Event Registration Usability Testing Results from Cluster 2016

Executive Summary

Report Date 10 Feb 2016
The main goal of this test was to confirm if the Prototype
of a new event registration process was usable. Date / Event of Test  2016-02 Cluster 2016
Secondary goals were to find out if people would use
our save function and to find out if they could Report Author
successfully edit their registration. Testing was
completed live at Cluster 2016 and there were 7 Request
participants. Participants were paid $100 for their help
and several other projects were tested at the same Application Event Registration

time.

Grade (SUS)
Overall, the new prototype tested successfully.

Participants were able to get registered 100% of the Score (SUM) 91.1%
time with only a few minor errors. Some of the biggest
concerns in the primary test of registration were: 1) Do Participants (N) 7

participants understand how to register for two events
at the same time. Which turned out to be only mildly
confusing. 2) Did we break the current process and
make things harder. Which it would appear that we
made the process easier and faster. Prepared for:

Participants did not anticipate that a save feature was Team SCS as part of Event Registration
going to be available and all seemed to indicate that
they expected to loose all their work if they had to walk
away mid-task. | recommend that in this case the
"Continue" button read "Save & Continue" to inform
users that we are indeed saving their work along the
way.

Editing registrations is a completely new feature to the
AAFP. Participant took it in stride that they might be
able to edit their registrations and expect to find links in
the "My Account" and "Events" sections of the website,
in addition to a link in their confirmation email.
Navigation within the edit interface was generally
successful. The biggest stumbling block to finding the
right screen to edit was the use of "Other Options" for
the category language. | recommend using more
specific language to help visitors find the right section
to edit.

Methodology


http://bxop4x.axshare.com/
http://bxop4x.axshare.com/
https://aafp-org.atlassian.net/wiki/spaces/USER/pages/29204186697/2016-02+Cluster+2016
https://aafp-org.atlassian.net/wiki/people/557058:d2bc5eed-5b48-443f-ad76-66cc55e0d861?ref=confluence
https://aafp-org.atlassian.net/wiki/people/557058:d2bc5eed-5b48-443f-ad76-66cc55e0d861?ref=confluence
https://aafp-org.atlassian.net/wiki/spaces/USER/pages/29204186741
https://aafp-org.atlassian.net/wiki/spaces/USER/pages/29204186711
https://aafp-org.atlassian.net/wiki/spaces/EV

Participants

Name Member status

Jim Active Member, faculty at
Stever MU

mer

Jeff Active Member, Residency
Hostet director in ND

ter

Josh Faculty Physicians with
Tessier patients 1/2 time

Lindse Family doc in TX & Medical
y director. Sees patients 1.5
Botsfo days a week.

rd

Morga 4th year medical student in
n PA

Rogers

Kelly  Chapter Staff in NY AAFP
Madd

en,

MS

Jennif  Family doc as small group
er practice

Aloff

Devices

iphone, ipad, Mostly uses
iPhone over iPad.

iPhone & iPad (won in
raffle, doesn't use much)

iPhone & Nexus Tablet (not
often used)

iPhone, iPads (personal
and professional), Apple
Watch, Mac Book.

iPhone and iPad

Android phone and
Microsoft Surface

iPhone, iPad (80/20 iphone.
IPad stays home)

Misc

Uses iPhone in exam room with patients to
look up medications and pictures of pills.

Has not used AAFP app but loves event-
based apps. Preferes laptop over tablet

Uses iPhone to pull up drug information.
Prefers phone over EHR for this.

iPad for patient care and patient portal.
Uses Apple Watch to scan emails all day,
even in exam room.

iPhone for looking up information with
patients

Deals with CME a lot. Intriged by Amazon
dash button

Uses EHR in exam room, not phone.
Repeat usability testing participant from
last year.

What Participants Did

1. Registered for FMX 2016 and a SAMs working group in

orlando at the same time

2. Interrupted part way to find out if they could find the save

button
. Completed registration through payment

g b~ w

registrations

. Asked about personal preferences on when to book hotels
. Ask participant where they would go to access existing

What Data We Collected

NoOoUAWNR

6. Edited registration to add two tickets to the symphony and

submit for payment.

Major Findings and Recommendations

. Notes from observers

. Task time

. Task satisfaction

Task success rate

. Task error rates

SUM score (calculated from 2-5 above)
. Preferences




Major Issues

1. Continue button was hard to find in the sticky
footer and the separate "Continue with FMX"
link would have cause major issues
registering for both courses.

2. Participants regularly missed the fact they
they had to add their "Preventative Care"
session on the SAMs registration course.

3. Cross event sessions overlapped and only
one participant noticed the error in their
schedule

Detailed Findings and Recommendations

Scenario/Task 1: Register for FMX 2016 and SAMs

Recommended Solutions

page of registration.

before payment.

1. Make sure the continue button and the whole
action bar that is currently sticky does not
stick to the bottom of the browser so users
have to scroll down to see the continue button.

2. Option 1) Make it required. Option 2)
Automatically check the session if we are
offering session specific boxes on the first

3. Create a way to inform participants of conflicts

In this test pretend that you want to attend FMX this year and the Orlando SAM working group as well. You arrived on this registration page from

an email prompting you to register for FMX. Remember you want to also attend the SAM working group. Please register.

N

7

Success  Satisfaction Time SUM

100% 8.29/10 3:24 92.8%

Questions and Answers

Question

Why are we asking for your address and phone number?

Summary of Answers

To send me stuff

R wWN R

. To contact us

Is there enough information in the CME session description to make a buying decision? Add CME credits

When do you usually book your hotel?

Hi
gh

Findings

Continue button was hard to find in the sticky footer, even when
contrast was changed to make it more visible.

Continue button in the FMX box made people skip the task of
adding additional courses

Immediately following - 4
Separately - 3

. Book right after registration
. Because you always do

Make sure it's updated in your database

Early to make sure to keep a spot - 1

Recommendations

Remove the sticky footer and forcing every visitor to
scroll down to the bottom of the page to make sure
they don't skip anything they intended not to skip.

Remove the "Continue to FMX" button that shows up
in the top of the select registrations box to reduce
errors.

Responsible Party
[Ticket

& EV-360 - JIRA
project doesn't exist or
you don't have

permission to view it.

& EV-42 - JIRA project
doesn't exist or you don't
have permission to view

it.


https://aafp-org.atlassian.net/browse/EV-360?src=confmacro
https://aafp-org.atlassian.net/browse/EV-42?src=confmacro

Low Special needs after celebration tickets were (nearly) missed by one

participants.

M  Duplicate special needs for bundled events confused participants
ed

Low ABFM disclaimer asks participants to check with the ABFM. Most
participants said they would lie and check the box anyway. One
participant said they would abandon the application on that point.

Hi  Participants regularly missed the fact they they had to add their
gh "Preventative Care" session on the SAMs registration course.

M  Sold out events appear to be open
ed

M  Capacity (2 /100) confused participants. Is that 98 available spots
ed or2?

Low Non-fee celebrations confused one participant.

Hi  Cross event sessions overlapped and only one participant noticed
gh the error in their schedule

Low Participants did not immediately know that an email was sent to
them.

Scenario/Task 2: Save Registration

Remove sticky nature footer

Find a way to combine special needs and move it to
the "about you" screen to remove association with
the particular event.

Rephrase the disclaimer to say "I am eligible to
participate in this Self Assessment Module." and
provide a link to the ABFM for easy checking on this

page.
Option 1) Make it required.
Option 2) Automatically check the session if we are

offering session specific boxes on the first page of
registration.

Disable / remove "Add" button to sold out courses

Do the math for participants and label the field
something like "Available Seats" (98)

Make free events say “free" to reduce confusion.

Create a way to inform participants of conflicts before
payment.

Make indication that email confirmations have
already been sent more visible and obvious.

What if you had to walk away from the application for a day, what would you do?

N  Success

6 67%

& EV-360 - JIRA
project doesn't exist or
you don't have

permission to view it.

e"i\. EV-395 - JIRA
project doesn't exist or
you don't have

permission to view it.

Stephanie Kim

& EV-352 - JIRA
project doesn't exist or
you don't have

permission to view it.

e"i\. EV-342 - JIRA
project doesn't exist or
you don't have

permission to view it.

.& EV-342 - JIRA
project doesn't exist or
you don't have

permission to view it.

.& EV-397 - JIRA
project doesn't exist or
you don't have

permission to view it.

e"i". EV-398 - JIRA
project doesn't exist or
you don't have

permission to view it.

.& EV-356 - JIRA
project doesn't exist or
you don't have

permission to view it.


https://aafp-org.atlassian.net/wiki/people/6124040124912a0069d84909?ref=confluence
https://aafp-org.atlassian.net/wiki/people/6124040124912a0069d84909?ref=confluence
https://aafp-org.atlassian.net/browse/EV-360?src=confmacro
https://aafp-org.atlassian.net/browse/EV-395?src=confmacro
https://aafp-org.atlassian.net/browse/EV-352?src=confmacro
https://aafp-org.atlassian.net/browse/EV-342?src=confmacro
https://aafp-org.atlassian.net/browse/EV-342?src=confmacro
https://aafp-org.atlassian.net/browse/EV-397?src=confmacro
https://aafp-org.atlassian.net/browse/EV-398?src=confmacro
https://aafp-org.atlassian.net/browse/EV-356?src=confmacro

Se  Findings Recommendations Responsible Party/Ticket

ve

rity

Change the "Continue" buttons to say "Save and & ) )
EV-358 - JIRA project doesn't exist

Low Save button was frequently missed. Participants
Continue" to increase awareness of the save feature.

seemed to assume there wouldn't be a save option.
or you don't have permission to view it.

Scenario/Task 3: Edit Registration
Let's say that it had been a few days and you decided to attend symphony tickets for yourself and a guest after all. How would you add that to

your registration? [From AAFP.org]

N  Success Satisfaction Time SUM

7  89.3% 8.14/10 0:47 89.3%

Questions and Answers

Question Summary of Answers

Events (Register Button) - 3
My Account - 3

Email Confirmation - 2
Search for FMX - 1

Where would you look to edit your registration?

Se Findings Recommendations Responsible Party/Ticket

ver

ity

Low Editing "Other Options" cause confusion even
immediately after completing registrations

Use more specific titles for session groupings Stephanie Kim
even if that means adding additional steps.

Med Participants did not understand the guest / Find a way to combine them visually e‘i\'-, V400 - JIRA brofect d )
- - project doesn't exist or

attendee ticket relationship
you don't have permission to view it.

Screens


http://AAFP.org
https://aafp-org.atlassian.net/wiki/people/6124040124912a0069d84909?ref=confluence
https://aafp-org.atlassian.net/wiki/people/6124040124912a0069d84909?ref=confluence
https://aafp-org.atlassian.net/browse/EV-358?src=confmacro
https://aafp-org.atlassian.net/browse/EV-400?src=confmacro
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Exit Questions / User Comments

Question Summary of Answers

Was the process for registering for related conferences at the same time confusing or clear? Clear - 4
Confusing - 2

How do you feel about the time it took to complete your registration Fine - all

Describe your experience in 1-3 words Straight-forward - 4
Easy - 2
Standard - 1
Simple - 1
Painless - 1
Quick - 1
Succinct - 1
Step-by-step - 1

Free Comments:

| would want to see the entire schedule before proceeding and would leave to go look for it. - Jim

Do you take PayPal?... That would be faster (than filling out his CC info) - Jim

| usually register so far in advance (that) | don't know what | want to do at that point - Lindsey

If it is close to an event and a session has a low sign up (a lot of seats available) that might deter someone from coming - Kell
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