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Study Report for First User

Findings

First three findings identified several major problems in the system. The user spent a lot of time wondering why the task she wanted to do was not offered as an option; the user was confused with the choices that were given. It was apparent that these were major problems due to the time the user spent on searching for such features.
Based on the objectives, the user successfully completed all of the tasks. These problematic findings were concluded from issues the user encountered while performing the tasks. When the user seemed to be confused or spending a long time on one part, we intervened by asking what the user is looking for or what she is confused about. Many times the user offered suggestions to improve the system, and these notes can be referenced in the latter sections of this document.
Problem 1
Auto generated messages are impersonal
Observation(s)
· 20, 21, 23: Unable to personalize the message that was sent when the user accepts or declines an item request. 

· 36: User wants to write her own email to request something, explain why she needs it and how long she needs it, instead of an impersonal email.

Violated Principle

· User was not in control, unable to perform the task the way she wanted to.

· Did not match between the system and the real world as she did not get to explain herself or was denied the option to do so. The system prevented her from performing the task the way she would in the real world. 

· Did not allow user to do something "she rather" be doing.

Solution
· Allow the user to personalize any system generated messages. The system must get users’ confirmation before sending out a message.
Problem 2
System did not allow the user to read what system-generated message that was sent on her behalf.
Observation(s)
· 19, 24, 27: Unable to send email to friend with the user's stuff to request things back. More importantly, user does not know what was sent on their behalf. Brought frustration not knowing what was contained in the msg. user was reluctant to click such a button.

Violated Principle

· User was not in control, unable to read the message

· System status was not visible to the user

· Did not match between the system and the real world as she did not get to read the message that was sent on her behalf

· System is not flexible because it did not offer users the option to view the message 

Solution
· The system must get users’ confirmation before sending out a message.

Problem 3
Confusing icon/menu

Observation(s)
· 22: user does not know what request item back button is for, need some comments/help system to instruct users.
· Even before performing a task, user asked what the transaction menu is for. Users might be confused as to what the transaction button will lead to since they are not sure if it has past transaction. User wants to have the option of viewing emails regarding a specific transaction.

Violated Principle

· Did not match between the system and the real world as the language used is not common enough to be recognized.
· Lacked recognition for the user since user needs some form of instruction mechanism to continue.
· Lacked help and documentation features that could have made the user perform the task with more ease and less time.
Solution
· Make any confusing icon/menu more clear to the user.
· Hover instructions over icon/menu that could be confusing to the user.
· Implement Help for the system.
Problem 4
Users might need time to update system information such as item returned.
Observation(s)
· 25: System did not offer flexible solution for users who do not have time to actually manually update an item that was returned. System needs to concern user time restrains.
Violated Principle

· Did not match between the system and the real world as not all users can make the time to update.
· Lacked flexibility in providing alternative methods to update an item returned.
· User lacks control and choice since the system requires user to constantly update and the system lacked concerns for all types of users, does not apply to universal user.
Solution
· Alternative method to update system’s information without manually inputting it by the user.
Problem 5
Additional features suggested.
Observation(s)
· 13: Attach pictures when notifying new items added in the email.
Violated Principle

· Did not match between the system and the real world as the user cannot show off/advertise the item she is willing to share.
· Lacked flexibility in providing users with a way to communicate, via pictures not words.
Solution
· Add attachment feature in the email system.
Problem 6
Other alternatives.
Observation(s)
· 31: Not everyone will use search to find an item, system needs to be equipped to handle such a situation.
Violated Principle

· Did not match between the system and the real world as there was only a limited ways of performing the same task.
· Lacked flexibility in providing users with other path to the same solution.
Solution
· Provide a separate interface for accessing the same information as that which is obtained through the current search feature.
Positive Findings

1. Always had confirmation messages to allow users to know they are done.
Observation(s)

· 8,9,27: Done with sending a email message, done with sending request item back.
Principle Followed

· system status is visible to the user.
· let the user know s/he is in control, information feedback.
· system match the real world as there are confirmations after any transaction.
2. User was happy to see the “you have 5 new messages” link on the homepage, and wanted to click it right away.

Principle Followed

· Offers informative feedback, and the user is able get to the messages quickly and easily.

3. User thinks the message page is easy to use because she has been dealing with emails and is already very familiar with it.
Principle Followed

· Strive for consistency, consistent with all the other email programs, reduce memory load because user is already familiar with the structure of emails.

4. User likes the feature that allows her to add her own groups and friends

Principle Followed

· Support internal locus of control, instead of forcing users to categorize their friends a certain way, they get to define their own categories.
· Provides flexibility.
5. User likes that she can send messages from the transaction page.

Principle Followed

· Reduce short term memory load, user doesn’t have to remember the friend she wants to send message to, and go to the message page to send a message. Users can look at the transactions, and send to specific friends accordingly.

Changes
After First User Testing
Change: Should give the user additional background information. Elaborate more on the problem we are trying to solve; problem people are encountering with the current sharing process, and the features and capabilities our interface has before the user begins to perform the task. 

Reason: During the user testing, our user was unaware of what she can do with the system without knowing its general features and capabilities. Her first reaction after logging onto the system was to use the message feature for everything, i.e. to mass email everyone and ask who has a certain item, which is inefficient and defeats the purpose of having our interface. If we had elaborated on the purpose and features of the system a bit more, she would have been more clear about what she is capable of doing with our system. Another example is that she didn’t know that the groups feature was user-defined not predefined by the system , which made her unhappy due to the limitations of the group categories.
Change: Ask the user  to rate how easy it was to perform the task, after completion of each task, on a scale of 1-10 (1 being very hard, 10 being very easy).

Reason: It’s a good idea to see how easy the user thinks it is to perform the tasks. It acts as a measuring quantifier for us to compare the quality of the system. With each test we perform on the users, we can use this quantifier to measure the new, modified system against the older version of the system. 
Change: Ask the user to rate how s/he feels about the interface after each task. (1 being hate it, 10 being love it)

Reason: Good to get a general feeling of the user experience, and how each task is perform in comparison to each other.

Change: Keep track of how long each task took the user to complete.
Reason: This gives us a more quantitative evaluation of how easy it is for the user to perform the tasks relatively to each other. This is not absolutely accurate since we ask the users to think aloud while they performed the tasks.

Change: For task number 3, ask them to borrow a basketball instead of the Finding Nemo DVD.

Reason: Our paper prototype currently shows sample search results for basketball, may confuse the user if not changed.
Change: Erase pre-filled entries, boxes or search results, and write them into the paper prototype as the user indicates what to enter or what to select..

Reason: User was confused by the pre-filled pages, i.e. “I didn’t pick these two items to borrow.”

Change: be prepared for users clicking on things on the interface that are not part of our expected pages to be visited.
Reason: Our user decided that before she goes on to completing the specified task, she would like to see all the new messages first, and we were unprepared for it.
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While user is familiarizing herself with the interface
When user reaches the Home page, she scanned the page and the menu on top and she asked, “Transaction, what’s this for?”

Task 1: “You want to let your friends know that you have a new item that you can share with them.”

Specific task: The user wants to send a message to his/her friends, telling them that s/he has A Bug’s Life DVD.

1. Clicked on the “you have 5 new messages” link on the homepage first instead of what we had expected.
2. She reads the first new message, and wanted to click reply

3. Checks all messages

4. Clicked compose (finally got to the step that we anticipated for)

5. User says, “I usually type the message first”

6. After user clicked on insert addresses, it took her a while to decide what to click on.

7. User says, “okay, checking box in front of a group will select everyone from that group, and if I don’t want the whole group, I can expand to select specific people.”

8. User says, “I’m done” after clicking send and seeing the confirmation message at the bottom of the page

9. We ask, “how do you know you are done?” User says, “there’s the confirmation that says message is sent.”

10. Time it took the user to complete this task: 5 minutes

11. User went through the task very smoothly, and seemed like she knew what she’s doing.

12. We ask, How easy was is to complete the task: 10

13. Query for additional comments: I would like to attach pictures when I inform others of my new item.

Task 2: Someone borrowed your half-life game, they forgot to return it, how do you remind them?

Specific task: The user wants to find out who borrowed his/ her beanie.

14. Starting out from the messages page, where she last visited for the previous task.

15. User looked at the menu on top. It took awhile, then the user says, “I’m guessing this is what I’m suppose to click on.” Referring to the “transactions” icon. But user looked through the messages instead.

16. User says, “I wanted to find past records of things I lent out. I want to look at messages first. Usually when friends want to borrow things from you, they’ll send you a message.”

17. When user couldn’t find any information from the messages, she looked at the menu again.

18. User looked through the tabs on transactions page, and clicked on “items I lent”

19. User says, “I see beanie, it says Seva borrowed it from me. and I check the box…” She then looks through the page, and says, “I thought I would see the message the borrower sent me from before about borrowing the item. 
20. Even though user completed the task, she wanted to click on “item requests” to see a list of items other people want to borrow from her. She comments, “so I just click accept or decline? Where do I enter a message to communicate to my friends”

21. After we explain that when she clicks okay, a message will automatically be sent to her friends saying whether she accepted or decline their request. She comments, “but that’s very impersonal. If I decline I would want to tell my friend why I declined, like I already lent it to someone. If I accept, I would want to attach a message asking when they will be able to pick it up. At least, I would like to know what message is sent to them before I click okay.”

22. She then clicked on “items I lent”, and commented, “what does request item back do?”

23. After we explain that “request item back” button sends an auto generated message to ask borrower for things back she says, “I’d rather send my own message, but yeah I guess I’ll click the request message now...” 

24. She clicks the button, and we showed her the confirmation message saying that her message has been sent. She says, “ but I don’t know what was in the message…”

25. She then sees the “Mark items as returned” button, and says, “so I have to click this when someone return things to me? But I think usually I won’t bother to mark item when people return them to me.”

26. User is now looking at the date lent column, she says, “I think newer transactions should be on top”. We told her that she can sort by clicking the “Date” label on top. She replies, “Better to say sort by group or date, or something like that. It’s not very clear that I can sort. Maybe it’s more obvious if I visit the actual website.”

27. We ask, “are you done with the task?” User, “I think I’m done a while ago. But I wanted to send Seva a message, that’s why I kept going. I mean am I not supposed to do something after I look up who has my stuff? But it didn’t work out as I expected. I had to either explicitly go and write my message, or use the auto generated message.”

28. This task took 10 minutes

29. How easy it is to perform task: 8

30. How long it took user: 10 min

Task 3: “You want to borrow a basketball, do it.”

Specific task: The user wants to borrow a basketball, but s/he doesn't know who in his/her network has it. 

31. User says, “I see that there’s a search button. But I wouldn’t use search. I will message my friends and ask who has a basketball. But fine, I will click on search.”

32. User says, “I’m going to look at the options in the drop down menu for ‘category’ and ‘group’, is there a select all option?” Then we explain the default value is select all, it’s labeled “All”. We asked whether it’s unclear, she said, “no, not really. I just didn’t notice. Or maybe it’s more clear if it says ‘select all” instead.”

33. User, “Also, it would be cool if I can select multiple choices without holding down the ctrl key”

34. User looked at group, then at friends, and looked a little confused, unsure of what to do, and left those as default.

35. When search results show up, she says, “I’ll see who I know better” She then looked at the results by group

36. After she checked a couple of items to request, and clicks request, she comments, “yeah, once again, I’d rather write my own message to ask the owner, I would like to tell my friends why I want the item and when I will be able to return it”

37. We ask, “are you done with the task?” User, “yes, but I want to see the message that just got sent.”

38. How easy it is to do task: 8

39. how long it took user to do task: 10 min

40. User, “I guess it would be easy to use once I know, since this is the first time I interact with this.”

Other comments from user
41. I think there is too much helping during the interview… Don’t give too much hints…

42. I don’t usually like to do searches… I think I only use searches when I go to Google or for searching to add a friend…

43. Also I think it’s inconsistent to have friend search under the friend button, and have search for items on the menu level. These are similar functionalities, yet on different level of the site hierarchy.

44. On friend page, change Requesting friend to add friend.
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