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Web & e-Business Strategy & Solutions

Interactive Customer Experience Usability Methods
Instructions:

1. Identify the lifecycle phase your project is currently in

2. Choose from the list below
3. To find out why usability testing is a vital part of the project lifecycle, read the Usability Toolkit
4. See page two of this document for examples 
Initiation Phase
	Method:
	What It Is:
	Time/Cost:

	Audience analysis
	Collect and analyze information about the people who use our product/service.
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	Concept testing
	Evaluate customer response to a product/service prior to project plan and startup
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	Contextual inquiry
	Interview and observe actual users in the context in which the product/service is used
	[image: image7.wmf] [image: image8.wmf]

	Personas lite

	Identify user archetypes used to help guide design decisions; use only if existing personas do not meet business needs
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Outline/Design Phase (and beyond)
	Method:
	What It Is:
	Time/Cost:

	Card sorting
	Ask participants to group items and/or label them in a way that makes sense to them
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	Cognitive walkthrough
	Inspect a user interface by going through a set of tasks to evaluate its understandability and ease of learning
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	Comparative evaluation
	Identify key features and rate them to see how our product/service scores in relation to competitors’ product/service
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	Formal usability testing
	Create a detailed screener, recruit participants to walk through a set of defined scenarios and record their behaviors and observations
	[image: image17.wmf][image: image18.wmf][image: image19.wmf] [image: image20.wmf][image: image21.wmf][image: image22.wmf]

	Guerrilla testing
	Use a basic prototype to test small design items that may benefit from user feedback
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	Heuristic evaluation
	Examine an interface and judge its compliance with recognized usability principles ("heuristics")
	[image: image25.wmf] [image: image26.wmf]

	Informal usability testing
	Create several scenarios to test and ask friends, family or internal business partners to participate (3-5 people)
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	Listening lab
	Ask participants to perform natural scenarios and tasks to demonstrate their natural use-mode
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	Survey
	Ask a large pool of users easy-to-answer questions that yield precise answers
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	Task analysis
	Test the steps required to complete a task
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	Visual design assessment
	Ask participants to respond to one or more approaches to the visual design of an interface
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	Wireframe walkthrough
	Ask participants and/or business partners/stakeholders to step through the flow of a proposed interface and share impressions
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Examples: How to Incorporate Usability Methods in the Project Lifecycle
	Project:
	Lifecycle Phase:
	Usability Method:

	EB8 — FM1 Forms Redesign
	Initiation
	A contextual inquiry is performed by interviewing internal clients, such as NCC reps, to evaluate how they use the existing forms Web page.

	
	Outline/Design
	An heuristic evaluation is performed to evaluate the existing forms Web page based on recognized usability principles.

	
	Outline/Design
	Internal or external users are recruited to participate in card sorting, which helps the user experience team determine how to categorize and label forms so that users can easily find them.

	
	Outline/Design
	After the wireframes are developed, a wireframe walkthrough is conducted with the business partners to ensure that the proposed interface meets both business and user goals. 

	
	Outline/Design
	An informal usability test is conducted with NCC reps to evaluate how the proposed interface meets their needs.


	Project:
	Lifecycle Phase:
	Usability Method:

	EB4 — IN9 WeBSS Intranet Redesign
	Initiation
	An audience analysis is completed so that the interface can be designed with primary audiences in mind.

	
	Initiation
	A contextual inquiry is performed by interviewing internal audience members, such as other WeBSS employees, to evaluate how they use the existing intranet site.

	
	Outline/Design
	Internal users are asked to complete a survey with specific questions about their intranet use, needs and goals.

	
	Outline/Design
	Internal users are recruited to participate in card sorting, which helps the user experience team determine how to categorize and label sections of the intranet site.

	
	Outline/Design
	An informal usability test is conducted with WeBSS employees to evaluate how the proposed interface meets their needs.
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