Going Beyond Web
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Creating your own exploration tool kit




Introducing... Harmony

Logitech’s Best Selling Advanced Universal
Remote Controls

The Reviewers LOVE them

8

=
="

L &
PCVAG.COM




Introducing... Harmony

Create Set-Up Set-Up
User Devices Activities

Account

SUPER EASY SET UP

Web application used to setup the remote
Type in your AV components make and model #
Answer guestions about how your components are connected
Download info to the remote

Couldn’t be easier. Could it?
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Introducing. . . Harmony

The users LOVE them . . . sort of

User Rating: Good Pros : works quite well and looks cool
6 out of 10 Cons : software very, very poor

The good news is that the remote works

great, after several attempts to try to get

the setup working and few days of getting
. _ used to feel of it. | like having 1 remote on
The remote is my coffee table instead of 5. But the
great. .. If you software, that's another story.

get it setup.”
Web based

setup is a pain
to usel
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Web metrics: Scratching the surface

The problem: Over time user satisfaction
was declining and customer service calls
and returns were increasing.

The solution... Metrics?

Every week a report would be distributed
that included things like this ...
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Example web analytics

How people rate the setup

How long setup takes

How often changes are made to the setup
When people call customer service

When people are having problems

And more...
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Results of web analytics

Tons of Information

We know:

When people had problems
Where problems occur

What the results of problems are
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More results of web analytics

But also contradictions...

We know:

Average time people say they are willing to
spend setting up a remote: 90 minutes

Average initial setup time: 42 minutes

But customers are not happy with setup and
give up early...
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In home visits 1: Digging In

We needed another tool...

In home visits or “Contextual inquiry”...
Qualitative research
Watch customers interact with their remotes
Determine the Who, Why and How behind
the contractions

Prioritize issues to fix based on their impact to
users
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Pick the right people

20 people in Austin, Texas and Toronto area

Screened to meet the current Harmony remote
demographics
Male
Age range 30-50
Household income $80k-110k US
Home theatre/stereo owners with 4+ devices
combined into an entertainment system

Key: Visit representative users of your product
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Pick a typical task

We asked a few
background questions

Then we gave them a
Harmony 880 remote...

“Imagine that you have
just come home with a
new remote control...
open it and set it up to
work with your system.”

Key: Watch users attempt typical tasks in their natural
environment
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Watch them

We recorded the setup
process by videotape,
camera and notes

Each team member had
a role: facilitator, note-
taker, camera person

Key: Everyone needs to
know their roles and to
stick to them (even if it's
hard not to help)
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Analyze the data

The team recorded their
observations on sticky
notes... over 1000!

Everyone helped to
organize the issues into
themes or “affinities” and
brainstormed solutions
Key: Engage the
broader team in the
research




Affinities

How we install the software
The installation starts We download the |y ypink the software | We install the software | We install the software | We have problems | We install the software | ¥/ have other software
-ﬂ--i'l::;- file alze is boo big on the desktop in the default location | installing the software multiple times that interacts with the

He inserts the CD Inko his
cormputer. It auto runs.

B3 - 38

They insert the CD and it
runs automatically. She
agrees b the license
agresment witheut reading
it.

PE - 40

Hee inserts the 0D
*I don"t know if it's aute run
of not.”

PE - 48
The Installer launches
automatically. He clicks
through the initial screens:
“Does anybody ever nead
thase things? [ agres, Let's
e o

"Ik carves with a CO, but I
usually go to the web site
for the labest version.” He
downloads the setup
saftwara from the Logitech
slbe.

B8 - 49

P9 - 45

The Installation starts
automatically after the
download.

PS - 46

“Usually the cption that is

highlighted s preferred, o 1
Just ga with it."

o install the
his desktop.

B[] Fi-44

whether he 15

because hel |\ oraiks the sefwars in

the default kacation.

FZ-38

The default install location

“L [ -.“I. i OK, since "I'm pubting my
pmes | Eaith in them,”
- 52 P4 - 45

He beaves the default

Hiz wife asks “‘What ane we
Instalistion location.

trying ko install bere®

PS - 41

She changes the destinaticn

falder ta the deskiop since

“this 13 not ry compuber”,
bt one from wark,

PS-43

He inserts the D but | " MaCAfee notice appears.
“You have b5 have tham,
dees not aubts run. He tries
but these software da
to search and then install,
but Ik 45 W sometirmes cause pﬁ:!ﬂ-'l'l!
LA WFK. in dewnloading.”
T F7-a5

The softwarne doesn’t start
on [ts own, S0 he uses the
desktop shartout.

BT - 4T
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Getting to know the user: Before

Primary target is the “basic user”
The early majority segment from Crossing The Chasm

Family user

They don’t want to “configure” their system — they are TV
viewers — they want to watch a movie

What else can this person set-up (iPod?, DVD player?, online
taxes?)

Secondary target is the “advanced user”
The tech enthusiast segment from Crossing The Chasm
Independent AV Pro installer
BestBuy installer



Viewing Hablts:
1-2 hours a night for most evenings,
5 hours on weekend

Personal Goal:

Patrick Everest

Occupation: Market An:
Age: 37
Family: Single

Control all his equipment with
one touch using an “easy-to-use”
cool-looking remete contral

He wants ona davice to manage
all his AV equipment from his
couch

Ultimate Goal:

Invite friends over to enjoy a great
avening of multi-media
entertainment in a world-class
high tech home theater

He wants a reputaticn of treating
his friends with the best

Personal Characteristics:
- A no-nonsense type of guy who

likes to get to the point

Daoesn't mass around with usar
mianuals unless he comes up
against a brick wall

Give him the install softwars and
away he goes

Comfort with Technology:

Patrick is comfortabla using the
computer and web for job-ralated
needs

Caonsiders himsalf ‘tech savvy

- He sat up his parents audic/video

systems as well as his own

“I don't just want
looking for the bg

Pairick appemsches ssting Up his naw rame
wnivarsal remat i the as, but it did nt ki
<antral his campenants tha the way ha nesd
potartial this remete peomisas.

Ha opans the packsge and immadistaly ins
the <alfes eale Ha glances 21 the quick inst
walk hiem threragh the staps ta ot up his ren]
sat to gn. Tha Lpdate cousss him fo peuse, b
tasting out tha remats, On the scecant o
indarmation, but ha desslacts the chack bax
Ha doas not lica to gat junk mail. b tha Y
pasicnate sout Loderstanding ow my ar)
custamizing it*hoping that this category wil
satting up and customizing the remata. Ha
goes ircugh tha setup.

‘Whan ha gats bo the modal rumbars for tha
mamuals 3 copies tha modal numbars ong
e desssnit hawe manuals for, ha saarches thi

tha modal mumbars After collacting the infic
couch and typss. in the modal numbars. A 1
sach input, confident that if thay ane not rigf
Thare 2 2 fow quastions ha has rouble wil

mowas on. Thars aa scme optians whers hal
b gradgingly makas a sxloction, He knows §
right, bt ha raally warts to uss the remata.
procasswas that it askad a lot of chnoxicus.

Finally b updates the remota sccording fo
compertar and starts Lsing it Though only 5
time for ach Acthity he trias out, ha is encef
40 20 what hapoen Ha uses tho remata’s H
Activities. He a50 spends alot of time paging
irying out tha functions. Aftar s whila, ho ded
tha ramatevia the computer, Hais hopafid
changas 1o get what he wants.

Patrick lncks forward o imviting his frisnds

mgantime, b discovers that ha can custeem
avan salect images that will dizalay as Seckd
delates what b doasnit use and customizas

Viewing Habits:
2-4 hours a night for most evenings, |
8-10 hours on weekend K

Personal Goal:

- Doas not want to feel stupid, or
appear unsophisticated to his
friends and family

= He would like to automatically
record a show and play it later
without all the pain and
frustration of setting it up

Ultimate Goal:

- Wants a simple remote that will
allow visiting farnily or friends to
watch TV without having to
explain what to do to get the TV
to work or a movia to play

Personal Characteristics:

+ Whenever he needs toinstall
something on his computer, he
asks a tech-savvy friend to do it for
him

+ He would rather get his hands
greasy than sit in front of a com-
puter

Comfort with Technology:

+ Dreads setting up AV and
computer equipment/software

- Would rather give up than call
Customer Support for help

Sam Clay
Occupation: Furniture
Age: 33

Family: Married, 3 Kids

“Keep to the basi
won't getin trou

Sam ks things that wark Nothing toa f
what ha warnts. H recaived this nawremd
His brathar-ilaw theught Sam could usd
ey TV arcand th housa, and the remd
v thiking it was 3 chow tay. Samis 2
' becausa s’ box says that a compear

o opans the packaga with his pocket ki
the box and the Fteraturs that comes with]
intriguad by tha hutorial Ha walks throug
compartar, locstod in his son’s room, and i)
i salects install, he conmects tha cabla to
s a bit of a probliem trying to figure out
the quick start manual and follows its dire
installs the softwara onto the computar. W
wundata tha saftwara, b skins that to go o

O tha account pages, ho wondars why
by setting up a rernat for e i hiy
=0 that ha can proceed. Ha does nat knaw
=3 b bsarvas it bl Tha systeen dogs=rt
precasds Whan ha s aked to salsct the
pretkerm with terminalogy. What is a PV
childran hava an b thir uncle gave 1y
marwatocturers. Whan the instructions ask
0 sach componsent, booking tofnd tham
the examples gven Ha makes up ana el
‘canmot gat ba in the cabinat Ha uses tha
dervica. Whan he gats ta tha pag that as

ariginal remats, e tries b fllow the dire
=3

“powertoggla’ Ho is st loss and tries ba <§
calls 2 friarcl wha i battar than Sam with

The friand comes ovas, and they struggla

aut e rarmota. It doast wark the way

Viewing Hablts:
3 hours a night for most avenings,
8-10 hours on weekend

Personal Goal:

= Simple way to control TV and
audio visual equipment to get the
most out of his system

- Classy entertainment system con-
trol that will “"Wow" his friends

Ultimate Goal:

= Control his TV/Stereos system
with the push of one button

+ Easy enough for his gadget-
adverse wife to use

= Ability to adjust viewing/listening
settings for special occasions

Personal Characteristics

- Likes to do things by the book —
uses instructions

= Willing to pay more if it will make
his life easier

* Replaces AV components infre-
quently but makas sure he gats
the most for his money

‘Comfort with Technology:

+ Comfortable surfing the web

+ Considers himsalf “knowledge-
able® of the basics of using his
computer

- Comfortable setting up AV and
computer systems and software

» Comfortable setting up AV and
computar systems and softwara

A

k—r “I like technology to work for me,

not me working for technology”

Collinworks hard for what ha hathanpomulmonnfmmhng ha doos and
purchasss. g to the daims
listod o the ing. iz wif hasbeon asking him tc gat a remota that wil allow
Fier o wabch har faworita showes without having to jupgle many remots. Ha also
would ke to reduce the cduttar of remotes and just hawe one the doas svargthing.

o apans the package and entants Ha finds tha quick arl
and starts reading it. Ha soes that ho neads to collect all tha modal numbars of the
cnmpoﬂmlshnml:bonmnnlhmlhemn =0 ha goes tosach component
and writes down its modal number, Hs ands up pulling soma of th out
af the calsingt and maving tha large screen TV away from tha wall to find tha madsl
rrumbsers Thorn are 2 fow wires that bia has to racannoct. hoping ha Pt themin the
ht placas, Thars & cres companent that has ra modsl numiber on it or 2t last he
cart find it 5o e goas hunting for its manual. After finding tha marual and writing
dawn the madel numbers, he returns o the quick start and proceeds to follow it di-
inta bis deskinp computor up-
stairs in the dan and installing tha softwans. 50 &r so good. From hera on he foousses
on what the softwars diracts him 1o da. Ha occasicnally looks back at the quick start
tomaka sura ha hasn't rope The updata to nd remaving
tha old version bothars him. Ha wondars why ha has to do this for a new product.
Ha follows the satup pagas. and antors in tha modal rumbars for sach of his devices
(e is glad ha read the instnuctions first). When he sats up his activities, ha vary cane-
by raads avsryhing to maka sura ho smmng up the ramata Ha dossit
want to Whan tha s i and
tums centha companants to so0 what inputs necd in b 508 18 on his TV and tarac.
Ha finds that tha input on his TV do not match tha inputs listed in the sofrwara. Ha
does nat know what to dn, 5o ha calls support for halp Thoy haa biem try 2 fow thing
‘e then maka soma changes dirsty to Fis account Whan he goes back tothe
|rpurpagn mmrpmshnnwdsamlmdungmoﬂ'hmhom suppaort and
contin chivitioe It is this cormectly, bacausa
hmmhmuymrmbkmgpbamnddungm

Finally, ha updates tha remote and takesit. irs bo Iy it cun. Ha i ch
activity ana at 3 tima. Tha inputs that wara changed for him de work with what ha
tad salected But ha has troulbike adjusting the sound, and his recaiver tume off whon
e turms o the TV Ha returns to the computer and plugs the remota back in. He
goas through tha troublashocting pages, trying to sohva tha prableem Ha finds the
wser marnal onling, bt it dogs nat go into the datail ha needs. After making soms
changas. b miotas and trias it bt ha reads ta
mmnﬂalll‘umlrpnmm bedore ha starts. Hubome.’.lhednunm-cdn totum on
heawants to gat DV activity. Ha invites his wifa
Inuwm.ndorhsﬁmenusomMutploumdﬁarhnmhasamwmlhm
warks with all his companants Ha s s nat tha clogant solutions, but
it gets tha job dona.

,
€:
s

Logitech

thay gat serme of the Components working tagather through tha davice mads.
Paging though tha davica scraans, Sem marages ba find a way fo gat all the.
functions e wants working Whenaver Sam naods 2 now sot of functions, ik
wiatching 2 DV, hea salects th powar button to tum off all his componants and then
‘goesinta tha devica moda again. Sam has no concept of Activitias. Ho assumas this i
the way the remea is meant to werk. He thinks that sventually he can get the

ramats to work the way he warts.

de-

Logitech
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Getting to know the user: After

Collin Fairmont
“I like technology to work for me, not me for it.”

Key Attributes

Has moderate AV knowledge

Willing to look for information

Just wants the remote to work

Had moderate success setting up the remote
Goals

Simple way to control TV and audio visual equipment to get the
most out of his system

Classy entertainment system control that will “Wow” his friends
Easy enough for his gadget adverse wife to use
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Issues: There were barriers to start

In one study, about 70% of
users did not remove the
sticker from the LCD screen
without prompting
"Is there anything that says take
it off?... You made it look too
pretty!”
“Perhaps it would come off when
| throw it at the wall!”
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Issues: The process was long

The setup process was so long that users
got impatient and missed important steps

“I think most people just keep hitting “next,
next, next” until it's done.”

“This Is actually really frustrating. | can see
how a person like myself, who has patience...
but you get impatient when you mess with this
for a while... when you know it can work and
now for whatever reason it doesn't.”
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Issues: Terminology was confusing

The software terminology didn’t match
user’s everyday language

“What's a PVR? | don’t have one of those.”
[participant actually has Tivo]

“Powertoggle... Powertoggle... I'm sure it’s
easy.”
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The process controlled the users
rather than the other way around

There was an overall disorientation,
helplessness and lack of control
“l just discovered something... by accident.”

“Can | go back? Is there ANY way to go
back?”

“l was trying to get back someplace, but now
Its gone.”



" NN
Selling user research

Once your data is collected, present the findings
Let the users speak for themselves [Video]

Development team members can use research to
make better decisions

Management knows which initiatives to fund to have a
significant user impact
Key: Demonstrate the value of your research the
development team and managers

“That was one of the most worthwhile things I've done here... Every manager
needs to do these visits and then ensure their staff goes out with you.”

Senior Manager
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In home visits 2: Drilling down

O

Recommendations from the in home visits were
Implemented

Improvements to the setup software

But there was more to do...

Contextual inquiry can be used repeatedly
To answer questions about a new technology (RF vs. IR)
To focus on specific aspects of the product
To follow up results periodically to see whether the market is
changing
To see if the updated product better meets user needs in a
realistic environment

Key: Know the reason for the visits. Repeat as needed.
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Follow up study: High end RF remote

Setting up the Harmony 890

Controls devices through walls and
solid cabinet doors

Same basic setup process

Extra hardware and a couple of extra
setup screens

“I'm not sure anyone has ever setup an 890 without
calling customer service.”

Tier 2 Customer Service Rep.
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Follow up study parameters

Visit 10 people in Toronto and watch them set
up a Harmony 890

Same basic protocol as the first series of visits
Short interview about entertainment center usage

Observe setup and ask clarification questions only
Summary guestions to rate the experience
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Users appreciated design changes

Design improvements were noticed:
Remote tutorial

Tips, pictures and examples throughout the
setup process

Improved visual design
Easier login and account information

But adding more features adds complexity
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Issue: Too much stuff in the box

Users were over-whelmed
by all the parts:

“[This Is for a] more
seasoned veteran... there
are more cables so it's more
complicated.”

"What on earth?!... Looks
like a lot of wires for a
remote."
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Issue: Lack of understanding of RF

Users didn’t understand
the RF components:

"IR blaster... sounds like a —
weapon in Halo!"

"It's telling me to press
Connect on RF extender
but | don't know what it is."

“I guess | still use the
remote. How do | use the
wireless extender to
control?”




Issue: WIires are unattractive

Users didn’t want to see
“messy” wires:

"It Is not invisible like you
expect wireless to be... |
needed to play around with
the positions of the wires."

"There are too many wires.
I'd like them to be In the
back. It's not attractive at
all."”



Results: RF remote study

The added complexity of the RF added a couple pages

BUT added a lot of complexity to troubleshooting where a
problem had occurred during installation and setup.

All of the issues observed were on Logitech’s list of
problems or potential problems

BUT the issues were prioritized all wrong

Minor annoyances were top priority

Major issues were near the bottom of the priority list

Key: The in-home visits helped development to address
the issues that were most important for the customers



Usabillity testing: Discovering gold

Implemented recommendations were usability tested

Usability tests are good for assessing
First time ease-of-use
Fine tuning buttons and labels
Demonstrating problems
Testing potential solutions

Usability tests have limitations
Artificial setting

Seldom finds new opportunities or new solutions
Increasingly detailed feedback with higher fidelity prototypes



Usabillity test: Entering device Iinfo

In-home visits demonstrated problems

entering device make and mode

Several solutions were proposec

number

Instructions on finding device make and

model number
Three new user interface designs

addressing entering device information



Usability Test

Tested 4 design alternatives including the
current design

18 participants each tried 3 of the 4
designs

Original
Dual list
ly-out
nline setup




Usability test procedure

RITE Test: Rapid Iterative Testing
Day 1: Test multiple designs with 6 people
Day 2: Address issues observed with the designs
Day 3: Test multiple designs with 6 people
Day 4. Address issues observed with the designs
Day 5: Test multiple designs with 6 people

Key: Quick, inexpensive method to select design
directions and refine design



Usability Test Results

Inline setup design had:
Highest success rate
Fewest errors
Fewest clicks for task

Second shortest completion
time (30 sec. slower than the

fastest)
Best User Ratings

Original design was last on
all criteria



Usability Test Results

Before Testing: The best performing design was
universally disliked by the development team as:

Not intuitive

Difficult to implement

Not worth testing
After Testing: The best performing design was
Implemented:

On time

On budget

With minimal compromises to make it work

Key: Don’'t narrow down your options too early



Creating your own exploration tool kit

Use your web metrics to identify WHERE and
WHEN problems occur

Use in home visits to investigate WHO your
users are, WHY they are having problems, and
HOW the product can be improved

Use usability testing to REFINE your proposed
user interface designs

ITERATE research and development for best
results
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Questions and Comments?

Dianne Howie: celt@sympatico.ca
Heather Searl: heather@heathersearl.com




