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Executive summary 
This report contains our usability evaluation of the Southern Polytechnic State University web site 

(www.spsu.edu). The 900ers team, a team of three graduate students enrolled in Dr. Carol Barnum’s IDC 

6120 class, conducted a usability study focused on learning whether prospective graduate students who 

are seeking a distance learning program are able to successfully use the spsu.edu web site. The usability 

study measured how well the site helped prospective graduate students:  

 Evaluate SPSU’s credentials and program offerings 

 Research degree requirements for a particular program 

 Learn about the online class experience 

 Prepare to apply for a program 

We conducted the tests remotely, using online meeting tools, allowing us to use participants from 

across the country. Participants shared their computer screens with team members who logged 

participant comments and browser actions as the participants completed a series of scenarios. After 

participants completed all scenarios, the moderator also asked them to complete a post-test 

questionnaire. This questionnaire asked more detailed questions about the participants’ experience 

using the web site.  

Participants consistently had a positive reaction to two aspects of the web site: 

 Search results are helpful 

 Header and sidebar navigation work well 

We identified the following key issues with the web site, based on participants’ responses during the 

study: 

 Participants have difficulty finding accreditation information 

 Participants have difficulty determining if courses or programs are available as online-only 

courses 

 Participants are opposed to registering before seeing the application 

 Text-heavy pages with inline links obscure important information 

 Participants are confused by incomplete and sometimes seemingly contradictory information 

 Some links led participants to information that was significantly different than what the 

participants expected 

This report details our test methodology, findings, and recommendations for addressing the usability 

issues discovered during the test. It includes supporting documentation, including test logs, links to test 

recordings, and planning deliverables.  

 

http://www.spsu.edu/


The 900ers SPSU.edu Usability Test Report  2 

Introduction 
SPSU is interested in learning whether prospective graduate students who are seeking a distance 

learning program are able to successfully use the spsu.edu web site. The university’s goals for 

prospective students are to get them interested in the school, to give them a sense of SPSU’s culture, 

and to give the students enough information and flavor to make them want to begin and attain their 

degree. It is important that the web site leave users thinking. “I was able to find what I was looking for” 

and “It worked like I expected it to.” From the university’s perspective, the ideal path for prospective 

students is: 

 Find information that makes them feel SPSU is the right school for them 

 Determine what it would be like to be an SPSU student 

 Apply 

A heuristic evaluation that the 900ers conducted using our targeted persona indicated that the spsu.edu 

web site has the following problems: 

 Navigation paths are unclear—information is not always in logical places and, therefore, is 

sometimes difficult to find 

 The look and feel across pages is inconsistent—headers, sidebars, and in-page navigation 

treatments differ between the SPSU main web site and program-specific web sites 

 Link behavior is inconsistent—while most links open pages in the current browser window, 

some links trigger new tabs without warning 

 Credential information is difficult to find—both university accreditation and professor 

qualifications are difficult to locate 

Based on the findings from the heuristic evaluation, the 900ers created a usability test plan that focused 

on learning users’ experiences in these noted areas. The target users for the usability test were 

prospective graduate students who were interested in a distance learning program. The usability study 

measured prospective graduate students’ success in:  

 Finding information that will help them learn more about SPSU’s credentials and program 

offerings 

 Understanding what the degree requirements are for a particular program, including what 

classes are offered, whether a thesis is required, and how long it will take to complete a 

particular program 

 Learning about SPSU’s distance learning experience, including whether the program they are 

interested in can be completed entirely through distance learning 

 Understanding what they need to do to apply, including understanding program costs, whether 

a GRE is required, what documents are required, and how to locate an application 

The study also gathered feedback about the overall look and feel of the spsu.edu web site. 
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This study focused on functional and structural feedback about the spsu.edu web site rather than web 

site design. It focused on the broader SPSU web site’s key functions, rather than the web site design 

unique to a particular program.  

This report provides the findings from the usability study of the SPSU.edu web site. It explains how the 

900ers shaped and conducted the test, as well as the results found. It includes the following major 

information: 

 Methodology—explanation of how we selected participants and formed qualitative surveys 

along with test objectives and procedures 

 Findings—discussion of the major findings from each scenario, both positive and negative, with 

supporting evidence 

 Recommendations—suggestions based on our findings on how to improve SPSU.edu for 

prospective online graduate students 

The report also includes appendices that include the information used to create this usability test and 

the artifacts generated from it. The appendices include: 

 Appendix A: Personas—list of the personas generated from initial interviews with potential 

online students; used to determine our primary user profile 

 Appendix B: Heuristic Evaluation—report generated from our initial review of the web site; 

used to frame the areas of focus for the test 

 Appendix C: Test Plan—plan for conducting the usability test and gathering findings 

 Appendix D: Screening Questionnaire—list of questions we asked potential participants, to 

exclude those who did not conform to our primary persona 

 Appendix E: Pre-test Consent Form—document emailed and read to participants releasing their 

session recordings to SPSU and the 900ers team 

 Appendix F: Pre-test Questionnaire—list of questions asked at the beginning of each test to 

record factors of each participant’s unique testing environment 

 Appendix G: Post-test Questionnaire—questions asked at the end of the each to gauge the 

participant’s general impression of the web site and how it affected their attitude toward the 

school 

 Appendix H: Moderator Script—document that includes the script used by the moderator 

during each test 

 Appendix I: Session Logs—observations and logs recorded for each test 
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Participant selection 

User profile 

When creating user profiles for our usability study, we interviewed 11 people who are potentially 

interested in attending a university that offers distance learning degrees. As a result of our interviews, 

we created three personas (see Appendix A): 

 Travis—an older potential graduate student 

 Samantha—an older potential undergraduate student 

 Carrie—a younger potential undergraduate student 

We focused our research on potential graduate students and selected Travis as our primary persona. To 

be sure that our study results would be broadly applicable across the SPSU web site, we included three 

subgroups of participants. The subgroups were made of prospective students who were interested in 

three different graduate degree or graduate certificate programs: 

 Business Administration 

 Information Design and Communication 

 Information Technology 

Participant screening and questionnaire 

We created a screening questionnaire (see Appendix D) designed to recruit participants that resembled 

the demographics and attitudes of our primary persona. We recruited six participants who met all of the 

above criteria. Furthermore, each participant was interested in one of three possible majors, with no 

more than two participants for each major.  

Our participant demographics are shown in Table 1: 

 Persona P1 P2 P3 P4 P5 P6 

Name Travis Ann Tina Stefan Becky Jim  Kristin 

Program of 
interest 

IDC IT IDC IDC MBA MBA IT 

Age 40s 40s 50s 30s 30s 50s 30s 

Employment FT FT FT FT FT FT FT 

Computer 
type 

Laptop Laptop Laptop Laptop MacMini Desktop Laptop 

Hours spent 
online 
weekly 

10+ 10+ 10+ 10+ 10+ 10+ 10+ 
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 Persona P1 P2 P3 P4 P5 P6 

Plans to 
start within 
18 months 

Yes Yes Yes Yes Yes Yes Yes 

Interested 
in online 
graduate 
program 

Yes Yes Yes Yes Yes Yes Yes 

Motivation Improve 
job skills, 
keep 
learning 

Improve 
job skills, 
keep 
learning 

Career 
switch, 
keep 
learning 

Career 
switch, 
improve 
job skills 

Career 
advance-
ment 

Improve 
job skills, 
keep 
learning 

Improve 
job skills, 
keep 
learning 

Table 1 Participant demographics 
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Test methodology 

Test environment 

We conducted the usability test through online meeting tools, using GoToMeeting. We asked 

participants to do a small amount of technical set-up work prior to the test, and to meet some basic 

hardware requirements. The required hardware and connectivity requirements included: 

 Either a PC or Mac computer 

 Microphone or the ability to dial in to the GoToMeeting call using a telephone while also using 

their computer 

Before each usability test started, we asked the participant to tell us the type of computer they were 

using, what operating system they had installed, the Internet browser they were using, and what type of 

connection they had (T1, Cable Broadband, etc.). 

We asked the participants to share their screens with us, by making them the presenter in GoToMeeting 

so we could observe their key strokes. In each test, a moderator spoke to the participant and facilitated 

the usability test, following a script. The logger and observer for each test remained behind the scenes, 

not speaking to the participant. We recorded each session. 

Data collection 

During the study, we collected both quantitative and qualitative data. Quantitative data included: 

 Task completion success rate 

 Task ease ratings 

 Success confidence ratings 

Qualitative data included: 

 Participants’ comments and questions during the usability test 

 Non-verbal communication cues, such as sighs, long pauses, using the mouse to hover over 

something for a long time, etc. 

We logged task start and stop times in a Microsoft Excel logging spreadsheet (Travis, 2010). We also 

used Microsoft Word to note observations during each test. 

We asked participants to complete a post-test questionnaire (see Appendix G) that asked both 

qualitative and quantitative questions.  
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Scenarios 

The usability test included the following scenarios and tasks.  

Goal: Get feedback about the overall look and feel of the web site 

Scenario 1 Tasks 

You’ve recently decided that you would 
like to pursue a graduate degree or 
certificate program through a university 
that offers distance learning. You’ve been 
searching on the Internet, and you come 
across the web site for Southern 
Polytechnic State University 
(www.spsu.edu). 

Look around the home page. 

 What do you think you can do from this web site? 

 What do you think will happen if you click on the 
tabs and links on the page? 

 Are there any labels you don’t understand? 

 What is the first thing you’d most likely click on? 
 What is your general impression of the web site 

from the homepage? 

Goal: Learn more about SPSU’s credential’s and program offerings 

Scenario 2 Tasks 

You’re only interested in attending a 
university that is accredited and, of 
course, that has a certificate or degree 
program that you’re interested in.  

From the spsu.edu home page, locate the information 
that allows you to answer: 

 Is Southern Polytechnic an accredited university? 

 You had mentioned that you were interested in a 
<state participant’s area of interest> program. 
Does Southern Polytechnic offer a program like 
that? 

Goal: Understand what the degree requirements are for a particular program 

Scenario 3 Tasks 

You’ve decided that Southern Polytechnic 
looks like a good school for you to attend, 
provided that the graduate program that 
you’re interested in includes classes that 
you will enjoy, that you can take 
completely online, and that you can finish 
within three years. 

Using the spsu.edu web site, locate the information that 
allows you to answer the following questions: 

 What are the required classes for the program 
that you’re interested in? 

 What is an elective class for the program that 
you’re interested in? 

 Can you complete the program that you’re 
interested in completely online? 

 If you’re interested in a Master’s Degree, does 
the program that you’re interested in require you 
to complete a thesis? 

 If you’re interested in a certificate program, what 
are the completion requirements? 

 How long will it take you to complete the 
program that you’re interested in? 

 
 

http://www.spsu.edu/
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Goal: Learn about SPSU’s distance learning experience 

Scenario 4 Tasks 

You’ve never taken online classes before, 
and you’re a little concerned about what 
the whole distance learning experience 
might be like. 

Locate information that gives you an overview of what it’s 
like to take online classes and how you would interact 
with professors and other students. 

Goal: Understand how to apply 

Scenario 5 Tasks 

You’ve got a lot of your questions 
answered, but you have a few final critical 
questions before you decide to apply. 

Locate the information that allows you to answer these 
questions: 

 How much will the program that you’re 
interested in cost? 

 When would you have to apply if you wanted to 
attend in Fall 2013? 

 What application requirements do you need to 
meet in order to apply? 

 How do you get an application form? 

Post-scenario questions 

After Scenarios 2, 3, 4, and 5, participants were asked to rate how easy the scenario was to complete 

and how confident they were that they’d found the information, on a scale from one to five.  

Post-test questionnaire 

After participants had completed all scenarios, we asked them to rate the web site on a scale from one 

(negative) to five (positive). We focused on two types of evaluation: overall web site impressions, 

including ease of use, confidence in results, and web site look and feel. We also asked them to rate their 

experience finding information related to the university and their prospective area of study, including 

their confidence in SPSU’s online class experience, whether their prospective area of study is a 

respected program, and their likelihood of applying to SPSU.  
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Findings 
Our participants noted positive web site attributes and identified potential opportunities for change. We 

present our findings below, in three parts: 

 Summary of findings—lists of positive findings and highest-severity usability issues found 

 Scenario and task summaries—analysis of participants’ test sessions, task by task 

 Questionnaire summaries—analysis of pre- and post-test questionnaires 

Summary of key findings 

Participants consistently had a positive reaction to two aspects of the web site: 

 Search results are helpful 

 Header and sidebar navigation work well 

We identified the following key issues with the web site, based on participants’ responses during the 

study: 

 Participants can't find accreditation information 

 Participants can't determine if their programs are available as online-only courses 

 Participants are opposed to registering before seeing the application 

 Many links do not take participants to the information they expected 

 Text-heavy pages with inline links obscure important information 

 Participants are confused by incomplete and sometimes seemingly contradictory information 

Scenario and task summaries 

Our findings from each scenario are summarized below. 

Scenario 1—Home page 

Participants gave us their first impressions of the spsu.edu home page. In this scenario, we asked them 

not to click on anything on the page, but just to look at the page and tell us: 

 What they think they can do from the web site 

 Whether there are any labels they don’t understand 

 What they would likely click on first 

 Their general impression about the look and feel of the web site 

Task 1.1—First impression 

Participants thought they could learn about: 

 The college in general, including the admission process, how much it costs to attend, and what 

degree programs are offered 

 The faculty and their backgrounds 
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 Ways to keep up with school activities through social media 

 Information about upcoming events and copies of news releases 

 Donating to the school 

 Job openings and how to apply for jobs 

Participants expected to find the following types of information under the following home page links. 

Under: Information about: 

About Us General information about the university or university programs 

Research Programs at the university with Research Grants, what research the university 
is doing 

Admission Requirements, things you need to get in 

Campus Life Current students 

Calendar Current events 

Faculty More about the faculty 

Academics What degrees are offered 
Table 2 Home page link content expectations 

Task 1.2—Labels 

All six participants indicated that they did not know what GaViewD2L or Banner Web meant, but most 

inferred that they were tools used by students, and therefore not intended for them as prospective 

students. The presence of these links on the home page did not cause confusion for any of the 

participants. 

Task 1.3—First click 

All six participants said they would click on the following links first (some gave two links): 

 Academics (five participants) 

 Prospective Students (five participants) 

 About Us (two participants) 

Task 1.4—Look and feel 

Three of six participants found the homepage to be too cluttered and busy. Two participants also 

commented that there were a lot of links on the page. All six recognized that there were some links that, 

as a prospective student, led to information they would be interested in, and other links that pertained 

to other audiences instead.  

Four participants commented on the rotating photos on the home page:  

 One said that she liked them 

 Two said they were too big 

 One said she would rather see more information on the page instead 

 One thought they went by too quickly 

Two participants felt the homepage was clear, clean, and attractive. 
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Participant quotes 

 “It’s very factual, black and white, not friendly, it’s very informational – you get what you’re 

looking for but graphically speaking, it’s not a fun web site to go through.” (P1) 

Scenario 2—Accreditation and programs 

We asked participants to determine whether SPSU is an accredited university and whether the school 

offers a graduate degree or certificate program in the area of study they are interested in (Information 

Technology, Information Design and Communication, or Business Administration). 

Task 2.1—Accreditation 

This was the most difficult information in the usability test for participants to find. All six participants 

began this task by looking under About Us. Participants expected to find accreditation information 

displayed prominently. Because they didn’t readily find the information, some participants initially 

inferred that the school must not be accredited. In addition, participants were confused about whether 

they would find accreditation information under the university as a whole or under specific programs. 

This confusion generally occurred when participants used Search to find the word “accredited.” They 

found information saying specific programs were accredited, leaving them wondering whether just the 

program was accredited and not the university. 

After not finding the information on the About Us pages, participants looked in numerous places for it, 

and eventually found the accreditation information in a variety of locations (see Table 3). 

Participant Located accreditation information 

P3 On the History page 

P4 Using the Index, under “Our Academic Programs” 

P1, P6 Using Search, in the PDF academic catalog (one in the undergraduate catalog and 
one in the graduate catalog) 

P5 Using Search, on the Computer Science program page 

P2 Did not find the information 
Table 3 Accreditation information locations 

Participants who found the accreditation information in the course catalog (via Search) were surprised 

to find it there; they expected to find it somewhere more prominent on the web page rather than in a 

separate PDF document. 

Two participants specifically mentioned they would like to see a prominently displayed seal or logo 

announcing accreditation so they don’t have to read through text to search for the information. 

Participant quotes 

 “It’s usually something to brag about…but I guess not.” (P6) 

 “I would immediately go to About Us and start looking for the word ‘accredited.’ Nothing.” (P5) 

 “I would have liked to see a seal or something so I didn’t have to read.” (P3) 

 “I’d say stick a logo right here on the homepage.” (P1) 
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Task metrics 

 
Figure 1 Task 2.1 success rates 

Task 2.2—Program of interest 

Our participants were interested in the following areas of study: 

 Two in a Master’s Degree in Information Design and Communication 

 Two in an MBA or Business Administration certificate 

 Two in a graduate certificate in Information Technology 

Participants were easily able to find information about their selected programs by starting with the 

Prospective Students link. Once on their respective program pages, one participant (P5) had difficulty 

determining whether a program was a Master’s degree program or a certificate program. The same 

participant, looking for information about an MBA, had difficulty determining the difference between a 

bridge certificate program, a Transition Certificate program, and an MBA certificate program. He also 

wasn’t sure what the difference was between a Management Technology program and a Technology 

Management program, which were both listed.  
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Figure 1 Department of Business Administration Bridge program page at http://spsu.edu/business/mba_bridge/index.htm  

Task metrics 

Figure 2 Task 2.2 program of interest 

Succeed, 5 

Succeed with 
Difficulty, 1 
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Post-scenario ratings 

 
Figure 3 Scenario 2 confidence and ease ratings 

Usability issues 

Issue Severity  

Accreditation information difficult to find High 

Difference between Masters’ and Certificate programs not clear High 

Difference between MBA, MBA Transition, and MBA bridge programs 
not clear 

High 

Table 4 Scenario 2 usability issues 

Scenario 3—Program information 

All participants are interested in enrolling in an online-only graduate program. In Scenario 3, we asked 

them to: 

 Find out more about their specific program of interest 

 Confirm their program of interest is online-only 

 Determine how long the program will take 

Task 3.1—Required classes 

Five of the six participants began their task from the program page they located in Task 2.2. Three of six 

participants found the required classes quickly. Participants who did not find the information quickly 

either lost track of the requested task while scanning through page text (P2) or were confused by the 

differences between Masters’ and Certificate programs. 

Participant quotes 

“This [IT certificate page] leads me to believe I’m doing the same amount of work for a [certificate] or a 

Masters.”(P6) 
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Task metrics 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 4 Task 3.1 success rates 

Task 3.2—Elective courses 

Three of six participants found the requested information quickly, through direct navigation. One 

participant (P4) expressed pleasure at how quickly she found the information. One participant (P5) who 

was interested in the MBA program was frustrated by how difficult it was to distinguish required courses 

from elective courses. The MBA program page lists general areas students can choose electives from, 

but the participant never found the list of specific classes that he expected.  

 

Succeed, 5

Fail, 1
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Figure 5 MBA electives information http://spsu.edu/business/mba/mba_current_curriculum.htm 
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Task metrics 

Figure 6 Task 3.2 success rates 

Task 3.3—Online-only program 

Four of six participants either failed to find information that confirmed programs were online-only, or 

incorrectly inferred that a program was not available exclusively online. While participants interested in 

all three programs had difficulty locating this information, both IT Certificate participants abandoned the 

task without finding the information. 

Participants interested in the Master’s degree in IDC assumed the courses are online because of 

information they had seen on previous pages, but didn’t specifically locate this information during this 

task. One participant interested in an MBA was confused by the description of “flexible delivery,” and 

assumed it meant that some classes were online while others were not. The other MBA participant 

wrongly inferred during this task that the MBA program and certificate programs do not offer online 

classes, but during a subsequent task found the information and was relieved. 

Participants who had difficulty discerning if a program was online-only tried to figure it out by looking at 

individual course descriptions. In many cases, they saw passing mention of online courses, but weren’t 

sure how much of the program is online. Participants expected to see whether a course is offered online 

in the course description. They also expected this information to be prominently displayed. 

One participant (P1) searched for “online” from a Graduate Catalog page. The search results listed 

percentages behind them, referring to how relevant a result was to the search terms (see Figure 7). 

However, the participant interpreted those percentages as the percentage of the program that was 

online. 

 

Succeed, 4 

Fail, 1 

Abandoned, 1 
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Figure 7 Search result showing percentages http://www.acs-index-5.academiccatalogsearch.com/isearch2/Mville48942219/ 

One participant (P1) expected this information to be in the course catalog, but was frustrated because 

the catalog doesn’t say when or how the classes meet. Previous experience had led her to believe the 

course catalog should have that information. Another participant (P6) found the PDF version of the 

course catalog assuming that she would find a list of available classes. She did not, and was frustrated.  

One participant (P6) mistakenly navigated to the PDF 2012-2013 undergraduate course catalog. She 

looked up Information Technology in the table of contents. The table of contents gave the page number 

111 for Information Technology. When she went to page 111, the page was about the History program. 

She noted that the table of contents was incorrect.  

Participant quotes 

 “I might assume at this point that it’s not online, since it’s not splashed in front of me. I would 

think this would be a big thing students would be looking for.” (P1) 

 “[I’m] not 100% confident I can complete everything online, but at least a portion can be.” (P4) 

 “This would get a little frustrating if I had to research this class by class.” (P1) 
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 “It says some courses are fully online. I would assume no [the entire MBA is not fully online]. So, 

I would assume SPSU is not the right place for me.”(P5) 

 “I was thinking that I was going to open this [PDF] and just see the classes that are available. I 

don’t know if I’m going in the right direction.” (P6) 

Task metrics 

Figure 8 Task 3.3 success rates 

Task 3.4—Completion requirements 

One Master’s participant (P2) successfully answered the question about the IDC program not requiring a 

thesis, though she never found content that explicitly told her that information. Another Master’s 

participant (P3) had seen requested information during an earlier task and focused on re-finding that 

same page. He was frustrated when he couldn’t quickly find the page again, but eventually located it 

and found the requested information. Both prospective MBA students abandoned the task and decided 

they needed to contact someone at SPSU. 

One participant (P4) clicked multiple places and was having difficulty. She searched on “MBA Thesis” and 

clicked on a search result that opened a PDF file from 2006, which said no thesis was required (see 

Figure 9).  She abandoned the task because she felt the information was too old to be reliable.  

 

Succeed, 2 

Fail, 4 
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Figure 9 Search result for "MBA Thesis" 

Certificate participants started this task by locating their program pages. Two participants found the 

information easily, one through the program page and the other through Search. One participant (P1) 

found the completion requirements for a graduate certificate in IT, but it took her a long time. She tried 

to click on each course on the program page, but couldn’t. She was frustrated because she had explored 

these classes before in the catalog. She didn’t want to have to look through the catalog again, but she 

went there anyway. She found the program and the clickable courses. She found the prerequisites for 

one required course, but wasn’t sure if she’d need to take them. She remarked about the difficulty of 

going through all of these courses.  

One participant (P5) was particularly hesitant about the information he was finding. He lost track of the 

task goal, and delved deeper into the program requirements information. He clicked on the MBA 

Transition Certificate left hand link, and then on the FAQ link. He found a link to course cost information 

(see Figure 10).  
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Figure 10 MBA Transition Certificate Program FAQ  http://spsu.edu/business/mba_transition/mbatcfaq.htm 

This link led the participant to a page using an old visual template, containing out-of-date content (see 

Figure 11). The participant was increasingly skeptical of the information on the web site from this point 

in the test forward. 

http://spsu.edu/business/mba_transition/mbatcfaq.htm
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Figure 11 Outdated catalogs page http://fac-web.spsu.edu/home/academics/catalogs.html 

Participant quotes 

 “To me, a PDF from 2006, that’s 7 years ago, that’s legacy information that can’t be trusted.” 

(P4) 

 “I think I’d need to take a pen and paper and write down what I’d need to take.”(P4) 

 “This is kind of sales-y; I’ll go to the FAQ.” (P5) 

 “I’m surprised at this; other certificate programs don't have as many classes and have some 

electives.” (P5) 
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Task metrics 

Figure 12 Task 3.4 success rates 

Task 3.5—Program length 

Five participants quickly found the information through direct navigation their program pages. One 

participant correctly guessed at program length based on the number of required courses. 

Participant quotes 

 “Eight courses of eight weeks each, sixty four weeks, a year, a year and a quarter, maybe some 

breaks in there. I’m thinking it will take me under a year and a half to complete.” (P5) 

  

Succeed, 2 

Succeed with 
Difficulty, 2 

Fail, 2 
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Task metrics 

Figure 13 Task 3.5 success rates 

Post-scenario ratings 

 
Figure 14 Scenario 3 confidence and ease ratings 

Usability issues 

Issue Severity  

Outdated content appears high in search results High 

Online programs not clearly identified  High 

Online classes not clearly identified High 

Pages link to outdated content  High 

IDC program pages text-heavy Medium 

MBA program pages text-heavy  Medium 

PDF course catalogs hard to navigate  Medium 

Undergraduate and graduate course catalogs difficult to distinguish Medium 

Search behavior inconsistent between web site sections Medium  

Overall program length not clearly called out Low 
Table 5 Scenario 3 usability issues 

 

Succeed, 5 

Succeed with 
Difficulty, 1 
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Scenario 4—Online learning experience 

As our participants want to join an online-only program, we asked them to find out what an online 

learning experience would be like. 

Task 4.1—Prospective online students 

All six participants quickly found the Online Learning page by clicking on Prospective Students, then 

Online Learning, and then Prospective Students (see Figure 15). The two participants who successfully 

completed the task were satisfied with what they found on that page. 

 

Figure 15 Online Learning: Prospective Students page 
http://www.spsu.edu/onlinelearning/prospectiveonlinestudents/index.htm 

Four of the six participants clicked links on this page to learn more specific information about online 

learning. These participants reported that they were looking for examples with screenshots of the online 

classroom tools they’d be using and more information about how they would do their work and interact 

with other students and their professors. The information they found did not support their information 

goals, and participants noted that the content seemed oriented toward faculty or current students. 

Indeed, the first in-page link led participants to the Desire2Learn Faculty Support page (see Figure 16). 

 

http://www.spsu.edu/onlinelearning/prospectiveonlinestudents/index.htm
http://spsu.edu/instructionaldesign/d2l/
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Figure 16 Desire2Learn Faculty Support http://spsu.edu/instructionaldesign/d2l/ 

From the Online Learning page, there is a link to SPSU's L.V. Johnson Library and a link called “online 

library materials” that launches the same page, but this page requires students to log in to see any 

information, so this isn’t what the prospective students expected to see. From the Online Learning page, 

the Blackboard Wimba link takes prospective students to a page that provides no useful information 

unless they already have an SPSU student user ID. From the Online Learning page, there is a link to 

Hornet Connect, but the page doesn’t say what Hornet Connect is, and the link takes prospective 

students to a page where they have to have an SPSU student user ID to log on.   

Participant quotes 

 “This information is a little technical, which is fine, but if I’m just trying to find out if I’m going to 

like the online aspect of this whole thing, I’d like some more examples of this.” (P1) 

 “For me, for my detail oriented-ness, I always like screen shots and what the class would look 

like.” (P4) 

 “I was thinking it would give screen shots or something.” (P4) 

 “’Student organizations’…I’m not sure what this has to do with online learning. It talks about on 

campus, but I’m not going to be on campus.” (P5) 

http://spsu.edu/instructionaldesign/d2l/
http://spsu.edu/library/
http://spsu.wimba.com/
https://connect.spsu.edu/dana-na/auth/url_default/welcome.cgi


The 900ers SPSU.edu Usability Test Report  27 

 “This gives me an overview, but it’s not really satisfying. It doesn’t give me any kind of flavor of 

what it’s like.” (P5) 

 “Everything looks good except I don’t know how I’m going to talk to my professor.” (P6) 

 “What I’d really love to see is a video showing me how this works. For example, when I go to 

Stanford’s web site, it shows a video for each course and it shows what happened in the class.” 

(P5) 

Task metrics 

Figure 17 Scenario 4 success rates 

Usability issues 

Issue Severity 

Content not targeted to prospective students High 

Lack of multimodal content Medium 
Table 6 Scenario 4 usability issues 

 

Succeed, 2 

Succeed with 
Difficulty, 3 

Fail, 1 
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Post-scenario rankings 

 
Figure 18 Scenario 4 confidence and ease ratings 

Scenario 5—Apply 

At this point, participants have looked at their programs of interest and learned about SPSU’s distance 

learning experience. The next step would be for them to apply. We asked them to: 

 Find out the how much their program will cost 

 Understand application deadlines and requirements 

 Start an application 

Task 5.1—Program cost 

Five of the six participants found the Tuition & Fees page fairly easily using Search or by starting at the 

Admissions or Prospective Students links on the home page. However, five participants found the tuition 

and fees breakdown confusing. Participants didn’t know whether they should look at the fees for 

Graduate Studies or for Online Learning (see Figure 19). This was especially true for participants who 

were still unsure if their program could be completed entirely online or not.  
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Figure 19 Tuition & Fees page http://spsu.edu/tuitionfees/ 

Two participants were also unclear whether campus-specific fees applied to them, and if so, how often 

they would be charged (see Figure 20). Two participants came to incorrect conclusions about how much 

their programs would cost. 
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Figure 20 Online Learning Tuition and Fees page http://spsu.edu/tuitionfees/onlinelearning/ 

Participant quotes 

 “I don’t know whether the classes I need are all online or not; there’s quite a price difference. 

It’s also not clear whether the graduate fees would be the same as a certificate or not? Because 

I can’t find the info I need, I’d have to get pen and paper out, and find out the list of classes, 

what pre-reqs, then find whether they’re online, and then get the price info. This could be 

pretty time-consuming. It seems like the info is on the web site, but it’s just a matter of finding 

it.” (P1) 

 “I’m not sure what the fees mean. I’m assuming those are one-time fees.” (P3) 
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Task metrics 

 

Figure 21 Task 5.1 success rate 

Task 5.2—Application deadline 

Five of the six participants began by using Search or the Admissions or Prospective Students links. They 

generally expected to see the deadlines on the Graduate Admissions page (see Figure 22). Four 

participants clicked on the application sign-in page expecting to see dates. One participant (P6) looked 

at the calendar for the dates first. Two participants made incorrect conclusions about the deadline. 

When they landed on the Graduate Admissions page, only one participant (P6) chose the Priority 

Deadlines link first. Two clicked on multiple links in the left navigation before finding the deadline link.  

Succeed, 3 

Succeed with 
Difficulty, 1 

Fail, 2 
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Figure 22 Graduate Studies page http://spsu.edu/gradstudies/admissions/ 

Participant quotes 

 “I keep thinking I’m going to find the date somewhere in here.” (P2)  

 “I saw something that said apply. I guess I’d click on Apply, I’d want graduate application form, 

looks like I can apply online, but I don’t see anything about a deadline.” (P3)  
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Task metrics 

 
Figure 23 Task 5.2 success rate 

Task 5.3—Application requirements 

Five of the six participants began by going to the Graduate Admissions page. Three of the participants 

found the information quickly. Two participants clicked on Apply Now or various links in the Graduate 

Admissions area before they found the information. The one participant (P5) who abandoned the task 

was also the only participant who didn’t look on the Graduate Admissions page. Instead, he found some 

information in an MBA Transition Certificate FAQ page. He was confused by the information. One 

participant (P6) clicked on the Graduate Admissions Forms link and was surprised to see an application 

for readmission instead of a regular admission form. 

Participant quotes 

 “I’m going in circles.” (P2) 

 “If I’m applying, then why am I ‘applying for readmission’? Am I in the wrong place?” (P6) 

 “Create account here, but then it says to click on create account. I would expect it to open in 

new page, but it doesn’t so I don’t have my instructions anymore. I would assume these 

instructions are wrong and just go to that page and go from there. It says to pay $50, not sure 

how I would do that. I assume it would ask me for a credit card. …I’d have to call.” (P5) 

Succeed, 4 

Fail, 2 
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Task metrics 

 
Figure 24 Task 5.3 success rates 

Task 5.4—How to apply 

All six participants easily found the online application, typically because they had seen it during a 

previous task. Two participants were unhappy because they thought they needed to register online 

before starting the application (see Figure 25). One participant (P6) expected to download an 

application in the form of a PDF and abandoned the task, even though she had found the correct page. 

Figure 25 Graduate Application Form sign in page https://srm1.targetx.com/orgs/00DA0000000HCBnMAO/login 

Succeed, 5 

Abandon, 1 

https://srm1.targetx.com/orgs/00DA0000000HCBnMAO/login
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Participant quotes 

 “I don’t like being asked for my email address. I expect to see a form or something. It’s kind of 

assumptive to ask me to register.” (P6) 

Task metrics 

 
Figure 26 Task 5.4 success rate 

Post-scenario rankings 

 

Figure 27 Scenario 5 confidence and ease ratings 

Usability issues 

Issue Severity  

Requiring sign in to begin application is off-putting High 

Distinction  between graduate tuition and online tuition 
unclear 

High 

Upcoming deadlines not featured in body text Medium 

Fee structure inadequately explained Low 
Table 7 Scenario 5 usability issues 

 

Succeed, 4 

Abandon, 2 

Disagree, 1 

Neutral, 3 

Neutral, 1 

Agree, 2 

Agree, 2 

Strongly Agree, 1 

Strongly Agree, 2 

It was easy to find the information I
was looking for

I'm confident I found the
information I intended to find



The 900ers SPSU.edu Usability Test Report  36 

Post-test questionnaire 

We used the post-test questionnaire to gauge how each participant’s experience navigating spsu.edu 

affected their overall impression of SPSU. We asked them to respond to the following questions on a 

scale of 1 (strongly negative) to 5 (strongly positive). 

 
Figure 28 Post-test questionnaire ratings 

The participants’ responses to the questionnaire were tepid, with the average rating for each task being 

“neutral.” Program pages didn’t give participants a sense that the programs were respected or of high 

quality. The web site did not help participants assess what their online student experience would be like.  

Program quality 

Factors that negatively influenced participants’ confidence level in the quality of the program included 

information on the web site being too shallow as compared to other schools’ web sites (P5) and 

uncertainty about whether the difficulty they had using the web site would be similar to their 

experience taking online classes (P1, P5). 

Factors that positively influenced participants included the school offering programs that are wholly 

online (P4), and being able to find some of the information they were looking for easily. (P2, P3) 

Participant quotes 

 “They are accredited, but I didn't see anything else saying ‘people love us’ or ‘we're turning out 

the brightest and best.’” (P6) 
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 “If the online course was offered on a site like this, I’d be very unconfident but if it was offered 

on a blackboard type site, I’d be confident.” (P1) 

 “I didn’t get a lot of rich info about program itself or how the online experience works. I wanted 

real rich info and I didn’t get that. I got high level sales-y info and it wasn’t good sales either.” 

(P5) 

 “My feeling is if it’s like using this site, it’s probably not that great.” (P5) 

 “Now I’m more informed, and it seems like a clear, basic web site that has the big things I need.” 

(P3) 

 “There were a few areas of the web site that I didn't immediately find, but I think I probably 

could find it once I get used to the website. Most of the information was readily available...once 

I got the hang of an online class, I think it would be easy.” (P2) 

Easiest parts of the web site to use 

Participants found the following areas of the web site easiest to use: 

 Quick links (P6) 

 Prospective students (P1) 

 Admissions (P1)  

 Search (P4, P5) 

 Home page (P3) 

 About Us (P2) 

 Academics (P2) 

Most difficult parts of the web site to use 

 Lists of classes in a particular program had too much text (P3)  

 Finding accreditation information (P2, P6) 

 Finding the difference between Masters and Certification programs (P6) 

 What courses are needed for a specific program (P1) 

 Whether a thesis is required (P4) 

 Information for prospective students (P5) 

 Finding application deadlines (P2) 

Web site’s influence on decision to apply 

When asked how the web site would influence their decision about whether or not to apply to SPSU, 

responses were both positive and negative. Participants’ feedback about this is best expressed in their 

own words: 

 “If my online class experience is like the web site experience it doesn't give me a lot of 

confidence.” (P6) 

 “Just because it was hard to navigate doesn’t mean the school itself is a bad place.” (P1) 

 “More likely [to apply] definitely. Mainly because I've used other online web sites, specifically 

when I was teaching community college when I was teaching. Those sites were so much more 

work. This is definitely an improvement over what I used 7 years ago.” (P2) 
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Recommendations 
Below, we have provided recommendations to address each usability issue identified in Scenario and 

task summaries. We recommend prioritizing the “low-hanging fruit”: low level of effort changes that 

address high-severity issues. We have provided our estimates of the level of effort required for each 

improvement, but SPSU will be better able to determine the actual level of effort. 

Recommendation Issue Addressed Severity  Level of Effort 

Add accreditation information to 
Home and About Us landing page 

Accreditation information 
difficult to find 

High Low 

Rewrite Tuition & Fees pages Distinction  between graduate 
tuition and online tuition unclear 

High Medium 

Rewrite program content to 
highlight program delivery 
options 

Online programs not clearly 
identified  

High Medium 

Rewrite content  Difference between Masters’ and 
Certificate programs for IT not 
clear 

High Medium 

Rewrite content Difference between MBA, MBA 
Transition, and MBA Bridge 
programs not clear 

High Medium 

Prioritize recently updated 
content in search results  

Outdated content appears high in 
search results 

High High 

Rewrite class and program 
content to highlight class delivery 
options 

Online classes and programs not 
clearly identified 

High High 

Archive outdated content Pages link to outdated content  High High 

Rewrite content to be user-
centered 

Some content under Prospective 
Students links can only be 
accessed by registered students 

High High 

Allow users to start application 
without registering for an 
account 

Requiring sign in to begin 
application is off-putting 

High High 

Add application deadlines to 
admission pages 

Upcoming deadlines not featured 
in body text 

Medium Low 

Chunk content into more 
scannable units 

IDC program pages text-heavy Medium Medium 

Chunk content into more 
scannable units 

MBA program pages text-heavy  Medium Medium 

Produce PDFs with hotlinked 
bookmarks 

PDF course catalogs hard to 
navigate  

Medium Medium 

Group content by audience Undergraduate and graduate 
course catalogs difficult to 
distinguish 

Medium Medium 

Add video and screen captures to 
show processes and interactions 

Lack of multimodal content Medium High 
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Recommendation Issue Addressed Severity  Level of Effort 

Use the same search results 
format for all search engines 

Search behavior inconsistent 
between web site sections 

Medium  High 

Rewrite program content Overall program length not 
clearly called out 

Low Medium 

Table 8 Recommendations by issue severity and level of effort 
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Further research 
We recommend that these scenarios be tested with a larger audience to assess the web site’s usability 

in more depth. Once the site has been updated, we recommend re-testing these same scenarios with a 

similar audience to see if the results show improvements. 

In addition, we suggest testing the web site: 

 on mobile devices 

 with assistive technologies 

 with potential undergraduate students 

 with non-native English speakers 
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Conclusion 
The 900ers usability evaluation of the SPSU site analyzed the user experience of potential online 

graduate students as they: 

 Evaluated SPSU’s credentials and graduate programs 

 Researched degree requirements for a particular program 

 Learned about the online class experience 

 Prepared to apply for a program 

Our evaluation revealed an effective site search engine and easily-understood header and sidebar 

navigation. However, we also found areas for improvement, including:  

 Hard to find information—university accreditation and application deadlines are difficult to 

locate 

 Unclear, incomplete, and outdated information—content tuition rates, online class offerings 

and experience, program lengths, and the differences between Master’s and Certificate 

programs are unclear 

 Content targeted to other audiences—pages for prospective graduate students contain links to 

information relevant only to registered students or faculty 

While we have made recommendations to address each usability issue identified in our evaluation, we 

suggest SPSU prioritize the “low hanging fruit”—changes with a low level of effort that will address high 

severity issues. These include:  

 Add accreditation information to Home page and About Us landing page 

 Rewrite program content to clearly identify which programs can be completed completely 

online 

 Rewrite Tuition & Fees page to clarify distinction between graduate tuition and online tuition 

 Rewrite IT program content to clarify difference between Master’s and Certificate programs 

 Rewrite MBA program content to clarify difference between Master’s, Bridge Certificate, and 

Transition Certificate programs 

 Add application deadlines to admission pages 

After these changes have been made, we recommend that a second usability test be conducted, using 

the same scenarios that were followed for this test. The results of the second study will provide a basis 

of comparison with our results, to give SPSU an indication of which revisions have been the most 

effective and where improvements are still needed.  
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Appendix A: Personas 

Persona 1: Potential undergraduate student 

Samantha Farber 

 
http://www.flickr.com/photos/tinfoilraccoon/tags/woman/ 
 

Samantha is a 45 year-old potential undergraduate student. She is married and is the mother of two 

children, both of whom live at home. She finished high school when she was 18 and has been thinking 

about going back to school for years. She has been working in the accounting department at a regional 

book publisher located in Marietta, Georgia, for seven years. Samantha is considering getting her 

Bachelor’s degree in Business so she can move up the ladder at work. Most of her colleagues have some 

type of college degree or certificate and Samantha feels she may get passed over for promotions if she 

doesn’t have a credential. 

Samantha has always enjoyed learning, so she is excited for the challenge of earning a degree. 

Furthermore, she wants to prove to her sons that you can achieve anything as long as you work hard.  

She uses the Internet daily, catching up with old friends via social media and using various accounting 

programs in her job. Beyond that, however, she doesn’t use many different computer programs. She 

often struggles to keep up with new programs and computer technology. 

Online school fits into Samantha’s life because she works full-time and still has children she tends to 

daily. Also, she’d like to avoid sitting in a classroom with a bunch of kids with whom she doesn’t have 

anything in common. She understands that it will be new for her, but she plans on blocking out times in 

the evenings and on the weekends for schoolwork. Also, she plans on communicating regularly with her 

professor and classmates to make sure she understands the material and assignments. 

Demographics Computer Proficiency Motivation Behavior/Attitudes 
 45 

 Marietta, GA 

 Spouse, 2 children 

 Works in accounting 
dept. 

 Daily Internet usage 

 Uses social media, 
accounting software 

 Uses a PC 

 Avoids new 
technology 

 Career advancement 

 Personal fulfillment 

 Example for children 
 

 Will do school from 
home 

 Feels unsure about 
classroom setting due 
to age 

  

“I can go to school and get my 

degree without having to sit with 

a bunch of kids who I don’t have 

anything in common with.” 

http://www.flickr.com/photos/tinfoilraccoon/tags/woman/
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Persona 2: Potential undergraduate student 

Carrie Butler 

 
http://www.flickr.com/photos/37873897@

N06/4594528764  

“I want to give my daughter a 

more stable life and be a role 

model for her.” 

 

Carrie is a 28 year-old potential undergraduate student. She is a single 

mother of a 7 year-old child and lives with her mother. When she 

graduated high school, Carrie went to college for one semester. She 

currently works part-time as an Assistant Manager at a shoe store at 

her local mall in Tampa, Florida. She works different shifts each week, 

so her schedule has been a big hindrance to going back to school. She 

wants to finish school to provide a more stable life for her child and to 

prove that she can accomplish something. She also wants to set a  

good example for her daughter. Carrie is considering getting her degree in Business Administration 

because she would like to move into a career with better pay and consistent work hours. She feels that a 

Business Administration degree would lead to a real career rather than just a paycheck-to-paycheck job. 

She’d like to start this fall. 

Carrie uses the Internet every day, mostly for social media and online shopping. She has even played 

some popular role-playing games in the past. She has some experience with MS Word from writing 

reports in high school, but doesn’t use it much anymore.  

Because of her inconsistent work schedule and young child, Carrie needs a degree program that is 

flexible. That is why she has been researching online schools. Her biggest concern is if she can keep up 

with the material, especially without the benefit of face-to-face interaction with a professor. She plans 

on combatting that issue by regularly contacting her professors and asking her friends, some of whom 

are in school, for help. She will do her schoolwork from her home computer during her time off from 

work and in between taking care of her daughter. 

 

Demographics Computer Proficiency Motivation Behavior/Attitudes 
 28 

 Tampa, FL 

 Lives with mother, 
has 1 child 

 Assistant Manager at 
shoe store 

 Inconsistent work 
schedule 

 Daily Internet usage 

 Uses social media, 
online shopping, MS 
Word, Internet games 

 Uses a PC, iPhone 

 Never taken classes 
online 

 Better career 

 Stable work 
environment 

 Provide financially for 
child 

 Example for child 
 

 Will do school from 
home 

 Will need access to 
professor and peers 

http://www.flickr.com/photos/37873897@N06/4594528764
http://www.flickr.com/photos/37873897@N06/4594528764
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Persona 3: Potential graduate student 

Travis Treviño 

http://www.flickr.com/photos/67835627@N05/7301111264/ 

“Learning is a lifetime pursuit.” 

Travis is a 43 year-old potential graduate student. He 
lives with his spouse and his 17 year-old child from a 
previous marriage. He joined the Marine Corps after 
graduating high school and completed a 4-year 
enlistment. Travis then went on to college and 
graduated with a Bachelor’s in Journalism after five 
years. He currently works as the sports and local news 
editor for a newspaper in Midlothian, Virginia. 

With his son getting ready for college, Travis has been inspired to go back to school. He wants to show 

his son that learning is a lifetime pursuit and that he can do whatever he puts his mind to. Also, the 

increasingly desperate state of the newspaper industry leaves Travis uncertain about his future. He loves 

journalism, but knows that he and his newspaper will have to build an online presence. Therefore, he 

has decided to pursue a graduate degree in Technical Communication, which he feels will help him gain 

the experience needed with new media to push his newspaper forward. He plans to start in the fall so 

he and his son can start back to school together. 

Travis is proficient in multiple desktop publishing programs due to his job duties. He uses the Internet 

multiple times each day for social media, online banking, and email. He also has experience with MS 

Office. He uses a PC, Mac, iPhone, and iPad for his work and personal interests. He has never taken a 

class online before. 

Travis likes the flexibility of online schools and feels confident that he can navigate the interface. His 

main concern is the lack of immediate feedback and discussion that he feels an online program could 

have. He wants to be sure that the program he chooses is professional and interactive. 

 

Demographics Computer Proficiency Motivation Behavior/Attitudes 
 43 

 Midlothian, VA 

 Spouse, 1 child 

 Sports/Local News 
editor at local 
newspaper 

 Daily Internet usage 

 Uses social media, MS 
Word, desktop 
publishing software, 
online banking, email 

 Uses a PC, Mac, 
iPhone, and iPad 

 Never taken classes 
online 

 Personal fulfillment 

 More experience 

 New professional 
opportunities 

 Example for child 
 

 Will do school from 
home  

 Confident he can 
adapt to school online 

 Wants interaction in 
classes 

 Wants a credible 
program 
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Appendix B: Heuristic evaluation 

Executive summary 

This report contains our heuristic evaluation of the Southern Polytechnic State University web site 

(www.spsu.edu). Three members of the 900ers team independently evaluated the SPSU web site from 

the perspective of a representative persona: Travis, a prospective online communications graduate 

student. Team members walked through the same scenario and tasks, and evaluated the user 

experience using Whitney Quesenbery’s heuristic approach, the 5Es.  Together, we compared our 

findings and ranked issue severity. These findings will direct our upcoming usability test plan. 

For this evaluation, we chose the following tasks: 

 Evaluating SPSU’s credentials and program offerings 

 Researching degree requirements for a particular program 

 Learning about the online class experience 

 Preparing to apply to a program 

Evaluators found that the SPSU web site’s strength lies in its content. Positive findings include: 

 Clear, reader-centered content—particularly in the English, Technical Communication, and 

Media Arts section 

 Effective web site search—the search engine was so reliable that one evaluator adapted her 

behavior to favor web site search over in-page navigation  

The heuristic evaluation uncovered several issues with the web site. We identified these top issues: 

 Unclear navigation paths—information is not always in logical places 

 Inconsistent look and feel across pages—headers, sidebars, and in-page navigation treatments 

differ between the SPSU main web site and the ETCMA web site; the course information web 

site lacks SPSU branding elements altogether 

 Inconsistent link behavior—while most links open pages in the current browser window, some 

links trigger new tabs without warning 

 Credential information difficult to find—both university accreditation and professor 

qualifications are difficult to locate 

This report details our findings and highlights web site strengths and weaknesses. These findings will 

inform upcoming usability testing activities, as well as indicate areas for web site improvement that may 

not be identified by test participants. 

  

http://www.spsu.edu/
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Introduction 

Heuristic evaluations are a user experience research technique to assess the overall usability of a web 

site. A small group of trained evaluators assumes the persona of a representative user and each team 

member walks through the web site, evaluating it against a set of heuristics—usability principles. 

Heuristic evaluations help identify web site strengths and weaknesses. 

There are many different sets of heuristics in the user experience industry. Our team chose to analyze 

the SPSU web site using Whitney Quesenbery’s 5Es, a user-centered, task-focused set of heuristics 

(Quesenbery, n.d.). Quesenbery’s 5Es evaluates tasks and web sites by asking five sets of questions. Is 

the web site: 

 Efficient—How long does it take to complete the task? This can be measured by time-on-task or 

number of clicks. 

 Effective—Are users able to complete the task, with a minimum of errors?  

 Engaging—How does the user feel about the experience? Is the user satisfied? 

 Error tolerant—How did the system handle user errors?  

 Easy to learn—Are users able to understand how the web site worked? Do they build 

understanding of web site functions and features as they move from task to task? 

These 5Es form the framework for our heuristic evaluation. 

This report covers the 900ers: 

 Heuristic evaluation methodology 

 Task-by-task findings 

 Severity ranking for identified issues 

Our goal for this heuristic evaluation is to identify any critical problems with the web site. We will 

perform user testing to confirm or refute our findings, and then make recommendations to enhance 

SPSU.edu’s overall user experience. 

Methodology 

Three members of the 900ers project team independently evaluated SPSU.edu. Then, we discussed our 

individual findings to form a unified understanding of the web site’s strengths and weaknesses. 

Persona 

Team members assumed the role of a representative user: Travis, a non-traditional prospective 

graduate student interested in online education. (See Appendix A.) Travis is 43 years old. 

 Married, with child at home 

 Comfortable using the internet on several devices 

 Employed full time 

 Potential career changer 

 Holds Bachelor’s degree 
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Scenario 

Our team used the following scenario for our heuristic evaluation: 

Travis has decided that he wants to pursue a communications-related master’s degree online. He wants 

to get his degree through a respected school so his degree will be more valuable. A coworker told him 

about Southern Polytechnic State University. He wants to gather information about the school and 

program to understand if SPSU will help him meet his goals. After he has gathered this information, he 

should understand what he needs to do to apply. 

We defined a likely task flow for Travis through the web site: 

 Evaluating SPSU’s credentials and graduate programs 

 Researching degree requirements for a particular program 

 Learning about the online class experience 

 Preparing to apply to a program 

Heuristics 

Our evaluation was guided by Quesenbery’s 5Es. We used this set of heuristics to evaluate the web site 

against Travis’s expectations as he performed relevant tasks. 

 Efficient—Travis is a web-savvy, educated person, so expects he can find things very quickly. 

 Effective—He expects that if he needs information, he will be able to find it. If he can’t find it, he 

assumes it does not exist. 

 Engaging—Travis takes pride in his intelligence and ability to figure things out. He thinks of 

himself as a reader, but prefers to scan things on the web. 

 Error tolerant—He has little patience for technical errors on web sites, and will often abandon a 

web site if links are broken or he encounters error messages.  

 Easy to learn—He has been using the web for a long time, and feels as though he has a good 

understanding of how web sites should work. He’s not opposed to putting in some effort to 

learn the quirks of a new web site, but he expects that a web site will be internally consistent. 

Rankings 

Our team defined twelve tasks to bring Travis through his scenario. For each of those tasks, we ranked 

the 5Es. We chose a simple three point scale to represent task performance: 

 Acceptable—Travis was either pleased with or neutral about the task. 

 Problematic—Travis was annoyed by it. 

 Unacceptable—Travis was unhappy. 

We use a color bar to represent the 5Es and their rankings after each task. We chose “stoplight colors” 

to make it easy to see where problem spots are.  The following example shows a representative task 

ranking color bar: 

Efficient Effective Engaging Error Tolerant Easy to Learn 
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In this example, the rankings are: 

 Efficient—Problematic 

 Effective—Unacceptable 

 Engaging—Unacceptable 

 Error tolerant—Problematic 

 Easy to learn—Acceptable 

Findings 

Our evaluation found positive web site attributes and identified potential opportunities for change. We 

present our findings below, in two parts: 

 Tasks—Narrative of Travis’s experience of the web site as he moves through the scenario, task 

by task 

 Rankings—Table of findings, shown in order of issue severity 
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Tasks 

Evaluating SPSU’s credentials and graduate programs 

 

 

Travis comes to SPSU.edu for the 
first time. He wants to know if SPSU 
is a legitimate university, not some 
diploma mill.  
 
Travis scans the page and quickly 
finds the About Us link.   
 

 

Travis assumes that a university will highlight its 

accreditation prominently. 
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After scanning the About Us page 
and not finding the information he 
wanted, Travis thinks that SPSU must 
highlight its accreditation in its 
student recruitment section. 
 

 

 

Travis easily finds a link for prospective students like 

himself. 
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Travis assumes that he must have 
missed the accreditation information 
on the “About Us” page, so he goes 
back there. 
 

 

 

 

 

Travis scans through the links for prospective 

students, frustrated that he can’t find accreditation 

information.  
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Frustrated, Travis resorts to using the Search function, 

typing in “accreditation.” 

Travis reads through the About Us page. He thinks the 

University System of Georgia reference hints at 

credibility, but he is not sure. 
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Travis finds accreditation information through his 
search.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Travis knows now that SPSU is accredited, but the 
experience has left him feeling cautious. He wonders 
if SPSU is really reputable, and if he should consider 
other schools. 
 

 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

  

Travis sees that some specific programs are 

accredited. 

Travis is amazed that the university-level accreditation 

is buried in the undergraduate catalog. 
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Travis decides to follow through with 
his research, even though he is 
skeptical, because he trusts his 
coworker’s opinion. He still wants to 
know if SPSU offers a 
communications master’s degree. 
 
 
 
 
 
 
 
 
 
 
 
 
 
He clicks on the Majors, Minors, and 
Certificates link. 
 

 

 

Travis remembers that the Prospective Students page 

had a lot of links about academics. 
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He doesn’t see a communications 
program, so he goes back to the 
Prospective Students page and reads 
through the Academics links again. 
Frustrated, he is sure that the 
“Majors, Minors, and Certificates” 
page must have the right 
information.  
 

  

Travis scans through the list of programs, looking for 

one that starts with Communications. 
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Travis is moderately frustrated by 
the amount of effort it took to find 
the Information Design & 
Communication (IDC) graduate 
major. He thinks to himself that if 
the web site is frustrating, being a 
student must be frustrating, too. 
Travis finds the program title 
intriguing, though, so he pushes on 
to learn more about the program. 
 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

  

Travis hits CTRL-F and searches the page for 

“communication.” He isn’t interested in a certificate, 

but the Information Design & Communication major 

looks promising. 
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Researching degree requirements for a particular program 

 

 

Travis wants to understand what sort of classes he’ll 
have to take as an IDC student. He clicks on the 
Information Design & Communication (graduate 
major) link. 
 

 

 

 

Travis scrolls through the page, scanning for links. He 

is happy to find the course options link without much 

effort. 

Travis wryly notes that this page has accreditation 

information. 
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Travis is pleased at how easy it was 
to find the required courses. He is 
surprised, though, that the list of 
Required Courses was incomplete, as 
the Foundation Courses are also 
required.  
 
 
 
 
 
Travis wanted to know about his 
elective options, and was happy he 
didn’t even have to leave this page. 
He feels good about himself, and he 
is starting to trust the ETCMA section 
of the web site, though he hasn’t 
bothered to figure out what 
“ETCMA” stands for. 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

  

Travis notices he can find out about electives here, 

too.  

Travis quickly finds the Required Courses link. 
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Because Travis is concerned about 
the value of his degree, he wants to 
ensure that his courses will be taught 
by Ph.D.-level instructors. He clicks 
on the Required Courses link, sure 
that he can find out who will be 
teaching the Required Courses that 
way. 
 
 
 
 
 
 
 
 
 
Travis clicks on the Schedule of 
Classes straight away, happy that 
he’s going down the right path. 
 
 

 

 

 

 

 

Travis sees that he can find out who is teaching a class 

from the Schedule of Classes.  
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Travis wants to start school in Fall 2013. 

 

 
 
 
He thinks that maybe the IDC program might not 
offer enough classes for him to complete his degree 
in a timely manner.  
 
Travis goes back to the term selector one last time, 
and finds the Spring 2013 IDC classes. 
 

 

 

Travis is sad to see that Fall 2013 isn’t an available 

option.  

Travis is concerned that there aren’t any IDC courses 

for Summer 2013.  
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Travis feels like he should have 
known to jot down the required 
courses. He resigns himself to going 
back, writing down the class 
numbers, and coming back to this 
screen. 
 

 

Travis is surprised that the instructors are only 

identified by last name and initial, and don’t include 

their titles. 

Travis realizes he doesn’t remember which courses 

are required. 
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Travis hits the back button several 
times, but can’t get back to the IDC 
information page. He looks up at his 
browser bar and realizes that he’s in 
a new tab. He wishes that the term 
selection feature had popped up in 
his original screen, and let him 
toggle between the required list and 
the schedule. 
 
After retracing his steps, he finds 
that IDC 6001 is being taught by 
“Palmer L.” He goes back to the 
Required Courses page. 

 

Travis is annoyed to find he is in a new tab. 
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Travis sees that he must go to the Faculty and Staff 

Directory to learn more about the instructors. 



The 900ers SPSU.edu Usability Test Report  65 

 

 
 
 
 
 
 
 
 
 
 
Travis is assured that most of the 
faculty hold Ph.Ds, and that at least 
one of them teaches a required 
course. However, he is frustrated 
that the program didn’t talk about its 
professors’ credentials on one of the 
program pages. He thinks that a 
strong program should brag about its 
professors’ accomplishments. He 
also doesn’t like that he had to go 
back and forth between the list of 
courses and the Faculty and Staff 
Directory to look up the credentials 
of all of his prospective instructors, 
one at a time. 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

Travis notices some of the faculty are only professors. 

Travis finds Dr. Laura Palmer and assumes that this is 

the same person as “Palmer L.”  
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Learning about the online class experience 

 

 

 

Travis lives in Virginia, and needs to 
be sure that he can complete his 
degree entirely online. 
 

Travis remembers that the ETCMA Prospective 

Students page had a lot of information. 
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Travis quickly finds out that the 
program is online.  
 
 
 
 
 
 
He is relieved that this was so much 
easier than finding out about the 
instructors. He thought there’d be 
more information about this, 
though. He wonders if this is all he 
needs to know. 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

  

Travis is happy at how quickly he verified this program 

was online. 
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Travis knows that many graduate 
programs require a thesis. He would 
rather not write a thesis, so he wants 
to know what his options are. He 
clicks on the Review Your Program 
Options link on the Prospective 
Graduate Students page. 
 
Travis quickly scans down the page 
until he finds the IDC program link.  
 
 
 
 
 
 
 
He’s getting comfortable with the 
web site, and feels like he can easily 
flow from page to page, but wonders 
why the thesis information isn’t 
listed up front with the degree 
description. 
 

 

 

Travis is navigating through the web site with speed 

and confidence.   
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Travis clicks on the link for the MSc 
Information Design and 
Communication program. Not 
finding any information about thesis 
requirements here, he clicks on the 
graduate program requirements link 
found under Next steps at the 
bottom of the page. He then clicks 
on the link for Requirements:  MSc 
Information Design and 
Communication. Scrolling down, he 
finds the thesis information he was 
looking for on this page. 
 
 
 
 
 
Travis is happy to know he has 
multiple options. He thinks other 
prospective students would want to 
know about this right away, 
however, and wishes the 
information wasn’t buried so deep. 
 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

 

 

 

Travis is thrilled to know he has non-thesis options. 
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Now that he knows he can take all of 
his classes online and won’t have to 
write a thesis, Travis wonders how 
long it will take to complete his 
degree. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Travis feels like he was very lucky to 
find the MSc of IDC page—it’s 
answering questions he didn’t even 
know he had! He feels confident, 
knowing a bit more about the online 
learning experience.  

  

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

  

Travis is curious about how he is eligible for in-state 

tuition. 

Travis expected he’d find the answer on the same 

page, and was happy to be right. 

He was also happy to learn more about what it would 

be like to take classes online. 
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Travis had thought he’d have to hunt 
for tuition information, but found it 
on the same page he was already on. 
He’s very happy to see the price of a 
class instead of the price of a credit. 
 
He wonders, though, what else goes 
into the overall price, so clicks on the 
In-State Tuition link on the MSc IDC 
page. 
 
 
 
 
 
 
Travis decides to trust that the per-
class figure on the MSc IDC page was 
accurate. 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

  

Travis is overwhelmed by all the variables. 

Travis wonders why he’s in a new tab again. 
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Preparing to apply for a program 

 

Travis has decided that the IDC 
program might be the right program 
for him. He wants to know if it’s too 
late to apply for the Fall 2013 
semester. 
 
He goes back to the MSc in IDC page. 

 

Travis assumes that he’ll find the deadline here. 
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Travis is happy to find that he still 
has time to apply for Fall 2013. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 Travis wants to apply. He wonders 
why he has to leave the “apply” page 
to get information on how to apply. 
 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

  

He wants to know what he needs to do next. 

Travis is happy to know he isn’t too late to apply. 
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Travis is surprised to find a long list 
of things he’ll need to do to apply. 
He wishes there was an online 
application, but is satisfied that he 
now has all the information he needs 
to apply for the IDC program. 

 

Efficient Effective Engaging Error Tolerant Easy to Learn 

 

 

Travis is confident he’s found the information he 

needs. 
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Rankings 

Our evaluation revealed the following web site strengths: 

 Clear, reader-centered content—particularly in the English, Technical Communication, and 

Media Arts section 

 Effective web site search—the search engine was so reliable that one evaluator adapted her 

behavior to favor web site search over in-page navigation  

The evaluation also revealed four main problem areas: 

 Unclear navigation paths—information is not always in logical places 

 Inconsistent look and feel across pages—headers, side navigation, and in-page navigation 

treatments differ between the SPSU main web site and the ETCMA web site; the course 

information web site lacks branding altogether 

 Inconsistent link behavior—links may trigger new tabs without warning 

 Credential information difficult to find—both university accreditation and professor 

qualifications are difficult to locate 

Usability Issue Relevant 5Es Severity Ranking 

Information architecture does not fit users’ mental 
models¸ causing users to loops back to find information 
through trial and error  

Efficient, Engaging, Easy 
to Learn 

High 

Credential information difficult to find Efficient, Engaging High 

In-page navigation is inconsistent  Effective, Engaging, 
Error Tolerant 

Medium 

Inconsistent look and feel across web site Engaging Medium 

Links open new tabs without warning Efficient, Engaging Low 
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Conclusion 

The 900ers heuristic evaluation of the SPSU web site described the user experience of a representative 

potential online graduate student as he: 

 Evaluated SPSU’s credentials and graduate programs 

 Researched degree requirements for a particular program 

 Learned about the online class experience 

 Prepared to apply for a program 

Our evaluation revealed good content and an effective web site search engine. However, we also found 

areas for improvement, including:  

 Unclear navigation paths—information is not always in logical places 

 Inconsistent look and feel across pages—headers, side navigation, and in-page navigation 

treatments differ between the SPSU main web site and the ETCMA web site; the course 

information web site lacks branding altogether 

 Inconsistent link behavior—links may trigger new tabs without warning 

 Credential information difficult to find—both university accreditation and professor 

qualifications are difficult to locate 

This exercise will inform our usability test planning, so we can validate or disprove our findings with 

actual users. We look forward to helping SPSU strengthen its overall web site user experience
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Appendix C: Test plan 
Executive summary 

The purpose of this usability test is to evaluate whether users can successfully navigate through and 

locate information using Southern Polytechnic State University’s spsu.edu web site (www.spsu.edu). The 

target audience for this test is prospective graduate students who are interested in distance learning. 

This test will specifically focus on this audience’s ability to: 

 Learn more about SPSU’s credentials and program offerings 

 Understand what the degree requirements are for a particular program 

 Learn about SPSU’s distance learning experience 

 Understand what they need to do to apply 

The project sponsor is Stephanie Coleman, SPSU’s Director of Web Services. The usability test will be 

conducted by “the 900ers,” a team of three SPSU graduate students in the IDC program. The project 

advisor is Dr. Carol Barnum. The project is part of Dr. Barnum’s IDC 6120 Usability Testing course.  

In our usability study, we will ask six users to complete five scenarios. The users will fit the user profile, 

except there will be no more than two users who are interested in any specific degree program. This 

diversity will ensure that the study results in feedback that spans the SPSU web site, rather than being 

skewed by any one degree program’s webpage. Because the user profile for this study is students 

interested in distance learning, the usability tests will all take place remotely, using computer-based 

study techniques rather than an on-site usability lab environment.  

This test plan describes: 

 Problem statement and test objectives 

 User profile 

 Test methodology 

 Test scenarios 

 Data collection plan 

 Estimated project timeline 

 Team member roles and responsibilities 

 Test artifacts, including script to be used during the test, screening and pre/post-test 

questionnaires, and the persona used to create the user profiles 

Deliverables for this project include: 

 Test plan 

 Audio, screen, and/or video recordings (if participants have web cams) 

 Usability test logs 

 Presentation  

 Final report  

http://www.spsu.edu/
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Problem statement and test objectives 

SPSU is interested in learning whether prospective students are able to successfully use the spsu.edu 

web site. The university’s goals for prospective students are to get them interested in the school, to give 

them a sense of SPSU’s culture, and to give the students enough information and flavor to make them 

want to begin and attain their degree. It is important that the web site leave users thinking. “I was able 

to find what I was looking for” and “It worked like I expected it to.” From the university’s perspective, 

the ideal path for prospective students is: 

1. Find information that makes them feel SPSU is the right school for them 

2. Plan a visit to the university (if they are planning to attend the university in person) 

3. Apply 

A heuristic evaluation that the 900ers conducted using the Travis persona indicated that the spsu.edu 

web site has the following problems: 

 Navigation paths are unclear—information is not always in logical places and, therefore, is 

sometimes difficult to find 

 The look and feel across pages is inconsistent—headers, sidebars, and in-page navigation 

treatments differ between the SPSU main web site and program-specific web sites 

 Link behavior is inconsistent—while most links open pages in the current browser window, 

some links trigger new tabs without warning 

 Credential information is difficult to find—both university accreditation and professor 

qualifications are difficult to locate 

The usability study will measure prospective graduate students’ success in:  

 Finding information that will help them learn more about SPSU’s credentials and program 

offerings 

 Understanding what the degree requirements are for a particular program, including what 

classes are offered, whether a thesis is required, and how long it will take to complete a 

particular program 

 Learning about SPSU’s distance learning experience, including whether the program they are 

interested in can be completed entirely through distance learning 

 Understanding what they need to do to apply, including understanding program costs, whether 

a GRE is required, what documents are required, and how to locate an application 

This study will focus on functional and structural feedback about the spsu.edu web site rather than web 

site design. It will focus on the broader SPSU web site’s key functions, not the content or web site design 

unique to a particular program.  

Goals that are not part of this usability test, but that the 900ers recommend be included in follow-up 

usability testing, include: 

 Success using the spsu.edu web site from mobile phones and tablets 
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 Evaluation of the web site design and information architecture 

 Accessibility of the web site for people who have disabilities 

User profile 

When creating user profiles for our usability study, we interviewed 11people who are potentially 

interested in attending a university that offers distance learning degrees. As a result of our interviews, 

we created three personas: 

 Samantha—an older potential undergraduate student 

 Carrie—a younger potential undergraduate student 

 Travis—an older potential graduate student 

Because we have more access to potential graduate students who could be interested in a distance 

learning degree, we selected Travis as our primary persona. Collectively, though, our personas and the 

people we interviewed had many characteristics in common. Each participant will have the following 

characteristics. 

Demographics 

 Age—may range from late 20s to 50; our primary persona is in his 40s 

 Education—has a Bachelor’s degree (multiple degrees would also be acceptable) 

Technological savvy 

 Internet use—uses the Internet at least for social media and entertainment (most interviewees 

also use the Internet for work)  

 Devices—must have familiarity with Windows or Apple computers 

Motivation 

 Motivation—should feel that a graduate degree will help with their careers and/or provide 
personal fulfillment; our primary persona wants a degree because he wants to keep learning, 
inspire his son, and improve his job-related skills 

 Area of interest—may be interested in any area of study that SPSU offers as part of a graduate 

program 

 Program start—must plan to start school within the next 18 months 

Environmental and behavioral attitudes 

 Schoolwork—sometimes works from home and also does schoolwork from work 

 Concerns—has concerns about having enough time to spend on school work and about the lack 

of interaction with others in an online program 

Subgroups 

We decided not to include specific user subgroups in our usability test. We need to ensure that our 

users are interested in different areas of study, however, so our study results are more broadly 

applicable across the SPSU web site.   
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Test methodology 

The usability evaluations will be administered remotely.  Rather than having users go to a physical 

usability lab, we will conduct the usability test using GoToMeeting, an online meeting tool.  

Selecting users 

Using our screening questionnaire, we’ll screen the graduate school candidates from our persona 

interviews as well as other candidates who fit the Travis persona, until we find seven good candidates 

(five for the study, one for a pilot, and one as a backup). Once we’ve identified the users, we’ll set up a 

schedule for each usability evaluation. 

Session length 

The total length of each test session will be 60 minutes and will include: 

 5 minutes for welcome and introduction to the test 

 45 minutes to complete the pre-test questionnaire and five scenarios 

 5 minutes to collect the user’s overall impressions of the web site 

 5 minutes for a post-test questionnaire 

After each scenario, the moderator will ask post-scenario questions. 

Roles and responsibilities 

Each of us will be a moderator for two sessions, an observer for two sessions, and a logger for two 

sessions, so we will each get to experience all of the roles. We will all recruit participants for the 

usability test.  

Role Responsibility 

Moderator Welcomes the participant; conducts pre-test questionnaire; walks the 

participant through the scenarios, following the script; conducts the post-

scenario questionnaire. Prior to the usability test, the moderator will email the 

GoToMeeting meeting invitation and all forms that need to be signed. 

Logger Logs the time of each activity during the test and whether the participant is 

able to locate the information they are looking for following a direct path. 

Observer Captures all comments made by the participant and moderator during the test. 

Additional usability test logistics 

 The moderator won’t introduce the participant to the logger, the observer, or the project 

sponsor (if the project sponsor is also on the call). The moderator will say there are people on 

the phone observing, but we felt it would be less intimidating to not do introductions. 

 We will provide the scenarios to the participant one at a time, but we won’t stop the participant 

in between tasks within a scenario. Each scenario builds on the previous, so we won’t limit the 

time for each scenario. We will give the participant the option to end a scenario if they choose. 
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Test environment and equipment 

Since the usability test will be conducted in a virtual lab environment, participants will need to do a 

small amount of set-up work prior to the test, and will need to meet some hardware requirements. 

We’ll ask the participants to share their screens (make them presenter in GoToMeeting) so we can 

observe their key strokes.  

Software 

 We’ll ask participants to use GoToMeeting. The moderator will send the participants an email 

prior to the test with instructions for downloading GoToMeeting, and contact information if 

they have any trouble, so they will be ready to go at the time the test begins. The moderator will 

make sure the participant has connected successfully as soon as the call begins. 

 We plan to use Morae software for logging.  

Hardware 

Required hardware: 

 Either a PC or Mac computer 

 Microphone (can be built in or external) or the ability to dial in to the GoToMeeting call using a 

telephone while also using their computer 

 Internet connectivity 

Optional hardware: 

 Web cam 

Incentives 

The sponsor will provide six $25 gift certificates to Amazon.com as an incentive for completing the 

usability test. At the end of the usability test, the moderator will tell the participant that their gift 

certificate will come from Amazon as an email, so they know to watch their email for it.  

Scenarios 

The goals for the usability test are to evaluate whether participants can find information that allows 

them to: 

 Learn more about SPSU’s credentials and program offerings 

 Understand what the degree requirements are for a particular program, including what classes 

are offered, whether a thesis is required, and how long it will take to complete 

 Learn about SPSU’s distance learning experience, including whether the program they are 

interested in can be completed entirely through distance learning 

 Understand what they need to do to apply, including understanding program costs, whether a 

GRE is required, what documents are required, and how to locate an application 

An additional goal is to get feedback about the overall look and feel of the web site.  
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The following table shows the tasks we will test, broken into scenarios that support these goals. 

Goal: Get feedback about the overall look and feel of the web site 

Scenario Tasks 

You’ve recently decided that you would 
like to pursue a graduate degree or 
certificate program through a university 
that offers distance learning. You’ve 
been searching on the Internet, and you 
come across the web site for Southern 
Polytechnic State University 
(www.spsu.edu). 

Look around the home page. 

 What do you think you can do from this web site? 

 What do you think will happen if you click on the tabs 
and links on the page? 

 Are there any labels you don’t understand? 

 What is the first thing you’d most likely click on? 
 What is your general impression of the web site from 

the homepage? 

 
 

Goal: Learn more about SPSU’s credentials and program offerings 

Scenario Tasks 

You’re only interested in attending a 
university that is accredited and, of 
course, that has a certificate or degree 
program that you’re interested in.  

From the spsu.edu home page, locate the information that 
allows you to answer: 

 Is Southern Polytechnic an accredited university? 

 You had mentioned that you were interested in a 

<state participant’s area of interest> program. Does 

Southern Polytechnic offer a program like that? 

Goal: Understand what the degree requirements are for a particular program 

Scenario Tasks 

You’ve decided that Southern 
Polytechnic looks like a good school for 
you to attend, provided that the 
graduate program that you’re 
interested in includes classes that you 
will enjoy, that you can take completely 
online, and that you can finish within 
three years. 

Using the spsu.edu web site, locate the information that allows 

you to answer the following questions: 

 What are the required classes for the program that 
you’re interested in? 

 What is an elective class for the program that you’re 
interested in? 

 Can you complete the program that you’re interested 
in completely online? 

 If you’re interested in a Master’s Degree, does the 
program that you’re interested in require you to 
complete a thesis? 

 If you’re interested in a certificate program, what are 
the completion requirements? 

 How long will it take you to complete the program that 
you’re interested in? 

 
 

http://www.spsu.edu/
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Goal: Learn about SPSU’s distance learning experience 

Scenario Tasks 

You’ve never taken online classes 
before, and you’re a little concerned 
about what the whole distance learning 
experience might be like. 

Locate information that gives you an overview of what it’s like 
to take online classes and how you would interact with 
professors and other students. 

Goal: Understand how to apply 

Scenario Tasks 

You’ve got a lot of your questions 
answered, but you have a few final 
critical questions before you decide to 
apply. 

Locate the information that allows you to answer these 
questions: 

 How much will the program that you’re interested in 
cost? 

 When would you have to apply if you wanted to attend 
in Fall 2013? 

 What application requirements do you need to meet in 
order to apply? 

 How do you get an application form? 
 

Data collection 

During the study, we will collect both quantitative and qualitative data. Quantitative data will include: 

 Task completion time 

 Task completion success rate 

 Number of attempts it took each participant to find the desired information 

 Number of participants able to successfully find the desired information 

 Participants’ ratings of the ease of locating the information they were looking for 

Qualitative data will include: 

 Participants’ body language and facial expressions (if the user uses a web cam) 

 Non-verbal communication cues, such as sighs, long pauses, facial expressions, using the mouse 

to hover over something for a long time, etc. 

 Participants’ comments and questions during the usability test 

The post-test questionnaires will ask participants to assess: 

 What is your overall impression of spsu.edu?  

 How easy or difficult was the web site to use?  

 How would you rate the look and feel of the web site?  

 How confident are you that you found the information you needed?  
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 Based on this experience, how confident are you about Southern Polytechnic’s online classroom 

experience?  

 How confident are you that the Southern Polytechnic degree program you explored is a 

respected program?  

 What area of the web site was the easiest to use? 

 What area of the web site needs the most improvement? 

 Based on this experience, would you be more or less likely to apply to Southern Polytechnic? 

Usability test schedule 

Timelines for the tests are included below. 

Date Activity 

March 18-24, 2013 Conduct test walkthrough 

March 26, 2013 Conduct pilot test 

March 30 Participant 1 

March 30 Participant 2 

April 1 Participant 3 

April 1 Participant 4 

April 2 Participant 5 

April 2 Back-up participant (if needed) 

Deliverables 

Deliverables for this project include: 

 Oral team presentation of the results to the project sponsor on April 24, 2013. The presentation 

will include: 

o 20-minute PowerPoint presentation of findings 

o Audio, screen and/or video recordings (if participants have web cams) 

 Formal report of the study findings complete by April 28, 2013 
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Appendix D: Screening questionnaire 

Participant first name: ____________________                                   Participant ID:  _________________   

                                                                                                                                  Selected: _____Yes      _____No   

Hello! My name is _______________________, and I’m a student at Southern Polytechnic State 
University. We are recruiting volunteers for a study, and would love your input. We are looking for 
volunteers who have a college degree and are interested in pursuing a graduate degree or certificate 
through an online program. There’s a $25 Amazon.com gift card for volunteers who qualify for and 
complete this study. Does that sound like something you’d be interested in doing? 
 
_____YES—continue  _____NO—terminate 
 

Great! Let me tell you a bit more about our study. Our team is conducting a usability study of a 
university web site. We’re recruiting volunteers to test how well the web site meets the needs of users. 
We’ll be recording the test sessions and we’ll use segments of the recordings in a presentation to 
Southern Polytechnic’s Web Director, and segments of the recordings might be used in future academic 
research or presentations. Would you have a problem being recorded as part of this study? 
 
_____YES—terminate  _____NO—continue 
 

Great! We’re going to be running test sessions on [DATE] and [DATE]. Would you be able to participate 
for about an hour on one of those dates?  
 
_____YES—continue  _____NO—terminate 
 

Are you interested in pursuing an online graduate degree? 
 
_____YES—continue  _____NO—terminate 
 

When are you considering starting a graduate degree? _________________ 
 
_____18 MONTHS—continue _____18 MONTHS—terminate 
 

What are you interested in studying? _________________________________ 
 
_____SPSU online graduate program—continue   _____NON-SPSU online graduate program—terminate 
 

Do you have a computer with Internet access at home? 
 
_____YES—continue  _____NO—terminate 
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Participant first name: ____________________                                   Participant ID:  _________________   

                                                                                                                                  Selected: _____Yes      _____No   

How many hours per week do you use the Internet at home? 
 
_____fewer than 3—terminate 
_____3-5—continue 
_____6-10—continue 
_____10 or more—continue 

Are you employed outside of the home? 
 
_____YES, FULL TIME  _____YES, PART TIME  _____NO    
 
Wonderful! Thank you so much for talking with me. I’m going to review your answers with the rest of 
the team. If you qualify as a participant, we’ll be contacting you this week to schedule your test time. 
Thank you! 
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Appendix E: Pre-test consent form 
To be read by the moderator 

I agree to participate in the study conducted and recorded by Southern Polytechnic graduate students.  

I understand and consent to the use and release of the audio and video by Southern Polytechnic and 
members of the 900ers team. I understand that the information and video is for research purposes only 
and that my name and image will not be used for any other purpose. I relinquish any rights to the 
recordings and understand the recordings may be copied and used by Southern Polytechnic without 
further permission. Only my first name may be reported in association with the session results.  

I understand the audio and video recordings and any highlights extracted from them may be used for 
any of the following purposes: 

 Conference presentations 

 Educational presentations or courses 

 Informational presentations 

 Educational courses 

 As part of research 
 
I give up any rights to the recordings and understand that they may be used for the purposes described 
in this release form without further permission. 

I understand that I can leave the study at any time. 

I agree to immediately raise any concerns or areas of discomfort with the study moderator. 



The 900ers SPSU.edu Usability Test Report  88 

Appendix F: Pre-test questionnaire 
Prior to starting the scenarios, the moderator will ask the participants for the following information. 

Participant first name: ____________________                                   Participant ID:  _______________   

How are you connected to the Internet (DSL, Cable Broadband, T1, Don’t Know, etc.)?_______________ 
 
What kind of computer are you using (laptop, desktop, brand, model if available, etc.)?______________ 
 
What operating system are you running (Windows 7, Windows 8, Apple, Linux, etc.)?________________ 
 
What Internet browser are you using (Firefox, IE, AOL, etc.)?____________________________________ 
 
Will you be using a web cam during the usability test? _________________________________________ 
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Appendix G: Post-test questionnaire 
The moderator will ask the participants to tell us their responses to the following questions. 

Participant ID:_________________   

1. What is your overall impression of spsu.edu? 
 

Very 
negative 

Somewhat 
negative 

Neither positive 
nor negative 

Somewhat 
positive 

Very 
positive 

 
 

2. How easy was the web site to use? 
 

Very 
difficult 

Somewhat 
difficult 

Neither easy 
nor difficult 

Somewhat 
easy 

Very  
easy 

 
 

3. How would you rate the look and feel of the web site? 
 

Very 
negative 

Somewhat 
negative 

Neither positive 
nor negative 

Somewhat 
positive 

Very 
positive 

 
 

4. How confident are you that you found the information you needed? 
 

Very 
confident 

Somewhat 
unconfident 

Neither confident 
nor unconfident 

Somewhat 
confident 

Very 
confident 

 
 

5. Based on this experience, how confident are you about Southern Polytechnic’s online classroom 
experience? 
 

Very 
confident 

Somewhat 
unconfident 

Neither confident 
nor unconfident 

Somewhat 
confident 

Very 
confident 

 
 

6. How confident are you that the Southern Polytechnic program you explored is a respected 
program? 
 

Very 
confident 

Somewhat 
unconfident 

Neither confident 
nor unconfident 

Somewhat 
confident 

Very 
confident 

 
 

7.a. Rate your confidence level in the quality of the program.  

Very 
confident 

Somewhat 
unconfident 

Neither confident 
nor unconfident 

Somewhat 
confident 

Very 
confident 

7.b. What is the basis for your level of confidence? 
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Participant ID:_________________   

8. What area of the web site was the easiest to use? 

9. What area of the web site needs the most improvement? 

10.a. Based on this experience, would you be more or less likely to apply to Southern Polytechnic? 
 

Very 
unlikely 

Somewhat 
unlikely 

Neither likely  
nor unlikely 

Somewhat 
likely 

Very  
likely 

 
10.b. Please explain the basis for your rating. 
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Appendix H: Moderator script 

Overview/Briefing 

The moderator will: 

 Welcome the participant and tell them the session will take about an hour 

 Start the recording 

 Read the participant the pre-test consent form and ask them whether they consent to being 

recorded 

 Read the participant the pre-test questionnaire and record their responses 

 Explain how we’d like the participant to approach the test (we are testing the web site, not 

them; share what they’re thinking as they work by thinking aloud; whether we’ll stop them at 

the end of the time period, etc.) 

 Instruct the participant to let us know when they believe they are done with a task, and to let us 

know if they would like to give up on a task; if the participant gets stuck, no assistance will be 

offered other than asking if they want to continue with this task or move on to the next one 

 Ask the participant to start their web cam (if they are using one) 

Scenario 1 

You’ve recently decided that you would like to pursue a graduate degree or certificate program through 

a university that offers distance learning. You’ve been searching on the Internet, and you come across 

the web site for Southern Polytechnic State University (www.spsu.edu). Look around the home page. 

 What do you think you can do from this web site? 

 What do you think will happen if you click on the tabs and links on the page? 

 Are there any words or labels that you don’t understand? 

 What would be the first thing you’d most likely click on? 

 What’s your general impression of the web site from the homepage? 

Scenario 2 

You’re only interested in attending a university that is accredited and, of course, that has a certificate or 

degree program that you’re interested in. From the spsu.edu home page, locate the information that 

allows you to answer: 

 Is Southern Polytechnic an accredited university? 

 You had mentioned that you were interested in a <state participant’s area of interest>> 

program. Does Southern Polytechnic offer a program like that? 

 

 

 

http://www.spsu.edu/
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Post-scenario questions 

Please tell me whether you agree with the following statements by saying strongly agree, agree, neither 

agree nor disagree, disagree, or strongly disagree 

1. It was easy to find what I was looking for. 

2. I’m confident that I found the information I intended to find. 

Scenario 3 

You’ve decided that Southern Polytechnic looks like a good school for you to attend, provided that the 

graduate program you’re interested in includes classes that you will enjoy, that you can take completely 

online, and that you can finish within three years. 

Using the spsu.edu web site, locate the information that allows you to answer the following questions: 

 What are the required classes for the program that you’re interested in? 

 What are the elective classes for the program that you’re interested in? 

 Can you complete the program that you’re interested in completely online? 

 If you’re interested in a Master’s Degree, does the program that you’re interested in require you 

to complete a thesis? 

 If you’re interested in a certificate program, what are the completion requirements? 

 How long will it take you to complete the program that you’re interested in? 

Post-scenario questions 

Please tell me whether you agree with the following statements by saying strongly agree, agree, neither 

agree nor disagree, disagree, or strongly disagree 

1. It was easy to find what I was looking for. 

2. I’m confident that I found the information I intended to find. 

Scenario 4 

Assume that you’ve never taken online classes before, and you’re a little concerned about what the 

whole distance learning experience might be like. Locate information that gives you an overview of what 

it’s like to take online classes and how you would interact with professors and other students. 

Post-scenario questions 

Please tell me whether you agree with the following statements by saying strongly agree, agree, neither 

agree nor disagree, disagree, or strongly disagree 

1. It was easy to find what I was looking for. 

2. I’m confident that I found the information I intended to find. 
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Scenario 5 

You’ve got a lot of your questions answered, but you have a few final critical questions before you 

decide to apply. Locate the information that allows you to answer these questions: 

 How much will the program that you’re interested in cost? 

 When would you have to apply if you wanted to attend in Fall 2013? 

 What application requirements do you need to meet in order to apply? 

 How do you start your application? 

Post-scenario questions 

Please tell me whether you agree with the following statements by saying strongly agree, agree, neither 

agree nor disagree, disagree, or strongly disagree 

1. It was easy to find what I was looking for. 

2. I’m confident that I found the information I intended to find. 

Post-test wrap-up 

 Thank the user. 

 Ask the user to complete the post-test questionnaire. 

 Tell the user that the project sponsor will provide the user a $25 Amazon.com gift certificate as 

an incentive for completing the usability test. The gift certificate will come from Amazon as an 

email, so they should watch their mail for it.  
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Appendix I: Session logs 
Usability test session logs are presented here in raw format. Each session’s log is presented with 

identical formatting to aid in analysis of data. Not every cell or column shows data in every session log; 

any ambiguities can be resolved by watching the session videos, at 

https://www.dropbox.com/sh/ma1xs5bnrj3yil1/ELULVSn-ah.   

Participant 1 session log 

Code description Code Note Clock 
time 

Time 
stamp 

Begin b begin task 1 17:21:19 21:18.9 

Finish f end task 1 17:23:12   

Begin b begin task 2 17:23:56   

Misc (general observation 
by logger) 

m found accreditation 17:27:34   

Misc (general observation 
by logger) 

m found IT program 17:29:02   

Misc (general observation 
by logger) 

m post-task survey begin 17:29:15   

Finish f post-task survey done 17:29:45   

Begin b begin task 2 17:30:15   

Misc (general observation 
by logger) 

m found mscs degree requirements 17:32:34   

Misc (general observation 
by logger) 

m found elective courses for mscs degree 17:35:10   

Misc (general observation 
by logger) 

m found mscs is online 17:38:43   

Misc (general observation 
by logger) 

m found out about thesis 17:39:02   

Misc (general observation 
by logger) 

m found program length 17:39:21   

Misc (general observation 
by logger) 

m begin post-task survey 17:39:35   

Finish f end post-task survey 17:39:55   

Begin b begin task 3 17:40:34   

Misc (general observation 
by logger) 

m found online info 17:41:37   

Misc (general observation 
by logger) 

m begin post-task survey 17:41:45   

Finish f end post-task survey 17:42:08   

https://www.dropbox.com/sh/ma1xs5bnrj3yil1/ELULVSn-ah
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Code description Code Note Clock 
time 

Time 
stamp 

Begin b begin task 4 17:43:01   

Misc (general observation 
by logger) 

m found tuition info 17:43:09   

Misc (general observation 
by logger) 

m found application date 17:45:51   

Misc (general observation 
by logger) 

m found admission info 17:50:54   

Misc (general observation 
by logger) 

m found admission process 17:52:47   

Misc (general observation 
by logger) 

m begin post-task survey 17:53:11   

Finish f done w survey 17:53:31   

Begin b begin post-test questionnaire 17:54:07   

Finish f end post-test questionnaire 17:58:12 38:53:2 

 

Participant 2 session log 

Code description Code Note Clock 
time 

Time 
stamp 

Begin B Begin evaluation   00:00.0 

Begin B Go to spsu.edu 9:01:00 01:00.0 

Begin B Look around the home site 9:02:00 02:00.0 

Finish F Moderator starts asking post-scenario 
questions 

9:05:00 05:00.0 

Begin B Accredited university 9:06:00 06:00.0 

Misc (general observation 
by logger) 

M Skimming About Us pages 9:07:00 07:00.0 

Misc (general observation 
by logger) 

M Clicks Institutional Research 9:08:00 08:00.0 

Misc (general observation 
by logger) 

M Back to Prospective Students, majors, 
minors and certificates 

9:08:00 08:00.0 

Comment (general 
comment by participant) 

C I'm not entirely sure where I would go 9:09:00 09:00.0 

Misc (general observation 
by logger) 

M Clicks programs of study 9:09:00 09:00.0 
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

C I would assume that because these 
programs are offered, that it's 
accredited but I’m not sure where to go 
to see that.  

9:09:00 09:00.0 

Gives up or wrongly thinks 
finished 

G Gives up 9:10:00 10:00.0 

Begin B Does SPSU offer degree in IDC? 9:11:00 11:00.0 

Finish F Finds information 9:12:00 12:00.0 

Begin B What are the required classes for the 
IDC program? 

9:13:00 13:00.0 

Misc (general observation 
by logger) 

M Clicks on ETCMA page and scrolls 
through it, reading 

9:13:00 13:00.0 

Comment (general 
comment by participant) 

C The page does a good job of explaining 
the program and giving links.  

9:15:00 15:00.0 

Comment (general 
comment by participant) 

C Can you repeat the question? 9:16:00 16:00.0 

Comment (general 
comment by participant) 

C Here we go; what kinds of courses will I 
take. 

9:16:00 16:00.0 

Finish F Finds the required courses. 9:17:00 17:00.0 

Begin B What are the elective classes for the 
program? 

9:17:00 17:00.0 

Finish F Scrolls down on the same page and 
finds the information. 

9:17:00 17:00.0 

Begin B Can you complete the program 
completely online? 

9:17:00 17:00.0 

Finish F Yes - saw that info earlier on. (doesn't 
look for it again) 

9:17:00 17:00.0 

Begin B Does your program require a thesis? 9:18:00 18:00.0 

Misc (general observation 
by logger) 

M Continues looking on ETCMA page, 
scrolling up and down 

9:18:00 18:00.0 

Comment (general 
comment by participant) 

C Clicks on course schedule, goes back to 
ETCMA page 

9:19:00 19:00.0 

Misc (general observation 
by logger) 

M Looks under graduate program 
requirements 

9:20:00 20:00.0 

Gives up or wrongly thinks 
finished 

G I don't think it requires a thesis because 
I don't find something saying it does. 

9:20:00 20:00.0 

Begin B What are completion requirements for 
a certificate program? 

9:21:00 21:00.0 
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Time 
stamp 

Begin B How long will it take you to complete 
the program? 

9:22:00 22:00.0 

Finish F 3 and a half years 9:22:00 22:00.0 

Begin B Distance Learning experience scenario 9:23:00 23:00.0 

Misc (general observation 
by logger) 

M Goes to prospective students, online 
learning 

9:23:00 23:00.0 

Finish F Finds information 9:24:00 24:00.0 

Begin B How much will program cost? 9:25:00 25:00.0 

Misc (general observation 
by logger) 

M Goes to prospective students, tuition 
and fees 

9:25:00 25:00.0 

Finish F I've got it 9:26:00 26:00.0 

Begin B When would you have to apply to 
attend in Fall 2013? 

9:26:00 26:00.0 

Misc (general observation 
by logger) 

M Looks under graduate studies, 
overview, then certificates, then back 
to prospective students, then Apply 
now, tries to click Apply Now link. 

9:26:00 26:00.0 

Misc (general observation 
by logger) 

M Search is always an option <deadline> 9:28:00 28:00.0 

Misc (general observation 
by logger) 

M Finds info but thinks she needs to find 
online deadline 

9:29:00 29:00.0 

Gives up or wrongly thinks 
finished 

G I'd email admissions and ask them for 
the online deadline 

9:29:00 29:00.0 

Begin B What application requirements do you 
need to meet in order to apply? 

9:29:00 29:00.0 

Misc (general observation 
by logger) 

M Goes to Prospective students, graduate 
studies. Looks for admission. Doesn't 
find it.  

9:31:00 31:00.0 

Misc (general observation 
by logger) 

M Goes to Online learning, clicks Apply 
link again 

9:31:00 31:00.0 

Misc (general observation 
by logger) 

M Goes back to graduate studies page 9:31:00 31:00.0 

Comment (general 
comment by participant) 

C I'm going in circles 9:32:00 32:00.0 

Comment (general 
comment by participant) 

C I'd email admissions and ask them what 
the requirements were. I feel like I’m 
not seeing it.  

9:32:00 32:00.0 

Finish F Found it. 9:33:00 33:00.0 

Begin B How do you start your application? 9:33:00 33:00.0 
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Finish F Finds it immediately (clicks admission 
link) 

9:33:00 33:00.0 

 

Participant 3 session log 

Code description Code Note Clock 
time 

Time 
stamp 

Begin task b greet Stefan 19:21:52   

Begin task b read consent form 19:22:41   

Finish task f Stefan accepts 19:23:53   

Misc (general observation 
by logger) 

m Wi-Fi, laptop, MacBook pro, osx, safari 19:24:25   

Begin task b begin sc 1 19:27:05   

Misc (general observation 
by logger) 

m more about univ, about us, degrees 
offered under academics, research 
(stuff on the left); faculty is apparent bc 
it's in the middle under the rotating 
photo; Oh I'm learning that it depends 
on who I am for which link to use, place 
to apply or visit, give money, then a 
repeat of what is under academics, 
white newsbox 

19:27:24   

Begin task b begin sc 1, task 3 19:29:45   

Misc (general observation 
by logger) 

m don't understand banner web, I'd put 
the bar below pic at the top, I don't get 
bannerweb or gaviewd2l 

19:30:03   

Finish task f   19:30:30   

Begin task b sc 1, task  19:30:31   

Misc (general observation 
by logger) 

m don’t like gray, it seems logical, not 
boring 

19:30:54   

Begin task b sc 2, task 1 19:31:59   

Misc (general observation 
by logger) 

m about us-read it, looks at left nav, goes 
to history, would hope there would be 
a label that says this is an accredited 
univ, so I wouldn't have to read, had to 
click twice, it should be high up on 
about us 

19:32:07   

Finish task f   19:33:37   

Begin task b sc 2, task 2 19:33:50   
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Time 
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Misc (general observation 
by logger) 

m homepage>academics>prog of study 19:34:09   

Finish task f found msidc 19:34:36   

Begin task b begin post-task survey 19:34:54   

Misc (general observation 
by logger) 

m 3 19:35:30   

Misc (general observation 
by logger) 

m 5 19:35:38   

Finish task f finish post-task survey 19:35:43   

Begin task b sc 3, task 1 19:36:07   

Misc (general observation 
by logger) 

m do what I just did, click on prog from 
academics, prog, reading through 
homepage of etcma grad prog 

19:36:20   

Misc (general observation 
by logger) 

m Wendy repeats question 19:37:34   

Misc (general observation 
by logger) 

m scrolling down main page, looks at 
what courses I'll be taking, notes they 
may not be req courses, continues to 
scroll to bottom 

19:38:04   

Misc (general observation 
by logger) 

m a lot of info, I'd have to take a lot of 
time to read through it 

19:39:09   

Misc (general observation 
by logger) 

m likes upcoming course sched. "You can 
see the whole thing from beginning to 
end," sample curriculum 

19:39:58   

Finish task f   19:40:18   

Begin task b sc3, task2 19:40:22   

Finish task f   19:41:04   

Begin task b sc 3, task 3 19:41:09   

Misc (general observation 
by logger) 

m already knew from prev task 19:41:20   

Begin task b sc 3, task 4 19:41:28   

Misc (general observation 
by logger) 

m the feeling I got was that there was an 
option, let me go back, goes to msidc 
page, scrolls down, view course 
options, "hmm," these are the courses, 
sigh 

19:41:35   

Misc (general observation 
by logger) 

m I saw it on one page and I'm trying to 
get back to there 

19:42:45   
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Misc (general observation 
by logger) 

m looks at upcoming schedule again 19:44:25   

Misc (general observation 
by logger) 

m went to faqs 19:44:57   

Finish task f   19:45:39   

Begin task b sc 3, task 5 19:45:46   

Misc (general observation 
by logger) 

m I think I remember from seeing the 
schedule before that it was 2 years 

19:46:24   

Misc (general observation 
by logger) 

m it's hard to find these courses, once you 
go out it's hard to get back 

19:46:40   

Finish task f   19:46:55   

Begin task b begin post-task survey 19:46:59   

Misc (general observation 
by logger) 

m 3 19:47:05   

Misc (general observation 
by logger) 

m 4 19:47:16   

Finish task f finish post-task survey 19:47:19   

Begin task b sc 4 19:47:36   

Misc (general observation 
by logger) 

m back at homepage, goes to prosp 
students 

19:47:40   

Misc (general observation 
by logger) 

m thought it would be under prosp 
students 

19:47:58   

Misc (general observation 
by logger) 

m go to academics, online learning, 
reading through 

19:48:10   

Misc (general observation 
by logger) 

m clicks on link in 2nd para, gives more 
links to click on for more info 

19:48:24   

Finish task f   19:49:18   

Begin task b begin post-task survey 19:49:23   

Misc (general observation 
by logger) 

m 5 19:49:26   

Misc (general observation 
by logger) 

m 5 19:49:29   

Finish task f finish post-task survey 19:49:31   

Begin task b sc 5, task 1 19:49:50   

Misc (general observation 
by logger) 

m could email 19:49:58   

Misc (general observation 
by logger) 

m goes back to homepage 19:50:08   



The 900ers SPSU.edu Usability Test Report  101 

Code description Code Note Clock 
time 
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Misc (general observation 
by logger) 

m searches "tuition" goes to tuition and 
fees result 

19:50:18   

Misc (general observation 
by logger) 

m clicks on online learning, looks at grad 
cost and fees 

19:50:51   

Finish task f   19:51:24   

Begin task b sc 5, task 2 19:51:30   

Misc (general observation 
by logger) 

m I saw it on the very front page, so I'm 
gonna go back 

19:51:36   

Misc (general observation 
by logger) 

m goes to admission and clicks on grad 
form, but I don't see anywhere here 
where it says (deadline); It seems like 
rolling application 

19:51:56   

Finish task f   19:52:26   

Begin task b sc 5, task4 19:52:29   

Finish task f clicks on application link he had seen 
before 

19:52:51   

Begin task b sc 5, task 3 19:53:09   

Misc (general observation 
by logger) 

m goes to grad studies, admissions, it 
looks like idc needs gre, so I wouldn't 
be applying here 

19:53:21   

Misc (general observation 
by logger) 

m goes to admission process, looks at 
bullet list, "it's a lot of stuff" 

19:54:07   

Finish task f   19:54:31   

Begin task b begin post-task survey 19:54:34   

Misc (general observation 
by logger) 

m 5 19:54:36   

Misc (general observation 
by logger) 

m 4 19:54:40   

Finish task f finish post-task survey 19:54:44   

Begin task b begin post-test questionnaire 19:54:57   

Misc (general observation 
by logger) 

m 3.5 q 1 19:55:14   

Misc (general observation 
by logger) 

m 4 q 2 19:55:24   

Misc (general observation 
by logger) 

m 3 q3 19:55:41   

Misc (general observation 
by logger) 

m 3 q4 19:55:56   
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Misc (general observation 
by logger) 

m q4b-it's not from anything I saw on the 
website; I've never heard of this school 

19:56:02   

Misc (general observation 
by logger) 

m 3 q5 19:56:26   

Misc (general observation 
by logger) 

m q5b-it's a clear basic website 19:56:33   

Misc (general observation 
by logger) 

m q6-front page 19:56:52   

Misc (general observation 
by logger) 

m q7-when it started breaking down all 
the classes, there was a lot to read 
through 

19:57:01   

Finish task f finish post-test questionnaire 19:57:16   

Finish task f finish session 19:57:46   

 

Participant 4 session log 

Code description Code Note Clock 
time 

Time 
stamp 

  b Participant goes to web site and begins 18:06:21   

Comment (general 
comment by participant) 

c Participant looks around spsu.edu 
home page and gives general feedback, 
based on Moderator's questions 

18:07:07   

Finish task f completes questions related to general 
impressions 

18:11:04   

Begin task b Is spsu accredited university? 18:11:22   

Comment (general 
comment by participant) 

c Goes to about us 18:11:54   

Comment (general 
comment by participant) 

c Goes to Academics 18:12:01   

Comment (general 
comment by participant) 

c Goes to VP for Academic Affairs 18:12:30   

Comment (general 
comment by participant) 

c Goes to Index page, our academic 
programs 

18:13:00   

Finish task f Yes, it's accredited; completed task 18:13:22   

Begin task b Does spsu offer a business 
administration program? 

18:13:39   

Comment (general 
comment by participant) 

c Goes to VP of Academic Affairs and 
scans 

18:14:02   
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Time 
stamp 

Comment (general 
comment by participant) 

c Goes to Academics page and looks at 
Programs 

18:14:19   

Finish task f Yes, they offer MBA 18:14:31   

Begin task b Post-scenario questions 18:14:47   

Finish task f finishes post-scenario questions 18:15:32   

Begin task b Required courses - Clicks on link for 
MBA program - finds total of 36 hours 

18:16:14   

Finish task f Finished 18:17:08   

Begin task b Elective classes - reads from same list 18:17:14   

Finish task f Finished 18:17:28   

Begin task b Can you complete it completely online? 18:17:34   

Comment (general 
comment by participant) 

c Start with FAQs - don't think that's 
what I want 

18:17:48   

Comment (general 
comment by participant) 

c Back to MBA - reads flexible delivery, 
some fully online, so it looks like a 
portion would be 

18:18:03   

Finish task f Completes task 18:18:31   

Begin task b Does it require a thesis? 18:18:43   

Comment (general 
comment by participant) 

c Doesn't say on MBA page so I'll go to 
the curriculum; it doesn't say on that 
page 

18:18:53   

Comment (general 
comment by participant) 

c Goes to FAQs again - only finds 
transitions info - don't think this is it 

18:19:14   

Comment (general 
comment by participant) 

c I can't find it on these Business Admin 
Dept pages; let me search on MBA 
thesis 

18:19:45   

Comment (general 
comment by participant) 

c Which of these (search results) look 
helpful - reads through them - Aha, I 
found something 

18:20:22   

Comment (general 
comment by participant) 

c Appendix A from 2006 says no thesis is 
required' at this point, I'd find someone 
to email and I'd actually ask them and 
hope they'd reply with the current 
information 

18:21:02   

Gives up or wrongly thinks 
finished 

G Gives up - wouldn't trust the 2006 info 
she found 

18:21:42   

Begin task b How long will it take you to complete 
the program? 

18:22:01   
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Comment (general 
comment by participant) 

c goes to Academics, program, MBA 18:22:14   

Finish task f You can complete it part-time basis in 2 
years, depending on whether I have the 
transition courses or not 

18:22:27   

Begin task b post-scenario questions 18:22:50   

Finish task f finishes post-scenario questions 18:23:33   

Begin task b What's the online class experience like? 18:23:51   

Comment (general 
comment by participant) 

c Goes to Prospective students link 18:24:07   

Comment (general 
comment by participant) 

c Link for Online Learning - reads through 
it 

18:24:21   

Comment (general 
comment by participant) 

c Clicks on link of "what makes it unique" 
- talks about learning management 
system, blackboard, podcasts, video, 
Galileo…I'm assuming that's some sort 
of card catalog. 

18:24:39   

Comment (general 
comment by participant) 

c Clicks on d2L Faculty Support link - I 
was thinking it might give screen shots 
about what it looked like - I assume 
these are tools within that system - but 
this is for faculty not students 

18:25:30   

Comment (general 
comment by participant) 

c Clicks on how the programs are 
structured link 

18:26:39   

Comment (general 
comment by participant) 

c Scrolls down through undergraduate 
classes list to graduate; notes contact 
link for MBA degree, hovers over the 
links to graduate degree programs to 
see URLs; doesn't think these will give 
her any new information. Doesn't think 
this info will adequately answer the 
question. 

18:26:58   

Comment (general 
comment by participant) 

C asks moderator to repeat the question 18:28:17   

Comment (general 
comment by participant) 

C Goes back to prospective students page 
- says this looks like this looks like that's 
what there is about it; clicks on other 
links on that page but thinks they won't 
show screen shots of what it looks like; 
if there is something like that, I'm not 
looking in the right place 

18:28:33   
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Comment (general 
comment by participant) 

C Reads through links on the left under 
Online Learning 

18:29:29   

Comment (general 
comment by participant) 

C Oh, cool - there's online orientation 
and student support - reads through 
support center information - says this is 
good information about general make 
it happen stuff. 

18:29:52   

Comment (general 
comment by participant) 

C Keeps reading though Online learning 
page - trying to scan and see what it 
says about online learning 

18:30:49   

Finish task F I guess I'd say I've completed the task; 
it's given me enough info to get started 
seeing what it would be like. 

18:31:51   

Begin task b begins post-scenario questions 18:32:31   

Finish task f finishes post-scenario questions 18:33:15   

Begin task b How much will the program you're 
interested in cost? 

18:33:32   

Comment (general 
comment by participant) 

C I could go back to the MBA page, but I 
might also type MBA Tuition in the 
Search box 

18:33:39   

Comment (general 
comment by participant) 

C Looks under Resource Center; reads 
around; jumps to Searching 

18:34:01   

Comment (general 
comment by participant) 

C Clicks on link to Tuition and Fees; reads 
info there - it depends on how many 
credits - it would be nice if it had info 
about next year's tuition and fees, but 
it gives a good baseline. 

18:34:28   

Finish task F I would say task completed 18:35:20   

Begin task b When would you have to apply for Fall 
2013? 

18:35:29   

Comment (general 
comment by participant) 

C Go to Admissions site, click on Apply 
link (clicks Apply link and gets 
Application page; doesn't want to 
create account) 

18:35:40   

Comment (general 
comment by participant) 

C Goes back to Search and searches for 
admissions deadline - graduate. Clicks 
on Admissions process link. Reads 
through it.  

18:36:12   

Finish task F Finds Priority Deadlines information. 18:37:25   
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Begin task B What application requirements do you 
have to meet in order to apply? 

18:37:37   

Finish task F Goes back up to Admission process, 
task completed 

18:37:53   

Begin task B How do you start your application? 18:38:10   

Finish task F Click on link Apply for graduate 
admissions. 

18:38:19   

Begin task B Begin post-scenario questions 18:38:35   

Finish task F Finish post-scenario questions 18:39:05   

Begin task B Begins Post-test questions 18:39:18   

Finish task F Finishes post-test questions 18:44:58   

 

Participant 5 session log 

Code description Code Note Clock 
time 

Time 
stamp 

Misc (general observation 
by logger) 

m Started session 17:59:41   

Comment (general 
comment by participant) 

c p gives consent 18:01:29   

Comment (general 
comment by participant) 

c "I presume it's T1" 18:01:41   

Comment (general 
comment by participant) 

c HP Z400 Workstation desktop 18:01:53   

Comment (general 
comment by participant) 

c Windows 8 18:02:07   

Comment (general 
comment by participant) 

c IE …something. 9 or 10. it's 10. 18:02:13   

Misc (general observation 
by logger) 

m explains protocol 18:03:32   

Begin task b scenario 1 18:05:20   

Comment (general 
comment by participant) 

c "Learn about the college in general, 
find out admission policies, information 
about tuition, what it costs to go there, 
what degree programs are offered, a 
little bit about the faculty and their 
background…stuff like that 

18:05:38   

Misc (general observation 
by logger) 

M We should ditch the tabs/links question 
…it doesn't resonate. 

18:06:19   
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Comment (general 
comment by participant) 

c if I were a grad student looking for 
classes, I wouldn't click the links on the 
top. 

18:06:39   

Misc (general observation 
by logger) 

m P sounded sarcastic when pointing out 
the THIRD row of horizontal nav. 

18:07:07   

Comment (general 
comment by participant) 

c banner web, gaview don't make sense 18:07:23   

Comment (general 
comment by participant) 

c campus life, parents, athletics, 
employers…that's not for me. 

18:07:38   

Comment (general 
comment by participant) 

c First click: prospective students. "That's 
me!" 

18:08:01   

Comment (general 
comment by participant) 

c Impression: A little busy. It's not the 
most crowded thing I've seen but those 
pictures blink by fast. There's a lot of 
tabs. …there seem to  be different 
collections of links and it's not clear to 
me why they're organized the way they 
are 

18:08:17   

Finish task f finish scenario 1 18:09:12   

Begin task b begin accreditation task 18:09:28   

Comment (general 
comment by participant) 

c BTW, this whole license plate thing on 
the left makes no sense to me. 

18:09:38   

Comment (general 
comment by participant) 

c "I'd immediately go to the About Us 
link" 

18:09:54   

Help or documentation 
accessed 

h goes to search 18:10:16   

Comment (general 
comment by participant) 

c Is there such a thing as a general 
accreditation?  

18:10:35   

Help or documentation 
accessed 

h searches for accreditation computer 
science 

18:10:56   

Finish task f finish task 18:11:03   

Begin task b BA program? 18:11:23   

Comment (general 
comment by participant) 

c CSWE I assume is the computer science 
department but I don't know the 
acronym 

18:11:35   

Misc (general observation 
by logger) 

m home, academics, programs, 
majors/minors/certs 

18:12:12   

Comment (general 
comment by participant) 

c "but I'm a graduate student!" 18:12:27   
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Misc (general observation 
by logger) 

m clicks on masters for BA 18:12:43   

Comment (general 
comment by participant) 

c "So, that's accredited by ACBSP. I don't 
know who they are but I assume it's a 
good accreditation." 

18:12:57   

Comment (general 
comment by participant) 

c MBA Transition, I don't know what that 
is, so I'll check this out 

18:13:48   

Positive opinion expressed 
by participant 

p This looks like it might be a good thing 
for me, a good way to get started 

18:14:02   

Finish task f finish task 18:15:19   

Comment (general 
comment by participant) 

c Easy: strongly agree 18:15:39   

Comment (general 
comment by participant) 

c Confident: strongly agree 18:15:47   

Misc (general observation 
by logger) 

m whoops! Not a 1-5 scale? 18:16:00   

Begin task b required classes 18:16:22   

Comment (general 
comment by participant) 

c "We'll stick with the MBA, then." 18:16:34   

#N/A c  I'll just go to the search box for that 18:16:42   

Help or documentation 
accessed 

h search MBA online degree 
requirements 

18:16:53   

Comment (general 
comment by participant) 

c I didn't get results, it just took me to 
another search page 

18:17:04   

Usability problem x Search bug? 18:17:16   

Finish task f "here they are" (had clicked on "degree 
requirements") 

18:17:29   

Begin task b electives 18:17:40   

Misc (general observation 
by logger) 

m scrolls down page skimming 18:17:51   

Comment (general 
comment by participant) 

c "I expected to find that information 
here. Now I'm looking for  a link" 

18:17:59   

Misc (general observation 
by logger) 

m keeps scrolling up and down the page 18:18:17   

Comment (general 
comment by participant) 

c "Anything on the left nav here? Degree 
programs, course descriptions…this 
seems unrelated to what I'm looking at.  

18:18:25   

Help or documentation 
accessed 

h back to search, MBA Program Electives 18:18:52   
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Misc (general observation 
by logger) 

m back to the same page 18:19:06   

Usability problem x color didn't change in search result for 
visited page 

18:19:10   

Negative opinion 
expressed by participant 

n the color didn't change 18:19:21   

Comment (general 
comment by participant) 

c "This is turning out to be a little more 
difficult." 

18:19:29   

Comment (general 
comment by participant) 

c "I would expect to find the information 
here" (where reqs were" 

18:19:38   

Misc (general observation 
by logger) 

m repeats the question 18:20:17   

Misc (general observation 
by logger) 

m whoops…we don't need the list for the 
BA, I'm betting (does that list exist? I 
think that what he found is all there is) 

18:20:31   

Help or documentation 
accessed 

h uses ctrl-F to try finding in page 
"electives" 

18:21:06   

Comment (general 
comment by participant) 

c "When I'm looking for information 
about electives, I am looking for more 
than this." 

18:21:24   

Finish task f "I guess I finished… none of this jumped 
out at me." 

18:21:38   

Comment (general 
comment by participant) 

c when I use a university website like this 
I ultimately want to end up in the 
university course catalog 

18:21:58   

Comment (general 
comment by participant) 

c "I'm back to where I was. I feel this is 
about all the level of detail I'm going to 
bet from this site." 

18:22:24   

Begin task b complete it online 18:22:51   

Comment (general 
comment by participant) 

c I noticed this schedule of classes over 
here 

18:22:56   

Comment (general 
comment by participant) 

c Oh, look at that! There it is! But I don't 
know from here… wow this is 
everything 

18:23:03   

Negative opinion 
expressed by participant 

n Now I'm really frustrated with that 18:23:19   

Help or documentation 
accessed 

h search online mba 18:23:38   
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

c "It sounds to me from what I read in 
that blurb, no. I would assume 'no' 
from this sentence (flexible delivery) 

18:23:48   

Negative opinion 
expressed by participant 

n "I would think SPSU wasn't the right 
school for me. 

18:24:25   

Finish task f finish task 18:24:33   

Comment (general 
comment by participant) 

c The Cert seems like a good way to try 
before I buy 

18:24:45   

Begin task b completion requirements 18:25:19   

Comment (general 
comment by participant) 

c I seem to remember seeing that in the 
transition deal 

18:25:26   

Comment (general 
comment by participant) 

c This is kind of salesy, I'll look at the FAQ 18:25:37   

Misc (general observation 
by logger) 

m scrolls down, reads "how many courses 
in the program?" 

18:25:48   

Negative opinion 
expressed by participant 

n I'm surprised at this; other certificate 
programs don't have as many classes 
and have some electives. 

18:26:04   

Comment (general 
comment by participant) 

c This must be shorter iteration than a 
semester 

18:26:30   

Misc (general observation 
by logger) 

m Wow, this is not good for him 18:26:47   

Positive opinion expressed 
by participant 

p This is great, it's all online 18:26:55   

Negative opinion 
expressed by participant 

n But if I can't do the MBA online, it 
doesn't help 

18:27:03   

Misc (general observation 
by logger) 

m he's going off onto other stuff…catalogs 18:27:33   

Comment (general 
comment by participant) 

c The website completely changed, it 
looks completely different which 
surprised me, it looks like an older 
website. 

18:27:42   

Misc (general observation 
by logger) 

m back to the faq 18:28:10   

Help or documentation 
accessed 

h would email or phone 18:28:16   

Finish task f finish task 18:28:21   

Begin task b how long to complete 18:28:29   
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

c 8 courses of 8 weeks each, 64 weeks, a 
year, year and a quarter, maybe some 
breaks in there… 

18:28:45   

Comment (general 
comment by participant) 

c I'm thinking this will take me under a 
year and a half to complete 

18:29:10   

Finish task f finish task 18:29:19   

Comment (general 
comment by participant) 

c Easy: 3 18:29:31   

Comment (general 
comment by participant) 

c Confident: 3 18:30:07   

Comment (general 
comment by participant) 

c I left myself wanting to call someone to 
talk; I didn't get everything I wanted to 
find 

18:30:20   

Begin task b online class experience 18:30:45   

Misc (general observation 
by logger) 

m mod directed start page 18:30:55   

Comment (general 
comment by participant) 

c there's a page right here 18:31:07   

Comment (general 
comment by participant) 

c this is a short page that doesn't have a 
ton of information on it 

18:31:11   

Help or documentation 
accessed 

h asks for criteria again 18:31:22   

Comment (general 
comment by participant) 

c I would go through these links 18:31:45   

Misc (general observation 
by logger) 

m those are the in-paragraph links 18:31:52   

Misc (general observation 
by logger) 

m he's reading (not skimming) 18:32:14   

Comment (general 
comment by participant) 

c That cryptic string I saw earlier is 
actually the name of the online learning 
system 

18:32:19   

Misc (general observation 
by logger) 

m still on this page 18:33:09   

Comment (general 
comment by participant) 

c There's a lot of product names, and I'm 
not familiar with them. 

18:33:14   

Negative opinion 
expressed by participant 

n This is a useless link to me as a 
prospective student 

18:33:24   

Negative opinion 
expressed by participant 

n Again, another thing I can't do anything 
with. Waste of a link. 

18:33:53   
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Code description Code Note Clock 
time 

Time 
stamp 

Negative opinion 
expressed by participant 

n Now I'm curious whether any of these 
are useful 

18:34:03   

Usability problem x the online learning page is NOT usable 
for him 

18:34:16   

Comment (general 
comment by participant) 

c This is an entirely different site (Galileo) 18:34:39   

Comment (general 
comment by participant) 

c I expected that to open in a different 
tab 

18:34:53   

Comment (general 
comment by participant) 

c Student organizations: "I'm not sure 
what this has to do with online 
learning." 

18:35:19   

Negative opinion 
expressed by participant 

n I'm going to interact with professors 
and students through a series of 
opaque tools 

18:35:48   

Negative opinion 
expressed by participant 

n this gives me the overview but it's not 
very satisfying 

18:36:10   

Negative opinion 
expressed by participant 

n it doesn't let me know what it's like 18:36:19   

Negative opinion 
expressed by participant 

n (after clicking around) this really isn't 
doing it… 

18:37:17   

Comment (general 
comment by participant) 

c I'd really love to see a video showing 
me what it is like 

18:37:25   

Comment (general 
comment by participant) 

c mentions Stanford's video class 
previews 

18:37:35   

Negative opinion 
expressed by participant 

n This is not satisfying 18:38:00   

Finish task f finish task 18:38:04   

Comment (general 
comment by participant) 

c Easy: 1 18:38:09   

Comment (general 
comment by participant) 

c Confident: 1 18:38:20   

Begin task b program cost     

Misc (general observation 
by logger) 

M WHOOPS ran out of cells. Get path 
from other notes 

    

Misc (general observation 
by logger) 

M will record start/stop times manually     

Misc (general observation 
by logger) 

m picking up from Grad Studies Overview     
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Code description Code Note Clock 
time 

Time 
stamp 

Help or documentation 
accessed 

h uses search for "tuition"     

Comment (general 
comment by participant) 

c I would assume tuition for the cert is 
the same for any graduate class 

    

Comment (general 
comment by participant) 

c "Ah! Different prices."     

Comment (general 
comment by participant) 

c I expect that's what I'd be paying     

Comment (general 
comment by participant) 

c I don't know what eCore and WebSit 
are 

    

Comment (general 
comment by participant) 

c I don't really know what these fees are 
for, but I will assume they apply to me. 

    

Comment (general 
comment by participant) 

c I figure it's about $294/credit….but now 
I don't know how much it costs for me. 

    

Help or documentation 
accessed 

h uses calculator to multiply 1.5 x 295; 
442/class; 3540 for the cert 

    

Negative opinion 
expressed by participant 

n I'm skeptical of that because it's cheap     

Comment (general 
comment by participant) 

c I'm going to figure that's about right     

Help or documentation 
accessed 

h I'll get on the phone with somebody, 
and make a note that I think it's about 
$4000 to complete 

    

Usability problem x fees paid for every class, or every 
semester? 

    

Finish task f finish task     

Negative opinion 
expressed by participant 

n great quote about not being inclined     

Begin task b admission deadline     

Finish task f finish task     

Comment (general 
comment by participant) 

c I would assume the deadline for 
admission is the deadline for applying. 

    

Begin task b application requirements     

Comment (general 
comment by participant) 

c does the FAQ tell me the 
requirements? This looks like them. 

    

Negative opinion 
expressed by participant 

n re. application system "This seems 
redundant to me." 

    

Negative opinion 
expressed by participant 

n What I'm seeing doesn't seem to match 
up to what these instructions say 
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Code description Code Note Clock 
time 

Time 
stamp 

Negative opinion 
expressed by participant 

n I navigate to this page and it doesn't 
open in a new tab, so my instructions 
just go away. 

    

Negative opinion 
expressed by participant 

n I assume these instructions are wrong, 
and I'd just have to step through the 
system 

    

Comment (general 
comment by participant) 

c Go through online tool, make sure I 
pay, make sure I get transcripts sent to 
the right place 

    

Negative opinion 
expressed by participant 

n It doesn't tell me where to send it for 
the admissions office 

    

Negative opinion 
expressed by participant 

n Again, I don't know if it's graduate 
studies or online learning; I just want 
the admissions office 

    

Help or documentation 
accessed 

h Again, I'd have a phone call to address 
these questions 

    

Finish task f finish task 6:49     

Misc (general observation 
by logger) 

m Whoops, redundant     

Begin task b 6:49 start app     

Finish task f 6:50 end      

Negative opinion 
expressed by participant 

n I'm a writer, so I don't like this 
numbered list. It doesn’t make sense as 
written. 

    

Comment (general 
comment by participant) 

c Easy: 3     

Comment (general 
comment by participant) 

c Confident: 2     

Misc (general observation 
by logger) 

m post scenario questions     

Comment (general 
comment by participant) 

c overall site easiness: 2     

Negative opinion 
expressed by participant 

n Such a mixed bag!     

Comment (general 
comment by participant) 

c impression of online experience: 2     

Comment (general 
comment by participant) 

c I have nothing to base it on; if it's 
anything like using the site, not that 
great 
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

c respected program: 3     

Comment (general 
comment by participant) 

c quality program: 2     

Comment (general 
comment by participant) 

c basis for that level of confidence: I 
didn't get a lot of rich information 
about the program itself or how the 
online experience works. I wanted 
some real rich information and I didn't 
get  that. I got salesy material, and not 
even good sales materials. 

    

Comment (general 
comment by participant) 

c likely to apply: 1     

Comment (general 
comment by participant) 

c basis for rating: I'm looking at a lot of 
sites from a lot of schools…and most of 
the ones I look at meet or exceed my 
expectations. This site falls short of the 
expectations 

    

Negative opinion 
expressed by participant 

n site is fairly shallow compared to what 
I've seen on other sites 

    

Comment (general 
comment by participant) 

c easiest part to use: search     

Comment (general 
comment by participant) 

c needs most improvement: information 
for prospective students in general; it's 
all short pages with inline links 

    

Negative opinion 
expressed by participant 

n This is the typical experience: Learn 
About How The Program is 
Structured…and then I get a list of 
contacts. 

    

Negative opinion 
expressed by participant 

n I click links and they are inline with 
text. The color of the link is green that 
is so close to the black of the text that 
it's not obvious that there's something 
to click.  

    

Negative opinion 
expressed by participant 

n [really great quotes from 6:55-6:58.]     
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Participant 6 session log 

Code description Code Note Clock 
time 

Time 
stamp 

Misc (general observation 
by logger) 

m t1 laptop hp win7 ie 18:03:46   

Comment (general 
comment by participant) 

c Find out about the school and the 
academics, this picture right here is 
showing me how I can be included in 
activities and the things that go on. I 
can do some social media. It looks like I 
could get to pretty much anything 
related to the school here. 

18:06:45   

Comment (general 
comment by participant) 

c Well, I hope they would take me where 
they say. 

18:07:29   

Comment (general 
comment by participant) 

c wonders if clicking the logo would just 
reload the same page. 

18:07:42   

Comment (general 
comment by participant) 

c I know what the words banner and web 
mean, but I don't know what they 
mean together in this situation 

18:08:06   

Comment (general 
comment by participant) 

c I don't know what GaViewD2L means. 18:08:21   

Comment (general 
comment by participant) 

c Everything looks pretty straight 
forward. 

18:08:38   

Comment (general 
comment by participant) 

c first likely click: Academics, because I'm 
here to go to school and I'd want to see 
if they have what I'm looking for 

18:09:00   

Comment (general 
comment by participant) 

c general impression: it's kind of busy 
and bland all at the same time, actually, 
which is kind of an oxymoron, I know.  

18:09:17   

Comment (general 
comment by participant) 

c remarks that the center area is 
crowded and the placemat seems too 
big 

18:10:01   

Begin Task b accreditation task 18:11:02   

Misc (general observation 
by logger) 

m hits about us, 18:11:09   

Comment (general 
comment by participant) 

c "Accreditation is something to brag 
about." 

18:11:18   

Comment (general 
comment by participant) 

c "…but I guess not…." 18:11:27   

Misc (general observation 
by logger) 

m scanned down page, looked at right 
column, then left, then top nav. 

18:11:40   
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Code description Code Note Clock 
time 

Time 
stamp 

Misc (general observation 
by logger) 

m clicked prospective students, expects it 
to be "splashed" there 

18:11:54   

Misc (general observation 
by logger) 

m looking through the middle links 18:12:06   

Comment (general 
comment by participant) 

c "Huh! I have no idea, but I'm not giving 
up yet." 

18:12:11   

Misc (general observation 
by logger) 

m clicks logo to go back home. Scrolls to 
top, then down the footer. Clicks news 

18:12:25   

Comment (general 
comment by participant) 

c "nope! All right. I'm not sure where I'd 
look. Except maybe search in the box" 

18:12:49   

Help or documentation 
accessed 

h search "accredited." 18:13:05   

Comment (general 
comment by participant) 

c "There we go, 3rd one down, there it 
is." 

18:13:15   

Comment (general 
comment by participant) 

c "Wow, I never thought it would be 
sitting inside this graduate catalog" 

18:13:27   

Finish Task f done 18:13:41   

Begin Task b find IT program 18:13:48   

Misc (general observation 
by logger) 

m academics > prog of study > scrolls 
down page >graduate stud > deg & cert 

18:13:53   

Misc (general observation 
by logger) 

m scans center of page 18:14:18   

Misc (general observation 
by logger) 

m reads the # of programs & certs, clicks 
degrees and certs. 

18:14:36   

Comment (general 
comment by participant) 

c "maybe I should go back to the catalog 
somewhere" 

18:14:52   

Misc (general observation 
by logger) 

m 2010 catalog > programs \and courses 
> programs of study 

18:15:09   

Misc (general observation 
by logger) 

m scrolls down, back to progs & course, 
clicks IT 

18:15:27   

Comment (general 
comment by participant) 

c "perfect! Okay." 18:15:51   

Finish Task f   18:16:14   

Comment (general 
comment by participant) 

c easy: 2 18:16:35   

Comment (general 
comment by participant) 

c confident: 5 18:16:54   

Begin Task b required classes 18:17:29   
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

c "I think I got tricked!" had gone back, 
and now is back on starting page 

18:17:39   

Comment (general 
comment by participant) 

c "this is the masters, not the certificate; 
I don't know what the difference is." 

18:18:00   

Help or documentation 
accessed 

h asks for task to be re-read. 18:18:13   

Usability problem x You click on the certificate and get the 
MS requirements 

18:18:42   

Comment (general 
comment by participant) 

c "Now I don't know what to do." 18:18:55   

Comment (general 
comment by participant) 

c "Well, I can find the classes I need for a 
masters in IT…but I can't seem to find 
the certificate list, which makes me 
think I'm doing the same amount of 
work for a certificate or masters, or a 
portion, but I can't tell what the portion 
is." 

18:19:16   

Misc (general observation 
by logger) 

m (still in the 2010 catalog) 18:20:09   

Finish Task f did not find 18:20:21   

Begin Task b find electives for cert prog 18:20:55   

Help or documentation 
accessed 

h goes to search "it certificate" 18:21:02   

Misc (general observation 
by logger) 

m clicks on 4th result 18:21:22   

Comment (general 
comment by participant) 

c "so where the heck am I now?" 18:21:29   

Comment (general 
comment by participant) 

c "oh, I found my electives, yay! I love 
the search box." 

18:21:36   

Finish Task f   18:21:45   

Begin Task b online 18:21:57   

Misc (general observation 
by logger) 

m into the catalogs again, index page, 
then back to the cert in IT page. 

18:22:09   

Misc (general observation 
by logger) 

m mod prompt to think aloud 18:22:52   

Comment (general 
comment by participant) 

c "I'm trying to find anything that would 
clue me in to that." 

18:22:58   

Comment (general 
comment by participant) 

c "I thought I'd naively see 'oh, this is a 
hybrid class,' or 'this is online.'" 

18:23:08   
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

c "oh, aie yie yie" the PDF index is too 
big. 

18:23:31   

Misc (general observation 
by logger) 

m back to the catalogs index 18:23:54   

Misc (general observation 
by logger) 

m mouses over quick links, then goes 
forward again into catalog pdf 

18:24:03   

Misc (general observation 
by logger) 

m believe she's in the undergraduate 
catalog, btw. 

18:24:26   

Comment (general 
comment by participant) 

c "Maybe I'll go back to About Us." 18:24:48   

Comment (general 
comment by participant) 

c "I was thinking I'd open this and see 
just a list of classes that were available 
and see if they were an online thing." 

18:25:15   

Comment (general 
comment by participant) 

c "I don't know if I'm scrolling in the right 
direction." 

18:25:34   

Misc (general observation 
by logger) 

m She is frustrated 18:25:47   

Comment (general 
comment by participant) 

c "That's not what it says in the TOC!" 18:25:53   

Comment (general 
comment by participant) 

c "I'm not going to give up because I 
really want to go to school. Although I 
might give up on this.' 

18:26:16   

Finish Task f gives up on task 18:26:30   

Begin Task b completion reqs 18:26:41   

Help or documentation 
accessed 

h search   18:26:53   

Misc (general observation 
by logger) 

m Grad Cert page, scans the first 
paragraph 

18:27:03   

Finish Task f   18:27:38   

Begin Task b how long to complete 18:27:57   

Comment (general 
comment by participant) 

c about a year and a half (trying to add 
things up) 

18:28:08   

Finish Task f   18:28:21   

Comment (general 
comment by participant) 

c easy: 2 18:28:30   

Comment (general 
comment by participant) 

c confident: 3 18:28:41   

Begin Task b   18:29:19   
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

c "Academics. Hey, Online learning! Look 
at that!" 

18:29:22   

Misc (general observation 
by logger) 

m Prospective Students 18:29:37   

Comment (general 
comment by participant) 

c "Aha, that's what GaView is for" 18:29:42   

Comment (general 
comment by participant) 

c "I know they use podcasts, video, flash. 
Access to library…" 

18:29:51   

Misc (general observation 
by logger) 

m reading through the page 18:30:10   

Comment (general 
comment by participant) 

c this looks like it gives me a good idea of 
what to expect." 

18:30:14   

Comment (general 
comment by participant) 

c "I'm curious more about the 
communication" 

18:30:34   

Misc (general observation 
by logger) 

m scrolls back up to prospective students 
link 

18:30:57   

Comment (general 
comment by participant) 

c Everything looks good but I don't know 
how I'm going to talk to my professor 

18:31:10   

Misc (general observation 
by logger) 

m got to the D2L faculty support 18:31:31   

Comment (general 
comment by participant) 

c "Okay, REALLY?" (opened calendar, is 
frustrated) 

18:31:40   

Finish Task f "I think I'm done"  18:31:54   

Comment (general 
comment by participant) 

c "I didn't notice it said Faculty Support" 
(It didn't) 

18:32:16   

Comment (general 
comment by participant) 

c I got about 3/4 of what I was looking 
for. 

18:32:34   

Comment (general 
comment by participant) 

c easy: 2 18:32:43   

Comment (general 
comment by participant) 

c confident: 2 18:32:51   

Begin Task b cost 18:33:14   

Misc (general observation 
by logger) 

m back to admissions > graduate studies < 
admissions  

18:33:23   

Comment (general 
comment by participant) 

c I was expecting something around 
admission to talk about tuition and 
fees. Maybe it’s under the quick links. 
Nope. 

18:33:52   
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Code description Code Note Clock 
time 

Time 
stamp 

Misc (general observation 
by logger) 

m office of registrar 18:34:12   

Misc (general observation 
by logger) 

m clicked grad tuition, quickly back to 
click on online 

18:34:20   

Misc (general observation 
by logger) 

m reads credit hour and fee prices 18:34:31   

Finish Task f (but didn't find out overall cost) 18:34:39   

Begin Task b application date 18:34:46   

Misc (general observation 
by logger) 

m mouses up left side 18:34:54   

Misc (general observation 
by logger) 

m back to admissions > apply to southern 
poly 

18:35:00   

Comment (general 
comment by participant) 

c "no that's not what I want. Quick Links, 
You're Awesome. Calendar, academic. 
OH NO" 

18:35:21   

Misc (general observation 
by logger) 

m clicks on admissions again 18:35:55   

Misc (general observation 
by logger) 

m clicks on grad studies, finds Priority 
deadlines but doesn't sound confident 

18:36:06   

Finish Task f (but doesn't sound confident) 18:36:42   

Begin Task b application requirements 18:36:58   

Misc (general observation 
by logger) 

m clicks grad admissions forms. 18:37:08   

Comment (general 
comment by participant) 

c "If I'm applying, why am I applying for 
readmission?" 

18:37:19   

Misc (general observation 
by logger) 

m opens PDF grad readmission form 18:37:33   

Comment (general 
comment by participant) 

c "I'm confused." 18:37:52   

Misc (general observation 
by logger) 

m goes back to grad studies, grad 
admissions, admissions process 

18:38:02   

Finish Task f success 18:38:36   

Begin Task b start application 18:38:46   

Comment (general 
comment by participant) 

c I click on it and I have to register an 
account 

18:38:54   
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Code description Code Note Clock 
time 

Time 
stamp 

Comment (general 
comment by participant) 

c I totally wouldn't register to apply. I 
would have expected the application to 
open up, or something I could 
download. "Certainly not to create 
something here." 

18:39:02   

Finish Task f   18:39:35   

Comment (general 
comment by participant) 

c easy: 3 18:39:39   

Comment (general 
comment by participant) 

c confident: 4 18:39:45   

Comment (general 
comment by participant) 

c website easy: 2 18:40:05   

Comment (general 
comment by participant) 

c impression of spsu classroom 
experience: 2 

18:40:21   

Comment (general 
comment by participant) 

c confidence program respected: 3 18:40:41   

Comment (general 
comment by participant) 

c confidence program quality: 3 18:41:00   

Comment (general 
comment by participant) 

c basis for confidence: they are 
accredited, but didn't see anything else 
saying people love us or we're turning 
out the brightest and best 

18:41:13   

Comment (general 
comment by participant) 

c If my online class experience is like the 
website experience it doesn't give me a 
lot of confidence 

18:42:01   

Comment (general 
comment by participant) 

c likely to apply? 3 18:42:18   

Comment (general 
comment by participant) 

c basis for likely to apply: "Why do I have 
to set up an account to apply? It's 
making assumptions." 
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Comment (general 
comment by participant) 

c easiest area: quick links. I like that. 18:43:02   

Comment (general 
comment by participant) 

c area needs improving: finding out they 
were accredited was pretty difficult; 
you'd think they'd have that under 
about us. And finding out the 
difference between Masters and Cert. 

18:43:14   

 


