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INTRODUCTION 

Product 

The goal of our study is to provide redesign feedback to Qwest‟s Online Account 

Management team so that they can improve the usability and user experience of key 

aspects of online account management. 

Our hypothetical client is the product development executive team at Qwest that is 

responsible for the ongoing development and enhancements of customer-facing online 

account management. We based our research on a hypothetical challenge that Qwest 

might be facing when it markets its services to new customers. We imagined that Qwest 

was aggressively marketing to local Seattle residents, and wants to ensure that basic 

online account management is usable for new customers. 

Target User 

Based on our hypothetical client and challenge, we developed a user profile that 

represents the type of customer that Qwest is seeking. Our profile was a Seattle resident, 

who is moderately technically literate, uses the Web regularly for shopping and banking, 

and would likely use online account management tools if offered. The profile we 

developed helped guide the development of relevant tasks: registering an account 

online, paying a bill online, checking the details of a bill, and saving it locally. 

Our target user is an adult aged 30-45, who lives in Seattle and has access to Qwest‟s 

services. Our target user has an income, uses the Internet regularly, and is responsible 

for selecting home telephone service. Out target user is the kind of customer that Qwest 

might actively seek in the local area.  

Questions/Focus 

The central research questions we developed are: 

When using Qwest.com to manage their account online: 

1. Do new users encounter usability problems when registering their account 

online? If so, what kinds of problems occur? 

 

2. Do new users encounter usability problems when paying their Qwest bill online? 

If so, what kinds of problems occur? 

 

3. Do new users encounter usability problems when viewing the details of their bill, 

and saving it to their computer? If so, what kinds of problems occur? 



Qwest Team | HCDE 417   Final Report             

 

June 8, 2011   Page 4 of 45 

 
 

We focused our questions on the kinds of activities that new Qwest customers will 

address when using online account management for the first time.  We organized our 

tasks into a logical sequence, starting with registering a new account online, followed by 

paying a bill, and lastly reviewing details and saving a bill locally. We wanted to test the 

most basic tasks a new customer would face to evaluate the interface and see if 

Qwest.com‟s online account management system is usable for new customers 

performing basic account servicing tasks.  The method we chose to investigate these 

questions was a formal usability test in a lab with a participant recruited from outside 

the team.  

Motivation 

Our initial motivation for testing the Qwest online account stemmed from several poor 

interactions that team members had with the account management system.  Early 

reviews of the interface helped us identify key areas of concern, which we focused on in 

the development of our tasks.   

The focus of our research strongly supported conducting a usability test, and we 

discussed whether to conduct the test in a lab, or proceed with a less formal pilot study. 

The team agreed that we would gain valuable insights from conducting the test in a lab 

which would allow us to capture audio, video and provide a more professional setting for 

a participant who was not a team member. An additional motivation was to gain hands-

on experience with the Morae system. 

We also discussed using an actual live account versus developing a prototype, and we 

ultimately chose the prototype. Having a prototype allowed us to standardize the 

experience across all participants, so it would scale better to a full study. It also removed 

the risk of not knowing exactly what state the live account would be in on any given day. 

If real accounts were to be used in the study, we would be required to find new Qwest 

customers who had not yet set up their online account.  The prototype allowed us to 

observe creating a new account without actually having to find completely new users.  

We decided that the few benefits provided by using real data and not having to spend 

the considerable time and effort to develop the prototype were far outweighed by the 

benefits of having a standardized experience. Our prototype was identical to the live 

system except for data values so we were confident that we were not introducing any 

usability problems that were not present on the live site. 

In order to investigate our questions thoroughly, we developed three tasks that the 

participant worked through in sequence. We also included a brief warm-up task so that 

the participant was more comfortable and settled before beginning the actual test. We 

asked the user to describe the services offered by Qwest by just exploring the site before 
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entering the account area.  The warm up task meant to be easy and open ended, but was 

not arbitrary; it provided us with important information about how efficiently Qwest is 

communicating their services to non-members.  In addition to having the participant 

work through the tasks, we also created a questionnaire to elicit further qualitative 

feedback on how the user felt about the experience. The facilitator used the test 

proceedings and the results of the questionnaire to conduct a de-brief interview where 

he probed on critical incidents and sought further details about strong responses to 

questions in the questionnaire. 

The entire test was captured in audio and video using the Morae system.  The facilitator 

was in the room with the participant while three team members observed the audio, 

video and screen capture feed from another location.  The three observers took notes in 

a collaborative online spreadsheet that was updated in real-time. We structured it this 

way to standardize note-taking among observers and also to make analysis more 

efficient.  
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BACKGROUND RESEARCH 

In order to make justified design decisions for our usability study, we conducted 

background research regarding the use of a prototype versus real online accounts, pros 

and cons of concurrent think-aloud protocols, and invasiveness of screen recording 

prior to designing our usability test kit. Following are three article and the ideas applied 

from research in our design. 

 

1. Using Participants’ Real Data in Usability Testing: Lessons Learned 

Reference: 

Todd Zazelenchuk, Kari Sortland, Alex Genov, Sara Sazegari, and Mark Keavney. 2008. 

Using participants' real data in usability testing: lessons learned. In CHI '08 extended 

abstracts on Human factors in computing systems (CHI EA '08). ACM, New York, NY, 

USA, 2229-2236.  

Summary: 

This paper was written by members of the Experience Design team within Intuit‟s 

Consumer Tax Group (CTG). Intuit Inc. makes Quicken, and Turbo Tax, among other 

software products. The paper was presented at CHI in 2008. 

The paper discusses three case studies where the Intuit team experiment using 

participants‟ real data instead of simulated data to test data-heavy software systems. 

The reason the team wanted to experiment with real data was in response to concerns 

that they may be seeing “false positives” in their usability tests. For instance, someone 

experiences difficulties that look like usability problems during the test, but are actually 

the result of participants‟ failure to understand the scenario or the data that user 

researchers invented for it. 

 

In the first case study the paper describes, the team experiments with real data for the 

first time in the evaluation of the usability of FinanceWorks, a personal financial 

management solution. Some of the challenges the team experienced were in the 

collection of the data itself – though they found they could recruit participants who were 

willing to share their data, actually extracting it from various financial systems at third 

party banks was challenging. The team found that the benefits far outweighed the 

challenges though. Participants were far more engaged with the tasks, and the study 

uncovered two significant usability concerns that the team feels would never have been 

revealed without testing the interface with participants manipulating their own data. 
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In the second case study, the team uses real data to test Intuit‟s flagship product, 

TurboTax. They had fewer issues gathering data, because participants who were 

comfortable bringing their own documents came with the data needed to complete a 

small business tax return. The benefits were clear again, participants were far more 

engaged, took much more care over tasks, and the team felt that the results had much 

more credibility than previous usability tests conducted with the product. 

 

In the third case study, the team evaluates Quicken Health. As in the first case study, 

there were significant hurdles collecting user data, but again, the benefits made the 

additional effort worthwhile. The team found significantly greater engagement with the 

tasks, and consequently had greater confidence in the findings of the usability study. 

 

Application: 

Our group is usability testing certain tasks with Qwest‟s Online Account Management 

system. We have discussed the pros and cons of developing a prototype to ensure that 

each participant experiences the exact same test, versus having participants access their 

own account to make the experience more true to life. This paper is extremely relevant 

to our project, and it‟s interesting to hear the perspective of practitioners who have 

grappled with the same issue. 

 

Real data testing is not for every project. It requires more time and effort from the team 

(and sometimes even from the participants). The cost-benefit ratio can be compelling, 

however, when one or more of the following is true: 

 The way in which the product is used is highly dependent on the user‟s data 

(e.g. financial software that supports a range of payment methods) 

 The data can be obtained relatively easily, such as by asking participants to 

bring it with them to the study 

 The product is new and the team isn‟t sure how users will interact with it 

 Incorporating real data is able to inform not only the Experience Design team, 

but the QA team as well by discovering issues with importing and presenting 

data from external sources 

 The project is high-profile allowing for additional usability testing resources 

 The team has begun to question the validity of fictional data usability test 

results 
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Though we discussed using participants‟ own data in our Qwest Online Account 

Management usability study, we chose to develop a prototype instead. Our reasoning 

was that the comprehension of the tasks we‟re testing is not dependent on participant‟s 

viewing their own data. We are also evaluating new Qwest customers using Online 

Account Management for the first time so we decided that a prototype that would 

provide a standard experience was preferable. 

 

2. Assessing Concurrent Think-Aloud Protocol as a Usability Test Method: 

A Technical Communication Approach 

Reference: 

COOKE, LYNNE. "Assessing Concurrent Think-Aloud Protocol As a Usability Test 

Method: a Technical Communication Approach." Ieee Transactions on Professional 

Communication. 53.3 (2010). Print. 

 

Summary: 

This journal article reports on the findings of a usability study and, along with past 

research by other scholars, assesses a popular usability test method, concurrent think-

aloud protocol (CTA).  

 

The article starts out by examining the differences between usability researchers with 

different backgrounds, human-computer interaction (HCI), cognitive science, and 

technical communication.  It then introduces the three levels of verbalization proposed 

by Ericsson and Simon, usability researchers with backgrounds in cognitive 

science. However, this way of adhering to these strict guidelines in usability tests turned 

out to be unrealistic in a test environment. Therefore, researchers Boren and Ramey 

developed a CTA model based on Speech Communication Theory. This model was better 

suited for usability testing. 

CTA of course was very controversial since it was difficult to evaluate. Critics gave the 

following criticism: 

• CTA did not represent unconscious or automatic processes. 

• CTA changed the sequence of thought processes. 

• The act of thinking aloud interfered with cognitive processing . 
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The article also mentions research done by other technical communication usability 

researchers. Their research showed that RTAs (retrospective think-aloud protocols) and 

constructive interaction (where test subjects work together to solve task problems) were 

just as effective as CTAs in detecting usability problems. Each type of method, however, 

gathers different types of data and so usability researchers would have to evaluate which 

methods best fit their purposes. 

Cognitive science studies show that people prioritize processing tasks in their head 

before verbalization. Therefore verbal fillers, such as “um” and “ahh,” are just as 

important as verbal content in usability tests. This is because silence and verbal fillers 

are more likely to occur when users have to complete more cognitively difficult tasks. 

Based on these gathered information, three questions were formulated revolving around 

CTAs. A usability study was developed and conducted in an attempt to answer those 

questions: 

RQ1. To what degree are the statements users produce during CTA accurate? 

RQ2. What content categories do CTA verbalizations include? 

RQ3. What do users‟ eye movements reveal about their behavior when they are 

silent or using verbal fillers? 

And these were their findings: 

1.  CTA was accurate 80% of the time. 

2. CTA content categories include mostly reading (58%) and procedure (18%), 

with the rest being observation (10%), explanation(5%), and other (8%). 

3. Silence and verbal fillers occurred when people needed to “visually explore 

and mentally process information during an on-screen search” before taking 

action. 

Application: 

This usability study helped us see the overall picture of how we should conduct our own 

study. It also helped us become aware of limits to certain usability methods that we were 

not aware of before conducting our own experiment. The article also gives us confidence 

on the reliability of CTAs. 
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From this article we learned about the pros and cons of CTAs and following are some of 

the things we considered for our project: 

 We should not disregard but take note of fillers (whether it could be a 

usability issue) and follow up with the participant after each task on these 

fillers. 

 Be aware of the limits of our usability study, the extent of the artificiality of 

the data recorded. For example, the usability study in the reading in addition 

to video recordings of the CTA, eye-tracking software was also used, which 

helped verified what participants were directing their attention at as they 

verbalized their actions. Since we won‟t be using eye-tracking software in 

our study due to technical knowledge limitations, if users say things such as 

“I‟m checking out the links here because there might be one for trade 

names,” we might not know where “here” is exactly. 

 How to analyze the data recorded, such as maybe how to divide up the 

recordings into units and transfer it into an annotated transcript. 

 

3. Unobtrusive but invasive: using screen recording to collect field data on 

computer-mediated interaction 

 

Reference: 

John C. Tang, Sophia B. Liu, Michael Muller, James Lin, and Clemens Drews. 2006. 

Unobtrusive but invasive: using screen recording to collect field data on computer-

mediated interaction. In Proceedings of the 2006 20th anniversary conference on 

Computer supported cooperative work (CSCW '06). ACM, New York, NY, USA, 479-482.  

Summary: 

This journal article was presented at the conference on Computer supported cooperative 

work in 2006. The team explored the use of computer screen capture and sound 

recording during a study. They found that the data collected was unobtrusive and 

provided rich insight into the users interactions. However, they had a hard time finding 

people to participate in the study due to privacy concerns. Although unobtrusive, the 

methods were very invasive. The article talks about how the researchers dealt with the 

situation and offers measures to develop a trust with the participants that will allow 

them to conduct studies that capture this useful data. Following are some of those 

measures they offered during the study to their participants:  

 Participants always had the option of pausing and restarting the screen 
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recording at any time, so they had complete control over when data was being 

recorded. 

 We committed to deleting any data that (in retrospect) the participants would 

rather not have recorded. 

 We negotiated with the participants about which researchers (from a list of 

eight) would have access to the recorded data. 

 We committed to reviewing any clips from the data with the participants and 

anonymizing them before showing them in public research presentations. 

 

Application: 

This article discussed the benefits of using screen capture and recording sound but also 

how it can be invasive and be cause for discomfort of participants. This was very 

relevant to our study because we intended on using screen capture, audio, and video 

recording during our usability testing of the Qwest online MyAccount. From the article 

we learned measures necessary to develop trust between the facilitators and 

participants. This played into the change in design of our consent form that now 

includes the purpose of the study and recording tools and exactly how and where the 

data from the recording would be used. We also incorporated this into our facilitator 

instructions by ensuring the participants that they could stop the recording at any time 

if they feel discomfort. 
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LESSONS LEARNED 

Lessons Learned 

In general, our pilot study was reasonably well designed and planned, but there are 

many things we could have done differently that would improve the test.  

As a team we wanted to develop a persona, but we struggled to agree on who our target 

user should be. We understand that the purpose of a pilot is to “test the test” rather than 

to evaluate the product, but we still wanted to recruit a representative participant 

because we felt it would reveal more accurate issues. Because we couldn‟t decide 

whether our target user was a new customer or experienced user of Qwest online, it 

made it very difficult to design appropriate tasks. However, we did manage to create 

tasks in time for the pilot, and we feel we learned a great deal by conducting the test in 

the LUTE lab. 

The Qwest team was keen to gain experience using the Morae suite in the LUTE Lab, so 

we received orientation training, and conducted both the technical dry-run, and the 

pilot study in the LUTE lab.  The best decision we made as a team was to conduct a 

technical dry-run 2 days before the pilot. This decision forced us to focus, and it meant 

we were far more prepared for the pilot test than we would have been otherwise.  

The technical dry-run was a simulation we did as a team internally, with as much of the 

test as we had completed at the time. We deliberately recruited someone from outside 

the team for the pilot because we wanted it to be as close to a realistic study as possible. 

Once we‟d decided that our focus would be new customers of Qwest, we identified staff, 

graduate students, and faculty members who might be willing to help us with the pilot. 

We intended to ask the chosen volunteer, Sean Mitchell, to approach the tasks as a less 

technically able new Qwest customer might, but we forgot to. It‟s really easy to forget 

key steps, so another lesson learned is to write everything down!  

The technical dry-run, which we would definitely do again, and would recommend for 

the full study, allowed us to familiarize ourselves with the facilities and equipment in the 

LUTE lab. The orientation session was terrific, but it was not enough, and if we hadn‟t 

done the dry-run, our pilot would not have provided the insight it did. The dry-run 

allowed us to test all the basic logistics including the 4 computers we needed to set up 

for the facilitator, the participant, and the observers. We had to set up the camera and 

microphone and make sure all source feeds were being captured correctly by the Morae 

software. We practiced observing and taking notes and this experience resulted in us 

changing the approach to note-taking. For the pilot we changed the observer note-taking 

format from a Word document to a Google spreadsheet that all observers typed into in 
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real time. It worked much better, and we would not have had an opportunity to 

experience the improvement if we hadn‟t conducted the dry-run. We would recommend 

the updated note-taking approach for the full study. 

Practice using the Morae system was invaluable, and it‟s quite possible that our pilot 

would not have elicited as valuable findings if we hadn‟t gained experience with Morae 

in advance. It‟s a complicated system, so it‟s easy to get bogged down struggling with the 

software rather than focusing on the usability test, and looking for potential 

improvements to the design of the study. The Morae suite allowed us to capture video, 

audio, mouse movements and picture-in-picture playback. Using the software allowed 

us to gain experience creating video clips to illustrate key findings, and we would 

recommend using it for the full study.  

We didn‟t allow enough time for data analysis, but we did set aside time to evaluate the 

video, and make sure we were on the same page about key findings. For the full study, it 

would be important to dedicate time for the team to perform data analysis as a group. 

When analyzing data captured by the Morae software, we discovered there were too 

many markers indicating quotes, errors or comments by the participant. The sheer 

volume of markers made it hard to discern what was really important when we reviewed 

the video. We couldn‟t have learned this without experiencing it firsthand, so now we 

know to include instructions related to Morae markers in our study guide to help 

observers who may be new to the Morae system. We also learned the need to be 

especially careful to formally “start” and “end” tasks within Morae, it‟s a very easy step 

to forget, and makes it harder to know how long tasks took, and find key events by task 

later. It‟s another note we would add to our study guide for the Morae observer.  

All of our materials worked reasonably well, but our tasks could flow together more 

logically without having the participant log in and out. We also learned that it would 

have been better to have the participant read the task instructions out loud, rather than 

having the facilitator read them, because it helps the participant focus and digest the 

task more thoroughly. We would change our consent form to be more thorough, ours 

was too basic and didn‟t include information about audio and video capture. We also 

need to include information about how data will be used and not used and when it will 

be deleted. Our facilitation script was basically okay, but could be improved by being 

more concise.  

Proposed Changes 

Breaking our pilot study into two stages helped us refine some glaring issues with our 

approach, but there are still many changes that we would make if we ran the full study.  
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To recap, the central research questions we wanted to explore were: 

 

1. When new Qwest customers create an online account, do they encounter any 

usability problems, and if so, what problems do they have? 

2. When new users of Qwest‟s online account management system pay their first bill 

online, do they encounter any usability problems, and if so, what problems arise? 

3. When new Qwest users view bill details and download their bill, do they 

encounter any usability problems, and if so, what problems occur? 

 

The user research method we used was a formal usability study in a lab, and we 

conducted a dry-run internally, and then 2 days later we piloted the study with an 

HCDE graduate student who was unfamiliar with Qwest.com. 

 

The 3 tasks we developed to evaluate the usability of key online account functionality 

were: 

Task 1: Register for an Online Account 

You are a new Qwest customer and would like to create an online account to manage your bills. 

Go to Qwest.com and create an account. Once you feel you have created an account, please say 

“done”. 

Task 2: Pay Qwest Bill Online 

You have just received an email informing you that your bill is available online and you prefer to 

pay your bills right away. Login to your new Qwest online account using: Username: testuser 

and Password: 1234. Pay your bill online. 

Pay your bill using credit card number: 1234 5678 9876 5432, exp: 04/12 

When you have paid your bill online, say “done”. 

Task 3: View Bill Details & Save Bill to Desktop 

You want to know how much your Qwest bill is this month, and what services you're being 

charged for.  Using Qwest.com make a note of the fees associated with each service, and how 

many long distance calls you made this month.  Were there any additional charges for the long 

distance calls?  You like to keep copies of all your bills locally on your computer to keep track of 

what you're spending.  Save a copy of the most recent Qwest bill to the desktop.  Once you've 

saved it, say "done". 

 

During the pilot we found that the tasks flowed reasonably well from one to another, but 

that requesting the participant login for task 2 didn‟t really make sense. We would 

propose changing the tasks slightly for the full study to reflect the fact that the user 

creates an account, and is already logged in. 
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For the technical dry-run, we developed observer notes in a Word document that we 

circulated to the team-members responsible for note-taking in advance. The document 

worked reasonably well, but we thought it could be improved. For the pilot, we created a 

Google doc spreadsheet that note-takers could all contribute to in real-time. It was a 

significant improvement in that it broke down tasks in a more straightforward manner 

making it easy to capture notes quickly, and also simplify data analysis because separate 

note files do not need to be reconciled. 

 

Small Section of the online observer notes document: 

 
 

A change that we propose for the full study is to add comments/observations columns 

for each note-taker so that it‟s easy to see if opinions vary, and note-takers know exactly 

where to enter information. We would also pre-fill separate forms for each participant 

on the same sheet, so that all information is captured in one place. The only potential 

drawback to the Google docs system is that it obviously requires an Internet connection. 

If the team conducting the full study might not have Internet access, then we would 

suggest using the same format but issuing each note-taker with their own Word version 

they could input into locally. 

In addition to conducting the tasks to see if users had any usability problems with 

various aspects of Qwest online, we also developed a questionnaire and a debrief 

interview to make sure we were getting as complete a picture as possible about any 

issues that might arise. The questionnaire and debrief interview worked well and helped 
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us to get a more complete picture from the participant about how easy he found the 

tasks. We propose only a small change to the questionnaire for the full study to better 

reflect last minute modifications to task 3. 

 

We would add instructions for the observer responsible for capturing key events in the 

Morae system. During our pilot study, our observer recorded so many quotes, errors, 

and comments that when we reviewed the video, we couldn‟t discern which were 

particularly important. It‟s important to convey to that observer to only note key events, 

and also to be careful to capture task start and end times within the Morae system, 

because it‟s easy to forget.   
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Mini Test Report 

Issue: Do users encounter usability problems when registering for a Qwest account 

online? And if so, what problems occur? 

 

Findings:  

 User* experienced no problem understanding the task, and he completed it 

successfully. *Our pilot user was more technically experienced than our study‟s 

target audience so we must be careful not to draw false conclusions from his 

experience. It‟s important that the full study identifies and recruits participants 

who more accurately reflect the new customers Qwest wishes to attract. 

 User was distracted by the cluttered homepage, and somewhat confused by the 

upcoming company name change.  

o Severity rating: Medium. Complexity: High. 

 User was very confused by the prominence of the Google logo on the main 

landing page (reached at the end of task 1).  

o Severity rating: Medium. Complexity: Low. 

 

 
 

Recommendation:  

 Reduce the prominence of the Google logo, and consider not displaying it at all. If 

the purpose of the search is to help users locate content and features on 

Qwest.com, how important is it to users that the Google logo be displayed? What 

In the pilot test, the 

participant was confused by 

the prominent display of the 

Google logo on the main 

account page. He wondered if 

he “was on Google now?” 
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is the rationale for providing a Web search capability in the context of the main 

account landing page? We recommend revisiting that design decision. 

 

Issue: Do users encounter usability problems when paying a bill using their Qwest 

account online? And if so, what problems do they have? 

 

Findings:  

 User understood the task and what was expected of him.  

 User‟s initial instinct was to navigate away from “My Bill” and towards “My 

Services” suggesting that users may expect the main account page to contain only 

overview information and not to be functional.  

o Severity: Medium. Complexity: Medium. 

 User found the $0.00 payment due display confusing. He attributed this to an 

error in the test, but this is an actual issue that occurs on the live site.  

o Severity: High. Complexity: TBD. 

 User thought the payment details entry section was confusing (the way the page 

updates dynamically to load the payment option fields). He did not notice this 

initially.  

o Severity: High. Complexity: TBD. 

 

 

 

 

 

In the pilot test, the participant did 

not notice that he was already in 

the “My Bill” section, and that “Pay 

Bill” was a prominent option. 

Instead he chose to navigate to 

“My Services” to find out what he 

owed. 
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Recommendations:  

 Consider creating an overview page as the main account landing page. 

 Fix the bug that is causing $0.00 to incorrectly display at the top of the Pay 

Online Setup screen. 

 Add a step in the process to allow users to enter payment details on a dedicated 

screen. This would reflect standard best practice for online payment user 

experience design. 

User did not understand why $0.00 

was displayed as the “Current 

Amount Due” when on the 

previous screen the actual amount 

had been displayed. 

User was disoriented by the 

payment entry form dynamically 

appearing at the bottom of the Pay 

Online Setup screen. He did not 

notice it initially. 
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Issue: Do users encounter usability problems when viewing a bill, reviewing certain bill 

details, and downloading their bill using their Qwest account online? And if so, what 

problems do they have? 

 

Findings:  

 User understood the task and what was expected of him.  

 User found the change of look and feel was disorienting. He wasn‟t sure if he was 

on the same site. 

o Severity: Medium. Complexity: High. 

 User thought the number of too-similar options (Print or save this bill, view bill, 

download bill) was confusing.  

o Severity: Medium. Complexity: Low. 

 User struggled to locate information about his long distance charges. 

o Severity: Medium. Complexity: TBD. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

When a user navigates to view their 

bill, the look and feel of the site 

changes significantly. During the 

pilot test, this change was very 

disorienting and confusing to the 

user. He was not sure if he was still 

on the right site. 
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Recommendations:  

 Align the look and feel of the whole site so that it is consistent throughout. 

 Change button labels to be more distinct from one another. 

 Address alignment and typographical issues on the statement itself so that it is 

easier for customers to identify key information (e.g., long distance charges). 
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STUDY KIT 

 

Usability Test Kit for Qwest Online Account Management 

 

Usability  Test Conductors 

  

_____Name_______ ____E-mail____ ____Phone #_____ 

________________ _____________ _______________ 

________________ _____________ _______________ 

________________ _____________ _______________ 

 

Introduction 

Welcome to Qwest Online Account Usability Study Kit. Through this study we hope to 

identify any usability concerns that might occur when potential customers use the 

current Qwest Online Account Management. The goal is to improve the customer‟s 

experience when using Qwest Online services. As the user research team, you will carry 

out various usability tests to document the user‟s interaction with using this Qwest 

service. The data gathered will be used to evaluate the usability of the product and make 

recommendations for improvement from the findings. 

This study kit will provide you with the Facilitator instructions you will need to prepare 

for, conduct, and collect the data of the usability tests.  The instructions will also provide 

the facilitator with a script to carry out these tests, as well as a debrief interview script. 

This study kit also includes an Observer Notes kit, which provides observers with 

instructions and note sheets to collect vital data. Along with this kit includes the 

Participant Kit, which consists of an introduction overview, a consent form, a task 

booklet, and a questionnaire. These documents will be utilized during the usability tests. 

Thank you for your dedication in obtaining valuable information that will help improve 

Qwest products, which in turn will improve the user experience! 
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Study Goals & Rationale 

  

Goals of this study include: 

-    Identify any usability issues that might arise in using the Qwest Online Account 

Management from a potential customer stand point. 

○  This will be done by conducting usability tests that evaluate how participants 

carry out common tasks in using the product. 

-    Collect all pertinent data from the usability tests that could be used to evaluate 

the product. 

○  Facilitator and Observer notes, questionnaire responses, and video recordings 

will be the data that is collected 

-    Analyze and evaluate the data 

○  The responses from the questionnaire will be visually display in bar graphs for 

annalysis. The observation notes will be tallied for yes/no notes to criteria on the 

note sheets. The participants reactions and verbal responses will be analyzed as 

qualitative data for changes suggested or inclined. 

-    Make recommendations from the conclusions 

○  Redesign feedback will be formulated from the results and what seem to be the 

best solutions. 
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Facilitator Instructions  
 

Before you conduct a usability test please read the facilitator instructions below thoroughly. 

Materials: 

 Morae software (including the hardware to run the software on, such as 

computers and web-cams) 

 Testing location 

 The URL you will use for the prototype (http://share.axure.com/P40TNR/) 

 Study kit documents 

 

Before the usability test: 

1. Familiarize yourself with the Study kit (thoroughly read the instructions). 

2. Find participants. 

3. Screen participants (do they fit Qwest‟s target customers?). 

4. Set up the equipment. 

5. Do a dry run-through with the equipment and your team. 

6. Note on any improvisations you might need to make. 

7. Schedule participants for the usability test (leave at least 1 hour in between 

participants). 

 

During the usability test: 

1. Set up the equipment at least 1 hour before the participant‟s scheduled time. 

2. Check that all materials and equipment are present and everyone is ready to go. 

3. Observers should be prepared at their observation terminals. 

4. Once the participant comes in, the facilitator will greet them. 

5. The facilitator will sit the participant down in front of the monitor and conduct 

the usability test: 

a. The facilitator will give the participant their kit and he should have a copy 

also. 

b. The facilitator will start the Morae recording. 

c. Read through the introduction for them and have them follow along in 

their kit. 

d. Have the participant read through the first task. 

http://share.axure.com/P40TNR/
http://share.axure.com/P40TNR/
http://share.axure.com/P40TNR/
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e. An observer should click to note the beginning of task on their observation 

monitor. 

f. Have the participant carry out the task on the screen. 

g. Observers and facilitator should be taking notes. The facilitator may take 

any notes he/she feels necessary on a blank sheet of paper, while observers 

should use the note sheets provided in the Observer Kit. 

h. Facilitator should encourage participant to think out loud. 

i. Repeat steps d through h for the following two tasks. 

6. When participants have finished their tasks, follow the Facilitator Script to 

conduct the debrief interview with them. 

7. When you complete the interview, give the participant the questionnaire in the 

participant kit. 

8. Once the participant is done with the questionnaire, conduct the Questionnaire 

Debrief and Critical Incident Questions interview with them. 

9. Stop the Morae recording. 

10. Thank the participant and escort them out. 

 

Facilitator’s Script 

“Hello [Participant‟s Name], I am [Facilitator‟s Name]. Thank you so much for taking 

the time to participate in our study! Please have a seat.” 

 

(Show participant to seat) 

 

“As you may know, we are conducting a usability test of Qwest‟s online account 

management tools. Please keep in mind that we are testing Qwest.com‟s usability and 

not your ability or knowledge, we just want to see where we can improve the product. I 

will be reading from this script only to ensure that I cover everything and to maintain 

consistency through our testing. Do you have any questions for me before we begin?” 

 

(Allow participant to respond, if yes, answer questions; if no, present consent form, 

and once the participant is comfortable, begin tasks) 

 Follow-up Interview Questions from Test: 

Instructions to facilitator: make a note of specific difficulties during the test, and probe 

further. 
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E.g.: “You said you didn‟t understand <xyz>. Tell me more about that.” 

 

Follow-up Questions from Questionnaire: 

Instructions to facilitator: review questionnaire and if participant has responded negatively 

or strongly negatively to any of the Qwest-related short statements, follow up with question(s) 

such as: 

 

“You say <downloading content from Qwest> isn‟t easy for you. Tell me more about that.” 

 

“You say <paying a Qwest bill online> was easy for you. Tell me more about that.” 

 

Critical Incident Questions: 

“Tell me about the best online bill pay experience that you‟ve had.” 

 

“Tell me about the worst online bill pay experience that you‟ve had.” 

 

“What could Qwest do to improve online bill payment?” 

 

“Do you have any other comments or suggestions for Qwest to improve online account 

management?” 

 

After the usability test: 

1. Collect the questionnaire and the notes. 

2. Analyze the video recording for important or interesting participant quotes 

and reactions 
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3. Save and transfer snip-bits of those vital parts of the video to a flash 

drive/other device 

 

After all usability tests have been conducted, analyze the data in the following way: 

- Questionnaire responses should be compiled in bar graphs (an example is provided at 

the end of this kit). 

- Observation notes should be tallied for yes or no successes in the different criteria 

categories. Note on the categories with the most no‟s to analyze those areas further. 

-Video footage and interview responses should be analyzed for suggested improvements 

or interesting comments and reactions. 
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Tasks and Correct Action Sequences 

These are the tasks you will be testing participants on and the correct action sequence to 

complete each task. 

Task #1: Register for a MyAccount 
The user is a new Qwest customer and would like to create an online account to manage your 
bills. The user goes to Qwest.com and clicks on the link to “Create a MyAccount.” Then they 
enter billing phone number 123 – 456 -7890 and click continue. They enter the requested 
personal information and clicks submit. In the next page the user clicks on recieve bill by mail 
option. Then clicks the save my preferences button. On the next confirmation page for having 
the prefernces saved, the user clicks the “go to MyAccount” button. 
 
Correct action Sequence (Starting from the Qwest.com page): 
 

1. Click on the link to “Create a MyAccount.”  
2. Enter billing phone number 123 – 456 - 7890 and click continue 
3.  Enter the requested personal information and click submit. 
4.  On the next page the user clicks on recieve bill by mail option. 
 5. Clicks the save my preferences button. 
 6. On the next page, the user clicks the “go to MyAccount” button. 

Task #2: Pay Qwest Bill Online 
User is a new Qwest customer, who has just received his/her first bill. User has already set up a 
username and password to manage his/her Qwest account online. User logs onto his/her Qwest 
account and pays the bill online using a personal credit card.  
 
Correct Action Sequence: 

1. Login to new account 
2. Locate “Pay Bill” button 
3. Enter correct amount due 
4. Click “Next Step” 
5. Click “Yes” (in response to “Are you sure?” dialog box) 
6. Click “Pay with card” 
7. Enter credit card information correctly 
8. Click “Submit” 
9. View confirmation screen 
10. Logout of account 
11.  

Task #3: View Qwest Bill Online & Save to Desktop 

You want to know how much your Qwest bill is this month, and what services you're being 

charged for.  Using Qwest.com make a note of the fees associated with each service, and how 

many long distance calls you made this month.  Were there any additional charges for the long 
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distance calls?  You like to keep copies of all your bills locally on your computer to keep track of 

what you're spending.  Save a copy of the most recent Qwest bill to the desktop.  Once you've 

saved it, say "done". 

 
Correct Action Sequence: 

1. Login to new account 
2. Locate “View Full Bill” button 
3. Click “View Full Bill” button 
4. Locate and note fees associated with services 
5. Locate and note number of long distance calls 
6. Locate and note additional charges 
7. Locate option to “Save”  
8. Click “Save” 
9. Locate file on desktop 
10. Double click file icon 
11. View PDF bill 
12. Logout of account 

 

  



Qwest Team | HCDE 417   Final Report             

 

June 8, 2011   Page 31 of 45 

 
 

Observer Kit  
 

Observers will take notes during the test in real time on a Google doc spread sheet provided here 

at this url: https://spreadsheets.google.com/spreadsheet/ccc?key=0ApzfA1f-

KVIPdG5KY0JxQXBrYUIzdUJMV2c4c3J4OGc&hl=en_US&authkey=CKbzz78K. 

If, for any reason, internet access is not available, you may use the following tables. Print out a 

copy for each observer to record their notes during the study. 

 

Register new 

MyAccount  

   Do they know 

what to do? 

   Do they see 

how to do it?  

Do they 

understand the 

feedback?   

Comments/ 

Observations 

1.Click on the link 

to “Create a 

MyAccount.”  

    

2. Enter billing 

phone number 

### ### #### and 

click continue 

    

3. Enter the 

requested 

personal 

information and 

click submit. 

    

4. On the next 

page click on 

recieve bill by mail 

option. 

    

5. Click the save     

https://spreadsheets.google.com/spreadsheet/ccc?key=0ApzfA1f-KVIPdG5KY0JxQXBrYUIzdUJMV2c4c3J4OGc&hl=en_US&authkey=CKbzz78K
https://spreadsheets.google.com/spreadsheet/ccc?key=0ApzfA1f-KVIPdG5KY0JxQXBrYUIzdUJMV2c4c3J4OGc&hl=en_US&authkey=CKbzz78K
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my preferences 

button. 

6. On the next 

page, click the “go 

to MyAccount” 

button. 
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Pay Bill    Do they know 

what to do? 

   Do they see 

how to do it?  

Do they 

understand the 

feedback?   

Comments/ 

Observations 

1. Locate “Pay Bill” 

button 

    

2. Enter correct 

amount due 

    

3. Click “Next 

Step” 

    

4. Click “Yes” (in 

response to 

“Are you sure?” 

dialog box) 

    

5. Click “Pay with 

card” 

    

6. Enter credit card 

information 

correctly 

    

7. Click “Submit”     

8. View 

confirmation 

screen 

    

9. Logout of 

account 
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View & Save bill    Do they know 

what to do? 

   Do they see 

how to do it?  

Do they 

understand the 

feedback?   

Comments/ 

Observations 

1. Login to new 

account (if 

required) 

    

2. Locate “View Full 

Bill” button 

    

3. Click “Download 

Bill” button 

    

4. Locate option to 

“Save” 

    

5. Click “Save”     

6. View Bill Details     

7. Locate expected 

details 

    

8. Logout of account     
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Participant Kit 
This section is to be given to the participant at the beginning of the usability test. It gives 

the participant background information as well as instructions for them to carry out the 

test. 

Introduction: 

Welcome to Qwest Online Account Management usability study; we thank you for 

taking the time to participate. We have invited you here because we believe the best way 

to improve the usability of the Qwest Online Account Management is by working with 

you, the user. As you interact, we learn how you expect the product to work and which 

features are difficult to understand. Remember that we are testing to evaluate the 

usability of the product, not you. The choices you make, the problems you encounter, 

and the things you say provide very valuable feedback to us and allow us to make 

recommendations that will improve the quality of the Qwest Online Account 

Management. You are under no obligation to complete the session. If you feel 

uncomfortable in any way, please let us know. If you find any of the tasks in this study 

too difficult to complete, please feel free to tell us and we can move on to the next task. 

During this session you will be performing some tasks using the Qwest website in front 

of you on the computer monitor. I might not always respond, but it is fine to ask. Please 

remember to talk out loud as you attempt each task. At the end of each task, I may ask 

you to answer a few questions. Feel free to add any comments and thoughts you have 

and please do not censor yourself. What you have to say is crucial so that we can 

improve the usability of Qwest Online Account Management. 

 

Below is our contact information, please feel free to contact us if you have any questions 

or concerns. 

Usability Test Conductors  

  

____Name______ ____E-mail____ ____Phone #____ 

______________ __________ ___     ______________ 

______________ __________ ___     ______________ 
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 CONSENT FORM 

Usability Study on Qwest‟s Online MyAccount Management 

INVESTIGATORS’ STATEMENT 

We are asking you to participate in a usability study. The purpose of this consent form is 

to give you the information you will need to help you decide whether or not to 

participate in the study. Please read the form carefully. You may ask questions about the 

purpose of the study, what we would ask you to do, the possible risks and benefits, your 

rights as a volunteer, and anything else about the study or this form that is not clear. 

When all your questions have been answered, you can decide if you want to participate 

in the study or not. This process is called „informed consent.‟ 

Purpose and Benefits 

The purpose of this study is to identify issues of usability in areas such as registering for 

a new account, online bill pay, and viewing and saving billing statements within Qwest‟s 

online MyAccount. 

Procedures 

Participants in the study will be asked to register for a dummy account, pay a bill with 

dummy account and card information, and view a simulated billing statement on the 

computer in the LUTE lab. 

Risk, Stress, or Discomfort 

We understand that there may be some discomfort as we will be recording video and 

sound and capturing video of the screen while you are conducting each task. We will 

ensure, to the best of our ability, that each task is designed to not cause discomfort and 

that you know what each task is before we begin. We will stop recording immediately if 

you feel uncomfortable in anyway. Please see the media consent form to find 

information on how the data from your usability study will be used. 

Other Information 
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The names of individual participants will not be used in the tabulation of the results in 

order to ensure both anonymity and confidentiality. You are free to refuse to participate 

in the study and may withdraw at any time without penalty. 

 

________________________________________________ 

Signature of Facilitator                                                Date 

 

________________________________________________ 

Signature of Facilitator                                                Date 

 

SUBJECT‟S STATEMENT 

This study has been explained to me. I volunteer to take part in this research. I have had 

a chance to ask questions. If I have questions later on about the research I can ask one of 

the investigators listed above. I will receive a copy of this consent form. 

 

________________________________________________ 

Signature of Subject     Date 
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MEDIA CONSENT FORM 

Qwest‟s Online MyAccount Management Usability Study 

USE OF VIDEO, AUDIO, AND SCREEN CAPTURE DATA 

As part of our usability study, we will be recording audio, video, and screen capture to 

help us analyze where in Qwest‟s site that users encounter problems. All of the recorded 

data will only be used as part of our HCDE 417 Usability Research Methods class at the 

University of Washington. Clips of video may be shown during our final presentation to 

students of the class and our professor. 

 

________________________________________________ 

Signature of Facilitator                                                Date 

 

________________________________________________ 

Signature of Facilitator                                                Date 

 

SUBJECT‟S STATEMENT 

 

I _______________________, hereby consent to the participation in interviews, 

the use of quotes, and the taking audio and video recording. I grant to the HCDE 417 

Usability testing group the right to cut and use the previously mentioned data for 

classroom purposes only. 

 

________________________________________________ 

Signature of Subject     Date 
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Task booklet for participant  

 

Task 1: Register for an Online Account 

You are a new Qwest customer and would like to create an online account to manage 

your bills. Go to Qwest.com and create an account. Once you feel you have created an 

account, please say “done”. 
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Task 2: Pay Qwest Bill Online 

You have just received an email informing you that your bill is available online and you 

prefer to pay your bills right away. Login to your new Qwest online account using: 

Username: testuser and Password: 1234. Pay your bill online. 

Pay your bill using credit card number: 1234 5678 9876 5432, exp: 04/12 

When you have paid your bill online, say “done”. 
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Task 3: View Bill Details & Save Bill to Desktop 

You want to know how much your Qwest bill is this month, and what services you're 

being charged for.  Using Qwest.com make a note of the fees associated with each 

service, and how many long distance calls you made this month.  Were there any 

additional charges for the long distance calls?  You like to keep copies of all your bills 

locally on your computer to keep track of what you're spending.  Save a copy of the 

most recent Qwest bill to the desktop.  Once you've saved it, say "done". 

 

Quick Checklist: 

 Bill amount 

 List of services 

 Amount for each service 

 The number of long distance calls 

 Any additional charges made for distance calls 

 A PDF copy of the bill on the desktop 
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Questionnaire 

Participant #:_______________________ 

Please circle the most appropriate selection: 

Age:  18-24  25-34  35-44  45-54  55-64 65 and Over 

Gender: Female  Male 

Please circle all online activities you have conducted: 

Online Banking Online Shopping  Paying household bill online  Email  

Downloading content   

Please rate (i.e. check the box to show) agreement or disagreement with the following statements: 

Question Strongly 

Agree 
Agree Neutral Disagree Strongly 

Disagree 

Managing my bank account online is easy 

for me to do 
     

Shopping online is easy for me to do      

Paying household bills online is easy for 

me to do 
     

Using email is easy for me to do      

Setting up my Qwest account online was 

easy for me to do 
     

Logging in to Qwest online was easy for 

me to do 
     

Paying a Qwest bill online was easy for me 

to do 
     

Downloading content from websites in 

general is easy for me to do 
     



Qwest Team | HCDE 417   Final Report             

 

June 8, 2011   Page 43 of 45 

 
 

Downloading content from Qwest.com is 

easy for me to do 
     

Looking at my bill, it was easy for me to 

understand what fees were charged for my 

Qwest services 

     

Looking at my bill, it was easy for me to 

see how many long distance calls I made 

this month 

     

Based on using Qwest.com online account 

management, my opinion of Qwest is more 

favorable 

     

Based on using Qwest.com online account 

management, I am more likely to sign up 

for Qwest service 

     

 

 

 

Thank you for your participation in testing Qwest’s online account management. 

 

 

  

*This marks the end of the Participant Kit 
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Analyzing the Data 

In addition to the qualitative analysis of the audio and video inputs, along with 

analyzing observer and facilitator notes we suggest the following approach for the 

analysis of your questionnaire responses. This section is for after your team has 

conducted the usability test with enough participants (ideally 10-12), and is ready to 

analyze the data from the questionnaire. 

 

Questionnaire Analysis 

The following is a template of the questionnaire analysis with one example participant. 

Participant Demographics: 

Age:  18-24: 0 

 35-44: 1 

 45-54: 0 

 55-64: 0 

 65+: 0 

% of participants who have conducted the following online activities: 

Online Banking: 100% 

Online Shopping: 100% 

Paying household bill online: 100% 

Email: 100% 

Downloading content: 100% 

 

Below is an example graph that you and your team should create for each questionnaire 

question. This way of conveying the data makes it easier to quantifiably see trends and 

provide support to conclusions. 
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