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Agenda

- Criteria for choosing the remote usability tool 

- Corporate remote usability infrastructure set up

- Remote usability evaluation of an enterprise portal 
application case study



3 Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

Remote Usability Studies
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What is a Remote Usability Study?

“A usability study where the test evaluator and user 
are separated by space and/or time”
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Types of Remote Usability Studies

- Real-time design walkthroughs and usability tests

- Surveys

- Automated Usage Tracking

- Handling of user-reported critical incidents
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Criteria to choose a Remote 
Usability Tool
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Tool selection criteria centers around

- Replication of data collection quality of a 
traditional usability evaluation

- Technical and financial feasibility of an 
organization
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Criteria Used

- Cost

- Client install 

- Easy remote access (URL)

- Color 

- Two-way control

- Operating system support

- Record sessions

- Accessible through a firewall

- Audio Integration *



9
Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

Evaluation of Remote Usability Technologies*

* This table is specific to CA. This data was collected in February 2005
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Remote Usability Infrastructure



11
Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

Remote Usability Infrastructure

- Prototypes hosted on a server

- Server in the Demilitarized Zone (DMZ)

- Customers connect to the prototype using their 
SupportConnect credentials

- Customers are authenticated for a particular 
prototype using LDAP authentication

- Evaluator observes customers’ desktops using 
GoToAssist

- Evaluator uses Live Meeting to record over the 
GoToAssist streaming video
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CA SupportConnect Portal – Pre-Test Activity
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Authenticating a User for a 
Specific Prototype

Pre-Test Activity
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Role-Based Security - LDAP
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Establishing a GoToAssist Session

At Test Time
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Remote Support Using GoToAssist
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Test Facilitator generating a code
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Page for a user to enter their code
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Screen Sharing Starting



20
Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

User prompted to download a plug-in
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Type of Access
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User Accessing the Product 
Prototypes

At Test Time



23
Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

CA User-Centered Design (UCD) Site
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CA UCD Prototypes Home Page



25 Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

Case Study

Remote Usability Evaluation of an 
Enterprise Portal Application
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Overview

- 16 users from 7 customer sites in 4 different 
continents participated

- Role based prototypes were evaluated

- One Test facilitator and 2 UCD team members 
participated

- The Product Manager was an observer

- Developers were invited to observe some tests

- Three test iterations were conducted
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Geographical Distribution of Team
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Pre-test preparation work

- Instructions emailed prior to the test

- Made sure user had the required set up

- Requested that the Informed Consent Form be 
signed and faxed prior to the evaluation

- Requested that the NDA be signed and faxed prior 
to the evaluation

- Emailed tasks a few minutes before the test

- Included the URL to post-test surveys in the 
instruction email
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Portal Dashboard – Evaluator’s Desktop
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Portal Pages - Evaluator's Desktop



31
Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

Cost Analysis

- If the enterprise portal application was tested 
traditionally, travel costs would have been about 
$75,000 
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Advantages of This Method

- Significant reduction in cost
- No travel costs 
- Project times are reduced 

- Multiple team members can observe from different 
locations

- Removes the unnatural setting of a lab 
environment

- Ensures a diverse global test audience, which 
removes cultural bias in test data

- Easier to test role-based enterprise solutions 
because of quick and easy user access
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Disadvantages of This Method

- Data not as pure as a traditional evaluation
- More prep work required by a test evaluator
- Viewing some customers’ desktops perceived as a 
security threat 

- Difficulty for some users in accessing remote 
usability tools due to different operating systems

- Difficulty in controlling external noise
- Difficulty in preventing users from reading tasks 
beforehand

- Problems with system and connection issues
- Proven for web-based prototypes only
- Loss of quality when recording data



34
Copyright ©2006 CA. All rights reserved. All trademarks, trade names, services marks and logos referenced herein belong to their respective companies.

More Research Needed….

- To build a remote usability infrastructure for live 
thick client applications

- Virtualize solutions using an ESX server

- To solve recording challenges 

- 24-bit color support necessary

- Loss of quality with streaming data

- To create and distribute highlight videos easily
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Questions?

Omar.Vasnaik@ca.com
Roman.Longoria@ca.com

mailto:Omar.Vasnaik@ca.com
mailto:Roman.Longoria@ca.com
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