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Key Characteristics for Defining and Selecting Users of Writer’s Reference

LIC Control Panel Paper Prototype
(note: instructions in italics; facilitator language in plain type)

Pre-Test Checklist

The test team sets up the lab and checks to verify the following:

· Computer not used 
· Internet not necessary
· Microphone and Web Cam are not used
· Morae not used 
Participant Arrival-
Facilitator will meet the tester at the door, take them next door, introduce the participant to the test team. NA
They are going to help out by watching and recording what we are doing. 

Introduction to Testing and Scenario

After meeting the team the participant will be led into the de la salle room  (door is shut).
Please have a seat at the table and I’ll tell you more about what we need your help with today.

Today you’re a customer care rep utilizing the control panel for the  Online Learning Environment.
Here’s how you can help us: this interface is going to be recreated and we need to get feedback on how it works from the people it’s designed for, people like you, the customer care representatives.  So any feedback you could offer us to help us improve this interface would be much appreciated.
In order to get feedback, we’re going to ask you to do a few things—we call them tasks—that most reps would need or want to do in the control panel.  
Now I can’t help you do these tasks because we want to see how this Control panel works for you.
Does this make sense? 
Okay, so before we get started I want to explain a couple of things that will help you understand how this will all work:

First, as you use the Online Learning Environment to carry out tasks I need you to talk about what you’re doing, thinking, seeing, etc. This verbal feedback is very important because again you’re helping us see how this control panel works. Don’t worry about what you’re saying. All of it is important. In fact, it’s so important I might prompt you from time to time to “please keep talking” or something like that so you’ll continue to tell us what you’re thinking, doing, etc.
Once I’ve given you a task to perform, I want you to let me know when you’ve finished it. That’s very important. You tell me when you think you’re done. Also, feel free to tell me if you get stuck and you don’t think you can complete a task.
How We Record-NA
Finally, we’re going to use the web cam you see in front of you to record what you do and what you say. We’re also recording this because we want to find out how the Online Learning Environment works for you. 
Once you’re ready we’ll start the tasks. 
Now you may hear a knock and when that happens it means we need to stop for some reason or maybe move on to a new task because we’ve learned all we need to about the one we’re on. We will receive instructions after the knock to let us know.

Okay, do you have any questions for me? Everything make sense?
Great. Let’s get started then with the first task.
First Scenario

Cotter High School just called, they want to order 50 copies of the Online Learning Environment for Jesus Christ. What do you do?0.
· Remember, they need to tell you when they are done. If they get stuck----remind them:  Remember, I can’t help you, but what are you trying to do? 

· Say okay, “let’s do the next task”
Second Scenario

Cotter called back and wants to add another digital course.  How do you do that? 
· Remember, they need to tell you when they are done. If they get stuck----remind them:  Remember, I can’t help you, but what are you trying to do? 

· Say okay, “let’s do the next task”
Third Scenario

Cathedral Catholic calls (from San Diego) and is purchasing their online version of their textbooks through e-campus and want to know if they can get access codes. 
· Remember, they need to tell you when they are done. If they get stuck----remind them:  Remember, I can’t help you, but what are you trying to do? 
· Say okay, “let’s do the next task”
Fourth Scenario

A parent calls and wants to buy the e-book of the Jesus Christ course for their son. 
· Remember, they need to tell you when they are done. If they get stuck----remind them:  Remember, I can’t help you, but what are you trying to do? 

· Say okay, “let’s do the next task”
Fifth Scenario

Acquinas High School in Lacrosse wants to buy 50 copies of the print textbooks and they want each of their students to get access to the online version as well. 
· Remember, they need to tell you when they are done. If they get stuck----remind them:  Remember, I can’t help you, but what are you trying to do? 

· Say okay, “let’s do the next task”

Post-Test Survey & Interview-NA
Once the participant finishes the final task we will move to the post-test SUS survey. The observer will push the survey through Morae.

Okay. We’ve now finished all the tasks. Now I need you to fill out a quick survey that will pop up on the screen. While you’re doing that I’m going to see if there are any follow up questions and then after that we’ll be done.

You will then go next door to check and see if there are any follow up questions.  

Once this is done you will thank the participant. 

“Thank you for your feedback, we really appreciate it! Have a great day!”
While Heather is interviewing, the facilitator will save the Morae recording and prepare Morae for another participant test.
[End of Script]
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