Usability Testing Reports

There were three groups of users used to test the membership and update forms. The tests were informal and conducted by UPA chapter leaders. Detailed reports are included on this page. Note that some changes were made in the forms based on comments from the first tests, so the later tests in Washington DC included those updates. 

· Sweden 

· UK 

· Washington DC 

1. Sweden
· Test facilitator: Asa Granlund 

· Participants: Three native Swedish speaking undergrad/grad students with good knowledge of English. 

· Summary: In general thought to be "relatively uncomplicated and straightforward". 

Membership application
· Membership options and Dues: 

· One user selected "Professional membership", but then started to fill in "College or University" too. Quickly saw mistake and deleted. 

· Personal information: 

· One left "Job title" empty. "I wouldn't know what to write there... I'm not sure WHAT I am..." 

· "What is my country code?" One user filled it in straight away, one wanted to, but couldn't remeber it, and the third entered the Swedish format, example: 013-17 04 24 

· One user exluded all Swedish letters, in address and also in his own name "I assume it can't read them... I always end up with funny names at conferences...) 

· "Should I write Sweden both in the Address field and in the Country field? Hmmm..." 

· Method of payment: 

· Radio button "Credit card" off when a specific credit card is selected. "Confusing..." Only one of the testers noted this. 

· "If I choose Check or money order and print, should I still submit electronically" Tester concludes that he would, just to make sure. Also adds " I wonder if it fits on one page if I print it?" 

· One tester had serious concerns about safety. Didn't like to submit credit card no at all (not knowing how safe the site was), but selected that option anyway. Didn't understand the concept of Money order, and said "As soon as I saw "US dollars in the text I went for the credit card option - the other seemed complicated. It's about striking a balance between safety and simplicity". 

· Another of the testers also said that he didn't understand what Check or Money order meant. "Some kind of invoice or transfer?" 

· Memberships in other orgs: 

· One tester hesitates: "What does this mean? Does it ask if I AM a member". When asked later, says he though he might be asked if he WANTED to become a member... 

· "What if I'm a member of several other orgs... Well, I should probably just list them with a comma between them". 

· Privacy restrictions: 

· One tester got very irritated with this, saying: "I'm not sure this is even legal here - this kind of "negative agreement". What he meant was that you can't be included on a list that gets rented for money by NOT doing something (i.e. by being passive - you should have to perform an action in order to agree). 

Update form

· All testers found it amusing to have an option to change first name. 

· Two testers had problems remembering their current information. "I can't remember what I filled in originally - I need to see that information!". One tester then comments that if he was offered to view his information, others might access it too, and he would not feel comfortable with that... 

· One tester had problems with the Privacy settings. Why fill them in? Her interpretation was that she should give the information again (even though she hadn't originally come to the site to change that information) just to make absolutely sure that they were right and didn't get updated in the wrong way when the form was submitted: "Better safe than sorry..."

2. UK
· Test facilitator: Caroline Jarrett 

· Participants: group review by chapter executive group 

· General consensus: much better than previous version. 

1. The benefits information should be done on the page with the 'join here' link, or fully explained. (links to what the benefits mean) 

2. Do we need the 'I agree to ...' at the start? Suggestion was to put it back at the end !!! 

3. If we retain 'I agree to', then there should be a yes/no box choice to make it a proper question 

4. Dollars should say US $ to distinguish from other types of dollaars (Canadian, Aus.) 

5. Voting priviledges of professional members shouldn't be on the form - move to benefits description 

6. Not entirely clear that 'College or university' is part of Student membership, and its font size is too big 

7. Personal information says 'school' but should be consistent with 'college or university' 

8. Phone number caused some discussion, but consensus was to leave it as freeform 

9. Why do you want fax number? Faxes are used so rarely these days 

10. Is there any format checking on the fields? 

11. Do you accept direct funds transfer / banker's draft? (For people paying from overseas who don't want to use credit card) 

12. Memberships: discussion about whether we need a note 'check any that apply' or whether it's obvious. 

13. It should read 'memberships of other organizations' not memberships in other organizations 

14. Not clear that membership directory is only available to members 

15. What are UPA announcements and how often will I get them? 

16. Recent testing results from Lisa were that the 'send' button should be on the right, as participants always went for a button over there. I don't feel that strongly about it but she was adamant. 

17. Preferably remove the clear form button altogether, but if others insist that it should be there then move it far to the left. 

18. Is this a secure server? What is the privacy policy? 

3. Washington DC
· Test facilitator: Christy Mylks 

· Participants: 7 participants tested, most (not all) experienced professionals, all with long web experience. If they were current members of UPA, were given the update form first, before the app form. 

Update form
· Most people liked the look of the form-relieved by clean, simple layout. Found it easy to move through. 

· Overall success rate high despite voiced concerns. 

· People didn't like the update form as much as the app form; they felt more uncertainty about their success and the information blocks seemed harder to use. See below. 

· Recommend marking required field(s) (on both forms). Ps were not certain what was required, and several of them mentioned this fact. People less familiar with UPA have little idea what to expect. However, did not cause failure. 

· Recommend revisit address/phone block. 

· Recommend indicate a person will process this form. Solves many anxieties. 

· Recommend change wording of privacy settings to "opt in"-e.g., "do list me, do rent, do include"-many comments on this and this section took more time to complete than rest of form altogether. 

· Fix typos and inconsistencies (E-mail/email, colon/no colon, etc.) 

· Not everyone read text at top.

ID Yourself area:
Critical failures: None.

However, one change here might help prevent failure in info. Section: Many participants didn't understand why they had to "enter their phone and email twice", Recommend clarify why are asking for contact information. Example:
"What is the best way to contact you with questions about your changes? " Or even: "Someone at UPA will review your changes and make the updates. What is the best way to contact you if we have questions?" -This has the added benefit of telling the member that a person, not a database, will be processing this information-a point of anxiety for at least half the participants.

Good to have:
include a block for middle name/initial? Some people joined with a middle name/initial (or might use a first initial with middle name as main name) and weren't certain UPA would ID them without it.

Consider adding member ID as an optional field?

Information area:
Critical failures: Forgetting to enter new phone number and/or email within this block. Either thought already had entered (in id yourself section), or thought were done when entered address despite change in phone/email.
--recommendation: Add an additional block for phone and email? Also, see recommendation to clarify

Possible failures:

· Ps uncertain how to remove existing information if they had nothing to replace it with (example, lost your job, how get company name out of URL, or how remove mailing address if not want published). 

· Much uncertainty, anxiety over whether person or automation is updating the member database. About half thought person, half thought automated. Strongly recommend reducing anxiety, which will lead to fuller use of form, by cuing people that a person will make changes. See ID Yourself section. Example: P very worried zip+4 (the +4 part) would get bounced, when it's a cricital part of her address for mail delivery (id's her building). 

· Also tell them the information that will be published is same as information used to send paper mailings. 

· Mention fax, country in label for address box or do same as on app form. 

· More than one phone number possible to enter? If so, imply. 

Nice to have:

· List company/school name even if not part of address. (they can, but they don't know it, and it will be used in address). Maybe checkbox if part of address?? 

· Ability to mark each type of info for publish or not publish in directory-more member control over their information-requested and some expected. 

· Tell them any info not changed will remain the same? Not critical, but would induce better satisfaction with the form. 

· Ability to enter more information about one's company. 

· (Searchable) fields for: areas of interest and expertise, job type, industry (govt, edu, comm.) [great idea if we can do it-good for sharing, marketing, targeting] 

Privacy section:
Failures: None really. But almost dead stop in this section: much concern, care taken, annoyance expressed.
Recommend word items as "opt ins": all parallel, positive, "friendlier", trustworthy. (rent, UPA may send, list).
Recommend move "list me in directory" down above website items.

However, everyone completed this section because not sure if old settings would be kept.
Recommend blurb of "If you would like to change your privacy settingsŠ" in this section. (may not be necessary if current settings displayed.)


Application form
· Most people liked the look of the form-relieved by clean, simple layout. Found it easy to move through.
Overall success rate high.
Mark any required fields?
Would be good to indicate a human will be processing this information-- that it's not an automated database entry (just as for update form). Some Ps were concerned the freeform address information, etc., would not be processed properly.

· Minor inconsistencies: Some field labels have colons, others don't.
Most participants expressed a desire to be able to renew membership online. However, only one person thought she might be able to use the online application form to renew. If this form is expected to double as a renewal form, add cues to that effect (retitle as "join and renew" or some wording containing the word "renew", annotate the $25 new member fee, etc.)
One participant wanted to know if we're running the form through a screen reader. Nice idea.

Benefits and Mission Statement
Benefits-

… most people skimmed these, accepted them, but thought listing them unnecessary as they would probably have seen them on a prior page by the time they decided to start the application.
… Participants found the bullets easy to skim, liked them.
… Will the magazine will be available online as well as on paper

Mission:
… At least one participant missed the mission statement itself completely, despite reading the benefits and the statement about "agreeing to uphold the mission statement"-and wondering where the mission statement was. Chunk as one unit paragraph? Highlight in some way with a bold title?

… 1 or2 participants didn't like the mission statement being on the app form (and wondered jus twhat "support and uphold" meant they would be expected to do).

… most other participants accepted it as making sense there and passed over it quickly.

Some Ps expected a link in this area to the organization's privacy policy and ethics code, etc., not just the benefits and mission statement.

Membership Options and Dues Section
Critical failures:
None.

Good to have:
… include a block for middle name/initial? Desired by some participants.
… Note whether to use this form if you are a "returning" member whose membership has lapsed by a year-will the $25 fee still apply?
… One member thought the $25 new member fee was annoying, given that the form was just being processed automatically into a database. Thought there ought to be a discount for new members, as an incentive.
… Might indicate how the second email address is going to be used.
… Interesting to note that, for those mailing checks, the economical use of space is important-they want to print as few pages as necessary, and used "print preview" to check. I.e., don't let just one or two lines run over to a third page.

Method of Payment Section
critical failures seen here:
No mailing address for checks. Two participants said they wanted to see it right there next to the "make payable to" area; although all participants scanned the page for the address. Recommend include mailing address for checks on page either at top or bottom, or near the "check" selection. [Fine if address part of standard header/footer for pages]

Possible failures:
Two participants entered the expiration date in the wrong format (mm/yyyy instead of mm/yy). Once they had started typing, they could no longer see the example format. Recommend putting the format example next to, rather than in, the entry box.

Fix the broken code that's causing the credit card radio button to flip off once a credit card brand is selected. Or, eliminate one of the button sets.

Nice to have:
Not sure if any error-checking is being done, but: several Ps mentioned that they expect error-checking to be performed if they are entering their credit card information.

Notes:
Witnessed Ps entering hyphens and spaces in their credit card numbers.

Information section:
critical failures seen here:
Recommend improving label for address box-one participant forgot to include her city, state, and zip after had entered her street number and name as her "address".

Possible Failures:
Is it a problem for someone to enter their email address in the "alternative" email address field but leave the main email address field blank? (One participant considered her home email address to be, de facto, her "alternative" email address even though it is the one she uses most.)

Company or school block: Allow users to include company or school even if not part of address.

One participant ignored the "country" box. Label as required?

Nice to have:
… Some participants wondered how UPA would use the "alternative" email address. Nice to indicate why it is wanted and how used.
… Might indicate how much of this information is required-not knowing bothered people, although they filled out the form regardless.
… (Searchable) fields for: areas of interest and expertise, job type, industry (govt, edu, comm.) [great idea if we can do it-good for sharing, marketing, targeting]
… One P expected to be able to join a local chapter or SIG on the app form as well, based on what similar organizations do.


Notes:
… The entry box text for the address block is a different font from the font used in the other entry boxes.
… Witnessed hyphens and parens in phone numbers.
… One P was overjoyed that the company name block allowed her enough characters to spell out her organization's full name ("not everyone knows the acronym")

Other Memberships Section
Fine.

Privacy section
Recommend word items as "opt ins": all parallel, positive, "friendlier", trustworthy. (rent, UPA may send, list).
Recommend move "list me in directory" down above website items that are related to it. Or, at least separate the URL box from the unrelated item it visually appears to be under.

Nice to have:
Frequently requested: Give members a way to identify which member information to show to other members, which to use for UPA mailings or UPA office needs.

Expectations after Sending:
Participants expected to see at least a confirmation screen that included a
Thank you
Receipt that can be printed and used for business/tax purposes.
Confirmation # (if UPA does this)
Instruction about what would happen next-for example, when would they be processed as members (immediately, within 2 hours, within a week)? When and how would they be given access to the restricted online material?

They thought they might also receive an email.

Some Ps wanted to see a validation screen that they could approve-or go "back" and correct-before sending to UPA. Thought they might "submit", validate, then "send".

The less-experienced member also wanted to be told where on the website she should explore as a new member, or different instructions for "emerging" and experienced practitioners: "if you're new to the usability field, you might look here: link,link,link"

