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USER RESEARCH PROCESS

My process is flexible and iteratj lowing
basic user research principles f fougnout the

product development process.

Discovery/
Strategy

Discovery/Strategy phase — personass ig
journey mapping, surveys, interviews,

contextual inquiries, ethnographic studies @ig 4 Product

eyt and
Research phase - usability analysis, @ero’re Development
content audit, ethnographic studies Process

Design phase — card sorting, —
storyboarding, “Wizard of Oz” testing

Test and Iterate phase — heuristic
evaluation, accessibility testing, usability
testing



RESEARCH /W ~ / A

COMPETENCIES s, e Accessibilty

Focus Groups Interaction Assessments
@ , Flows,
My broad expertise and backgrou@@ / > / \ /
enables abilities that support me in @

communicating key concepts, .

developing solutions and strategies ﬁ IFrlw(T)ir/?ch(;czrlg Survey Design
while balancing user and business @ Flows, VIErTE and Analysis
needs to complete business Model

objectives within the complex

business enterprise space.

P

Empathy Maps, @ Usability
User Journey/ Stutes, Testing,
Customer Contextud| eurishic
Experience Inquiries AL Iuations
Mapping

/



Business Process Reengineering Project

Goal: Multi year project to modernize and streamline primary
applications with the objective vmg the efficiency,
effectiveness and satisfaction ofithe sy s that support the
overall process.

Role:

+ Lead - leading team of UX professionals, planning work, and providing
primary interface with stakeholders

Key Processes: @ﬁ@ + User Researcher on key design areas, facilitating user research

. Discovery

. Research @ Primary Design Responsibilities & Deliverables:

. Test @ Leading team of UX professionals to ensure products delivered on
time

qll
Project Objectives @ /

. 7

orating with stakeholders to identify requirements and solutions

i ) ) ) ) ) . ) v team(s) and business owners in Agile environment
Functionality that emphasized parity along with reduction of critical points

of pain for quicker roll out for an internal group with over 10,000 users. *  Write us d on analysis and research into user needs

. Integrate applications through a single point of entry . Conducting us To ain understanding of user needs

. Improve usability of applications and user satisfaction . Designing accessible @ ®egrated into the enterprise

+  Provide method for patent employees to access web based provided application through iterative ith developers and
applications stakeholders

. Improve the current workflow and status of patent applications as c Desighing and facilitating regular usob with end users

they flow through the system
. Support telework and collaboration of users

. Promote a common behavior across all applications




Legacy Systems

Older systems had frequent crashes and were not The system is comprised of 3
expandable for the 10k users w \od on it every day. applications:

S / ? o
Old Client Server based system : j

Old Word macro based system

Old web based system




Discovery Process

Overview of activities and products produced as result of research

Mental Model

@

Themes and Opportunities ——

Experience Map




Patent Examination System: Discovery Process
Mental model/Joumey Map exercise
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Discovery Process
Mental model / Joumey Map exercise

Coded the information within
spreadsheets during analysis




Discovery Process
Mental model

Created and aligned user stories
(bottom of diagram)

With the tasks/activities in the
mental model (top part of
diagram)




Discovery Process

User Journey Map

Created map based on analysis of the data
collected to provide a holistic view and
understand how core functionality fit together

@@ﬁsed data from user interviews and focus sessions.
u— -S processes
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Discovery Process
Identification of Themes and Opportunities — analysis of resulis to identify commonaility
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Discovery Process
Identification of Themes and Opportunities

Themes and opportur"nities

COMPOSITION //\ TECHNICAL WORKFLOW
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Research Process

Facilitated regular user sessions to drill down and document detailed process flows and scenarios

Detailed process flows provided a
means to gain understanding and
agreement on current system and user
processes and decision points.

A

Track status of e o M .

to review

SINARIO

C LVARIATIDNG
ENVERONMENT

M iy =

FRUGANINCY (273

Sty prte iy

Fresitiphe e a daw o — @

DATA CONUDERATIONS
L]

Scenario documents represented
a robust understanding of a
specific user task informed by a
variety of user research activities

- : @@fj

&

User session notes cap e feedback, task
clarifications, and other insights that provides
the valuable information to support design
activities
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Test Process/Resulfs

Task Difficulty
(All Scoring Levels Combined = 100%)

Heuristics

UX Rep

100%

80% I . . . . . OPIM Rep

60% I . . l ‘! . . . . \ Il|1](|n‘l
e 5%l | OJA]l Ll y o

20% M | I . "I'I . Facilitated usability sessions with users

o L RIRIRIRIRIRIRIR-A & 2707 4R

T1T2T3T4T5T6 T7 T8 TOT10T11T1 o Collected and OhOlyzed metrics around the

Tasks @ usability studies such as:
Task Difficulty
OEasy @Medium ®Hard OAssist mFail
sk Completion rates
Task Completion Rates * e dime on Task
(% Successful: Pass/Fail Non-Adjusted) . ility Scale (SUS)
100%

tions for improvements
’res’r results

80% T T —
60% L —

40% minininininin | . Presented findings fo st / ain
20% ﬁ L _|—|‘r — approval/direction ;;
0% T T T T T T T T T T T T 1

T1 T2 T3 T4 T5 T6 T7 T8 TOT10T11T12T13T14T15 . Incorporated recommendations into new designs
Tasks as appropriate

based on the m -
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Websife Redesign: Public Standards Organization

Goal: Project to modernize and streamline the website for a Design Role:

public standards organization to/ e the efficiency of

e » Principal Researcher and Designer on key design areas, facilitating

user research

Key Processes:

. Discovery/Strategy @ﬁ
. Research @@

Primary Design Responsibilities & Deliverables:

.

Collaborating with stakeholders to identify requirements and solutions

Working with dev tfeam(s) and business owners in Agile environment
Project Objectives
. ite user stories based on analysis and research into user needs

Organize information to make it more findable and usable for clients
«  Improve usability of website and user satisfaction = research fo gain understanding of user needs
«  Provide consistency and professional customer experience +  Creat V ¥ /\ation architecture and content strategy for
new website
. Deliver a personalized experience for clients
. Creating wireframes s sdi’rhin website for use with new
. Support collaboration between organization and clients branding

. Promote unique products and services @f




Public Standards Organization: Discovery Phase

Discovery Phase g@

* Worked with marketing\s

* Held interviews with s’rokehole@%
&

« |dentified SWOTs:

« Strengths ? ’

« Weaknesses

b

€
* Opportunities

* Threats

» Created user profiles/personas
for key system users

©
@/}'j@ y
-




Public Standards Organization: Research Phase

Research Phase

« Facilitated workshops with | (o
team/stakeholders to unde
current processes and desire

je
system functionality (@@ﬁ 7 Ao
« Audited content inventory to identify @ /;2; :

Hoadar

Partal

Link ta

content groups and uncover
metadata available for filtering and

gro U pi ng :... the |....... ...-.

+ Conducted workshop with
stakeholders to gain insights on each
stakeholder’'s mental model of the
content organization which also e
sparked discussion and further
refinement of requirements

» Revised information architecture to
reflect content inventory findings
and support the refined

requirements




Usabillity Study: Design Validation

Goal: To test design across international clients, identifying
design and usability issues an ing recommendations

for implementation
Primary Research Responsibilities & Deliverables:

Key Design Processes:

. Research iiﬁ@ « Designing testing plan including identifying task scenarios

+ Design Recommendations Recruiting, screening and scheduling test facilities and

or’napcn’rs

Project Objectives te resul’rs

+ |dentify major themes for each alternative . Making ’nons based on results from data

» Determine the usability of major functionality

» Provide recommendation on design changes ; %




Design Validation: Test Planning

THE study should take around 60 minutes to complete.

The Testing Process First, I will ask you some general questions to get some background information about you

The usability testing process is

It looks like your profile is a match for this activity, and if you would like, I'll go ahead and schedule your

Purpose of the Usability Test Then I w ou a series of tasks to complete using the website
. . foratime 'Sak;
Part t greeti d b @biy;,
articipant greeting an . ) Afiertt b’/lt,, T ~moleted, I will ask you a series of general questions about your
Each participant will be person Usability Evaluation Goals. or experi Tagy, SSting s informal subjective feedback.
and relaxed. The participants v s (4
issue of confidentiality will be Ty tet me know
statements Target Audience It looks like you might fit the profile for this study, but | will have to check with the product team before Y < Fory,
w for sure. | will check with the team and get back with you as to whether or not we can go Y it "‘“”&xtte
I 5
Orientation Background...........cccooei e T e ~dule you for this study. v Treg, ¥ oy, % you -
The pasticipants will receive a o Whe, "
This material will explain the £ . - TP £
after the tests, and additional »  D€SiGN OF the Usability Tests 35 e You g,
that the website is the center of Plogsy 2y, bag;,
in whatever manner is typical 2 The Testing Process “eular study, but thank you so much for your time. timg % s, SOendc/f Press
they are being observed and vic Sea Onsige . Merg ekt
- . . fa y, @ ~
already completed. Participant greeting and background questionnaire ... "'"et;,e_ - September . e "3 8 o
Yoy, " Yoy fir — v 35 P
Performance evaluation Onentation ... h TS
” Prog, ~mation to the team, and () oy Gty o o6
The pEdomanEE evaluation co PEﬂOlmanCe eva‘uauon R . » R . » » @ ’th n . ¥ A ‘((\3

sequentially. The individual p:
observed by the sability spec

Participant debriefing ...
+ After the orientation. the p:
facilitator will instruct ther Loisti cs

.+ After the participants begir Great! Let me give you some information abou

‘(\e
\QO
as A (3\“\6& Toy
5 o ,,,
358,
. . [ ¥
without guidance. The fac Requirements for the Tests.. - confirmation along with a ma e o Y o d
the participant becomes st ; } g p- < & 6:\0' Rage Plegg, r
the facilitator, and will hel Materials Design ..o 5 < s & o St gy,
- Contact I£you ha AP .,;0‘)5 know
Participant debriefing are . _ Location you ‘\z;)e L -cme know.
Usability Testing Methodology - I LR
After all tasks are complete or - Directions Wehopetha € 82 2o s study
facilitator. The debriefing will P Xeiv
Deliverables Thank youvery Q¥
e remember w .ung the website, not you. Any difficulties you may have are a
th the wet _ite and not a reflection on your abilities.

Test Planning Participant Screening F : : vide . .
Document to define the testing process, Scripted screener for identifying qualified Scrip v ide thaf includes
the required resources to complete the participants for the test. infroductidn d¢ M task descriptions
plan and the testing schedule and closing




Design Validation: Testing Process
User Test Process
Study Background/Structure
* In person moderated test s’rruc@

@ Philadelphia
participants Refinements
R dayy

+ Used TechSmith Morae software to @ ’
capture session data @

Tasks

US Testing UK Testing Find market value
London Final Find message

9 pa 14 participants Refinements Design Find/print statement
2 days

Send message
Find transactions
Find tax info / find % FI

eatn Export data
. . —q, oy Save file to your folder
« One-on-one sessions with 33 _one —en-one/one hour Customize your links
pOrTiCipG nts from US and UK - Assistance only as needed Customize homepage
-Talk out loud Explore
- Rate difficulty
L CO”eCTed d(]‘l’(] on.: Rate overall “satisfaction”
» Task Difficulty .
* Errors Morae software . -
1 -Video s Observation
+ Time on Task ~oice . ~| -Sound proof room
« Completion Rate Jousemovement 2% By
£ :;T:ey . -Observation software
O User Satisfaction -Observer tagging - Tag tasks - markers
o - Analysis
+ Usability ~Statistics 2
%
« Learnability iYa .
Examples:
Instructions
Easy
Ouch

Soft




Design Alfernative: Research Results for Single Task

Task 7 -Find tax information (gains/losses)

+ Users clicked on Statements an ut couldn’t find tax info — information was in third level of navigation

Difficulty Score O Task Completion Time on Task (in seconds)
200
9 180
8 160
7 140
120
6 100
5 Vo N | 80
Pl / 60
3 \ —— | — 40
20
2 0
1 Part 2 Part 3 Part 4 Part 5 Part 7 Part 9 Part Part Part Part Part Part Part Part
0 - 10 11 12 15 16 17 18 19
' e ' . ' Assisted
Very Difficult Difficult Neutral Easy Very Easy 0« Completed T Completed v Unassisted
Failed to Complete Completed with difficulty M™Nasg
Task Difficulty Task Completion %i
» Task difficulty was similar for many of + Task Completion was much better for + Tasw't} atly with 5 people
the tasks, however, the key tasks of Design Alternative 2. However, some never c ask so are not
navigation and communication was tasks were not completed for either included
easier for Design Alternative 1. alternative. » Showing Assisted’versus Unassisted




Design Validation: Key Insights, Findings & Recommendations

o L] o L]
Key Findings Desigh Change Recommendation
* Easy was most common the
*  Overall SUS rating of 86% rein d e user comments of easy and user
frlendly Key Issue / Underlying Cause Proposed Design Change
ili Task 6: Account activity not found Redesign navigation for visibility
o000 Underlying cause — secondary / tertiary Make visual indicator of sub-tab more prominent
w00 navigation is not easily visible Make visual indicator of main tab more prominent
_h Task 8: Tax related information not found Redesign navigation for visibility
L — ] g0 Underlying cause: users did not see the tax Make visual indicator of sub-tab more prominent
E = 000 documents menu Make visual indicator of main tab more prominent
) csmooth £ 3 ' . i K N - X
'E E’._e“mme,ug Task 9: Copy file to folders not easily found / Relocate buttons in one location (top right) — possibly
= -; ° - cumbersome lll’m?“ee 2 60.00 understood switch to text links only — stacked vertically
um:::e;ss;ry crmm el @ tu Fro “mve:’; ® s0m Underlying cause: too many buttons on that
ehallengmg ac l é s 8 page — not well organized — too crowded
= -]
a iuture 10.00 s Message (to advisor) link not Include within messages pages
&8 (-] @ uo animation
_a;engagmg > o immersive
‘“"de"“: ) .1; ﬂ .q—ﬂ'::'v}.:g::ll‘?:"y 000 r expected it within
° - .b-o §E 20,00
.E > ° found / While not relevant to underlying cause — will relocate
=1
o~ B 10.00 export button to be closer to table of data
opng
=] o Underlying cause: Include instructions in HELP section
: SUS Score today
Task 11: Homepage portlet us J Change default portlets on homepage to match most
Underlying cause: user preference {ant injarmation to user
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Sharon Grubaugh

UX Researcher/Consultant

sharongrubaugh@verizon.net | (610) 864-0144
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