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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



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”



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 *
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Evaluation of Remote Usability Technologies™

Criteria Unicenter | Microsoft Microsoft WehEx GotoAssist
Remote netMeeting | Live 7.0.10 6.0
Control 3.01 Meeting
6.0 1.09 f
Placeware
Cost Available in Cefault with Available in Either $200 per $500 per seat
the Windaws XP organization rianth unlimited
organization Cperating Usage per seat
Systern per concurrent
user DR
30 cents/
rninute
Client Install | 7es fes fes Tes Tes
Required
ACccess Mo Ma es Tes Tes
remotely via
a URL
Color: Min fes es es fes es
206
Two-Way Yes fes Mo - turned off | Yes Tes
Control by organization
Operating Windows only | Windows anly Windows only Windows only Windows anly
System
Supported
Records Tes Mo fes Tes Tes
sessions
Accessible Mo Mo fes Tes Tes
through
firewall

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

G

SupportConnect

SupponConnect Home AccountConnect I Search

Knowledge My Login
Ernowledge Basze

Compatibilities Support Resources and Contact Information... Required
Product Home Pages Email Address:l

Recent Site Improvernents

Support Resources by Product Password:l
Downloads Mew - CANEXION Best Practice Library F tp a7
Forgot Password?
Published Solutions ZA Product Support Directory = T
License Keys Links to Related CA Sites... Meed Technical Suppart?

Wirus Signatures
ToolBaox Home and Horme Office support

Support for Wily Technology Products

Support for CA Identity Manager and former Metegrity
Subscriptions products SiteMinder, IdentityMinder, TransactionMinder
E-Mews Support for Concord and Aprisma Products

Support for Miku Products

Support for iLumin Products - Customers, Partners
Contact Support for Control-FL Products
Support Services Important - Support for Ingres, OpenROAD, Enterprise
Access, and EDBC

TODAY'S ALERT

Important Announcement:

Saturday, April 08, 2006, from 08:00 p.m. until 12:00 Midnight ET {(GMT-4), CA will be conducting maintenance
updates on SupportConnect. SupportConnect will not be available during this time. We apologize for any
inconvenience this may cause and thank you for your patience and continued support.

Crigital Certificate Login

A User Sroups

CA Security Advisor
Current Global Condition

rld Highlights
~— L] |

'] o a——
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Authenticating a User for a
Specific Prototype

Pre-Test Activity



Role—Based Secu rity

j&ﬂf% View Favoites Tods Help

ter Assoc s B rln‘\sﬁnrlatea a Cor .t Associates~ _"l | Compute
Qi 3 e [ @ 2 8 _QOBS .

Address I@ http: # feadroles/ admind j _ E’g,_ S @
@ Roles Administration

Welcome vasom0Ol@ca.com { Logout )

L

Horme =User

User Administration ]

LDAP User Search

Enter at lzast one field.

User Id:l First Name:lOmar

Last Name:l\.-'asnaik

Holes Administration - Microsoft Internet Explorer provided by Computer Aszociates Intl.
E'#(; .Y'E’W Asggi’@ﬂ@ ter Associates ma | Computer Associates* ﬂ".‘ﬂ | Computer Associates™

e_EaCkﬂE 9 D @ *ﬂfavorites @i : 5:}__% : - i L‘J_‘@’ @ ﬂp -ﬂ s ‘Eln

Address @ hittp: a’a’eaa’rolesa’admlna"LD.&PUselSearch j_E&_ — @

@ Roles Administration

Welcome vasomOl@ca.com (

Hormne =User

User Administration ]

LDAP User Search Result Done l Print l CS¥

[+ Refine Search

Select and: Modify Roles 1-1o0f1
User ID ~ First Name Last Name

o vasomOl@ca.com Crnar Yasnaik
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Establishing a GoToAssist Session

At Test Time
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Remote Support Using GoToAssist

G.. SupportConnect

SupportConnect Homepage AccountConnect

Search

Knowledge

Knowledge Base

Compatibilities

Product Horme Pages Welcome to Computer Associates

Remote Support Service via GoToAssist

Downloads

p_“'bI'ShEd Solutions Do you need a quick solution to a technical problem? With our live remote-assistance tool, a member of our
License Keys support team can view your desktop and share control of your mouse and keyboard to get you on your way
Virus Signatures to a solution.

Toolbax

Subscriptions

E-Mews HOw IT WORKS
Contact Step 1 Once you are on the phone with a menber of our support team, review the information below. Then select a brand from the list at
onta the bottom of the page and click Continue,

Support Services

CA User Groups Step 2 On the next page you will enter your name, cormpany name, and a unique connection code that your suppart technician will provide.

“ou will then review the terms and conditions, After reading and accepting the terms and conditions you will initiate the screen-
sharing session.

Step 3 “ou will be prompted to download a small virus-free plug-in.
Step 4 With your permission, your support representative will wiew your screen and share control of your mouse and keyboard,

You will be in full control of your computer at all times. vou can always override control of your mouse and keyboard, and you
can end the screen-sharing session at any time.

SYSTEM AND NETWORK REQUIREMENTS

For your support representative to wiew your screen, you will need:

m Either a modem {56k recommended) or high-speed internet connection
m Pentium-class PC running Windows 95, 98, 2000, 2003, Me, NT 4.0 or XP

m Recormnmended: Ability to make direct outgoing TCP connections, or availability of a SOCKS server or an HTTP proxy

For additional information regarding this service, including security and privacy information, click here,

Havwing technical problems click here,

To continue, select the brand of the product you are using:

advantage =] | Continue > I

Contact Legal Motice  PrlUnicenter s of Uze
Copyright @ 2006 Ca All rig
v




Test Facilitator generating a code
soocaprol

Select a partal to aszociate with the new code:

BrightStar ;I

niCenter
Advantage
CleverPath

kA ultiG en-Faradigm
AllFuzion

| k. l Caricel |

Code Management E |

Code;
3921700

Guick URL:
https:/ broker. gotoassist. comdhduzability YO uestion=0F 3921700

Partal:
|J zability

Statuz:
Active

Time Remaining:
0358 rinutes

Cancel Code Copy Quick URL to Clipboard I Done I
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Page for a user to enter their code

) SupportConnect - Support Services - Usability - Microsoft Internet Explorer provided by Computer Associates Intl: I”” =] =l
Ea\ﬁql'\'(”w&k_\', A;%‘E?glt?eé IDEEHBI.IDCU"IZ,K-'.EI' Associagtes~ m_a ‘ Computer Associates~ m_a ‘ Computer Associates™ er Associates~ ca ] Ccl
e

2+ A ‘o | fos &) R E .

= 118 B e v &' | S
nd':!f'?ss I@ http:/{supportconnecty, ca, comfssfusability, asp
LUT:

@@ SupportConnect

SuppotConnect Homepage AccountConnect

Knowledge Support Services
krowledge Basze T
Compatibilities Usability

Product Home Pages
Please fill in the fields below, read the Terms and Conditions, and press "Accept” to proceed.

Downloads

Publizhed Solutions

License HKeays

Wirus Signatures

ToolBax

Usability
Subscriptions
E-Maws Your Name:

[kh
Contact Company Name:
Support Services Icp,

CA User Groups
P Type the code you received from your Representative:

|3921700]

Terms and Conditions

Rermote Assistance Permission and Release Agreement il

The undersigned {hereinafter referred to as "you" —
or "vour") has requested that Computer Associates
International, Inc. (hereinafter referred to as "CA")
remotely connect to your computer systeris via the
internet to assist with resolving a computer system
problern. Due to the urgency of your request, CA has ;I

oy
|@ Done I_ l_ l_ l_ I_ |‘d Local intranet
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Screen Sharing Starting
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GoToAssist: connected - Microsoft Internet Explorer provided by Computer Associates Intl.

File  Edit “iew Favorites Tools  Help

=8| x|

| _.\?':

@Back - O E \ﬂ @ ;:] ‘ /:j Search ‘*inl\'g’Favorites ﬁ‘}‘ [i’:v r?,. - - I_J @ ﬁ ‘ﬁ

Address I@ https:/fbroker.gotoassist, comyds) querylUpdate tmpl?SessionInfo=46263: 1CC41 194 1B3CCE: nullPortal=usability2Querykey=16958542

A= =t |Links »

a)

Computer Associatess

Ready to begin your screen-sharing
sassion

Thank you for waiting.

If you are experiencing technical difficulties, click here to
download enhanced chatink.exe, Then save it to vour
desktop and double-dick on it to start.

POWERED BY Gd

@1997-2004 Citrix Online, a division of Citrix Systemns, Ina All Rights Reservad,

T or . i
i, Citrix Online - ScreenSha |II

|@ Dane

Thiz computer iz now being accessed remotely.

Dizconnect |

x|
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User prompted to download a plug-in

GoToAssist: waiting to connect - Microsoft Internet Explorer provided by Computer Associates Inkl =] =l
File  Edit “iew Favorites Tools  Help | .-ﬁ’
: F g : 3N ﬁ
- ( i - ¥ | £ = | o
@ Back, \ﬂ @ L:] ‘ j‘:j Search “L\{ Favorites {3! ‘ = - - ® 3

Address I@ https: ffbroker gotoassist, comydsfqueryResponse, tmpl?_sid=46263% 341041 194C 1 B3CCBRAction=rgotodPortal=usabilityd,_sf=5 j Go | Links **

E sy b . "— - i - e i i d i
e Your screan-sharina session will heain
. Internet Explorer - Security Warning ﬂ

Computt By wou want to run this software?
Mame: chatlnk.exe
Publisher: Citrix Online

H | More options Bun

@ While files from the Internet can be useful, this file bvpe can potentially harm
wour computer, Only run software from publishers you trust, What's the risk?

B PowEeRED BY GoloAs

@1997-2004 Citriz Online, a division of Citrix Systems, Inc All Rights Reserved,

[&] pone I_ l_ l_ l_ ré_ |4 mternet
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Type of Access

21

#. Start ScreenSharing - GoToAssist x|

f'our representative iz ready to connect to your computer. Pleaze
zelect the level of acceszs you wauld like ta grant [can be changed
during the sezsion];

£~ View-only acoess

£ Full access to keyboard and mouze

Fleaze cloze amy windows showing confidential information. Y'ou can
ztop zcreen sharing at any time b right-clicking the GoT odezizt icon
it the spstem tray and selecting 'Exit',

: Cancel |
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22

User Accessing the Product
Prototypes

At Test Time



CA User-Centered Design (UCD) Site

osoft Internet Explor

23

ovided by Computer Associates Intl.

File  Edit Yiew Favoites Tooks Help

N Back - - Bl = N '/j._Sg‘_arch I Favorites & S~ -l_\ A - & i v
=y L " ./_,;-,, Y tb\!‘} o @ <y T il L 3 !

Address I@ https: //connectprimany. ca. comAwebac wac/uzabilitylogin. asp

a

Welcome to the Design Partnership Program

User-Centered Design

Quality is at the heart of the Computer Associates philasophy. As part of our on-going efforts
to put customers first, we created the Design Partnership Program.

The Design Partnership Program lets our customers provide feedback directly into the product
design process, This feedback is a wital part of our user-centered design methodology and lets
us better understand the needs of our customers so that we can make our products easier to
use,

Understanding
Customer/User Needs

Implement Define Requirements

UserCentered
Design Process: t 8

Develop StoryBoards/

Iterate Designs — Design Prototypes

Gather Feedback/
Usability Testing

Who can participate?
All Carmmputer Associates customers around the world can participate. We are interested in all
levels of computer experience from new users to experts,

How is the usability testing done?
Participation may include phone interviews and online surveys as well as on-site and remote

vcahility tectinn Tunically _narticinatinn talles ahoot an hoor cchedoled at woor conwenience

Login

Ernail Address

Passward (caze-sensitive)

|

Forgot wour password?

Testirmanials
"Cuerall, it was

excellent!"

"I'm wery happy CA is
involuing custorners like
this, "

"Usability testing is coal!”

@ Done
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CA UCD Prototypes Home Page

<} Computer Associates: User-Centered Design - Microsoft Internet Explorer provided by Computer Associates Intl.

. User-Centered Design
Remote Usability Testing

|[§ Flease wait for the Test Administrator's instructions before clicking any link.

Prototype 1

Prototype 2

Prototype 3

Frototype 4

Prototype 5

Prototype &

Prototype 7

Prototype 5

Frototype 9

S 2005 Computer Associates International, Inc All rights reserved.
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Case Study

Remote Usability Evaluation of an
Enterprise Portal Application



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

26



Geographical Distribution of Team

‘i Product Team Membe
L=z in Framingham, kA
1 res

g2® | LCD Group Members
in Princeton, M,

s : q}-& in lslandis, MY,

Custamer in
El Pazo, Texas

LCD Group Member
in Hyderabad, India




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
sighed and faxed prior to the evaluation

- Requested that the NDA be sighed 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 Deskto

4
Search: | Tﬁ"! Advanced | Home | Manage Pages | Library | Help ~ |

¢, Portl

Logged in as: loe (Lo ut )

29

" Business Process | Travel | Help Desk | Sales | Marketing | Finance | HR

Updated: ay, March 17 AM

Industry Solutions

continuity — are common to most any
organization, CA's business solutions address
the needs of any business, helping you gain
competitive advantage.,

Learn more...

Mainframe Solutions

software. We help resellers and channel
distributars grow their businesses, and bridge
the gap between corporate and educational
institutions around the warld,

Learn more...

CA (Common Btack}

. 5 _ $27.82
Each industry has its own special concerns What's the best way to leverage your IBM NYSE (US Dollr)
and needs — including regulatory compliance., rrainframes now and in the future? CA's

CA has solutions specifically targeted to help rainframe solutions provide web-based g 150
your financial services, government, ) access to legacy data, integrate mainframe 476,400
education, healthcare, manufacturing or retail applications and manage the mainframe as $27.90
organizations meet its unique goals, part of your overall enterprise. $27.33

Learn more... Learn More... $27.96
Business Solutions Partner Solutions il

Some concerns are unique to small- or Through partnerships with top solution and “.l'n
medium-sized businesses. Some concerns — service providers, we help our customers get A #27
including regulatory compliance and business the most from their investrnents in CA B fwa

Product Solutions

CA's product solutions are designed to meet
your business challenges. Our products
allows you to integrate IT with your business
— and they grow as your business grows.
Learn more...

Service Solutions

Sometimes you need more than software —
you need expertise, CA's service solutions can
help you identify which products can best

meet your particular needs, We can install and
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Industry Solutions

Each industry has its own special concerns
and needs — including regulatory compliance.
Ch has solutions specifically targeted to help
your financial services, government,
education, healthcare, manufacturing or retail
organizations meet its unique goals,

Learn more...

Business Solutions

Some concerns are unigue to small- or
medium-sized businesses, Some concerns —

inclidina rannlatary camnlianes and hucsinece

CHART

[ COMPUTER ASSOC INTL INC
as of JWI00S




Portal Pages - Evaluator's Desktop

30

H_tp:,l’;’ta.l_,fl.!ifprs,fPortd_lDfprui_xn_era’myJ_)ortd.l‘hn

Portal

Logged in as: Joe
[ ages

search: | Advanced |

Updated:

Home | Manage Pages | Library | Help

-

Home > My Pages

Producer Pages |

I 2 Page Name I— < pescription ]— £ pistributed Preview
D |Bisiness process !Jrovidgs inforn;i:tll;l::n to business process !’.‘,“ @ -
™ lcaching tionship organization Ex

0 Eagidie: ::::i:ii::rjrg;irg::ﬁon for all North = d

I~ [Finance Finance data for North America no d

™ |[Global Security ,Global Security for European offices yes @

I~ Help Desk blohal Help Desk information yes g

I~ HR |Global Human Resources no @

O ix ]Global IT information Enn dl

I~ |Marketing North East marketing information ;:no aj

™ Payroll_2004 Employee Payroll data for 2004 no d

I~ Personnel Employee information no @

I lsales Eg&h American sales information for = d

I~ [Travel Employee travel information yes d

T fesexx data ino g -
T fxxxx data inn d

T fexxx data no d

e : t =1l

Move
page:

Displayed Pages

Required Pages:

Business Process
Travel
Help Desk

Selected Pages:

Sales
Marketing
Finance
HR

«
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Cost Analysis

Type of Customer | User Chrergeas Mo of Froduct Travel | Titne
test sites participation | Custorner Test Ilanageraerg | Costs | spent
visited participation | Iterations | Participation {nchiding
traneel)
Traditional | 2 & 1nsers Mo{dueto |1 Mo {due to Lpprox | 20 hours
Usahility prohibitive probibittee | $5000
Erraluation tranel costs) tranel costa)
Rermote 7 16 users Ves 3 Cne Product | $0 32 howurs
Uzability Ilanager
Eraluation ohserved the
tests

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
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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

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

34



35

Questions?
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