challenged constraints of the larger
organization to reduce barriers to usage.

Designed and usability tested a web application to
engage and encourage more users to take action in
support of reducing extreme poverty in children.
Created annotated and detailed interaction
specifications for the development team.
Coordinated work efforts across several agencies.

https://www.washingtonwine.org/

SHINGTON STATE WINE WINE  RESOURCES ~ EVENTS  RESEARCH  NEWS

On behalf of the state of W«

mission of the Washington State Wine Commission is to raise

shington and its wineries and growers, the

awareness and demand for Washington State wine through marketing
and education, while supporting viticulture and enology research to

drive industry growth.

THE LATEST FROM WASHINGTON STATE WINE

Usability Testing
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WASHINGTON STATE WINE

Conducted competitive assessments of several west
coast state travel site experiences and travel planners.
Formulated and executed usability tests to assess task
completion and overall usability of the tourism
planning tools.

Identified aspects of each experience that consumers
liked and found useful versus aspects that hindered
their ability to find and act upon desired information.
Delivered a findings report which was utilized to re-
design the clients travel and planning website based
on desired consumer experience.



https://www.cardinalhealth.com/en.html
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User Research | Field Study | Usability Testing |
IA/Interaction Design

CardinalHealth”

Conducted in depth field visits at hospitals, care
continuum facilities and pharmacies to learn about
work environment and issues to inform a re-design of
a product purchasing system.

Formulated and executed a usability strategy that
proved to be a catalyst for migrating users to a web
based application online ordering system subsequently
reducing training and support costs, and increasing
usability, as users were able to successfully complete
tasks in close to 90% of the time previously required.
Redesigned the online ordering system and conducted
iterative usability tests to ensure prior issues were
addressed.

https://www.htc.com/us/re/re-camera/

RE Camera Digital Experience

User Research | Usability Testing

HTC launched it’s first non-smartphone device in 2014:
RE Camera. RE was launched as a standalone sub-
brand, therefore needed it’s own digital presence.
The project involved translating product brand inputs
into a fresh, clean digital experience. The focus was to
build the emotional connection, as well as a more
practical goal of incorporating commerce and driving
conversions.

Conducted UX research.

Conducted iterative usability testing of website
experience.

https://www.vive.com/us/
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User Research | Card Sorting | Usability Testing |
IA/Interaction Design
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Utilized a card sorting exercise to inform the site map.
Created a site map and preliminary site structure and
high-level wireframes for initial research and testing.
Conducted iterative usability testing of site experience
designs.

Investigated alternatives for incorporating a VIVE
software store.
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AOL CONNECTED LIFE PRODUCT EXPERIENCE

User Research | Usability Testing

Aol.

Worked with a consulting team in the early stages of a
new product concept.

Collaborated very closely with a stealth team to help
craft the product features, strategy and brand.
Product was designed for display on multiple devices
and platforms — iOS + Android.

Conducted user research around different Ul,
branding, and designs.

Conducting usability testing.
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©BreadVvault

BreadVault was an early-stage startup providing
interactive tools to help parents educate their kids
about financial responsibility.

The primary vehicle for the product is mobile, with a
supporting website.

Phone and tablet lead the product design to provide
an easy, fun experience for parents and children to
use.

Collaborated with team members to create
information architecture, interactions designs and
page flows.
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Venuel v@

Project was a for a very early stage startup who
wanted to put out a lightweight utility app to help
build buzz around the business.

App was intended to be used by live music venues to
record exclusive footage or photos of touring bands,
and easily upload and share with their social
networks.

Created information architecture, app flows and
wireframes.

Conducted user research to inform design iterations.
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@ People to People

International Travel Programs

Consolidated 8 different websites and checkout
processes into a single unified experience.
Interviewed parents and potential host leaders to
understand the type of information needed to make
decisions around the various program offerings.
Created the site structure and wireframes for the new
experience.
Old user experience was complex
o Difficult to complete simple tasks
o Multiple sites with different design, user
experience and types of information
o Too much information with no apparent visual
hierarchy
Old user experience was uninspiring
o Did not convey the energy and excitement of
the travel experience
o Disconnect between look and feel and desired
target audience expectations
o Static interaction experience that did not
leverage current web technologies
o Lack of new content provider little reason for
users to return
New user experience was simple
o Improves usability and effectiveness for
completing key tasks
o Simplified user experience and established a
consistent visual language
o Created a logical, intuitive and extensible site
information architecture
o  Provide users with the information they need
New user experience was aspirational
o Created desire and excitement for the travel
experience
o Developed a contemporary visual design that’s
in line with audience expectations
o Used innovative web technologies to enhance
and extend the experience
o Drove stickiness and create reasons to return
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DAVID € COOK’

B2C and B2B re-design for a leading publisher of
Christian related Sunday school curriculum and
related books and other related resources.
Conducted competitive research to understand best
practices and leverage into website redesign.

Created the site structure, page flows and wireframes
for the new experience which was SharePoint based.
Created annotated and detailed interaction
specifications for the development team.



https://www.stemilt.com/
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Facts

Honeycrisp was first crossed in 1960 by researchers at the
is a cross between the

great-tasting apple that became a favorite of many
American consumers.

Honeycrisp was introduced to the commercial market in 1991
5 Honeycrisp has gained fame and notoriety, more growers.
have begun planting the apple. Honeycrisp is exceptionally
crunchy and juicy, and its sweet-tart lavor makes It @ great
fresh-cating apple. Honeycrisp Is a patented variety, 5o growers
must obtain a license to grow the apple.

Nutrition Summa

Serving Size 1 medium apple (1549)

Amount per serving
Calories 80 Calories from Fat 0
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Rtean Organc 3433/

Characteristics

Appearance:
Elushed scarlett over a yellow
background

Texture & Firmness:
Crispy and snappy.

Internal Character:
Creamy white
Rocolve Quarter
Flavor: Nutitional Roundup.

Sweet-tart
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[ 7 ,
o unt @w
Excellent fresh or in salads. o
> oive e s
ofthe Earth,

© 2007 Stemilt Growers, Inc. All Rights Reserved.
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20th year
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Applesweetss
Natural Apple Stices.
Learn more.
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€
| PINATA! Apple:

. Il
What is a surprise. = 3
s PINATAY
tastebuds? sy "

Learn more

www.PinataAppl
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~—

S\ For the table: hat:

A Commitment to
Sustainability and Soc
Responsibility

Fruitofthe

Site Visits | 1A/Interaction Design
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World Famous Frai(

Worked with a longtime family run business that
grows, packs, and markets World Famous apples,
pears, cherries, peaches, nectarines, apricots, and
organic fruits.

Visited several tree fruit farms and a fruit processing
center to learn about the intricacies of processing tree
fruit for deliver to the marketplace.

Created site map and new website design.

Created site structure, wireframes and interaction
design patterns and worked with visual team to bring
the new experience to life.
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PACCAR

Redesigned an outdated large parts catalog that lacked
protections to prevent prior work from being
overwritten by a different user and also had highly
manual interactions.

New design resulted in streamlined workflow,
increased efficiency, and check-in/checkout options.
Created site map and new website design.

Created site structure, wireframes and interaction
design patterns and worked with visual team to bring a
more modern and appropriate design look and feel.
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New items: 123 buas, 43 discussion threads, 23 blog posts. e vour et Lt
= Get Version 3.2.5 ¥ tigh priocity vou
o e
Name for [Product] o *
a Connection Name for [Produ
New items: 23 buas, 3 discussion threads for [Product]
) Product description ut wisi enim ad
for [Product: minim veniam, quis nostrud
* [Product] 9 suggestions * tation ullamcorper

Mot interested! Shaw me «
Connection Name for [Product]

escription ut wisi enim 2
it s exerci

(@) Aows users adajremave widgets from this page ail at once. Th
10 reveal the options when the customize ik 1s Cicked.  LELCTIZE )

iz pane wil drop down

Connection Activty Since Your Last Visit

£ A1 Your Announscements?
Crss Reader?

014 Your Nosncatos”

] Buos Voted For”

] Suggestions Youve Voted For 2

e

User Interviews | Personas | IA/Interaction Design
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B Microsoft

Conducted interviews with 36 different community
members to understand existing pain points, issues,
frustrations and motivations for participating in a
community based open source code program.
Community consisted of product teams and the larger
user community who desired to engage with the
product teams.

Delivered research findings which also informed the
new web site design.

Created personas for key users.

Created site map and new website design.

Created site structure, wireframes and interaction
design patterns along with annotations for the
development team to build the new experience.



https://www.athenahealth.com/

home patient calendar clinicals billing reports admin research athena

ZXxX5ADEDNOTk  news &messages appointments clinical dashboard practice dashboard

Overall Practice Status — March DD, YYYY

2005 from 10:00 PM until 12:00 PM.

[ important News viewal | | Current To Do’s ViewAl
Medicare Broadens Coverage of Preventive Services Total 15
Beginningin YYYY all newly RX 3
will be for . LabResults 3
More Details Unclosed Encounters 2
PatientCases 5
System maintenance will be performed on March 30, Miscellaneous 2

More Details
[ Appointments Today viewall | [ Practice Summary View Al
Time  Patient Description Total 2378 3912
Total Practice Holds 20 $2.338
9:00 JackAdams Total AthenaHolds 15 51574
215 JaneSmith Total No Shows 1500
Total Missing Slips 103
Mary Weinwright o
s Mo Weinwight Total Ineligible 35
#30 BillBlass Total Reschedules 5
Total Reminders 700

Scheduling.

Subjective Objective

home patient calendar clinicals billing reports admin research athc

Order Sign-off

User Research | Field Studies

Diagnoses
QuickPicks
0] 0088-- gastoentetts, vral 1 0340- streptocaceal sore throat septic: . Minor v
wooinal sore ot A Est. worsening | |
lanmgits, phanmgits, tonsilis
[0 07810 - viral warts, unspecified 3 goiter mutt. | New ¥
07999 - viral syndrome N Dragto reorder
0 2410- nontoxic 9 roid nodule;
2411 ®
[ 24200 6
disease; exophialmic ortodc goiter nos; graves' isease; primary thyroid hyperplasia
O 24220- ofthyrotoxic i
cecondan tyrold perasia .
[ 2452 - chronic ymphocic tyroidits hashimoto's disease; struma
ymphomatosa; tyoidits: autoimmune, hrmphocyic (chroric) v
Soarch
Show Joter
Save and Next

| 1A/Interaction Design

‘sathenahealth

Conducted site visits with small and larger medical
practices to understand current issues in using patient
management software.

Provided key findings to client which also informed a
redesign of key experience flows to improve overall
usability.

Created page flows and wireframes which were used
to create a new look and feel for the application.

Preliminary Sketches and Ideation

When starting to think about a design challenge | start sketching different ideas and approaches to jumpstart the ideation

process.

\ L QARRSR e o
‘ 1
\‘ ok wssagiey e eRd

Vo e PR
Sy i
\ ‘%:@\\.u\ J(T“R'XE / anslatny
\ ~ | L L/% r&(\
. - ‘}‘w; /
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| \‘ o g 7 \g
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Process Flows

Sample flows created to support several large-scale projects.
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Sign In

Template TBD
All users

Clicking Sign In will open an
xhtml/ajax panel or may be
persistent (see wireframe)

Sign In Error Forgot Password
Template TBD Template TBD
All users All users

— 10 0.0.0 — 100.0.0

Cart

Template TBD
All users,

— 0.0

Detail Download
Template Product
tail

All users

— D 0.0

Ohnemus Work Samples

Continue Browsing

Confirmation

Password sent
in the email

Affiliate happens
on main page

Create Account

Template TBD
All users

10 0.0

Account Error

Church Account
Request
Template TBD
All users

3 1D 0.0.0

Template TBD

All users,
D O.

Email Sent

Church Account

Church Account

Continue As Guest

Template Form
All users

No

Yes: Signed-In?

Sign-In

Template Form
All users

with a Yesa| Association Request Confirmation
Template TBD Church? Template TBD Template TBD
All users All users All users
100.0.0 — l 100.0.0 l 100.0.0
Email Sent
Account Preferences
N Confirmation
Template TBD Template TBD
All users, All users
10 0.0.0 —3 1D 0.0.0
Email Sent
Continue As Guest Church Association/
Y Create Account
Template TBD €S~ Template TBD
All users All users
— 100.0.0
No Create an account and
No Will create an account church association
as part of checkout
Shipping Payment
Checkout? Yes—- Yes—- Account
Template TBD Template TBD Creation
(=D ATz Confirmation
— 10 0.0.0 — 100.0.0 Email Sent
No
Verify Order
Template TBD
All users

— 10 0.0.0

Order Confirmation

-

Template TBD
All users
10 0.0.0
Email Sent

S

Account

Creation

Will create an
account as part of
this

Confirmation
Email Sent

9

firmati
Download (Order) :::.nau"s“e:ton
Confirmation
Yes—m »
Template Transaction
All users

1D 0.0.0 %
M

Continue Browsing
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Site Maps

Site map representation of several websites.

o o2
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Comservaton Eors
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Future Koas:
sk Eimo (aka: Ask e Expert)
Post

irte arices ofinterest
Have paople rate

NN
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Sponsor a Child

Ways To Give

Get Involved

About Us

Blog

Donate Now

f

ACT
for Compassion

v

!

!

'

!

!

v

Explore (HUB)
(R2)
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Dashboard

Volunteer

Fundraising

Share
Sponsorship

(R2-In Progress)

Resources or
Library (Future)

Leam (Future)

Create Manage End User
ey il }0""-'"- } v ]
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Personas

Examples of two personas informed by user research.

Age:39 + Married, 2 children + PRSpecialist « HHIS$120k+

01
Wants to address
s . Most Fearful
Facial wrinkles and volume loss, minor post-baby fat ) .
Least experience with
Experience cosmetic treatments.
Had a cosmetic treatment before? Yes No
{as friends who have had a treatment, but wants to investigate what s right for he 02
. Willing to t
Barriers 9 Ty
Ready to sample
+ Is worried something might go wrong « Afraid of looking fake or having a bad outcome . . .
+ Doesn't want to overpay - Doesn't want to be pressured minvasive options.
+ Doesn't know where to start, how to compare  + Doesn't want surgery
03
Goals No long term plan
+ Find a quick, easy path to get the information she is seeking Not sure about
+ To find a doctor or clinic near her that she can trust and afford, committing to a regimen

with good reviews in the treatments she is considering

since she has not yet
seen results and doesn't

Stage know how long they will
last.
DICOVERCLEABN  FRNDTREATMENT  sHOPFORA CONTACT& CONSULT  GETATREATMENT  RECOVER AND
ABOUTREASELF | OPTIONS ProvibeR WITH APROVIOER Py
Motivations

+ Turning 40 and wants to look her best, feel more confident, and avoid
ageism at work.

+ Wants to invest in herself and feel like her outside matches her inside.

1 User Profile
Mel ISsa Educator

e < 4 .
L4 y w' 1 Tam a 34 year old mother of one child who just turned one. Iam a High About Melissa
y 4 | School Teacher with 11 years of experience. I spend a lot of time taking
i‘ care of my son right now but also really enjoy being around my students. Age: 34

T have travelled with high school students overseas and feel that this is one
of the most life changing experiences a kid can have. I love getting to know
the kids and connecting with them in ways not possible in the classroom. It Years in the Business: 11
is fun to watch them grow and learn, plus I enjoy traveling.

Profession: High School Teacher

. N ; Location: Boulder, CO
I spend an hour or so on the computer a day. I primarily use email and the

Internet to do research for school related activities, but I also post pictures Married with 1 kid: Boy 1
for my family to view photos of my son. During the school year I have to
work under many time constraints, so for me to spend time on something it Hobbies: Traveling, biking, reading, and softball
really needs to be engaging. Since my time is limited the ability to
efficiently find what I am looking for is critical. Ambassadors Activity: None, but thinks she may have received a letter at some
point
Melissa’s Goals Melissa’s Attitudes Melissa’s Frustrations
\/ Provide the best learning experiences as possible for her students I travelled as a student and always encourage my students to go X When people are not trying, especially students
abroad
\/ To be well organized and efficient with her time X When sites are slow or I can’t find information I need
T expect questions I have to be answered in a timely manner
\/ To be a lifelong learner both in and out of the classroom X Lack of good customer service particularly when having
If something does not grab my attention so I will remember it, a problem that is not being addressed
it will get buried and forgotten about
To be there for my students and family: caring, compassionate
and hopeful X Poorly written content really turns me off
I will engage with an organization I can trust
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User Research Questions

Demographics and Background

Goals

17

Tell us a little about yourself?

What is motivating you to consider a cosmetic
treatment?

Who are your customers? (Industry,
characteristics)

Who makes the decision to find a solution to the
problems XXXXXX can solve?

How do they make that decision?

Who do you think the target audiences are for this
site?

Which audience is most important?

What do you think your target’s current
perception of XXXXX is?

and Objectives
Tell us about how you engage customers in a
discussion about growing their XXXXX footprint.
Do they typically contact you? Do you contact
them? How does it work?

Ohnemus Work Samples

Other Research Questions

Why do you use XXXXX? How did you find out about
it and what motivated you to register?

How often do you use XXXXXX?

How do you use XXXXX? What do you usually do
when you visit XXXXX?

Is anything missing from XXXXX?

What would make you more likely to continue using
XXXXX?

Have you used the bug submission process? If YES,
what’s working with the bug submission process?
What do you like about the current tool?

Are workarounds required to complete tasks?

What pain points do you have with the bug
submission process?

What would the optimal bug submission process
be?

What motivates you to coordinate or be a
developer on a project, and to continue?

Why do you use XXXXX.com? Positives, negatives in
your opinion?

Do you use other sites as well? How does XXXXX
compare?

When you visit XXXXX.com, What do you typically
do? How often do you visit? (Tasks)

Do you feel like you’re a part of a community?



Sample Tasks and Usage Scenarios

Tasks

e  Search products/solutions

Create an account/profile e Browse products/solutions

Learn about organization e  Order (single or multiple accounts)
Learn about programs and trips e C(Create and add to projects

View immersive trip experiences e View recent orders

Nominate a student e View order status

Refer a colleague or friend e Quick order

Opt in for trip and program information e Save order template

Reserve a space for a trip e  Dynamic order history (top items)
Enroll in a trip e  Return items

Pre-trip planning activities e View new product information
Post-trip activities e View average monthly/yearly usage

Usage Scenarios

Find the details for a cosmetic procedure you are interested in.

Find a nearby highly rated Botox provider.

Richard has placed the same order for the past three months. He knows that he will probably place a similar order
each month for the next several months. He decides to save this order as a template called, “MONTHLY ORDER.”
John is re-organizing some existing equipment and realizes he needs to protect some cables between equipment
and distribution bays. He goes to Telect.com to find a product that meets this need.

John performs a search and views the search results. He identifies a likely candidate and looks at the details.

John adds the item to an order which he submits.

John returns to the office on Monday and checks the status of the order he placed late last week.

Ann placed an order last week. When she placed her order, several items were on back order. She ordered several
of these items so that she would receive them as they became available. She decides to visit websiteurl.com to
view the status of these backordered items.

Julie is browsing the site and reads information about the trip and watches a couple of videos. She decides that
this trip to Australia sounds really cool and interesting. Knowing that she is not able to attend the specific trip she
decides to indicate interest in a future trip by providing here email and interest information.

Tonya was nominated by one of her teachers and receives a nomination letter from Ambassadors. She decides to
go to websiteurl.com to learn more about the program and the trip she was nominated for. She is interested in
this trip but is unable to make the meeting so they reserve the trip online. She returns to the site later and
participates in an online virtual meeting to get more information on the trip.

Research Findings

18

e My typical approach to sharing research

Key Takeaway Key Takeaway Key Takeaway .. . . . . .
insights is to deliver key findings in near real-

time to team members to keep projects
moving forward followed by the details.
e  Atypical structure includes background and

Link to Details

Details demographics, key insights and takeaways,
detailed findings and recommendations along
with next steps.

e Detailed findings are structured to best
match the needs of the organization and
various methods are used to disseminate
findings throughout the organization.

Expectations
Screenshots
Positives
Improvements
Supporting Quotes

Next Steps

Ohnemus Work Samples



Research and Usability Testing — HTC Support

Conducted a baseline support test followed by a

re-design

test and subsequent baseline support landing and two
iterative tests of new support landing page concepts.

Support Section Test Objectives

e Understand desired needs, features or functionality

for a product support/help center.

e  Establish baseline for the existing HTC support section.
e |dentify likes and dislikes of several other support/help

centers.

e Compare performance across several competitive

support/help centers.
e  Obtain initial reaction to product navigation

Information Collected
e Demographics
e Recent tech support examples
e  Overall usability
o Ability to complete tasks
o Areas of confusion/difficulty
o Likes/dislikes
e Subjective rating of site (support section)
e Reactions to alternative support centers
o Ability to complete tasks
o Areas of confusion/difficulty
o Likes/dislikes

Participant Descriptions - Baseline

pful

(B

=8

Relevant Attractive()
Frustrating Accessible

Time-Consuming
Slow

alternatives.

d

Organize

Professional
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Useful

Procedure

Tested with 12 participants along with post re-
design follow-up test with 12 more.

Each iterative support landing concepts tests
were conducted with 6 participants.

Sessions were held in public locations and lasted
approximately 60 minutes.

Interviewed about a prior support experience.
Completed 5 HTC support tasks.

Obtained feedback on other support sites.
Order of feedback materials counter-balanced.
One-on-one facilitated and scripted sessions.

Findings Layout

Demographic and brand exposure.

Overall support experiences.

HTC support expectations.

Overall likes and what’s working.

Overall what’s not working.

Search insights.

Overall task performance and ratings.
Detailed HTC task performance and insights.
Competitor support performance and insights.
Next steps.

Participant Descriptions — Post Re-Design

U

=
sablgig gang eg

Understandable
©

ar

Helpful

or

Easy to use

L
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Task Success Across All Tasks

100%

90%

80%
70%

60%
¥ Round 1

50%
¥ Round 2

40%

30% -

20% -
10% -

0% - ! !

Success

Delayed Success  Did Not Complete

Sample Task — Find How To Pair New Phone With Bluetooth

100%
90%
80%
70%
60%
50%
40%
30%
20%
10% -
0% T 1

Round 1 Round 2

M Success

Delayed Success

H Did Not Complete

Task Difficulty: (R1) 3.2/5.0 — (R2) 1.7/5.0

e “I would think this would fall under personalizing, but it
doesn’t.”

Sample Competitor - Samsung Support

Performance
e  Task success lower than HTC.
e Task difficulty rating worse than HTC.

Insights

e  Product marketing at the top is annoying.

e Does not guide user to the answers.

e Entering/selecting all of the product information just to
start is frustrating (entering model).

e  Filter topics on the left are cumbersome and difficult to
use.

e Search provides auto suggest.

e Clean design.
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Standard Usability Score (SUS)

Percentile Rank

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

%

80 90 100

50 60 70
FDCB A
Task Findings

Where started

e Search

e Browsed in Support
e Browsed in Products

Not sure where to find it
e 9 o0f 12 overlooked the videos for this task.
e Looked in multiple areas.
o Personalizing, setting up, internet connections,
wireless sharing
e 6did not find it.
o 6 found it but not where expecting
o Expected to find this under getting started
e BlinkFeed needs to be better exposed due toit’s
importance.

e “I'd leave by this point.”

Task Success Across All Tasks

Find Your Product

Use the dropdown menu to find the product that you need help for.

Mobile -

Cell Phones -

v < Choose your

Select a Product

e “There are lots of drilldowns just to get an answer. Why
do I need to enter the model number? | have to take the
phone apart, that’s crazy.”

e “This is way too much work. Too many roadblocks.”



Support Rankings

100% -
90% -
80% |
70% |

60% |
50% - - 3rd
2nd

W4th

40%
W 1st

30%

20%

10%

0%

T T
Apple HTC Motorola Samsung

1st/2nd: Apple 8 of 12; HTC 11 of 12 3rd/4th: Motorola 8 of 12; Samsung 11 of 12

Device Support - Expectations

e 10 of 12 expect to enter phone or select it to start the
process.

All want to be able to search/type in a specific issue.

All want to see contact channels easily accessible.
Expect categories to select from at some point.

All expect to see a search once a device is selected.

8 of 12 expressed desire to have community support
infused with formal support if formal support is the lead.

o “lexpect to either type in my phone type or select it, but |
want to also enter my issue or question.”
e “lexpect to have categories to select from.”

Participants Likes and Dislikes
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Device Support - Expectations

e 10 of 12 expect to enter phone or select it to start the
process.

All want to be able to search/type in a specific issue.
All want to see contact channels easily accessible.
Expect categories to select from at some point.

All expect to see a search once a device is selected.

8 of 12 expressed desire to have community support
infused with formal support if formal support is the
lead.

o “lexpect to either type in my phone type or select it, but
I want to also enter my issue or question.”
e “lexpect to have categories to select from.”

Device Support Concept Preferences

100%

90%

80%

70%

60%

50% ®2nd
st

40%

30%

20%

]

0%

Current Search Device/Search Search/Image Search/Modal

Desireability out of 5 3.8 3.7 4.2 35 2.7

Device Support Recommendations

Iterate on
e  Full categories always visible.
o Simplify the core essence of the page.

o Device/search and type ahead functionality.

o Keep quick links and contact information.

o Show updates but do not lead with them.

o Keep either top articles or videos only but not

both on landing page-too much information.

Remember people come to support because they are
having an issue — help them quickly solve it.
Test design concepts in next research session.

Ongoing

e Improve search results based on various terms users
are searching on — get at least one HTC support
result/direct link on Google search results.

e  Continue to re-imagine what support could become to
be viewed as a valuable resource.

e Iterate roadmap for implementing recommendations to
address challenge areas.

e Conduct research to assess content effectiveness.



Usability Testing — Large Scale Intranet

Role

Services

Marketing

Tech Sales

Sales

Evangelism

O O | r | N N

Persona Geography

Colin 3 United States 6
Petra 3 Canada 2
David 3 Mexico 1
Jolene 1 UK 1

Satisfaction Questionnaire Responses

7.00

Average Ratings

Overall Usability Web Usefulness

Information
Quality

m Baseline m Post Launch w2009

Task Times

Interface Quality

Plot Area

Minutes

Find Bl Case  Find MS Online

Study

Services

Find MS Find Sales &  Find Site Listings ~ Find Recent
Licensing Marketing
Contact Events

mBaseline mPostlaunch u Follow-up
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Product Launch Training Course

Find Online Personalize

InfoWeb

Methodology / Approach

Utilized the functioning Intranet.

Users completed a series of scenarios and
tasks to exercise core elements of the web
site.

In one-on-one facilitated sessions lasting 1
hour.

Conducted initial tests with 10 users from
different locations around the world.

One user participated in the second round
and new users in a subsequent follow-up.

Sample Scenarios

Home page evaluation
Find case studies

Find presentations
Find events

Find product sites
Find training

Search for ...

Sample Quotes

Baseline: “You now know why | never use it.
Apparently there’s lots of stuff, but it takes a
long time to find it-it’s very frustrating.”
Post: “It is much easier to use and find
information than in the past.” “Search is
better than | expected, but still has a ways to

”

go.

Positives

People want to search; this is the first
inclination for all participants.

“Make search more effective and easy to use;
I really like the search breakout on XXXXX
Web.”

“I am frustrated by searching and the results
it provides.”

“It’s not my job to hang out on XXXXX;
anytime | come to XXXXX it is costing us
money; it needs to be fast!”

“Search is better than | expected, but still has
a ways to go.”



Issues and Concerns

1. Users currently not getting good search results.

2. Takes alot of time to sort through the results to find
something that approximates what they need; many old
items are showing up; are they relevant still?

3. Results do not allow users to filter by role, date, content
type, region, language, industry, or product.

4. Only showing 10 results per page is frustrating to users.

5. All users were frustrated by the terrible system
performance; slow, slow, and slow.

6. Expect better performance.

Single most cause of user frustration and will drive
them from using XXXXX.

Time is precious for field people and they waste a
lot of time; time which takes them away from their
customers and their jobs.

Field people are not connected like internal
employees.

“l usually go to XXXXX to search before XXXXXX; |
now realize XXXXX search is not too bad, but it still
needs lots of improvements. Search results should
be presented with tabs like on XXXXX.”

“It is easier to go to the Internet than log into
XXXXXX-performance is a big issue.”

From follow-up: “This redesign is a lot cleaner and
more modern than previously. It’s cool. It is much
faster and easier to find things than before.”
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Recommendations

Search

1.

Incorporate faceted MOSS search capabilities and
allow various methods to sort and filter search results.

2. Explore turning on stemming functionality.

3. Enable the option to sort search results by Modified
Date.

4. Display by default more than 10 results per page.

e At minimum 20-25 per page.

5. Allow users to change the number of results displayed
per page (including Show All).

6. Implement “best bets” and keywords.

7. Use search log analysis to inform keywords.

8. Encourage better usage of metadata and provide best
practices information for content owners.

Performance

1. Improve system performance.

2. Reduce page refreshing as much as possible.

e On home page for example, moving from one tab
to another does not require a page refresh.
e  But on the site directory page this is not the case.



Usability Testing — Competitive Benchmarking

WINE  RESOURCES  EVENTS  RESEARCH

On behalf of the state of W on and its wineries and grov

mission of the Washington State Wine Commission is to raise

awareness and demand for Washington State wine through n
and on, while supporting viticulture and enology research to

drive industry growth.

THE LATEST FROM WASHINGTON STATE WINE

s News

View More

K3 [ = e o
EXPLORE OREGON # EXPERIENCES # SEASONAL OFFERINGS # TRAVEL TOOLS

‘ The Coast  Pordland Metro My, Hood The Gorge>  Willameste Valley  Southern Oregon  Central Oregon  Eastern Oregon

[ YounJounnev: Trare Oregon  Exsore Oegon» M. HoodThe Gorge » Outdr ecreatin» "0 Saimon ver TroA

MT. HOOD/THE "Old" Salmon River Trail [ eewen Dotiecus Y

D, E
GORGE EXPERIENCES Zigzag, Oregon

skt
© urcoming events EGON.
37 ATTRACTIONS P
) B0

8 PLACE TOSTAY
‘OUTDOOR 0" Salmon River Tradl follows the Salmon River in lush old growth forest. While the grade is mostiy gentie, there
RECREATION are some short hils. The trafl comes up onto the road at a few points. During winter and spring seasons, be

¥ anacinoe: prepared for fording 3 couse creek.

«e» PLACES TO DINE
WHERE: 70220 E. Highway 26 FOR MORE INFORMATION:

% TRIPS WE LOVE Zigzag, Oregon 97049

Phone: 503-622-3191 or 503-663-1704

T T

NEARBY ATTRACTIONS:

Wildwood Recreation Site and Cascade
Streamwatch

BLM park off Hwy 26 near Weiches. Offers.
Mt Hood Brewing

e ve ales are created in the...

THERE'S ALSO. ‘

GREATESCAPES - 0ad
FALL/WINTER of the Oregon Tra buit as an...
LODGING PACKAGES
September 1, 2007 ‘
March 1, 2008

View more attractions ©

PLACES TO STAY NEARBY:

Mt. Hood Resort Condominiums
Cat for Rates

The Cabins Creekside at Welches
5555

The Resort at The Mountain
$55-5555

View more places to stay O

2 Get the insice 5coop on Oregon events... —
) STAY IN TOUCH... subscribe to the Travel Oreson newsistter. Enter your email address SUBSCRIBE O
See samgie

OREGON. WE LOVE DREAMERS. ™

Home | Visitor Centers | Free Travel Guides | Travel Oregon Newsietter | Travel Oregon Magazine Articles
Site Map | Send a Postcard | Contact Us | Privacy Policy | News Room | Go See Oregon | Tourism Industry
Deutsch | Japanese | Italano

_\ To contact us please cali: 1 800-547-7842 JP_

P
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WASHINGTON STATE WINE
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Overview

e Conducted competitive assessments of several west
coast state travel site experiences and travel planners.

e Formulated and executed usability tests to assess task
completion and overall usability of the tourism
planning tools.

e |dentified aspects of each experience that consumers
liked and found useful versus aspects that hindered
their ability to find and act upon desired information.

e Delivered a findings report which was utilized to re-
design the clients travel and planning website based
on desired consumer experience.

Oregon Travel.
What it Did Well
e Regions

o Shows regional information and items/ideas

related to the specific topic looking at.

o Shows selected item locations on a map.
e Easyto add destinations to the trip planner.
e Seasonal offerings and related items to topic viewing.

“Easy to find and store things.”

What Could be Improved

e Ability to re-order items in trip planner.
e  Provide driving directions.

e  The name of the trip maker.

Sample Quotes

e  “Seasonal offerings are helpful to know what’s
happening at a specific time.”

e  “Outdoor Recreation area is wonderful with all the
breakdown of things to do.”

e  “This is way better than Expedia-it doesn’t do any of
this stuff.”

e Travel journal: “Is that where people would give
feedback on their experience?”

Washington Wine. “Very simple. | got everything fast.”
What it Did Well
e Map
o Auto zoom as region/area is selected.
o Includes details and balloon bubbles with
summary information.
e Easyto add destinations to the trip planner, view and
re-order them.
e  Provides point to point directions from a starting point
and all points in between.
e Ease of accessing the planner.




25

&' — TAKE ME HOME... /
EAPLORE OREGON  EXPERIENCES  SEASONAL OFFERINGS % TRAVELTOOLS

{A YOUR JOURNEY: Travel Oregon » Travel Toals - Weather, Road Conditions, Where to Stay & Where to Dine » Travel Journal
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MY DESTINATIONS

TAKE IN THE SIGHTS

syou explore the Travel Oregon site,
mark the events, activities, lodging and
attractions that interest you, They wil
be stored here in your Travel Joumal,

PLAN YOURTRIP
Register to create an account that
saves all your destinations and allows
you to create custom trip itineranies
10 help plan your Oregon experience.

MAPIT

Use the map tacks { ’,) 10 show each
item on the map and start seing how easy
itis to get from one place to another,

Map the State & Bul Your Tour

Refining Your Wiery Search

MY DESTINATIONS

1 "0ld" Salmon River Trail
’ Zigzag, OR

2 Mt Hood Brewing.
’ Government Camp, OR

3 Timberline Lodge
’ Timberline Lodge, OR

Profles

®
"0ld" Salmon River Trail L
T0220E. Highway 26 b
Tigzag, OR 97049

"0ld" Salmon River Trail is 6.2 &
miles long and located just north of
the Salmon-Huckleberry Wil demess.
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What Could be Improved

e  Make the zoom in/out controls more obvious.
e  Ensure that the winery summary does not interfere

with the refine search box.
e Better denote selected region boundaries.

Sample Quotes

e “|t’s not perfect. Professional, a few tweaks to make it

perfect.”

e  “Drag to re-order items, that’s pretty friendly; and it

reflects on the map.”

e  “Asearch feature so you could narrow it down right

away would be good.”

Task Performance

e  Most tasks for California and Texas were failures or

completed with assistance.

e “If I had more time to spend | could figure it out most

likely.” (Older demographic)

e “I would not stick around. | would leave and go to

Google.” (Younger demographic)
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