
Usability Study

Shan-Hung Wu & DataLab

CS, NTHU



Low-fi Prototype 
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Our DogWalker app will show tips to select a 
dog walker which will affect non-tech-savvy users  by 
helping users hire the right dog walkers. We will 
measure effectiveness by tracking the booking rate in 
the app.



Is this a good design?
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Design Sprint Day 5

1. Plan the usability study (Days 2 – 4) 

2. Conduct usability study
– Moderated or unmoderated

3. Synthesize data and gain insights

4. Improve your design (and then iterate)
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Usability Study

• A research method that assesses how easy it is 
for users to complete core tasks in a design
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Outline: Usability Study

• Plan
• Research
• Synthesize
• Improve and iterate
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Outline: Usability Study

• Plan
• Research
• Synthesize
• Improve and iterate
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7 Key Elements of a Good Plan

1. Project background

2. Research goals

3. Detailed research questions

4. Key performance indicators (KPIs)

5. Methodology

6. Participants

7. Script & interview questions
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Goals

• Fundamental
– Why we built the product?

• Design
– How to build the product?

• Post-launch
– Whether the product works as expected?

• E.g., “to make DogWalker app easier to use for 
non-tech savvy users”
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Research Questions

• Research questions
– Questions you want your research to answer
– E.g., “what frustrated users most about finding a dog 

walker through the current design?”

• Should
– Align with the goals
– Be actionable
– Be specific
– Not lead users

• Not to confuse with interview questions (in script)
– Questions you plan to asks testers
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Key performance indicators (KPIs)

• Time on task
• Use of navigation vs. search
• User error rates

– “Wrong icon clicked!”
• Drop-off rates

– “How many users quit before 
– finishing a purchase?”

• Conversion rates
–  “How many users complete the task?”

• System Usability Scale (SUS)
– “Would you use the app in your daily life?”

• Net Promoter Score (NPS)
– “Would you recommend this product to a friend or colleague?”
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Moderated vs. Unmoderated

• Whether there’s a person guides participants 
through the study in real time
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Pros Cons

Moderated user 
studies

• Guidance
• Follow up questions
• Rapport building

• Bias
• Less flexibility
• Agreement issues

Unmoderated 
user studies

• In real-world
• Time- and space-free
• Feedback without others 

around

• No human guidance
• No real-time follow up questions
• Little control over the 

environment



How Many Testers?

• Five is the magic number

• Should represent your key user segments
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Script
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Tips for Writing Interview Questions

• Use the same set of questions for each 
interview

• Ask open-ended questions

• Encourage elaboration

• Ask the same question from different angles

• Don’t mention other users

• Don’t ask leading questions
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Example 
(DogWalker)

• Unmoderated
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Example (CoffeeHouse)
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• Moderated
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Example (CoffeeHouse)
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Example (CoffeeHouse)



Outline: Usability Study

• Plan
• Research
• Synthesize
• Improve and iterate
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Get Your Prototype & Prompts Ready 
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• Prompt 1: “Pick a date & time to schedule a 
dog walker.”



Unmoderated Usability Study

• Ask each tester to speak her mind out loud 
when testing your prototype

• Record everything:
– Tester 1

– Tester 2

– Tester 3

– Tester 4

– Tester 5
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https://drive.google.com/file/d/12xl0bTB73C4erxnw9docczaQpTqZfQP7/view?usp=sharing
https://drive.google.com/file/d/13-CbgAcv7f4nWkPRZYdpK8mY43PXTfPc/view?usp=sharing
https://drive.google.com/file/d/134i2x6RBaJuMv7-0rziigzFpZojRyGha/view?usp=sharing
https://drive.google.com/file/d/12pCPHZESCfFKH5VBHcNpE3MpAmFhj2Bg/view?usp=sharing
https://drive.google.com/file/d/12pNGH2v34N3KcOMSvIZj2GotvAfijs5F/view?usp=sharing


Taking Notes
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• For each tester, done by each member



Outline: Usability Study

• Plan
• Research
• Synthesize
• Improve and iterate
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Insights

• Observations about people that help you 
understand the user or their needs from new 
perspectives
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From Notes to Insights
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• Via affinity diagrams



Example (DogWalker)

• 4/ 5 participants wanted to be able to make a 
reoccurring appointment with a dog walker

• 3/ 5 users would like to pick a date when 
scheduling a dog walker

• 3/5 testers were surprised that there wasn't a 
confirmation page before they were charged
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Qualities of Strong Insights

• Grounded in real data

• Answer your research questions

• Easy to understand

• Increase empathy for the user experience

• Inspire direct action
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Outline: Usability Study

• Plan
• Research
• Synthesize
• Improve and iterate
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Prioritizing Insights

• P0: must be fixed so users can complete the 
main flow
– Confirmation page before charge

• P1: should be included in future version
– Reoccurring appointments

• P2 …
– Date picker for scheduling a dog walker
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Confirmation Page before Charge
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Reoccurring Appointments
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Date Picker
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It’s your turn!
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Demo 1

• Empathy 20%
• Problem 20%
• Solution 20%

• Usability test 20%

• Report 10%

• Peer-review 10%
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Empathy (20%)

• Apps surveyed & initial personas 5%

• Interview goals & questions 5%

• Results & empathy maps  5%

• Insights & final personas (at least 3) 5%

• Grading by subjects 5%
– Whether the interview is well-prepared
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Problem (20%)

• User journey map 10%

• Problem statements 5%

• Hypothesis & KPIs  5%
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Solution (20%)

• Unique value propositions 10%

• Competitors 10%
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Usability Study (20%)

• Storyboards & low-fi prototype 5%
– Main user flow (happy path)

• Research questions & prompts 5%

• P0 & P1 insights with data support 5%

• Improvements 5%
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Report (10%)

• Empathy maps, user journey map
• Problem statements & HMWs (photos) 10%
• Ideation process & Crazy 8s (photos) 10%
• Competitive audit (spreadsheet)
• Prototype details
– More flows, edge cases, etc.

• More insights (>P1) and data
• More improvements

• Up to 20% bonus!
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Peer Review (10%)

• Each team is rated by a tester 5%
– Did the team give enough background or context?

– Were the prompts clear enough?

– Not based on the design of the prototype

• Each tester is rated by a team 5%
– Did the mind spoken out loudly?

– Was the feedback specific enough?

– Not based on the number of insights
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