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Introduction

In the process of improving the new account portal provided by the IT-CDA-IC team, a usability study was
launched at the end of 2020.

For the purpose of that study, a series of tasks was handed over to 10 CERN employees who consequently
contributed to the project with their feedback regarding their experience with the application.

In the following slides, we shall present the tools used for the study along with the material which we were
able to gather upon completion and finally the actions taken.
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Project Setup

In order to organize a remote usage observation, allowing the users to complete the requested actions on the
portal in their desired timeframe, the tool loop11 was used.

Through this tool, we constructed the scenarios through which the users would be able to exploit the
application as much as possible.

To initiate the test, each subject was required to grant access to their screen, microphone and camera, since
verbal input was also taken into account besides written comments throughout the tasks.
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Loopll: Project format.

B Final V - Usability Tests for Users por ...

1

Choose Project Format

Choose Moderated if vou wish to watch &
Type 9 interact with the participant as they
progress through the project.
o Un-Mc

Project Title Internal use only, not seen by participants

Final V - Usability Tests for Users portal Application

Language

English

For this project screen recording

is required for all participants

For this project webcam/face recording

is required for all participants

For this project audio recording

ic reanirad for all narticinontc

Ll

Preview
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Loopll: Defining the tasks.

B Final V - Usability Tests for Users por ...

1 Choose Project Format

2  Tasks & Questions

A project is a collection of tasks and questions.

For example, a task might be: "Find the page on our website that has our contact details.”

A zood question might be: "How would vou rate the ease of finding what you need on this website?”
You can find more information here on creating good task scenarios.

Participant Introduction

O Task Step 2.1
Type: Standard

Change your CERN password.

Question QStep2.1
Multiple Choice (1 answer)

Are the password requirements clear? If not, please speak out
loudly why, before you click on *“NEXT" below.

M Tacl Ctan 29
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Loop11: Users’ videos.

SAITIPIE FIUJECL / FdI LICIpPAriL 4

@ Amazon Mechanical Turk x| (B9 Loop11 Ul X Y Studio Updates — Fyre

tps//www.fyreagency.com

FYRE AGENCY ABOUT CLIENTS EXPERTISE BLOG CONTACT

0%

Complete Please see if you can find information on the types of companies and

_ Tom - -

industry sectors the Fyre Agency has worked with

Abandon Task Task Complete
Move

- deSighie
& 8 L |
D

How to keep up and make design
decisions quickly

There is a lot of talk in recent times about slowing down. Slow food, slow

living and sl E here is

Loop! er Testing is sharing your screen with www.loog

User video example used from Loop11 tutorial for CERN users’ privacy purposes.

Exit ®

Daniel Loewus-Deitch
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Loopll: Participants overview.

Draft

0
Final V - Usability Tests for Users portal Application /3%

Task Success
(h UNMODERATED  Created: 30 Nov 2020  Modified: 19 Feb 2021
Last 5 participants Browser / 05/ Device
P:-::rticipantZ? ) ) {;j ‘:.,5 [:J
Villefranche-sur-Saone, Auvergne-Rhone-Alpes, France -
ParFicipantIE{:F | & A l:]
Zurich, Zurich, Switzerland B
Participant 25 @ ‘:.,5 l:]
Zurich, Zurich, Switzerland -
ParFicipantli'ﬁlF | & A l:]
Zurich, Zurich, Switzerland -
ParFicipantIZSF | @ A [:J
Zurich, Zurich, Switzerland -
s

14%

Task Fail Task Abandon

Date/Time

07:21PM UTC

04 Dec 2020

R T ——
10:58 AM UTC

VA e T
L% oy WL AIHILI'\-'I

10/20

Participants

Success

68%

0%

0%

0%

0%

Fail

18%

0%

0%

0%

0%

anw

Editproject More

Abandon Duration

12% 18:17

100% -

100% -

100% -

100% -
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Loopll: Result report.

Total tasks & questions

Success Fail Abandon SuUS NPS Lostness Avg duration
62% 13% 0.38 02:52
Task 1: Gift to animal fund Task 2: Recurring gift

Success (69%) Fail (23%) Abandon (8%) Success (77%) Fail (8%) Abandon (15%)

Result report example used from Loopl11 tutorial.
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Loopll: Lostness.

The lostness rate calculation, allows the calculation of the lostness in each task per person. Lostness rate is
calculated manually or with a spreadsheet using the formula above.

Where:

* R is the minimum number of pages (pop-up windows or visible changes on the page included) that must
be visited for the task.

« S s the total number of visited pages (pop-up windows or visible changes on the page included).
» N is the number of different pages visited (pop-up windows or visible changes on the page included).

L varies from O to 1 where 0 corresponds to zero losses and 1 to user being fully lost. For the purpose of
these tests, we assigned 1 to the tasks were the users failed to complete the task. For a value of L above
0.4 it is recommended to make changes to the website.

N
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Loopll: Lostness Results Overview.
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Tasks and Usability based alterations
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Task: Change your CERN Password.

%) Change password for account: mfava

Current password

New password

Password requirements:

Confirm new password © At least 8 characters long, with character

restrictions.

I confirm that | have read. understood and will abide by the CERN Computing Rules (QC5) *

* Change password for account: mfava

Current password

Miw pantword

Password requirements:

Confirm new password 2]

C' Change password for account: mfava

Current priiwedd

Hew parsword

Password requirements:

Confiem new passwond
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Task: Configure multifactor authentication.

Second Factor Authentication

Second Factor Required

For security reasons you can only modify your Second Factor settings if you are authenticated with a Second Factor token. All CERN Users with a smart phone are able to
authenticate using a Second Factor, you just need to download and register a One-time-password (OTP) application, see the Documentation for suggestions. Log out now and
authenticate again, choosing the Log in with Two-factor option.

Log in with your CERN account Two-factor authentication @ ) _ o
Log in with your CERN account One-click authentication @
(=} Log in with Two-factor

Username @
o] Kerberos

Username @
One-click authentication @

Password
@ Log in with Kerberos
Password
Forgot Password? Authenticate through your home institute @
5 eduGAIN
—_—
[_] Remember me Forgot Password?

Log in with your social account @
Reminder: you have agreed to comply with the CERN

Computing Rules, in particular OC5, CERN implements Some sodial account providers, e.g. Facebook, may use
- . knowledge about your access to CERN for purposes such as LOg In
the measures necessary to ensure compliance.

profiling.

g in ® f

Reminder: you have agreed to comply with the CERMN
Log in with yaur email © Computing Rules, in particular OC5. CERN implements
the measures necessary to ensure compliance.

(v Guest access
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Task: Switch to using an external email instead of
your CERN email.

Use an external email address: . .
Use an external email address:

By choosing to proceed with this step, you are switching to using the external email address below as your primary email address. Your CERN
mailbox will be deleted and mails sent to the old email address will be delivered to your external one. Before proceeding, please consider backing up
the email messages from your CERN mailbox.

Your existing CERN mailbox will be deleted!

Before proceeding, you might want to backup your email messages.

If you are a CERN Member of the Personnel, please take nate of the serious implications on data privacy and on CERN's privileges and FavamarQ'Z@outlcok.com
immunities as an intergovernmental organization before switching to an external address.
CERN Bulletin article: Don’t let your mail leak.

If you are a CERN Member of the Personnel, please take note of the serious implications on data privacy and on CERN's privileges and immunities as
an intergovernmental organization before switching to an external address.

f 92 @outlook. o 4
avamarsSoutiooi.com CERN Bulletin article: Don't let your mail leak.

| confirm that | want my CERN mailbox to be deleted.
| confirm that | want my CERN mailbox to be deleted.
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Task: Set up an email Alias.

Computing Group 7 i
Substitute addresses with

alternative name spelling. Mails

& MailAlias a — sent to an alternative email address - - : - - - 4
M will be delivered to the primary e EiE RS

Email Address — email address.
BN Y o R Useasmailaddress B & Alternative email addresses ?

Email MailAlias
Primary Email Address

Alternative email addresses + Add new email
v Confirm updates

Add new alias: ¥ Add new alternative email address

name.surname

@cern.ch

@ Email cannot be empty %
® Email must contain at least one dot within the name. %
(You cannot use special characters except from: ., -, _, ')
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Task: Create a new Service login.

S Create anew Login
8 Create anew Login

Login * -
Login

This login is already in use
Display name ™
Display name *

Description ™

Description *
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Task: Navigate to the ed
created Service login.

Other Accounts > Selected account

.._ CERN login: potato

Computing Group 7 Unknown group

Display Name Po Tato

Forwarding Address maria.fava@cern.ch

UPN petate

uib

GID

Description ‘ ‘

v Confirm updates [od Set Forward Email c Reset Password -+ Change password

t page of your new

Other Accounts > Selected account

a CERN login: favasrvc

Computing Group 7

Display Name

> Username

Unique Identifier

Group |dentifier

Description

def-cq (gid-ReE)

| Fava Service Test ‘

favasrvc

| CERN ‘

c Reset password ) Change pas;iword | Reassign Account v Confirm updates [ad Set Forward Email

v
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Task: View the groups in which you are a member.

Groups

2ee> My Groups: 99

& (1)Requests

Groups
Groups identifier: equals contains | Limit: 100
28s My Groups
Name Identifier Description
Identifier Display Name Description
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Task: Create a static or dynamic group.

A& Create new static group % Create new dynamic group

; % 28 Create new static group

& Create@ static group

* Group identifier: bla-bla (]
* Group identifier :
* Group display name: * Group display name: { fava-testing [ ] }
The Group display name is already taken!
* Description : .
* Description: ‘ |
L )
Administrator group: None a
> Administrator group: None
Resource category @ : @) Test Official Personal
Expiration date: Resource category © © () Test Official Personal
Self-subscription policy: (@) Closed Open CERN Users
Expiration date:
Privacy policy: @) Group administrators Open Members
Self-subscription policy : Open CERN Users
Approval required?:
Privacy policy: Group administrators Open Members
Approval required?:
Create
CERN
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Conclusion

Overall, the participants showed positive response towards their experience while performing the given
tasks.

The majority of them faced similar difficulties and a strong need for further explanations and guidance was
observed.

By adding tooltips, further input guidance, direct navigation paths etc, we aimed to improve the user
experience and we are continuously refining the design and functionality of the application in order to
accommodate its users.
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Thank you!
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