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Introduction 
 
Our team set out with the goal to enhance our understanding of how users interact with the Seattle 
Public Library (SPL) and uncover potential ways that SPL could enhance their user experience. To do 
this we executed a usability test targeting a range of different tasks that would be performed based on 
well thought out user profiles. This gave us considerable insight and data that allowed us to evaluate 
the current usability interface of SPL website. 
 
Research Questions 
 
There were several research questions we wanted to explore while conducting this usability test in 
order to understand how user feel of the SPL website structure,  how a casual user interacts with that 
structure, and what changes can be made to improve the usability of the site. The usability test is to 
more understanding of the users needed. 
 

1. What kinds of user paths do the users choose to accomplish their tasks? 
2. Is the layout of the website navigation effective for users? 

 
Scenarios & Tasks 
 
Scenario 1 -  A User’s computer has recently quit working. They have a branch of the Seattle Public 
Library near their home. They would like to use a Library computer. In order to insure the user has a 
computer for their use when they arrive at their local branch, they would like to reserve a computer 
online.  

❖ Task 
➢ 1.) Select a local branch of the SPL and reserve a computer 

 
Scenario 2 - A User is doing research for a paper on JavaScript. The User would like to reserve as 
much materials on JavaScript as possible. The User is also interested in eBooks and Audiobook 
material as well as hard copy material.  
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❖ Task 
➢ 1.) Search for Hardcopy books, ebooks, & Audio material on JavaScript 
➢ 2.) Reserve or check out 1 Hardcopy book & 1 ebook or Audio material on JavaScript 

 
Scenario 3 - A Parent is curious if movie’s play at their local library that their young child could enjoy. 
She needs to find all the pertinent information (What, When, Where, Do you need to register ahead of 
time, free, etc). 

❖ Task 
➢ 1.) Find Seattle Public Library’s Calendar of Events 
➢ 2.) Search the earliest possible Movie Event 

 
Participant Information 
 
The demographic of individuals who use the Seattle Public Library (SPL) is abundantly diverse. Much 
like the diversify found in our ITC 298 Usability Research Methods class. Our classmates who 
participated in our Usability Testing of SPL ranged in age, education, gender, and familiarity of the 
Seattle Public Library website. 
 
A total of 10 individuals were tested. We learned if they were able to successfully complete the tasks, 
how long it took them, how satisfied they were with the website and what changes or improvements 
they had to offer. 
 
The session started with a Pre-Test Questionnaire to gather some basic information. We then used 
Google Hangouts to record the live simulations as they took place. We asked the participants to use 
Think Aloud Protocol as they performed the tasks, this is when the participant is continually thinking 
out loud to communicate their thought process. We then used these live recordings to accurately time 
the participants. During which we also took notes of any errors that occurred. After the recorded tasks 
were finished, we had the participants fill out a Post-Test Questionnaire as an opportunity to gather 
more information about how the participant responded to the website. 
 
Logistics  
 
The usability test was conducted in four hours over the course of two days. We had a total of ten 
participants in the test, with each member of our team administering the test to two people over the 
two days. The team members were responsible for taking their own notes on the tests as well as 
administering the tests. 
 
The tests were done in a classroom at Seattle Central College.  Testers were given cards that asked 
them to perform a task on the SPL website.  The task completion portions of all the tests were 
recorded via YouTube/Google Hangouts screen sharing.  Testers were also given a pretest 
questionnaire and a post-test questionnaire. 
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Methods 
 
A tester’s script was prepared ahead of time, and each participant session was conducted according 
to a plan and using this script. The basic workflow as follows: 
 

● Greet the participant, introduce the tester and describe the usability test. 
● Participant fills out a release/consent form. 
● The participant is given an entry survey, providing basic information such as gender, age, 

occupation etc. This survey also included some more specific questions about library usage. 
● Tester narrates a series of three specific tasks for the participant to complete on The Seattle 

Public Library  website. Participant completes or attempts to complete these while thinking 
aloud for the tester and video. Tester observes and takes notes on the subject’s attempt 
methods, mood, success or failure and anything else that might be relevant. 

● When the participant is through with the tasks, tester gives them an exit survey and interview, 
again with a planned set of questions. This set is longer than the entry survey. It measures the 
subject’s satisfaction with aspects of the website and user experience, as well as their overall 
feelings about the site. They are prompted to offer their own recommendations at this point. 

● Tester thanks the participant for their time and contribution. 
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Results 
 
The results from the SPL Usability Test are gathered from the Notes section of our Usability Test Kit 
and two area’s of the Post-Test Questionnaire.  One area being from the second question that asked 
participants to use a scale to rate six adjectives that best describes their user experience while 
completing the tasks.  Another area we used to pull data from is how much time it took to complete 
each task.  Below are the results of our raw data.  
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*Horizontal Axis Numbers are in units of minutes  
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The following are the results from question 2 on the Post-Test questionnaire.  
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Conclusions 
 
The conclusions our team is drawing come from our observations as individual test moderators, the 
compiling of our data, and direct comments from our user participants.  The Following is our team’s 
interpretation of what this data is telling us and how we might be able to use it to give 
recommendations to the SPL for changes.  
 
One of the issues our team would like to address is the amount of time it takes a user to place a 
book reserve  for pick up at a nearby branch of the SPL.  Based on the results our team acquired 
during the second task none of our participants were able to navigate the SPL website in under 2 
minutes to place a book on hold.  It took five our participants over 5 minutes to navigate to a final 
completion of placing a hold on a book.  
Recommendation: We recommend that the SPL take a serious look at ways to shorten up how many 
web pages a user must access to complete the book reservation process.  One of the ideas is to 
allow users to stay logged into an account on the SPL website and when a user would like to place a 
book on hold, they can perform a search.  Once that search is complete they will have two buttons to 
click on, the branch they want to pick up the book at, and a button that says place hold.  
 
A second area that our team analyzed is the time it takes a user to navigate the SPL website to 
reserve a computer  at a local SPL branch.  It took 70% of our participants three minutes or more to 
navigate to completion on this task.  
Recommendation:  Our team recommends that the SPL shorten up the steps it takes to complete this 
process.  The above mentioned idea of having a user stay logged into their account and then 
simplifying the computer reservation process would cut down on the amount of menus and submenus 
a user needs to complete this task.  
 
Lastly, our team analyzed how long it takes a user to find an event  at a local branch.  This took 
80% of our participants around two minutes or less, with half of that 80% completing the task in under 
a minute.  For the most part our team felt this was acceptable.  
Recommendation: This task asked participants to look up a children’s movie that was playing at the 
nearest SPL branch.  Our team would like to see the SPL website move to a model that has Call to 
Action advertisements, which update on a daily basis.  These CTL’s would provide users with an 
instant clickable option to see the details of an important event happening at a local branch.  
 
Overall when participants were asked how the SPL website made them feel our team was met with 
some expected results.  When participants were asked if the website was difficult or easy to use 30% 
said it was ok and 40% said it was some what satisfying.  When asked if the SPL website was 
pleasing 90% trended towards the site not being pleasing or just found it average.  We also asked 
participants if the website was confusing or clear; 30% trended towards confusing and 40% remained 
average.  This data tells us that the SPL should take into consideration an overhaul of the information 
architecture, update the visual appeal, and make the site less difficult to use.  
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There was also some written feedback that some of our participants provided.  
Recommendations directly from users: 

1.) Please make the font larger 
2.) Please make the logo clickable  
3.) Please update the visuals of the website to match the beautiful visuals of the downtown branch 
4.) Please eliminate or consolidate the amount of navigation options from the Home page 

 
 
Appendix 
Usability Testing Moderator Kit 
 
Test Script 
Participant Consent Form 
Pre-Test Questionnaire 
Moderator Task List 
Test Cards 
Moderator Notes Form 
Post Test Questionnaire 

     Usability Test Report ITC 298 Winter Quarter 2017                                                                                               9 

https://docs.google.com/document/d/12G7z8uNXRaRFrHVQS6-Yuqd2kvv9flxrkv6Urkn30Lo/edit?usp=sharing
https://docs.google.com/document/d/1qolkgVH41dJYK8FaGQfwoYTSmzMdZ9rGVxKgiIV15qo/edit?usp=sharing
https://docs.google.com/document/d/1DxhC5_qgSBzBlOhPRe6GuFKFh8WOlk44ZelS8qIeb9E/edit?usp=sharing
https://docs.google.com/document/d/1lhcY4mvrbpHm7AsnxS_sW10SRLfjArs9AyjZVShU5q0/edit?usp=sharing
https://docs.google.com/document/d/1PL6tGsWN9ScX5m_lcFvn3AUhNVMOGUzKos1bZsdVrQA/edit?usp=sharing
https://docs.google.com/document/d/1dZj64zTNERiYrpn1ns8JxUNX6G1G8H018fH3RCkdYiw/edit?usp=sharing
https://docs.google.com/document/d/1vOCbyTmsA8rk2Uj79yJeev4YkDkWzUGH3o2Jl4rLBYM/edit?usp=sharing

