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Presenter
Presentation Notes
This presentation is about low-cost usability testing for websites. It will go over how my team and myself created and implemented multiple user tests for our website redesign into BiblioWeb.I will cover the tests we did, how we did them, and lessons learned, which include things to look out for if any of you try to do this yourselves. This presentation has also been user tested without the expense of additional money. 



ABOUT ME

My name is Dhruti Bhagat (DROO-tee BUH-gaht)

I’ve migrated websites into content management 
systems for:

 U.S. First Circuit Court of Appeals

 U.S. Environmental Protection Agency

 Boston Public Library

Presenter
Presentation Notes
My name is Dhruti Bhagat. I got my MLS in 2015, and I’ve worked on website migrations into content management systems for the US First Circuit Court of Appeals, the US EPA, and for the Boston Public Library, where I currently work as the web services librarian.In library school I learned about the ideal way to do things, which often involved buying software, or using consulting groups, or rewarding participantsHowever, as a librarian, I’ve often been told that I could only do a project if I could do it without buying anything. So, I frequently have to get a little creativeMost of the testing I do isn’t scientific, it doesn’t control for some variables, but it provides enough data to help me with the task at handAnd that’s what we’re going to talk about today: how the BPL did usability testing, using multiple methods, without spending any additional money also known as: the quick and dirty wayI call this presentation low-cost because we did have some materials on hand that we already purchased, that other institutions may not have available. But, we did not purchase any additional materials for this project.



THE REST OF THE TEAM

 Scot Colford, Web Services Manager

 Peter Collins, Web Services Specialist

 Anna Williams, former Communications Assistant

Presenter
Presentation Notes
These are the other people who helped me with the usability testingScot Colford, Web Services ManagerPeter Collins, Web Services SpecialistAnna Williams, former Communications Assistant



ABOUT THE PROJECT

 The BPL moved content from a static website into BiblioWeb

 The BPL made a beta version of the new website available publicly starting May 15, 2018

 We went live with the new website on June 11, 2018

 Our usability testing occurred within the four week period between May 16 and June 8

Presenter
Presentation Notes
The BPL moved content from a static website into BiblioWeb.We made a beta version of the new website available publicly starting May 15, 2018. What we did was add a banner at the top of our old website, and link to the beta version of the new site. So, users could choose to go there and take a look.We went live with the new website on June 11, 2018Our usability testing occurred within the four week period between May 15 and June 8



WHY DO USABILITY TESTING?

 Usability testing allows you to test your product with 
your intended users – before you release it to the 
public

 You will get feedback on how well your product 
works, as well as anything that was frustrating and 
confusing

 Without it, you might make assumptions about how 
your user will use your product that end up being 
incorrect

 …and users might hate or not use your your 
product because it frustrates and/or confuses them

Presenter
Presentation Notes
So first, why do usability testing at all?I’m a librarian, and I’d like to think I know how users are going to behave on bpl.org, but I’ll never truly know until I test my assumptions with users. In the library world we are constantly using library specific terms and acronyms (ILL, OPAC, ILS, CMS, DRM etc.) that sometimes we forget what has become intuitive to us, may not be for the patron. And it’s hard for people who work closely on a project to remain unbiased.Think about all of the unintuitive websites or products you’ve had to interact with that have left you frustrated, and you dread using. Even if your website is good, testing is a great way to confirm that your belief is shared among your users. Usability testing allows you to test your product with your intended users – before you release it to the publicYou will get feedback on how well your product works, as well as anything that was frustrating and confusing. Without it, you might make assumptions about how your user will use your product that end up being incorrect…and users might hate or not use your your product because it frustrates and/or confuses them



THE TESTS WE DID

 Online Feedback Survey

 Usability tests with special groups: visually impaired users and seniors

 Intercept Survey

 A/B Testing

 Card Sorting

Presenter
Presentation Notes
These are the tests we did, and I will cover all of them in this presentation. They are:Online Feedback SurveyUsability tests with special groups: visually impaired users and seniorsIntercept SurveyA/B TestingCard SortingOur old website was very different from the new website, so we wanted to do multiple tests since it would be a drastic change for our users, as you can see on the next slide



OLD WEBSITE  VS.  NEW WEBSITE

Old Website New Website



ITEMS WE ALREADY HAD THAT WE USED

 Two tablets

 One laptop

 SurveyGizmo account

 Index cards

Presenter
Presentation Notes
We had at our disposal these items and used them in this project: two tablets, one laptop, a SurveyGizmo account, and index cards



ONLINE FEEDBACK SURVEY

 We had our survey pinned to the top of the website

 We used SurveyGizmo

 We wanted to keep the survey short so it wouldn’t 
discourage users from completing it

Presenter
Presentation Notes
First we used an online feedback survey. An online feedback survey is what it sounds like. We created a survey that was available online for users to fill out and provide feedback on what they thought of the new website.During the time the new website was in staff preview, public preview, and for three months after we launched, we had a survey pinned to the top of the website. You can see what that looks like in this photoWe used our SurveyGizmo license for this survey. However, this survey could be easily created in another survey platformWe looked up other website feedback surveys to get an idea of what questions we might want to askWe wanted to keep the survey short (ideally 10 questions or less), so it wouldn’t discourage users from completing it



ONLINE FEEDBACK SURVEY:  SURVEY QUESTIONS

 On a scale of zero to ten, with zero being very bad, and ten being fantastic, what is your opinion of the new 
website?

 Do you think the new website homepage makes it easier to learn more about what the Boston Public Library has 
to offer? 

 Is there anything on the new website that didn’t work the way you expected it to? Please provide URLs and 
specifics, and/or upload photos of the problem

 If you’d like please provide us with your email so that we may follow up with you if we have any questions or can 
help you find what you need

Presenter
Presentation Notes
Between May 15, 2018 – June 5, 2018 we got 71 responsesThese are the questions we found the most helpful:On a scale of zero to ten, with zero being very bad, and ten being fantastic, what is your opinion of the new website? (Multiple choice)Do you think the new website homepage makes it easier to learn more about what the Boston Public Library has to offer? (Multiple Choice)Is there anything on the new website that didn’t work the way you expected it to? Please provide URLs and specifics, and/or upload photos of the problem (Open Ended Question) – with a way for users to attach photosIf you’d like, please provide us with your email so that we may follow up with you if we have any questions or can help you find what you need (Open Ended)If anyone had any questions or concerns, and provided their email, I would email them back to thank them for their feedback and tell them that we were going to include it, or we would consider it if we got similar complaints, or that we couldn’t do it, or just help them figure out how to do what they were attempting to do.



ONLINE FEEDBACK SURVEY: LESSONS LEARNED

 Put as many questions you have in multiple choice as you can, because that’s where you will get the most 
responses

 If you do include open text, be aware that you won’t get many responses for those questions

 Keep in mind that feedback skews negative (people are more likely to write about a bad experience than a great 
one)

Presenter
Presentation Notes
Lessons we learned from our online feedback survey: Our survey had 6 multiple choice questions and 5 open text fields. We put the multiple choice questions first because we thought people would be more interested in filling out multiple choice then filling out text fields, and we didn’t want them to abandon the survey without filling anything outWe did find that most people only filled out the multiple choice questions, and didn’t answer the open text field questions, so I would suggest trying to put as many questions as you can in multiple choice, because that’s where you will get the most responses. We found the first question “On a scale of zero to ten, with zero being very bad, and ten being fantastic, what is your opinion of the new website?” to be the most helpful indicator how people thought of the website.  Before we launched. we got an average rating of 6.5, a median of 8 and a mode of 8 on that question. So, we felt pretty good when we launched because those numbers were likely low. Feedback skews negative because people are more likely to write about a bad experience than a great oneEven though we had BiblioCore before the switch, with the new website it seemed like they were all part of one site, which is what we wanted. But, we did get several comments and complaints about how the catalog worked, which wasn’t what we were testing. I don’t think there was a way to avoid people confusing the two, but it’s something to be aware of if you end up in this situation



WHAT IS A USABILITY TEST?

 A usability test is a way to test a website with a 
sample of users

 The users are given a set of typical tasks to complete 
on the website

 An observer is there to take notes on their behavior 
on the website

Image courtesy of flickr user Smart Chicago Collaborative available at 
https://www.flickr.com/photos/smartchicagocollaborative/29899212242

Presenter
Presentation Notes
Usability testing is a broad category that includes many types of tests, but it also can refer to a specific type of test that I’m going to talk about.So, what is a usability test?A usability test is a way to test a website with a sample of users. The users are given a set of typical tasks to complete on the website, and the users narrate their thoughts out loud as they navigate the website to complete these tasks.  An observer is there to take notes on their behavior on the website, and the things they said while completing these tasks. This helps you discover if there are any problems with their top tasks.You can test the website out with members of your organization, but they are familiar with the organization’s terminology and might find some labels intuitive (like “collections” or “Interlibrary Loan”) that the intended user may not. 



WHAT IS A USABILITY TEST? CONT’D

 When you create a usability test, you’ll want to think about your users’ top tasks; the things they are most 
interested in doing when they get to that website (like searching the catalog, or looking up branch hours).

 In an ideal situation, this testing would happen in a lab with computers or other devices hooked up with 
recording software

Presenter
Presentation Notes
When you create a usability test, you’ll want to think about your users’ top tasks; the things they are most interested in doing when they get to that website (like searching the catalog, or looking up branch hours). This test should not be more than ten tasks long. For each task, you should come up with a reasonable scenario that your user could identify with that contains the task. For example, we used the following task to test whether people could find eCard registration easily: You don’t have a library card, but you know that you can get an eCard and borrow items online with it. Using the website, find out how to get an eCard.You might have different sets of questions for different groups if their tasks vary widely. You’ll also want to have a general idea of how long each question is expected to take, so you can see if it took participants longer than expected.In an ideal situation, this testing would happen in a lab with computers or other devices hooked up with recording software. Again, we were unable to do this, and that’s okay tooThe participants would also be recruited and would get some kind of incentive for participating, like a gift card. You would record the session, and then go back over it and your notes to see what, if anything, can be improved. Ideally you do this with 5-15 peopleSo, we developed a usability test based on top tasks, with no more than ten tasks, and we used them as the basis for a couple of our tests



USABILITY TESTING WITH SPECIAL GROUPS

 We tested with seniors, through Age Strong

 We also tested with the Perkins School for the Blind, which is a local school for the blind that serves children, 
young adults, and adults

Presenter
Presentation Notes
First, we tested with special groups. Why test with special groups?In theory a usability test will attract a representative sample of the population, but in reality, it won’t be perfect, and there are some groups that are less likely to respond to more traditional recruitment methods.We wanted to test (ideally) with ESL users, seniors, visually impaired users, users with intellectual disabilities, users with physical disabilities, mobile users, researchers, parents, and teensObviously that is a lot of groups, and it would have been impossible to do in four weeks. We ended up reaching out to three groups: Age Strong in Boston for Seniors, Perkins School for the Blind for Visually Impaired Users, and the Office of Immigrant Advancement for the City for help with ESL users.Ultimately, with we were only able to test with those first two groups, due to scheduling difficulties



TESTING WITH SPECIAL GROUPS:  VISUALLY IMPAIRED USERS

 For our testing with the Perkins School for the Blind, 
we let them take the test on their own and send 
back their feedback

 They were used to testing websites, so they provided 
detailed information on the steps they followed to 
complete the tasks and any issues they encountered

Presenter
Presentation Notes
For our testing with the Perkins School for the Blind, it would have been difficulty to set up a test with them in their office, so we let them take the test on their own and send back their feedback – another “cheat”The people we tested with were used to testing websites, so they provided detailed information on the steps they followed to complete the tasks and any issues they encountered



USABILITY TESTING WITH VISUALLY IMPAIRED USERS – LESSONS 
LEARNED

 I wish we had the foresight to recruit users who were not familiar with testing

 It would have been helpful in this instance, especially to bring them to a lab, and record their sessions

Presenter
Presentation Notes
Lessons learned: I wish we had the foresight to recruit users who were not familiar with testing, so that they weren’t as used to what to expect on a website like thisIt would have been helpful in this instance especially, to bring them to a lab, and record their sessions. The visual of what was happening on their screen combined with the audio from their device’s screen reader and their thoughts would have been very helpful in this case, to know what their device is telling them, and compare it to what’s happening on the screen.



TESTING WITH SPECIAL GROUPS:  SENIORS

 We asked for 5-6 seniors who spoke English, with age 
diversity, ethnic diversity, and neighborhood diversity in 
that order of importance

 We got 4 volunteers

 We supplemented these volunteers by testing some of 
the team member’s parents

“Senior citizens class photo” by Pavla Pelikánová, licensed under CC-BY-SA-4.0

Presenter
Presentation Notes
To recruit seniors for our usability testing, we reached out to Age Strong to find volunteers. Age Strong is our city’s department that focuses on improving life for Boston’s citizens 55 years and olderWe asked for 5-6 seniors who spoke English, with age diversity, ethnic diversity, and neighborhood diversity in that order of importanceWe got 4 volunteers, who were all around the same age ~ 65 years old from different neighborhoods, with different ethnic backgroundsWe supplemented these volunteers by testing some of the team member’s parents

https://commons.wikimedia.org/wiki/File:Overview_of_class_of_Senior_Citizens_write_Wikipedia_in_MLP,_2014-11-04.JPG
http://creativecommons.org/licenses/by-sa/4.0


USABILITY TESTING WITH SENIORS – LESSONS LEARNED

 We should have asked for people who are familiar with the internet

 We also should have prepared them more for what to expect

Presenter
Presentation Notes
Lessons learned from testing with seniors:  We should have asked for people who are familiar with the internetAt least a couple of the people didn’t really know how to navigate a website, which made it difficult to tell if the trouble they experienced on our site was something we should fix, or just because they weren’t that familiar with websites in generalWe also could have prepared them more for what to expect from the session. We told them we wanted their help to test our website, but we should have gone over how the testing process was going to work. Many of them felt unprepared and nervous. One person relied on their spouse to help them out.To work more on this, I am currently working on a new round of usability testing with seniors, using a questionnaire where seniors fill out more information about themselves, so that we can choose a more diverse sample of users to test the website with.



QUESTIONS?

What We Covered:
 Why You Should Do Usability Testing

 Our Online Feedback Survey

 Our Usability Test

 Our Experience Testing with Special Groups



WHAT IS AN INTERCEPT SURVEY?

 Used to gather on-site feedback from an audience

 The interviewer approaches a user to ask about 
their experience

Image courtesy of Anne Palmer, Johns Hopkins University available at 
https://news.psu.edu/photo/300276/2014/01/15/efsne-intercept-survey

Presenter
Presentation Notes
So, next we did an intercept survey. So, what is an intercept survey?An intercept survey is used to gather on-site feedback from an audience. During an intercept survey, the interviewer approaches a patron to ask about their experience at a store, restaurant, conference, website, etc. 



INTERCEPT SURVEY

 Our web services team of three took tablets and computers out into the library and asked people if they would 
be willing to spare a few minutes to help us test our new website

 We tried to get as much diversity in who we approached to help us out (with gender, race and age)

 Each of us tried to get at least 2, but preferably 3 participants in 30 minutes, so that we would have a good sample 
of people (6 – 9 participants per session)

Presenter
Presentation Notes
Our web services team of three (myself, Scot, and Peter) approached people with our office tablets and laptop and asked them if they would be willing to spend 10-15 minutes to help us test our new website. The test we used for this was the usability test we had created, from the previous method.We tried to get as much diversity in who we approached to help us out (with gender, race and age) – but we guessed; we did not ask the users for that informationEach of us tried to get at least 2, but preferably 3 participants in 30 minutes, so that we would have a good sample of people overall (total 6 – 9 participants per session). We did a total of three intercept sessions, so we got about 18 – 27 users total.After each session, we debriefed about any trends we noticed, or anything that stood out in particular



INTERCEPT SURVEY:  LESSONS LEARNED

 It would have been great if we had come up with a standard way to record all of our observations

 If we had that, it would have been easier to reference all the results and do more thorough analysis 

 Ideally, we would have been able to give participants a gift card, or a chance at getting a gift card, to increase 
participant rates

Presenter
Presentation Notes
Lessons learned: It would have been great if we had come up with a standard way to record all of our observations. If we had that, it would have been easier to do more thorough analysis Ideally, we would have been able to give participants a gift card, or a chance at getting a gift card, to increase participant rates, but that’s not always possible for everyone, so we resorted to approaching people and seeing if they were willing to help us out



WHAT IS AN A/B TEST?

 It tests how one version of a website performs over 
another

 People interact with the same website but are 
assigned View A or View B

 Data is gathered on how the users interacted with 
each version

Photo courtesy of Flickr user RaHuL Rodriguez available at 
https://www.flickr.com/photos/rahulrodriguez/15160909753

Presenter
Presentation Notes
We also did an A/B test.So, what is an A/B Test? An A/B test, is also known as a split test or a bucket test. It tests how one version of a website performs over another. In an A/B test, people visit the same website, but they are assigned a view of the website: view A, or View B. Usually only one or two items have changed between the two versions. Data is gathered on how the users interact with the versions. Whichever one performs better is selected to be the official version of the website. 



A/B TESTING

 We wanted to test the label “collections” versus “books & more” to see which of these labels people found more 
intuitive 

 We used our intercept survey one day, and then the next day we did another intercept survey with a different 
label

 We paid attention as to whether the participants in this group had an easier time finding information in that 
category

 When we reported back, we determined that the term “Books & More” was more intuitive for users than the 
“Collections” label

Presenter
Presentation Notes
Google Analytics has a free option, but we would have been unable to implement it in beta mode. So, we chose the only way we could think of to do this: We wanted to test the label “collections” versus “books & more” to see which of these labels people found more intuitive We used our intercept survey one day, and then the next day we did another intercept survey with a different label on the website and paid attention as to whether the participants in this group had an easier time finding information in that categoryWhen we reported back, we determined that the term “Books & More” was more intuitive for users than “Collections” as a labelJust to note: Two of our three intercept survey sessions were used to do the A/B test, however, just because we were paying attention to how the label change affected things, doesn’t mean we weren’t still intercept testing.Also, if you have good analytics, and a way to assign different views to different users, the intercept survey is not needed to do this type of test. 



A/B TESTING: LESSONS LEARNED

 We did the first test with Version A at 3:30 pm on a Tuesday at the end of May. For our second test (Version B) 
we started at 3:15pm the next day, a Wednesday

 We felt this test provided meaningful results, without investing too much time (or any additional money)

Presenter
Presentation Notes
Lessons learned: We did the first test with version (A) at 3:30 pm on a Tuesday at the end of May. For our second test (Version B) we started at 3:15pm the next day, a Wednesday.  We did this because we thought that we would get similar pools of people at 3:30 on a Tuesday and a Wednesday. This was important because we wanted to try to control the variables in the test, as much as we could.We felt this test provided meaningful results, without investing too much time (or any additional money). I’m glad we chose to do it this way, instead of leaving it to other staff members or ourselves to decide. Because, now we know that “Books & More” is preferred by our users.



QUESTIONS?

What We Covered:
 Intercept Testing

 A/B Testing



CARD SORTING

 After we had decided on the content we wanted in our top level navigation, we did some card sorting with users

 I decided to do this about two weeks before the launch, so I didn’t have time to recruit individuals

 I wrote out all of the items on index cards

 I tried to find people who didn’t have any exposure to our beta site, and didn’t interact too much with our old 
site

Presenter
Presentation Notes
Our last test was a card testWhat is card sorting? Card sorting is a method used to help design or evaluate the information architecture of a website (i.e. the way the information on your site is structured). In a card sorting session, users organize topics into categories that make sense to them. When you have enough results, you can look at the data, and see where there are commonalities. This helps you structure information that makes sense to the users, and not what makes sense to you. There are many types of software out there that let you do this, for a fee. To make it free, we used index cards. So, after we had settled on the content we wanted in our top level navigation, we did some card sorting with users. I decided to do this about two weeks before the launch, so I didn’t have time to recruit individualsSince we didn’t have any software for this, I wrote out all of the items on index cards (Note: we excluded our About and Visit tabs, as we felt those navigation sections were pretty solid).Then I tried to find people who didn’t have any exposure to our beta site, and didn’t interact too much with our old site. So, I ended up getting my brother, my mother, and a co-worker who had recently joined our team, but wasn’t involved in the redesign. Each user was tested individually.



CARD SORTING

 I asked everyone to group things they felt belonged together

 I told them that they were not required to fit every card in their grouping scheme

 I used post-its to create the navigational headings they felt belonged with the categories

Presenter
Presentation Notes
I asked everyone to group things they felt belonged togetherI told them that they were not required to fit every card in their grouping schemeI watched them as they did this, and told them if they had questions about what one of the card links would lead to, they could ask me for clarificationI used post-its to create the navigational headings they felt belonged with the categoriesI took notes during this process, especially on things people requested clarification for



CARD SORTING

Presenter
Presentation Notes
The colors of the index cards had nothing to do with any of the labels, they were just the index cards I had available, and I stressed to the participants that the colors were irrelevant to the excercise.This was my parent’s house, and I believe this was my mom’s card sort.



CARD SORTING

Presenter
Presentation Notes
This is that same card sort, just zoomed in on one category that they labeled “Register.”



CARD SORTING

 When they were done, I asked them some questions, to understand their reasoning

 To keep track of what everyone did, I took photos of their final designs

 Using my notes, and the photos, I tried to create a composite navigation that incorporated elements with each 
design

Presenter
Presentation Notes
When they were done, I asked them some questions, to understand their reasoningHowever, I didn’t want them to feel like they did anything wrong, so I tried to only ask things that seemed important to their processTo keep track of what everyone did, I took photos of their final designsUsing my notes, and the photos, I tried to create a composite navigation that incorporated important elements from each design



CARD SORTING: LESSONS LEARNED

 It would be preferable to get more people to do this, so there are more diverse viewpoints participating 

 It would also be better if we had done it online, because then we could have analyzed the data better

Presenter
Presentation Notes
Lessons learned: It would be preferable to get more people to do this, so there were more diverse viewpoints participating It would also be better if we had done it online, because then we could have analyzed the data better, instead of looking for patterns myself. However, even though our survey platform has that option, it would have required us to upgrade our account, and would have cost more money.



CONCLUSION

 You can still (and should) test with users before 
unveiling a major change to your website

 You can still get meaningful results if you’re willing to 
put in some extra time and effort 

Presenter
Presentation Notes
Don’t forego testing major changes on your website with your users, just because you can’t afford the expensive software that everyone says you should use. No matter your financial situation, you should still test with users because that’s how you know if your planned changes are doing what you intended them to do. If there are any problems, it is better to find out before you go live, rather than after. I would recommend doing at least two types of usability tests (but they don’t have to be these ones).If you don’t have dedicated staff to do this, I would pick the team you want to work on this, decide on what tests you want to do, and make sure everyone understands how those tests work. I would extend the testing period beyond our four weeks to accommodate the schedules of staff who have other job responsibilities that take priority.Presentation note: Try to end early so people can get to their break early



RESOURCES

Learn More About Usability Tests
 Usability.gov

 UX Booth usability testing articles

 The Bootstrappers Guide to Free Usability Testing by Wes McDowell

Free A/B Testing Software
 A/B Testing with Google Analytics

Free Survey Software
 Google Forms – for free surveys

 SoGoSurvey – free surveys

 Typeform – free surveys

Presenter
Presentation Notes
Here are some free resources to help you with your project

https://www.usability.gov/
https://www.uxbooth.com/search/usability+testing
https://www.paulolyslager.com/bootstrappers-guide-to-free-usability-testing/
https://support.google.com/optimize/answer/6211930?hl=en
https://www.google.com/forms/about/
https://www.sogosurvey.com/online-survey-tool/
https://www.typeform.com/product/


QUESTIONS?

Contact Information

Dhruti Bhagat

Boston Public Library

Web Services Librarian

dbhagat@bpl.org

617-859-2290

mailto:dbhagat@bpl.org
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