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Summary

The Tech Spot, Kent State University's computer repair service on campus, is interested in creating a
new web interface to replace the paper forms currently being used by Staff members to log the work
performed on desktop and laptop computers.

A paper prototype of a proposed web interface was created. The usability of the paper prototype was
tested with two Staff members from The Tech Spot and three participants from the Usability I class, and
was revised as changes became apparent.

Recommendations

If, in fact, a web interface, similar to the paper prototype used in this usability study, is chosen to be
created and implemented at The Tech Spot, then a complete closed card sort [1] (pg 271) (discussed in
Appendix A) should be performed again in its entirety by The Tech Spot Staff members. The complete
closed card sort should use all the possible selections and tabs that can be foreseen by the Staff members.
Only a subset of all possible tabs and selections was used in this usability study due to limited resources
and time constraints.

Text size on labels should be considered, since the handwriting on the paper prototype is much larger
than the text might be in on real interface. Consider using the tab labels as categories and allow all the
selections to be visible, perhaps in mouse-over menus, as a way to reduce searching and promote
efficiency.

Further testing should also be done to determine the feasibility of multiple Staff members working on
the web interface at the same time (from different computers), multiple Staff Members working on the
same computer but on different shifts, and other configurations, as would be typical in a real-world
situation.

Goals

The main goal of this project was to make the new web interface appealing, intuitive, and user-friendly
for the staff at The Tech Spot. Other goals for moving online and away from paper forms are as follows:
e Better tracking and paper trail - forms can become lost or misplaced
e Better and consistent communication among staff - allows for greater accuracy and consistent
performance
¢ FEliminates redundant systems - Staff members won't have to write information twice: once
during the check-in system and again on the forms
e Improved legibility - handwriting tends to be messy and sometimes may be hard to read
e Better information flow - integrate with processes already online
e Desire for paperless system - an online system may use less paper, which is better for the
environment
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About The Tech Spot Infomnation

The Tech Spot (www 1 .kent.edu/is/techspot/) SENACES
provides a full range of support, computer trouble- The Tech Spot @ ResNet
shooting, and repair for the hardware and software

of most desktops and laptops. The clients can be any of the faculty, staff, and students at Kent State
University. Microsoft Windows (versions XP or higher) and Apple Macintosh operating systems are
supported. Limited support is provided for Linux-based systems.

User Profiles

The Staff members at The Tech Spot fit the following profile:
Predominately students

Predominately male; however, there are two female Staff members
Age range 18-26

Above average technical skills

Learned skills via computer usage

Acquired advanced computer training (some are Dell certified)

The participants from the Usability I course fit the following profile:
Graduate students

Two males and one female

Age range 23-30

Varied technical skills

Two participants are less technical, one is technically savvy

Current Workflow
The following steps describe the procedures currently followed at The Tech Spot.

% The paper prototype addresses a need for a new web interface for step 4 in the following Repair
Procedure.

Computer Check—in Procedure

1. The client signs into the TechCheckin system using their FlashLine ID and password.

2. The client enters their contact information (phone, etc) and computer information.

3. A Staff member enters the computer issues (viruses, hardware, etc.) on the Problem Description
Screen (Figure 1 in Appendix B).

4. The Staff member prints two copies of the Work Order Confirmation Form (Figure 3 in
Appendix B) and gives one to the client.
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Repair Procedure

1.
2.

The Staff member prints a Work Log Form (Figure 4 in Appendix B).

The Staff member staples the Work Order Confirmation Form (Figure 3 in Appendix B) to the
Work Log Form, and places both forms with the computer.

In the Ticket Queue (Figure 2 in Appendix B), a Staff member selects a computer to begin work.

% As the repair process progresses, each step is handwritten on the Work Log Form, from start to
finish. A typical repair process can have many steps, and each step could be performed by a different
Staff member. Many different Staff members working on the same computer would all need to write
on the same Work Log Form.

When the repairs are complete, a Staff member enters the check-out information into the
TechCheckin system. The check-out information includes a summary of the repairs that were
handwritten on the Work Log Form.

Computer Check—out Procedure

1.

2.

Paper Prototype Workflow

The entire Computer Check-in Procedure has been
performed, including entering the problem description.
The Work Order Confirmation Form (Figure 3 in
Appendix B) and the Work Log Form (Figure 4 in
Appendix B) are not needed for this activity. The
Computer Check-out Procedure will not be
performed.

1.

A Staff member notifies the client that their computer is ready to be picked up, and the computer is
placed into a pick-up queue.

When the client arrives, a Staff member completes a Checkout Information Form (Figure 5 in
Appendix B), prints this form, gives it to the client, collects the fee, and returns the computer to the
client.

In the Ticket Queue (Figure 2 in Appendix B), a
Staff member selects a computer to begin work.
The main screen appears, which contains all
possible repair actions within the tabs on the left,

and a comment field and "feed" area (Job Log) for logged actions and comments on the right.

2. The Staff member chooses a selection on a tab on the left, which causes it to be added to the
comment field on the right.

3. The Staff member types a comment for each selection in the comment field.

4. When the Staff member clicks on the Submit button, the comment is saved and displays in the Job
Log.

5. When the repair process is complete, the Staff member clicks on the Final Checkout button.

6. The Staff member completes the tasks on the Final Checkout Screen, and then clicks on the
Checkout button.

User Tasks

Please refer to Appendix C for a complete list of tasks.
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Follow—up Questions

The following questions were used to gain additional insight and comments from the users. Due to the
relaxed conversation-style of the sessions, the questions were not asked exactly as follows, nor were all
four questions asked of each user. Time constraints were a factor in some situations. The compiled
responses are listed in Appendix A.

* How do you feel about the layout of the web interface?

* Do you understand the meaning of the web interface labels? Are there any confusing labels?

* Do you have any recommendations or comments in general?

* How would you arrange the selections on the tabs or even the tabs themselves?

Prototype Build Process

Much care was taken to design a paper prototype that included the freedom of the old paper process, but
implemented the structure and efficiency of an electronic process.

The paper prototype underwent many changes from its inception. A news feed type interface was
conceived to display the Job Log because it was effective in displaying sequential tasks and also
because of its familiarity to users. A Help feature was added. Tabs and selections were arranged and
rearranged for ultimate usability. Through the organization of tasks, selections, and an intuitive
interface, a paper prototype was designed and ready for user testing.

User Testing

Testing was performed on the paper prototype by two different user groups. The first group consisted
of two actual Staff members from The Tech Spot. These Staff members were given specific tasks to
perform. The tasks included removing viruses or spyware, installing Windows Updates, and fixing a
computer boot issue. Little additional information was provided by the Facilitator.

The second group consisted of three participants from the Usability I class. Since these participants are
not technicians, additional information was provided by the Facilitator for each task. These participants
were assured that their technical knowledge was not being tested.

NOTE: Where possible, improvements were made to the paper prototype after each test to provide the
best possible design for each subsequent user.

Testing by The Tech Spot Staff Members

The Tech Spot Staff members were given the freedom to perform task steps in the order they preferred.
They were able to navigate through the paper prototype and enter their individual tasks in the Job Log.
Problems arose when Staff members could not find a selection on, what seemed to them, the “correct”
tab, and also when Staff members wanted to perform a specific task that was not available on the paper
prototype. (Only a subset of all possible tabs and selections were used in this usability study due to
limited resources and time constraints.)
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After testing, the following improvements were suggested and/or made (refer to Appendix D for a

detailed list of changes):

* Add a Custom button to each tab or placed by the Job Log to accommodate specific or freeform
tasks

e Add atab with boot actions, such as Boot to Normal Mode, Boot to Safe Mode, and Boot to
Physical Environment. One Staff member suggested naming this tab "Modes” or “Boot Modes.”

* Place tasks that relate to getting online under the Network tab

* Add text to the comment field to instruct users where to type their comments

One piece of feedback that needs further research is the order of the comments in the Job Log. One
Staff member preferred using a inverse chronological order, such as on news sites where the most
current news story displays at the top. Another Staff member felt that using a chronological order,
showing the most current comment at the bottom as on a grocery receipt, would be more logical. The
paper prototype was advantageous because users could test the Job Log both ways without having to
redesign the interface.

Testing by the Usability I Class Participants

Less technical participants were able to navigate the paper prototype without any major difficulty, after
being given information for each step by the Facilitator, as anticipated. Difficulties lay with navigation
and labeling, not with the actual interface design, as was expected among less technical participants.

After testing, the following improvements were suggested, in addition to the list above (refer to
Appendix D for a detailed list of changes):

* Place the Help button in a more prominent place on the interface

* Shade (gray-out) the Job Log area of the screen to suggest it is inactive (text cannot be entered)
* Reorganize some items under the Hardware tab and place them on the Software tab

* Add more detailed cues to what each item actually does (through tool tips or a help button)

After completing the testing, it was apparent that the interface was equally easy to use by both technical
and less technical users. This easy usability can be attributed to other familiar web interfaces, such as
Twitter and Facebook, and the logical placement of buttons and labels. The main difference between
The Tech Spot Staff members and the Usability class participants was the approach they took to
complete the tasks. Class participants used the steps and additional information that were provided to
them, while The Tech Spot Staff members were more interested in exploring the interface and adding
their own custom actions.
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Observations

Bias

As work progressed on developing the paper prototype, it became apparent that it was biased toward
people having high technical computer knowledge and skills. Average and less technically skilled users
could have difficulty navigating this interface. To alleviate stress and apprehension, the Facilitator
provided additional information during testing to guide the unfamiliar users. As stated in the consent
form (Appendix E), which was provided to every user who participated in this usability study, “This is a
test of the web interface only—we are not testing you!”

False Problem

A false problem became apparent as some users struggled to decipher the meaning of the tab labels to
discern the location of the selections (steps) to be performed to repair the computers. The Tech Spot
Staff members were able to determine the meaning of the tab labels and perform the tasks. The Class
participants had more difficulty and required more assistance from the Facilitator and the Computer to
perform the tasks.

Exceptions to the Rules
The following exceptions were deemed reasonable and necessary when performing the paper
prototyping usability study:

*  “The users, not you, should decide when the task is done.”’[2] (pg 123) “As a rule, you should let the
users decide when the task is done.”’[2] (pg 184) Carolyn Snyder may have expressed her opinion in
other places in her book; however, these two quotes sufficiently sum up her contention that users
should have the freedom of choice. It readily became apparent that when users performed and
completed the tasks on our paper prototype, they ended up on the “last screen” with nowhere else to
go and nothing more to do. This “last screen” seemed like the optimum place to end their
interaction with the paper prototype. Ms. Snyder’s experience with the grayed out Save
command, as she explains on pg 184, sounds like it occurred on an electronic interface and not on a
paper prototype, so it would not apply in our situation.

*  “Clarify that it’s okay to write on the prototype.” [2] (pg 211) Although a comment field was
present on the paper prototype as input to the Job Log and was provided as a task step, the act of
entering a comment and the actual comment text have no bearing on our usability study. The
functionality of the comment field is important to our usability study and was demonstrated for the
users. We decided to ask the users to “write with their finger” and speak aloud any text they would
enter into the comment field. We also encouraged the users to provide any feedback for
improvement of the comment field and the Job Log.
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Appendix E — Consent Form

This consent form was provided to all participants in this paper prototyping usability study prior to
testing. Signed copies are on file.

INFORMED CONSENT

Study Participants Jean Church, David Cunningham, Chris Hallahan
Participant Name

Participant Phone

Participant Address
The Tech Spot Tri Towers Rotunda, Kent State University Campus

This usabilify study is investigating the creation of a web interface to replace The Tech
Spot's cument paper forms for tracking and recording information when making repairs and
upgrades to laptops for the faculty, staff, and students at Kent State University. Our goal is to
make the web interface appealing, intuitive, and user-friendly for the staff af The Tech Spot.
Your participation will help us accomplish this goal.

In this session, you will be working with a paper prototype of the web interface. We'll ask you
to perform three tasks that the staff at The Tech Spot would typically perform themselves on
this web interface, such as remove a virus or update Microsoft Windows®. Several members
of the development team will sit in the same room, quietly observing the session and taking
notes. We may schedule another person to participate in the same session with you, but if
this other persan cannot attend for some reason, you may be the only participant in your time
slot. A session facilitator will sit near you and help you if you are stuck or have questions.

All information we collect conceming ywour participation in the session belongs to The Tech
Spot and will be used for our intemal business purposes. We will not videotape or audio tape
the session. We may publish our notes from this and other sessions in intermal reports, but all
such obsenvations will be confidential and will not include your name. We will not ask you to
purchase anything during this session, and entering any of your personal information will be
optional.

This is a test of the web interface only—we are not testing you! We want to find out what
aspects of the weh interface are confusing so that we can make it better.

To the hest of our knowledge, there are no physical or psychological nsks associated with
participating in this study, which will last approximately 40 minutes. You may take bhreaks as
needed and may stop your participation in the study at any time.

Starement of Informed Consent
| have read this description of the study and of my rights as a participant. | voluntanly agree to
participate in the study.

print name signature date

From the book Papar Profofyping by Canolyn Snyder, published by Morgan Kaufmann Puslishers.
Cogynght (c) 2003 Elsevier. All Nights reserved.
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