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Concept of Usability Testing

= Usability testing shows us how users perform
tasks

" measures of efficiency, effectiveness, and user
satisfaction while accomplishing tasks (ISO
Standard 9241-11: 1998)
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Example of a Usability Finding

Cgﬁdssﬁg FAQ Instructions Burden Statement

cg‘ﬁdssﬁtg FAQ Instructions Burden Statement Select .anguage~ Save and Logout

— BUie2y

+ The 2016 Census Test has been completed for this address.
If you have any questions, please call 1-866-226-2836.

Build: d360280 | OMB No.: 0607-0989 | Approval Expires: 4/30/2017 Accessibility | Privacy | Security

Select Language ~

Bureau

Welcome to the 2016 Census Test

You will need the materials we mailed to you in order to start.
All the information that you provide will remain confidential.

Example
e A Please Log In
l;* BRERE - HERE BB Please enter the 14-digit l._.lser 1D fou_nd below
I T e T A (T e ] the barcode on the materials we mailed to you.
e AUTO*5-DIGIT 64011 User ID:
TO RESIDENT AT
123 ANY STREET - -

ANY TOWN US 00123-9959

Ifyou do not have a User ID,click here

#* 112 Mancie Ayraan Matira and Saneant # Whdarninn #%
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Overview of Talk

= Top 10 tips
" How arrived at those practices
= What still is unknown

= Success example
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Tip 1. Participants

Household

= 10-20 users

Faulkner (2003) suggests
5 users recommended by Virzi (1990, 1992) and Nielsen & Landauer (1993) as described by Fox (2015)

= User groups - respondents with particular Household
characteristics

= “Why do you think you qualify for this study?”
= Older respondents

=  Olmsted-Hawala & Holland, 2015; Tullis, 2007; Zaphiris & Savitch, 2008

= Device dependent groups

= |ogistical issues
= Reminder calls and emails Business
= Schedule to end a few days earlier to back-fill for no shows

Business

Household
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Tip 2: Iterative testing

Same survey — multiple rounds

Round 1 of testing
2015 Census Test

Next, we need to record each person's
relationship to Jane A Doe.

James C Doe is Jane A Doe's
. (Help)

O Opposite-sex husband/wife/spouse
O Opposite-sex unmarried partner
(O same-sex husband/wife/spouse
() Same-sex unmarried partner
O Biological son or daughter

O Adopted son or daughter

© Stepson or stepdaughter

() Brother or sister

() Father or mother

© Grandchild

O Parent-in-law

O Son-in-law or daughter-in-law

-

< h O O

./ Household
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Round 2 of testing

2015 Census Test

Next, we need to record each person's
relationship to Joe Doe,

Jill Doe is Joe Doe's... (Help)

Opposite-sex husband/wife/spouse
Opposite-sex unmarned partner
Same-sex husband/wife/spouse
Same-sex unmarried partner
Biological son or daughter

Adopted son or daughter

=S oreys 158

More
spacing
— between
response
options
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lterative testing
Similar survey, across field periods

Field period 2015

.u: AN OFFICIAL WEDDITE OF THE UNITED STATES OOVERNMENT

cUnited States®

ensus 2015 National Content 1'est

Buress

Please Log In

“ Please enter the 14-digit User ID found below
S S l"'""n".llﬂ"l' the barcode on the materials we mailed to you.
l»—‘ PON- AO0RN- 000N X
"lﬂh"t"‘"ﬁ”ﬁ’u"\lﬁl"‘"*ﬂﬂ""l User ID: 91912 11211 ‘ 6674
SERSAUTOMS-DIGIT 64011 ’—
TO RESIDENT AT __Login_|
23 ANY STREE
ANY TOWN US 001239989 If you do not have a User ID, cligk ore

The UG, Cetgus Direau estimates that 1o¢ the averaspe housahals, this survey will iake aboul 10 mirules to tomplele. Inciucing the tme for
reviemng the nstructions and ssaeis. Send comments regirding ths burden estimate o any ohor sapett of tha buden . Paperairk Reduston
Projett 05070085, US. Census Sureau, DMD-IHIT4, 4600 Sitver Hil Road, Wastirgtion, DC 20233 Yeou may e-mal comments %o

2000 cotmm gmperwodd Qo gov, use “Degareirk Project DEOT-0065° an the sulyett Resgonderts ain rol tequaed b tespond s sy
Information colecion Urless & deplays 3 vald approval nurber from the Ofice of Management aod Uusget
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Similar survey, across field periods

lterative testing

Field period 2016

United States

census FAQ  Instructions  Bunden

Baeay

Select Language =

v’ Household

+/ Business

{\respond, test.cermus. pors |

Welcome to the 2016
Census Test.

You will need the materials we mailed 1f yau in
order to start. All the information that you provide

will remain confidential.

Please Log In

Flease enler the 14-dugit User 1D found below
e barcade an he mateials we mailed o you
User I0:

(oood - 00000 - 0703

I1yow do nol have a User 10, click here.

Yaou ane accessing a Unted Slates Govermmenl computer network. Ay information yow entor inko this system & confidental and may be esed by the Census Bureay for stalistical
purposes, a5 well as for oher Les, SUCh as Improving the afMclency of cur programs. H vou want 1 know mare about the u=e oT this sysiem, and now your prvacy & prolecied,
vasi gur ankne privacy webpage ai hilpowasw cemsus poviprivacyipmacy_polcy). Use of this system indicates your consenl o us collecing, moniloning, recording, and wsing the

Infarmatian a7 you provide.
o tnarl our websile remaing accerale and avalable o you and all ather vistors, we manitor netwerk rafic (o identify unactharized altempts f upload or change informaticn or
CiMENSE CAUSE 0aMage o M web Senice. Your usage of 1his system Is ikaly to e monitored, recorded, and subjec 10 audit. IF you are ot usng the network connestion for
aulhoreed pupcses, hen f s o violdon ol Fedemd (aw and can be punished with ines or imprisonment (PUBLIC LAW 3%-474)

Build: el21f1a | OME No.: DE07-09809 | Approval Expires; 55512015

Accessibilty | Privacy | Security

U.S. Department of Commerce
Fconomics and Statistics Administration

U.S. CENSUS BUREAU
census.gov




Tip 3: Set up the task

= The survey task

= “Answer the survey questions as they apply to you in real
life.”

- Dummy data Business
= Mocked-up mailing materials

= Pre-filled data

= Example instruction: “If you were to receive the survey at
your home, the mailing materials you would get would
have your name. Since we cannot replicate that for the lab
setting, you will have to pretend that this letter came to
your address and that is your address. That is the only part
of the study that is pretend.”

Household
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Tip 4. Probing

Household

= Think-aloud

= Think —aloud vs. silence

= 35 question problems vs 9 over 2 rounds of testing
Nichols 2016

" Does not affect eye-tracking data with exception
of older users

Romano Bergstrom and Olmsted-Hawala, 2012

= Concurrent probing or verbal probing as
described by Willis (2004; 2015) [ *
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Household

Tip 5. Think-aloud [ e

“How many windows are in your home?”

= Dillman, 2007; Ericsson and Simon, 1993

= Participants who fall silent
= “Keep talking” (saying that very quietly)

= backchannel continuers such as “mm-hm” or “uh-
huh”

= Boren & Ramey, 2000; Ericsson & Simon, 1993; Fox, Ericsson & Best, 2011; Hertzum, Hansen & Anderson,
2009; Ngrgaard & Hornbaek, 2006

= Participants who get “stuck” on an issue

= “We will be sure to tell the developers” or “Thank
you, I've made a note of the problem”
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Tip 6. Eye-tracking

./, Household

If there is time to analyze. Much is still unknown.

United States-

Census American Community Survey
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Household

Tip 7. Measuring Satisfaction

Much is still unknown.

= Questionnaire for User Interaction Satisfaction
(QUIS) (Chin, Diehl, & Norman, 1988)

= Use a modification of these items
= System Usability Scale (SUS) (Brooke, 1996)
= 10-items — better for website then web survey

= Still in need of a better survey — satisfaction
with taking a survey is difficult to measure

= How to present the data
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Example of satisfaction scores
across 2 rounds

Forward Navigation

Round 1

Round 2

50%
Difficult=1(Dark) to Easy=9 (light)

0% 100%

Source: 2015 Census Test Usability Satisfaction Questionnaire

U.S. Department of Commerce
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Household

Business

Tip 8: Vignettes

= One way to measure accuracy
" Test rare events

" For example, a break-off and a resume
" An edit message
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Tip 9: Retrospective Debrleflngjm

Much iIs still unknown.

= PowerPoint slide deck to jog memory

= Beware of memory error and retrofitting the
problem to something unrelated

= Useful to compare minor changes to design or
a before and after

] Black -

For exampre W American, Jamaican, Haitian, Nigerian, Ethiopian, Somali, efc

[1 A=ian

T UT TAQITTPIT, TWCATLAQIT Ul WwicAiuarr Anrcriear], mucitu rvaearr, vuuagrn, scavauurarr, urmmng

[] Black or African American
For example, African American, Jamaican, Haitian, Nigerian, Ethiopian, Somali, etc

[ Acian

United States™ | U.S. Department of Commerce
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Tip 10: Use pictures to [/ ==

communicate usability Issues

= Review video and notes

= Screen shots and PowerPoint with issues and
recommendations

= Shortly after sessions end
= Written report can follow
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United States

Census

Success Example
Return on Investment

American Community Survey
2011-2016
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2011 — Usability testing

AMERICAN D <
COMMUNITY \\' 3 -
SURVEY K 3

Instructions

FAQs

Where You Are
Basic Info

Housing Questions
Person Info

- John T Doe

- Jane N Doe

» Tommy C Doe

e The following series of questions refer to John T Doe.

0 Where was John T Doe born? (Help)

@ In the United States - Select name of state.
[ Select Name |

" Outside the United States - Enter name of foreign country, or Puerto Rico, Guam, etc.

Contact Us

Uni l |

‘ e " s u s Economics and Statistics Administration

U.S. CENSUS BUREAU 19
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2011 ACS Internet Test

= Paradata

" This question triggered the most alerts of any
screen.

= ~ 10 % of the people visiting this screen receiving
an alert

(Horwitz, Tancreto, Zelenak, and Davis, 2013).
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2013- Usability testing, version 1

United States~ - ’
Censys American Community Survey
Instructions FAQs Save & Logout

Where You Are
Basic Info
Housing Questions
Person Info
« Alice Joseph
- Sarah Joseph
= Karen Brown

e The following series of questions refer to Sarah Joseph.

@ Where was Sarah Joseph born? (Help)

@In the United States - Select name of state.

ISeIect Name g

C Qutside the United States - Enter name of foreign country, or Puerto Rico, Guam, etc.

|
x> |

Contact Us
Accessibility Privacy Security

U.S. Department of Commerce
Fconomics and Statistics Administration

U.S. CENSUS BUREAU
census.gov
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2013 Usability testing, version 2

United States" i .
Census American Community Survey
— Bureau

Instructions Save & Logout

Where You Are
. . ) Basic Info
e The following series of questions refer to Matthew Joseph. Housing Questions
Person Info

- Sarah Joseph
- Alice Joseph
= Matthew Joseph

0 Where was Matthew Joseph born? (Help)

|n the United States - Select name of state.

—p ISeIect MName d

T Qutside the United States - Enter name of foreign country, or Puerto Rico, Guam, efc.

Contact Us

Accessibility Privacy Security

U.S. Department of Commerce
Fconomics and Statistics Administration 22
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2014 ACS field test

" Paradata for split-panel test

= Alerts in new design < Alerts in former design

(zelenak, 2016)
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2016 ACS

nited States" . oy
Census American Communityxsuli\!:}_

o Bureau

Instructions | FAQs | Save and Log Out
Where You Are

Basic Info
Housing Questions

©
o Person Info

The following series of questions refer to John Doe.

Where was John Doe born? (Help)

- Jane Doe
@ |n the United States - Select name of state. IR Do
—) [ Select Name - = Jilly Doe

© Outside the United States - Enter name of foreign country, or Puerto Rico, Guam, efc.

Contact Us Accessibility Privacy Security

CUnited States™ | U.S. Department of Commerce

e n Su s Fconomics and Statistics Administration
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Questions

Elizabeth Nichols
Elizabeth.May.Nichols@census.gov

Erica Olmsted-
Erica.L.Olmsted.Hawa

Hawala
a@census.gov

Temika Hol

and

Temika.Holland@census.gov

Amy Anderson

Riemer

Amy.E.Anderson.Riemer@census.gov
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