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Coding Usability Problems

1. Record the undesirable outcome

® Errors, Long Times, Frustrations

What is the interface is causing the problem, if anything?
Global or Local

Assign a severity rating

Recommend solutions if appropriate

A S

Present usability problems

* Frequency, Severity & Screenshots

MeasuringU 2017 4



Errors and Their Causes

ERRORS

@ = Slips: Unintended actions: Typos
= Mistakes: When the goal is wrong it is a mistake, even if that goal was accomplished:

Clicking Reply All instead of Reply

CAUSES

= User Interface Problems: Headings that are not clickable
%

= Scenario Errors: Errors caused by the artificiality of the usability test.
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Usability Problems

A usability problem should have a name/description and a severity rating

1. MINOR:

Causes some hesitation or slight irritation

2. MODERATE:

Causes occasional task failure for some users; causes delays and moderate irritation

Leads to task failure. Causes user extreme irritation

‘ 3. CRITICAL:

INSIGHT / SUGGESTION / POSITIVE

Leads to task failure. Causes user extreme irritation

MeasuringU 2017 6



Usability Problem Example

Character set :

Group by :

Search for

Character set :

Group by :

Search for :

[Unimde

Ll

)

"’] 30 ko Unicode

checdk

’L.Inimde

|

]

check

Search | ¢ .
""'] 5o ko Unicode

&Eset .—/
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Search button changes to a Reset
button once users starts typing--
leading to data loss.

Severity 2



5 video clips

1. https://www.usertesting.com/highlight

reels/NDxHZs2pulqpX9bEvDPD

2. https://www.usertesting.com/highlight

reels/ WUFEndQPMphwY2pFMATz

3. https://www.usertesting.com/highlight

reels/scJAh8xDzNRpmMQ3VKaqy

4. https://www.usertesting.com/highlight

reels/oYb7zBuVerY2puhUYjlB

5. https://www.usertesting.com/highlight

reels/31gsXNHTZvZTvpomMvur
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https://www.usertesting.com/highlight_reels/NDxHZs2pu1qpX9bEvDPD
https://www.usertesting.com/highlight_reels/wUFEndQPMphwY2pFMATz
https://www.usertesting.com/highlight_reels/scJAh8xDzNRpmMQ3VKqy
https://www.usertesting.com/highlight_reels/oYb7zBuVgrY2puhUYj1B
https://www.usertesting.com/highlight_reels/31qsXNHTZvZTvpomMvur

Usability problems: Renting a car

Enterprise

--nnnnn-nnmmmmmmm
. . .
Il .

— Adj. P = .12
Total Problems = 28
% of Problems Discovered = 98%
Estimate of undiscovered problems =1
Total problems available for discovery = 29

MeasuringU 2017 9



Are usability
orofessionals reliable?
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TEAM C

TEAM A

TEAM D

TEAM B
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TEAM A 2 In Common

000 = 2%
102 Total Problems

+ B =29
TEAM B A+B=2%
00000 O0O0C0OCGOCDSO A+C=7%
00000 00O0CGO0COF0 A+ D =30
00000 00O0CO0COF0 =3%
00000 00O0CGO0OFO B4 C 2 2%
00000 000O00F0 = 2%
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00000 000O0OFO
00000 00O0CGO0COFO C+D=28%
00000 000O0COF0
00000 00O0CO0COFO AVERAGE = 5%
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Avg. Any-2 Agreement from 23 Studies

0 10 20

Connell & Hammond, 1999 Study 1a
Molich, 1998 (CUE — 1)

Jacobson & John, 2000

Molich et al., 1999 *CUE - 2)

Hornbaek & Frokjaer, 2004 (HE)
Connell & Hammond, 1999 Study 2
Connell & Hammond, 1999 Study 1
Greenberg et al., Study 1a ‘GroupDraw’

30 40 50

Hornbaek & Frokjaer, 2004 (MOT)
Molich & Dumas, 2008 (CUE — 4) HE
Law & Hvannberg, 2004

Molich & Dumas, 2008 (CUE — 4) UT
Hertzum & Jacobsen, 1999

Greenberg et al., Study 1b ‘GroupDraw’
Greenberg et al., Study 2a ‘Groove’
Nielsen & Molich, 1990
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Greenberg et al., Study 2b ‘Groove’
Nielson, 1993

Rowe et al., 1994

Hornbaek & Frokjaer, 2007 (Experts)
Nielsen & Molich, 1992 (Mantel)
Hornbaek & Frokjaer, 2007 (Student)
Dutt, Johnson, & Johnson, (1994)






ontrolled Studies
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Avg. Any-2 Agreement Controlled Studies

0 10 20 30 40 50 60 70
Tullis Study 2, 2006 Kjeldskov et al., 2005
Capra 2006 (Practitioners) Vermeeren et al., 2003 Study 2 “Thermonstat”

Capra 2006 (Students)
Tullis Study 1, 2006
Jacobson, Hertzum & John, 1998

Andraesen et al., 2007

Vermeeren et al., 2003 Study 3 “TV Video”

Vermeeren et al., 2003 Study 1 “Jammin”
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All Studies vs. Controlled studies
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Controlled Studies
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Selected Radiological Studies

0 10 20 30 40 50 60 70 80 90

Radiology

Herman et al. (1975) “Disagreements in the chest roentgen interpretation”
Schnitt et al. (1992) “Pathology of the Breast”
Albaum et al. (1996) “Interobserver reliability of the chest radiograph in community-acquired pneumonia”

Amandus et al. (1992) “Inter-reader variability in the classification of the type of small opacities in
the chest roentgenogram”

Yersuhalmy (1996) “The statistical assessment of the variability in observer perception and description of
roentgenographic pulmonary shadows”

Garland (1949( “On the scientific evaluation of diagnostic procedures”

Kwong et al. (1996) “Miliary tuberculosis: Diagnostic accuracy of chest radiography”
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Expert Agreement in Context

Completion Rates (CUE-8) Task Time (CUE-8)

® O
O 6 0 00 @0 O
.5 .75

r
0 .25 1
Random Restricted Competent Aided Decisions
Stock Brokers 0.32 Pathologists 0.55
Polygraphers 0.33 Grain Inspectors 0.60
Clinical Psychologists 0.40 Auditors 0.76
Livestock Judges 0.50 Weather Forecasters 0.95
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About MeasuringU

MeasuringU is a quantitative research firm based in Denver, Colorado focusing on quantifying the user experience.
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