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EXECUTIVE SUMMARY

The following summary describes this usability report on the GPS LifePlan eFolio Questionnaires.

Background
GPS LifePlan is an online goal setting and planning curriculum. One major component of the curriculum involves 
completing a set of questionnaires that are found on eFolio. We were asked by Paul Wasco (formerly of eFolio 
Minnesota) to study the usability of these questionnaires from the perspective of Century College students. 
Century College is a two-year college located in White Bear Lake, Minnesota. The school is associated with the 
Minnesota State Colleges and Universities System. 

Methodology
In preparation for the usability test, we employed research and analysis tools to obtain necessary background 
information about GPS LifePlan Century College users and their goals within the product, including typical 
use scenarios and tasks. On March 30, 2013, our team conducted a usability test of the GPS LifePlan eFolio 
Questionnaires at Century College. The goals of the test were to measure levels of usability, learnability, and 
satisfaction with the product. We also designed the test to get the participants’ ideas and feedback on how 
to improve the product where needed. Six students were selected to participate in the test based on their 
resemblance to characteristics of typical users of the product. 

Following instructions, consent forms, and a pre-test to assess prior knowledge, skills, and attitudes toward the 
product in general, the participants were each given six tasks to complete within the product. During the tasks 
the participants were asked to share their thoughts and working processes. After each task, the participants 
rated their experiences and shared additional comments on a post-task questionnaire. At this time, if the 
participants were unable to complete the task, they were briefly interviewed for details in what we call a ‘Critical 
Incident Analysis.’ When all of the tasks were covered, the participants completed a post-test, which addressed 
their overall impressions of the product.
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Findings and Recommendations
The based on the participants’ feedback and performance on the usability test, we found that the greatest 
usability challenge with this product is related to the difficulty of learning how to set up and use it. Overall, the 
participants found the questionnaires fairly easy to use - some even enjoyed using them. However, because of 
inadequate instructions and help resources within eFolio, the participants faced inefficiency and were confused 
when they attempted to get started with the product. 

The table below lists specific usability issues that the participants identified during the test. The items are listed 
in order from high priority concerns that should be addressed immediately, to lower priority concerns that 
can be implemented at any time. These items are followed by corrective actions that the participants proposed 
to resolve these issues. We are confident that these user-centered solutions will greatly improve the user 
experience of the GPS LifePlan eFolio Questionnaires.

USABILITY ISSUE/ITEM          PROPOSED CORRECTIVE ACTION
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y

Instructions for setting up and 
using the questionnaires are not 
clear and/or accurate.

è
Create and publish a single set of accurate, easy to read, step-by-
step instructions for setting up and using the questionnaires.

The ‘Help’ feature within eFolio 
was difficult to navigate and was 
not helpful in providing support.

è
Add basic search functionality and/or an FAQ to the ‘Help’ feature 
in eFolio to enable users to review instructions and related help 
resources as needed. 
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Instructions on external pages/
sites were difficult to apply 
because they required the users 
to flip back and forth between 
windows numerous times.

è

Create a single source for instructions that is available to view 
from within the user’s eFolio account. (The participants suggested 
that the ‘Help’ feature would be an ideal location to view these 
instructions.)

Instructions did not have 
enough imagery, and/or the 
imagery was not sufficiently 
labeled.

è Include labeled screenshots with each step in the instructions.

The ‘Add Visitor’ feature was 
hard to spot. è

Include this item as an optional part of the instructions for the 
GPS LifePlan questionnaires.

Lo
w
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y

The ‘Complete,’ ‘Edit,’ and ‘Save’ 
buttons in the questionnaire 
browser were a little difficult to 
spot. 

è
Move the buttons up in the window to a more central, visible 
location, and/or enable the users to open the questionnaires by 
simply clicking the name of the form.

The link to eFolio on the GPS 
LifePlan website is a little diffi-
cult to spot.

è
Place the link in a more noticeable location (such as the main 
menu) and/or place other visual emphasis on the link such as font 
size, weight, color, etc.
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BACKGROUND AND INTRODUCTION

About the Product
GPS LifePlan is a web-based goal setting and planning curriculum that was designed by Century College in 
2006. GPS LifePlan has since been adapted by other schools in the Minnesota State Colleges and Universities 
(MnSCU) System, and new versions of the plan have been customized for users in the workforce, military, and 
secondary schools. Currently, there are three components to GPS LifePlan at Century College: the GPS LifePlan 
website (at http://www.gpslifeplan.org/century), which contains general information, checklists, and eLearning 
lessons; training workshops, which take place on campus; and questionnaires, which are activity forms completed 
in the students’ eFolio accounts (eFolio is an online portfolio builder, and is another product associated with 
MnSCU; details can be viewed at http://www.efoliomn.com).

About this Report
The usability study detailed in this report focuses on the user experience of the GPS LifePlan Questionnaires 
from the perspective of Century College students (see above, Figure 1 for an example of the product). The 
purpose of this study was to determine if improvements could be made to make the questionnaires easier 
for these students to learn and use. In order to make this determination, we used a variety of research and 
analysis methods to learn about the users and their goals within the product. Based on our findings, we planned 
and conducted a formal usability test of typical product tasks with a sample group of users. The participants’ 
feedback and performance on these tasks helped us to produce metrics on the usability, learnability, and likability 
of the product. We then analyzed the results, and used the data and the participants’ feedback from the test to 
create an itemized strategy to maximize the usability of the product. The following report contains our research 
on users and the product, the methodology and procedure for the usability test, the findings from the test, and 
related user-centered recommendations.

Figure 1. This is the product that this report focuses on - the GPS LifePlan Questionnaires in eFolio, 
as experienced by Century College students.
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THE PRODUCT USERS

Prior to designing the usability test, our team conducted research to learn more about the users and their 
goals within the product. Our research and analysis efforts included collecting internal information from key 
contacts at Century College and eFolio, a survey of users from Century College, and a user persona/cognitive 
walkthrough. 

Internal Information 
To learn more about the demographic of the questionnaire users, we first interviewed Michelle Jersak, GPS 
LifePlan Outreach Coordinator at Century College. She informed us of the following background information 
about GPS LifePlan users:
· The average age of a user is 18-22.
· Users typically have some prior experience with eFolio. (All new students at Century must take a founda-

tion class called New Student Seminar, wherein they are required to setup an eFolio account.)
· Users are ethnically diverse as a group.
· Users are typically Federal Pell Grant recipients (they qualify for financial aid).
· Users may have scored low on reading competency in college entrance exams and are subsequently as-

signed to take remedial 0080 classes before taking freshmen-level classes.  
· Some users may have low digital literacy.
· Some users may have a learning disability.

To learn more about the goals of our users, we interviewed Randy LaFoy, GPS LifePlan and eFolio Media 
Coordinator at Century College. Mr. LaFoy works directly with the users on the questionnaires; therefore, he 
was able to provide some background information* ** related to the typical use scenarios for the questionnaires:
· Questionnaires are typically an assignment for a class lesson and/or workshop that the users are participat-

ing in.
· Mr. LaFoy usually goes to classes/workshops to provide the participants with a tutorial on setting up and 

using the questionnaires.
· Users do not typically find the questionnaires without direction from an instructor.

* Mr. LaFoy told us that the GPS LifePlan eFolio Questionnaires have been used since fall 2012; thus, there are only a 
handful of students who have used them before. Prior to last fall, students used a worksheet.
**Under direction from our instructor, Dr. Quan Zhou, and the (former) eFolio project sponsor Paul Wasco, we 
determined that it would be impractical to conduct a usability study of the product within the context of a class 
or workshop. Thus, in contrast to Mr. LaFoy’s description above, the use scenarios that follow are based on an 
asynchronous learning context, which is prompted by an instructor or advisor.

To further explore the goals and tasks of our users, as well as any product-related usability issues, we reached 
out to Theresa Theisen, who is the director of the eFolio help desk (and other related MnSCU projects). The 
help desk did not have data related to the questionnaires and/or GPS LifePlan, but Ms. Theisen did provide 
us with transcripts of help desk inquiries from the last 12 months that included the keywords ‘questionnaire,’  
‘signup code,’ or ‘GPS.’

Using the spreadsheet provided by Theresa, we reviewed the transcripts for relevancy to our usability study. 
Of 467 transcripts, 70 (15%) were found to be relevant to our users. Only five of these transcripts (1%) were 
directly related to the GPS LifePlan Questionnaires. The remaining 65 (14%) were questionnaire inquiries in 
general.
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THE PRODUCT USERS

Internal Information (Continued)
Next, we analyzed the relevant eFolio help desk data for trends. Two distinct categories emerged: issues related 
to setup and accessing the questionnaires, and issues related to working with the questionnaires, including 
editing, saving, and posting them. Below are the details of this analysis. 

· In the 65 transcripts related to the questionnaires in general, 80% were related to setup and access. Access 
issues included: 

o Needs signup code.
o Already using eFolio, but needs to add signup code.
o Needs access to group content (including questionnaires). 
o Questionnaires “disappeared” from sponsor content when the user tried to return to them (the 

questionnaires were moved to another location).
o Not able to find questionnaires.
o Needs instructions on finding a specific questionnaire.

· Twenty percent of these transcripts were related to working with the questionnaires, including: 
o Errors when pasting text into questionnaire from other documents.
o Not able to find saved questionnaires.
o Multiple versions of same questionnaire saved.
o Needed instructions posting saved questionnaire content to eFolio site.

· In the five transcripts related to the GPS LifePlan Questionnaires, 80% (coincidentally) were related to 
setup and access, including:

o Already using eFolio, but needs to add signup code.
o Needs access to group content (including questionnaires). 

· One of these transcripts (20%) was related to working with the questionnaires, including:
o Needs instructions for posting saved questionnaire content to eFolio site.

Survey
After collecting and considering the information about the users and use scenarios from internal sources, we 
determined that it would be advantageous to hear from students who are the potential users of the product. 
Our team wanted to know more about these students’ backgrounds and needs, as well as their prior skills, 
knowledge, and attitudes that might relate to the eFolio product. We also wanted to learn more about users 
who had prior experience with the GPS LifePlan questionnaires, but unfortunately, for reasons discussed in the 
previous section on internal information, we determined that we would not likely have access to a substantial 
sample of students with this type of experience. With all of these considerations in mind, we devised a concise, 
10-question survey to be delivered electronically via SurveyMonkey (see ‘Appendix A’). 

Mr. LaFoy kindly agreed to help our group distribute the survey to students whom he thought would fit the 
profile of a typical user. As an incentive to the participants, we offered a drawing of a $25.00 amazon.com gift 
card. On Monday, March 11, 2013, the survey was distributed to over 70 students. On Wednesday, March 13, 
20113, the survey was closed, and our group collected the data. *

*Note: All statistics listed are calculated with a confidence level of 95% and a confidence interval of (+ or -) 2. 
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Sixty-six students submitted their responses to the survey. The data suggested some new information about our 
users: 

· Internet use is strong: The majority (74%) reported that they spend more than three hours a week online. 
This could indicate that the digital literacy of the users may be higher than suggested by internal sources. 

· Video is the most popular form of Internet-based media among these users: Seventy-six percent of re-
spondents indicated that they prefer it. This suggests that video formats may be a good solution for pre-
senting information to these users.

· Most found eFolio easy to use and learn: Eighty percent indicated that it was easy to use. Eighty-two per-
cent indicated that it was easy to learn.

· Fifteen percent indicated that eFolio was not easy to use. The following are the summarized explanations 
from the respondents: 

o Additional guidance/instructions are needed
o Adding new content is counter intuitive
o Uploading content is difficult
o Too much information
o Not enough customization 

· Fourteen percent indicated that eFolio was not easy to learn. The following are the summarized concerns 
from the respondents: 

o Too much work
o Difficult to navigate
o Content is disorganized/counter intuitive
o Adding new content takes a while to figure out

Some of the information that we received from the survey was fundamentally consistent with what we had 
gathered from internal sources:

· Age: The average age of these users was around that of traditional higher education, and slightly older. The 
majority (80%) of respondents are 18-34 years old. Forty-four percent are 18-24.

· Diversity: The sample surveyed was somewhat diverse based on gender (66% male, 33% female). Fifteen 
percent of the respondents reported that they primarily speak a (non-English) language at home. These 
languages include Somali, Hmong, and Swahili. 

· eFolio use: Ninety-two percent of the students surveyed had used eFolio before. Eighty-six percent learned 
eFolio at Century College.

In addition to new information and information that was supported by our internal sources, one of the 
questions revealed a false assumption on our part: Question #3, which asked participants to indicate how many 
college, university, or technical school courses they have completed, was intended to capture the students’ 
progress with their education. Because of the age range and information related to entrance scores we 
received from our internal sources, we had assumed that the typical questionnaire user would be new to higher 
education. The data from this sample indicates that this may not always be the case. The response was divided 
among those who had taken more than six courses (51%), those who are just getting started (18%), those who 
have taken 1-3 courses (18%), and those who have taken 4-6 courses (12%). 
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THE PRODUCT USERS

User Persona and Cognitive Walkthrough
The third component of our research and analysis preparation for this usability study was a persona and 
cognitive walkthrough. 

The purpose of the persona activity was to enable our team to envision a real user in detail, including the user’s 
background information, prior knowledge, skills, attitudes, and goals, as well as the context in which the user 
encounters the product. We used the information we obtained from internal sources to develop this character, 
Becky Dehal. 

Because Becky represents a typical GPS LifePlan participant at Century College, we were able to use the 
persona to picture what her goals might be related to the product. We then determined what tasks would be 
necessary in order to accomplish these goals. Six major tasks were selected, and our team then completed these 
tasks in the product while recording our imagined experience from Becky’s perspective.

The process of completing this cognitive walkthrough enabled us to broadly define some areas of the product 
that work well, and others that may be difficult to use or learn. To summarize, our findings suggested that the 
GPS LifePlan Questionnaire products themselves were quite usable for Becky, but there were also a number 
of critical barriers in obtaining accurate instructions on the questionnaires and setting them up to use in eFolio. 
Specifically, we found:
· Instructions for setting up the GPS component on an existing eFolio site are hard to find, inaccurate, insuf-

ficient, and/or inconsistent. 
· Instructions for setting up and using the questionnaires within eFolio do not exist. 
· Instructions that have illustrations and minimal text may be preferable for this user.

Based on these findings, we theorized that it would be very difficult for a user like Becky to accomplish her 
goals in the product without seeking out the eFolio help desk or the assistance of an instructor. This theory was 
consistent with the patterns we observed in the eFolio help desk transcripts. 
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USABILITY TEST PARTICIPANTS

Below are the details that describe the participants 
of the usability test in terms of the demographic 
information they provided to us in the Screener 
(see ‘Appendix B’) and the information about prior 
knowledge, skills, and attitudes toward the product 
they provided in the Pre-Test (see ‘Appendix E’) . 
All of this information was collected before the 
participants began testing the product.

Based on review of the data collected from the 
Screener and Pre-Test, we have confidence that the 
participants we selected for the test are matched well 
in terms of the knowledge, skills, and demographic 
characteristics of typical eFolio GPS LifePlan 
Questionnaire users. We also feel confident that our 
participant’s prior attitudes toward the eFolio and 
the GPS LifePlan products are balanced fairly, and are 
representative of users on the whole.

Gender
Three of our participants (50%) identified themselves 
as female, and three participants (50%) identified 
themselves as male.

Age
Two participants (33.3%) identified themselves as 
18-24 years old. Two participants (33.3%) identified 
themselves as 25-34 years old. The remaining two 
participants (33.3%) indicated that they were older 
than 35.

Enrollment Status
Participation in the usability study was limited to 
students with current enrollment status at Century 
College. 

Internet Use Background
All of our participants (100%) indicated that they 
typically use the Internet for more than three hours 
per week.

eFolio Use Background
All participants (100%) had previously set up an 
eFolio account and used eFolio. Five participants 
(83.3%) had learned eFolio at Century College. One 
participant (16.7%) had learned eFolio at St. Cloud 
State University.

All participants (100%) indicated that they had logged 
in to their eFolio profiles within the last six months. 
All of the participant’s eFolio accounts (100%) were 
active as of the date of the test. 

eFolio Skill Level
All participants (100%) rated their skill level with 
eFolio as intermediate.

eFolio General Impressions
Three of the participants (50%) had favorable 
impressions of eFolio. Their descriptions of eFolio 
included the words ‘cool’ and ‘useful.’  Three 
participants (50%) had less favorable impressions 
of eFolio. Their descriptions included the words 
‘annoying,’ ‘too many log ins,’ and ‘time consuming.’

Two participants (33.3%) indicated that they liked 
using eFolio. Two participants (33.3%) were neutral/
did not know if they liked eFolio. The remaining two 
participants (33.3%) indicated that they did not like it.

eFolio Ease/Difficulty of Learning
Three participants (50%) stated that the process of 
learning to use eFolio was difficult for them. Three 
participants (50%) indicated that it was easy for them 
to learn. 

eFolio Ease/Difficulty of Using
Five participants (83.3%) indicated that eFolio was 
easy to use once they learned it. One participant 
(16.7%) indicated that it was somewhat difficult to 
use once they learned it.

GPS LifePlan Background
None of the participants (0%) had completed the 
GPS LifePlan eFolio Questionnaires before. 

Two participants (33.3%) indicated that they were 
participating in GPS LifePlan, and the remaining four 
participants (66.7%) indicated that they were not 
participating. 

Four participants (66.7%) indicated that they had 
heard of GPS LifePlan before the usability test. Two 
participants (33.3%) indicated they had not heard of 
it before.
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USABILITY TEST METHODOLOGY

Test Methodology Overview 
The purpose of our usability test was to learn more about the product from the perspective of students 
who fit the profile of real users. Our goal was to collect data on the participants’ experiences with the GPS 
LifePlan eFolio Questionnaires as they worked on typical tasks, and to get their feedback during and after the 
tasks. Besides collecting the participants’ feedback and interactions with the product, we asked the participants 
to identify items or areas within the product that they felt could use improvement. We also asked the test 
participants to describe how they would fix specific issues they had and/or to describe how to improve the 
product overall. As the participants acted on these items, our team logged extensive notes. We also recorded 
videos of each participant’s test. Following the test, we aggregated and analyzed the all of the data and feedback 
from the test records; the results of which follow this methodology section. 

Test Setup and Environment
The usability test took place on Saturday, March 30th, 2013, on the West Campus of Century College.  We 
conducted the test in Computer Room W3120, which is a private computer lab outfitted with desktop PCs and 
high-speed Internet access. The usability team arrived 30 minutes before the test to set up the computers and 
video cameras.  The first test began at 12:00 p.m. Below is the testing schedule that was used throughout the 
day. 

Test Schedule 

12:00 – Participants 1 & 2  Arrived  1:15 –  Participants 3 & 4 Arrived 2:30 – Participants 4 & 5 Arrived

12:00-12:10 Greeting and Pre-Test 1:15-1:25 Greeting and Pre-Test 2:30-2:40 Greeting and Pre-Test

12:10-12:15 Task #1 1:25-1:30 Task #1 2:40-2:45 Task #1
12:15-12:20 Post Task #1 
Questionnaire

1:30-1:35 Post Task #1 
Questionnaire

2:45-2:50 Post Task #1 
Questionnaire

12:20-12:25 Task #2 1:35-1:40 Task #2 2:50-2:55 Task #2
12:25-12:30 Post Task #2 
Questionnaire

1:40-1:45 Post Task #2 
Questionnaire

2:55-3:00 Post Task #2 
Questionnaire

12:30-12:35 Task #3 1:45-1:50 Task #3 3:00-3:05 Task #3
12:35-12:40 Post Task #3 
Questionnaire

1:50-1:55 Post Task #3 
Questionnaire

3:05-3:10 Post Task #3 
Questionnaire

12:40-12:45 Task #4 1:55-2:00 Task #4 3:10-3:15 Task #4
12:45-12:50 Post Task #4 
Questionnaire

2:00-2:05 Post Task #4 
Questionnaire

3:15-3:20 Post Task #4 
Questionnaire

12:50-12:55 Task #5 2:05-2:10 Task #5 3:20-3:25 Task #5
12:55-1:00 Post Task #5 
Questionnaire

2:10-2:15 Post Task #5 
Questionnaire

3:25-3:30 Post Task #5 
Questionnaire

1:00-1:05 Task #6 2:15-2:20 Task #6 3:30-3:35 Task #6
1:05-1:10 Post Task #6 
Questionnaire

2:20-2:25 Post Task #6 
Questionnaire

3:35-3:40 Post Task #6 
Questionnaire

1:10 Post Test Questionnaire 2:25 Post Test Questionnaire 3:40 Post Test Questionnaire
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Test Procedure 
Our usability test began with a greeting from our Moderator, Tracy Ferrero, and an introduction to the test 
Loggers, Holly Calo and Alison DeRudder Thorpe. The purpose of the greeting and introduction (see ‘Appendix 
C’) was to create a warm, relaxed atmosphere, and to explain the different components of the usability test so 
the participants knew what to expect. The greeting concluded with the participants signing the General Consent 
Form and Video Consent Form (see ‘Appendix D’). These activities took five minutes to complete.

Immediately after the greeting and consent forms, the participants completed the Pre-Test Questionnaire (see 
‘Appendix E’). The purpose of the Pre-Test Questionnaire was to gather insights about the participants’ prior 
knowledge, skills, and attitudes toward eFolio and the questionnaire product before the test. This information 
helped us to understand where our participants were coming from when we later analyzed the data. The Pre-
Test took five minutes for the participants to complete.

Following the Pre-Test, the participants were divided and paired with one of the Loggers to work privately on 
the usability test. At this time, the participants were introduced to the first scenario and task. There were a total 
of six scenarios and tasks covered in the test (see ‘Appendix F’). The scenarios and tasks were selected based 
on the research and analysis of the users and product that we conducted prior to planning the test. Before 
each task, the Loggers coached the participants to understand the task, but the participants were not shown 
how to do it. The participants were given five minutes to complete each task. As the participants worked on 
the tasks, the Loggers kept running notes about the participants verbal commentary, non-verbal behaviors, 
and interactions with the product. The Loggers also kept track of errors, help desk calls, and time on task. The 
participants were informed before each task that they could opt to quit or call the help desk, which would end 
the task before completion. The Loggers ‘called’ the tasks to an end if the participants took longer than five 
minutes to complete them. All of the tasks were video recorded for later review by the usability team.

After each of the six tasks, some of the participants were coached through a Critical Incident Analysis (see 
‘Appendix G’). The Critical Incident Analysis was only applied in situations where the participant was unable to 
complete the task. The purpose of the Critical Incident Analysis was to identify the source of major usability 
issues that the participants encountered. Following the Critical Incident Analysis (or if the participant did not 
experience any major issues, immediately after the task was complete), the participants completed a five-minute 
Post-Task Questionnaire (see ‘Appendix G’). These questions enabled the participants to rate the efficiency and 
ease/difficulty of the task they had just worked on. The participants explained their rating of each item and 
included suggestions for improving the product as it relates to each specific task.

The final activity of the test was the Post-Test Questionnaire (see ‘Appendix H’). These questions were directed 
at the overall experience that the participant had with the product. The participants rated their impressions of 
the products’ usability, learnability, and efficiency. They also rated their level of satisfaction with the product. We 
included Likert scale ranking questions as well as qualitative questions that offered additional opportunities for 
participants to express their comments and share how they would improve or redesign the product. 

When the participants completed the Post-Test, they were debriefed by the Moderator and invited to take a 
snack package and a ‘thank you’ gift of a $25 amazon.com giftcard as they departed.  All of the logging materials, 
Post-Task Questionnaires, and Post-Test Questionnaires were collected and securely filed by the Moderator at 
this time. The same usability test procedure was repeated with all of the participants.  
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USABILITY TEST RESULTS

This section details the results of the usability test. The results are listed 
first by the participants’ feedback and performance on each of the six 
tasks, and then by the participants’ feedback on the product overall. 

TASK #1 RESULTS

The following data describes the participant’s results from the first task. 

The quantitative data listed below was obtained from recording 
each participant’s time on task, the success rate of each participant 
in completing the task (failed, partial completion, complete), and the 
participant’s ranking of items on the Post-Task Questionnaire.

The qualitative data listed below was gathered from participant 
comments during the task, participant comments from the Post-Task 
Questionnaire, and, if the participant was unable to complete the task, 
participant comments from the Critical Incident Analysis.

Task #1: Find instructions on the GPS LifePlan website on 
how to get started with GPS LifePlan questionnaires in 
eFolio.

Time on task
The average time it took for the user to complete/quit/call the help 
desk on this task was 136 seconds. Below are the times for each 
participant.

Participant # 1 2 3 4 5 6

Seconds 102 120 40 85 289 180

Success rate
Success rates were calculated by assigning a score of 1 to participants 
who completed the task, a score of .5 to participants who partially 
completed the task, and a score of 0 to those who quit or called the 
help desk before completing at least part of the task. The average 
success rate for this task was 83.3%. Below are the scores for each 
participant.

Participant # 1 2 3 4 5 6

Score 1 1 1 1 0 1

Critical incidents
We define critical incidents as the issues or events that prevented our 
participant(s) from completing a task. 

One participant (16.7%), Participant #5, was not able to complete 
this task. We conducted a Critical Incident Analysis to find out why. 
Participant #5 provided us with the following: 

“I didn’t know exactly what section it was going to be under.”

In short, the participant could not see the information she needed, and 
after a thorough search, she opted to call the help desk. 

Ease/difficulty of task
On the post-task questionnaire, participants were asked to rate the 
ease/difficulty of the task they had just attempted. The average rating, 
on a scale of 1-5 (where one is easy, three is neutral, and five is difficult) 
was 2.7, which means it was rated neutral on average. Below are the 
ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 1 1 3 4 5 2

easy easy neutral somewhat 
difficult difficult somewhat 

easy 
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Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the ease/difficulty of the task:
· The task was easy because the link to the instructions was imme-

diately visible from the home page.
· The link was not where the participant had expected it to be.

Efficiency/inefficiency of task
On the post-task questionnaire, participants were also asked to rate the 
efficiency/inefficiency of the task they had just attempted. The average 
rating, on a scale of 1-5 (where one is inefficient, three is neutral, and 
five is efficient) was 2.3, which means it was rated somewhat inefficient 
on average. Below are the ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 5 1 2 1 1 4

efficient inefficient somewhat 
inefficient inefficient inefficient somewhat 

efficient

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the efficiency/inefficiency of the task:
· It took time and effort to find the link.
· Too many links to explore.
· The task is efficient because the link did not take long to find.

Non-verbal feedback
During the task, we observed the participants physical behaviors as well 
as their comments and motions on screen. The participants exhibited 
the following non-verbal feedback during this task: 
· Smiling
· Furrowed brow/concentration
· Leaning in close to screen
· Random mouse movement

Suggestions for improvement
The following list summarizes the participant’s suggestions for 
improvement of the product based on their experience with this task.
· Improve search capabilities to include the link to instructions.
· Move the link to the main menu or a more central location.
· Increase the font size/visibility of the link on the home page.
· Put the link to the instructions in the FAQ, and put the FAQ in the 

footer.

Analysis
Based on the qualitative and quantitative data we collected from the 
participants on this task, we have deduced that this aspect of the 
product seems to be functioning fairly well for the users. The success 
rate of 83.3%, the participants’ ratings average  ‘somewhat easy’,  and 
several of the participants’ comments support this rating. Yet there is 
still some room for improvement on the design and location of the 
link to the instructions. While the participants found the ease/difficulty 
task neutral, they also rated it somewhat inefficient overall. Given the 
relative simplicity of the task of finding a single link on a website, the 
average time on task of 136 seconds does seem less than optimal. 
The participants’ feedback was consistent: Five out of six participants 
mentioned that finding the correct link for the eFolio instructions was 
challenging. 

Our usability team would assign a low priority to implementing one 
or more of solutions to improve the usability of the link. Our rating is 
based on the fact that the users are largely able to accomplish what 
they need with the product as it currently exists, but there are simple 
changes that could be made to the interface that would drastically 
reduce user frustration, time on task, and potential barriers to learning. 
These changes are important but not urgent; therefore, they could be 
implemented on the next scheduled update of the website.
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TASK #2 RESULTS

The following describes the participant’s results from the second task.

The quantitative data listed below was obtained from recording each 
participant’s time on task, the success rate of each participant in com-
pleting the task (failed, partial completion, complete), and the partici-
pant’s ranking of items on the Post-Task Questionnaire.

The qualitative data listed below was gathered from participant 
comments during the task, participant comments from the Post-Task 
Questionnaire, and, if the participant was unable to complete the task, 
participant comments from the Critical Incident Analysis.

Task #2: Use instructions from eFolio’s GPS LifePlan Help 
page to set up GPS LifePlan questionnaires on an existing 
eFolio site.

Time on task
The average time it took for the user to complete/quit/call the help 
desk on this task was 215 seconds. Below are the times for each 
participant.

Participant # 1 2 3 4 5 6

Seconds 102 240 284 300 61 300

Success rate
Success rates were calculated by assigning a score of 1 to participants 
who completed the task, a score of .5 to participants who partially 
completed the task, and a score of 0 to those who quit or called the 
help desk before completing at least part of the task. The average 
success rate for this task was 33.3%. Below are the scores for each 
participant.

Participant # 1 2 3 4 5 6

Score 0 0 1 0 1 0

Critical incidents
Four participants (66.7%), Participants #1, 2, 4, and 6, were not able 
to complete this task and opted to quit or call the help desk. We 
conducted a Critical Incident Analysis to find out why. Participants #1, 2, 
4 and 6 (respectively) provided us with the following feedback:

“You had to really look closer to figure it out.”
“It needs a better explanation of where to find it.”
“I could not find the questionnaire instructions.”
“I never found the instructions to set up the questionnaires.”

In short, the participants could not find the answers they needed in 
the instructions that were available. The participants became confused 
and frustrated because the instructions were not specific or clear about 
how to set up the GPS LifePlan questionnaires. 

Ease/difficulty of task
On the post-task questionnaire, participants were asked to rate the 
ease/difficulty of the task they had just attempted. The average rating, 
on a scale of 1-5 (where one is easy, three is neutral, and five is difficult) 
was 3.8, which means it was rated somewhat difficult on average. Below 
are the ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 3 5 4 5 1 5

neutral difficult somewhat 
difficult difficult easy difficult

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the ease/difficulty of the task:
· The task was frustrating and difficult because the instructions 

didn’t provide the information they were seeking.
· It was hard to see/recall the instructions once they were in their 

eFolio account because it opened in another window.
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Efficiency/inefficiency of task
On the post-task questionnaire, participants were also asked to rate the 
efficiency/inefficiency of the task they had just attempted. The average 
rating, on a scale of 1-5 (where one is inefficient, three is neutral, and 
five is efficient) was 1.3, which means it was rated inefficient on average. 
Below are the ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 3 1 1 1 1 1

neutral inefficient inefficient inefficient inefficient inefficient

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the efficiency/inefficiency of the task:
· It took too much time.
· The instructions slowed them down rather than helping them.

Non-verbal feedback
During the task, we observed the participants physical behaviors as well 
as their comments and motions on screen. The participants exhibited 
the following non-verbal feedback during this task: 
· Furrowed brow/concentration
· Leaning in close to screen
· Evidence of impatience
· Fidgeting in chair

Suggestions for improvement
The following list summarizes the participant’s suggestions for 
improvement of the product based on their experience with this task.
· Include clear, step-by-step instructions on what users need to do 

to set up the GPS LifePlan questionnaires in their eFolio account.
· Eliminate this instruction screen so that the user can access 

instructions on the GPS LifePlan questionnaires from within their 
account.

Analysis
Based on the qualitative and quantitative data we collected from 
the participants on this task, we have concluded that this part of 
the product requires attention to amend usability concerns. The 
participants’ success rate in completing the task was only 33.3%, and 
the ratings of ease of use and efficiency were also poor. The participants 
shared many comments to this effect - they were frequently confused 
and frustrated with the instructions. They could not find the information 
they needed to be successful with the task. 

It is apparent that these instructions do not facilitate successful 
completion of this essential task. Besides creating general dissatisfaction 
among users, the instructions may be seriously hindering the user’s 
ability to learn how to use the product. Therefore, we are categorizing 
the improvement of these instructions as a high priority that should be 
addressed and resolved as soon as possible. 
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TASK #3 RESULTS

The following data describes the participant’s results from the third task. 

The quantitative data listed below was obtained from recording 
each participant’s time on task, the success rate of each participant 
in completing the task (failed, partial completion, complete), and the 
participant’s ranking of items on the Post-Task Questionnaire.

The qualitative data listed below was gathered from participant 
comments during the task, participant comments from the Post-Task 
Questionnaire, and, if the participant was unable to complete the task, 
participant comments from the Critical Incident Analysis.

Task #3: Find and follow instructions on setting up the GPS 
LifePlan questionnaires from within the ‘Help’ feature in 
an eFolio account.

Time on task
The average time it took for the user to complete/quit/call the help 
desk on this task was 236 seconds. Below are the times for each 
participant.

Participant # 1 2 3 4 5 6

Seconds 85 289 180 300 260 300

Success rate
Success rates were calculated by assigning a score of 1 to participants 
who completed the task, a score of .5 to participants who partially 
completed the task, and a score of 0 to those who quit or called the 
help desk before completing at least part of the task. The average 
success rate for this task was 16.7%. Below are the scores for each 
participant.

Participant # 1 2 3 4 5 6

Score 0 0 0 0 1 0

Critical incidents
Five participants (66.7%), Participants #1, 2, 3, 4, and 6, were not able 
to complete this task and opted to quit or call the help desk. We 
conducted a Critical Incident Analysis to find out why. Participants #1, 2, 
3, 4 and 6 (respectively) provided us with the following feedback:

“It’s not visible in the help menu.”
“There was no instruction on how to build questionnaires.”
“This is a very important thing, so it should be in the help menu, but it 
doesn’t say it in ‘bold words.”
“There weren’t any instructions, so I didn’t know where to go.”
“I still didn’t find them.”

In short, the participants had a great deal of difficulty using the help 
feature in eFolio to find the information they needed to set up the 
questionnaires because the information was buried too deep.

Ease/difficulty of task
On the post-task questionnaire, participants were asked to rate the 
ease/difficulty of the task they had just attempted. The average rating, 
on a scale of 1-5 (where one is easy, three is neutral, and five is difficult) 
was 4.5 which means it was rated difficult on average. Below are the 
ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 4 5 5 5 3 5
somewhat 

difficult difficult difficult difficult neutral difficult

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the ease/difficulty of the task:
· The task would be too difficult for a new users to learn on their 

own because they would not be able to figure it out without 
consulting for help.

· The help feature did not provide the help they needed.
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Efficiency/inefficiency of task
On the post-task questionnaire, participants were also asked to rate the 
efficiency/inefficiency of the task they had just attempted. The average 
rating, on a scale of 1-5 (where one is inefficient, three is neutral, and 
five is efficient) was 1.5, which means it was rated inefficient on average. 
Below are the ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 2 1 1 1 3 1
somewhat 
inefficient inefficient inefficient inefficient neutral inefficient

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the efficiency/inefficiency of the task:
· The help feature wasted time and still did not help find the in-

structions.
· The information was not where they expected to find it.
· There was no capabilities to search within the help feature.

Non-verbal feedback
During the task, we observed the participants physical behaviors as well 
as their comments and motions on screen. The participants exhibited 
the following non-verbal feedback during this task:

Suggestions for improvement
The following list summarizes the participant’s suggestions for 
improvement of the product based on their experience with this task.
· Enable search of help resources within the help feature
· Build an FAQ into the help feature
· Make the questionnaires an item on the help menu 

· Frowning
· Grimacing
· Furrowed brow/concentra-

tion

· Evidence of impatience
· Leaning in close to screen
· Fidgeting in chair

Analysis
Based on the qualitative and qualitative data we collected from the 
participants on this task, we have concluded that this part of the 
product requires attention to amend major usability concerns. The 
success rate was a mere 16.7%, which means that only one participant 
was able to access instructions from this help feature. The participant’s 
overall high ratings of difficulty and low ratings of efficiency are 
additional evidence that this help feature is not functioning in terms 
of these users’ needs within the product. The verbal and nonverbal 
feedback that the participants provided also supports this claim.

Therefore, we can say with some confidence that the help feature 
needs improvement to enable users to access help and instructions 
to set up and use the questionnaires. The single participant who did 
eventually manage to find some help (through an external link to the 
eFolio Online Support Center) noted that the information she needed 
was buried deeply, and it was not labeled as she had expected to 
find it.  It seems very likely that new users would need to seek some 
help when learning to use the GPS LifePlan questionnaires, so we are 
categorizing the improvement of the help feature as a high priority that 
should be addressed and resolved as soon as possible. 
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TASK #4 RESULTS

The following describes the participant’s results from the fourth task. 

The quantitative data listed below was obtained from recording 
each participant’s time on task, the success rate of each participant 
in completing the task (failed, partial completion, complete), and the 
participant’s ranking of items on the Post-Task Questionnaire.

The qualitative data listed below was gathered from participant 
comments during the task, participant comments from the Post-Task 
Questionnaire, and, if the participant was unable to complete the task, 
participant comments from the Critical Incident Analysis.

Task #4: Use the instructions located on page 4 of the ‘Ca-
reer Interests and Exploration’ activity to set up and use 
the GPS LifePlan questionnaires in an eFolio account. 

Time on task
The average time it took for the user to complete/quit/call the help 
desk on this task was 174 seconds. Below are the times for each 
participant.

Participant # 1 2 3 4 5 6

Seconds 262 240 122 240 65 115

Success rate
Success rates were calculated by assigning a score of 1 to participants 
who completed the task, a score of .5 to participants who partially 
completed the task, and a score of 0 to those who quit or called the 
help desk before completing at least part of the task. The average 
success rate for this task was 75%. Below are the scores for each 
participant.

Participant # 1 2 3 4 5 6

Score 0 1 .5 1 1 1

Critical incidents
One participant (16.7%), Participant #1, was not able to complete this 
task and opted to call the help desk. We conducted a Critical Incident 
Analysis to find out why. Participant #1 provided us with the following 
feedback:

“There are too many links; too many places to look for this. Everything 
should be at your disposal.”

In short, the Participant #1 struggled to use the instructions because 
he had difficulty working in multiple browser windows at once. He was 
not comfortable reading the instructions in one browser window and 
applying them in another. 

Ease/difficulty of task
On the post-task questionnaire, participants were asked to rate the 
ease/difficulty of the task they had just attempted. The average rating, 
on a scale of 1-5 (where one is easy, three is neutral, and five is difficult) 
was 3.2, which means it was rated neutral on average. The ratings 
between participants had significant variation. Below are the ratings 
from each participant.

Participant # 1 2 3 4 5 6

Rating 5 1 4 4 1 3

difficult easy somewhat 
difficult

somewhat 
difficult easy neutral

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the ease/difficulty of the task:
· The instructions were clear and the screenshot was helpful.
· The screenshot needed labels.
· The need to flip back and forth between browser windows to 

see the instructions made it challenging. 
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Efficiency/inefficiency of task
On the post-task questionnaire, participants were also asked to rate the 
efficiency/inefficiency of the task they had just attempted. The average 
rating, on a scale of 1-5 (where one is inefficient, three is neutral, and 
five is efficient) was 3.2, which means it was rated neutral on average. 
The ratings between participants had significant variation. Below are the 
ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 2 5 2 4 5 1
somewhat 
inefficient efficient somewhat 

inefficient
somewhat 
efficient efficient inefficient

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the efficiency/inefficiency of the task:
· The instructions were useful and easy to find.
· There were too many windows, and it took time to flip back and 

forth between them.

Non-verbal feedback
During the task, we observed the participants physical behaviors as well 
as their comments and motions on screen. The participants exhibited 
the following non-verbal feedback during this task: 
· Surprised
· Furrowed brow/concentration
· Evidence of impatience
· Leaning in close to screen

Suggestions for improvement
The following list summarizes the participant’s suggestions for 
improvement of the product based on their experience with this task.
· Label the numbers on the screenshot.
· Put the instructions should in eFolio instead of on the GPS Life-

Plan website to eliminate unnecessary browser windows.

Analysis
Based on the data we collected from the participants on this task, 
we’ve found that these instructions in the GPS LifePlan lessons serve 
the users fairly well in terms of teaching them how to set up their 
questionnaires. The success rate of 75% and the neutral ratings of ease 
of use and efficiency are evidence that this is the most usable set of 
instructions we have tested so far. Most participants commented that 
they found the instructions helpful, but they wished for a more detailed 
markup of the screenshot diagram within. The greatest challenges 
were in applying the instructions located on an external website. The 
participants found the need to toggle between browser windows 
inconvenient. 

We are rating the need to improve the instructions for setting up 
eFolio as a medium priority. We’ve already identified that it is critical 
for users to have a clear and accurate set of instructions available as 
they learn a new task. The instructions mentioned in this task work 
reasonably well, but their location outside of eFolio is not ideal, and 
minor improvements would clarify the diagram. Therefore, we think that 
these changes should be implemented along with the higher priority 
improvements addressed in the analysis of  Tasks #2 and #3. 
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TASK #5 RESULTS

The following describes the participant’s results from the fifth task. 

The quantitative data listed below was obtained from recording 
each participant’s time on task, the success rate of each participant 
in completing the task (failed, partial completion, complete), and the 
participant’s ranking of items on the Post-Task Questionnaire.

The qualitative data listed below was gathered from participant 
comments during the task, participant comments from the Post-Task 
Questionnaire, and, if the participant was unable to complete the task, 
participant comments from the Critical Incident Analysis.

Task #5: Edit and save a GPS LifePlan Career Plan ques-
tionnaire.

Time on task
The average time it took for the user to complete/quit/call the help 
desk on this task was 102 seconds. Below are the times for each 
participant.

Participant # 1 2 3 4 5 6

Seconds 288 60 65 60 23 120

Success rate
Success rates were calculated by assigning a score of 1 to participants 
who completed the task, a score of .5 to participants who partially 
completed the task, and a score of 0 to those who quit or called the 
help desk before completing at least part of the task. The average 
success rate for this task was 91.7%. Below are the scores for each 
participant.

Participant # 1 2 3 4 5 6

Score .5 1 1 1 1 1

Critical incidents
All participants were able to able to complete at least part of this task, 
so we did not need to conduct a Critical Incident Analysis. 

Ease/difficulty of task
On the post-task questionnaire, participants were asked to rate the 
ease/difficulty of the task they had just attempted. The average rating, 
on a scale of 1-5 (where one is easy, three is neutral, and five is difficult) 
was 1.5 which means it was rated somewhat easy on average. Below 
are the ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 3 1 1 1 1 2

neutral easy easy easy easy somewhat 
easy

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the ease/difficulty of the task:
· The questionnaires were generally easy to edit, fill in, and save. 
· Finding the buttons to edit and save the questionnaires was a little 

challenging because they were down at the bottom of the win-
dow, and the participants did not always see them there.

· It was somewhat surprising that the questionnaire files could not 
be opened by clicking on the file names. The file names were not 
hyper links.
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Efficiency/inefficiency of task
On the post-task questionnaire, participants were also asked to rate the 
efficiency/inefficiency of the task they had just attempted. The average 
rating, on a scale of 1-5 (where one is inefficient, three is neutral, and 
five is efficient) was 4.5, which means it was rated efficient on average. 
Below are the ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 3 5 5 5 5 4

neutral efficient efficient efficient efficient somewhat 
efficient

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the efficiency/inefficiency of the task:
· The questionnaires were fast to edit and save, and it all made 

sense.
· Time was spent looking for edit and save buttons.

Non-verbal feedback
During the task, we observed the participants physical behaviors as well 
as their comments and motions on screen. The participants exhibited 
the following non-verbal feedback during this task: 
· Frowning
· Furrowed brow/concentration
· Evidence of impatience
· Leaning in close to screen

Suggestions for improvement
The following list summarizes the participant’s suggestions for 
improvement of the product based on their experience with this task.
· Make the questionnaire file names hyper links that open the ques-

tionnaires.
· Move the ‘edit’ and ‘save’ questionnaires buttons to a more visible 

location.

Analysis
Based on the data we collected from the participants on this task, we 
have concluded that the questionnaires are usable. The success rates 
for this task were excellent at 91.7%, and the average ratings for ease of 
use and efficiency were good.  The average time on task was also low. 
The bulk of feedback we received was positive, although we did detect 
some minor issues with the action of finding the edit and save buttons 
because they were in an unexpected location. Also, some participants 
mentioned that they would prefer forgo the ‘edit’ button, and instead 
be able to open the questionnaire by clicking on the file name.

We are assigning a low priority to amending these minor usability issues 
with the edit and save buttons. We feel that the issues are important, 
but they are not critical because the users seem successful in learning 
how to find and use the buttons as they currently exist. Improvements 
could be implemented on the next scheduled update of eFolio. 
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TASK #6 RESULTS

The following describes the participant’s results from the sixth task. 

The quantitative data listed below was obtained from recording 
each participant’s time on task, the success rate of each participant 
in completing the task (failed, partial completion, complete), and the 
participant’s ranking of items on the Post-Task Questionnaire.

The qualitative data listed below was gathered from participant 
comments during the task, participant comments from the Post-Task 
Questionnaire, and, if the participant was unable to complete the task, 
participant comments from the Critical Incident Analysis.

Task #6: Post saved questionnaires to an existing eFolio 
site and invite a visitor to view them. 

Time on task
The average time it took for the user to complete/quit/call the help 
desk on this task was 211 seconds. Below are the times for each 
participant.

Participant # 1 2 3 4 5 6

Seconds 62 295 126 300 182 300

Success rate
Success rates were calculated by assigning a score of 1 to participants 
who completed the task, a score of .5 to participants who partially 
completed the task, and a score of 0 to those who quit or called the 
help desk before completing at least part of the task. The average 
success rate for this task was 41.7%. Below are the scores for each 
participant.

Participant # 1 2 3 4 5 6

Score 0 0 .5 0 1 1

Critical incidents
Three participants (50%), Participants #1, 2, and 4, were not able 
to complete this task and opted to quit or call the help desk. We 
conducted a Critical Incident Analysis to find out why. Participants #1, 2, 
and 4 (respectively) provided us with the following feedback:

“I didn’t see anything that tells me to add a visitor.”
“I don’t see anything that tells me to add visitor.  I’m frustrated, and the 
help feature doesn’t help.”
“I couldn’t find where to add a visitor without finding it in the help feature. 
Not user friendly at all.”

In short, the participants struggled the most with learning how to add 
a visitor to their eFolio because the feature is hard to spot under the 
‘Accounts’ tab. Once the participants learned where to find the feature, 
they remarked that it was easy. 

Ease/difficulty of task
On the post-task questionnaire, participants were asked to rate the 
ease/difficulty of the task they had just attempted. The average rating, 
on a scale of 1-5 (where one is easy, three is neutral, and five is difficult) 
was 3.2, which means it was rated neutral. Below are the ratings from 
each participant.

Participant # 1 2 3 4 5 6

Rating 2 NA* 4 5 2 3
somewhat 

easy
*opted  

out
somewhat 

difficult difficult somewhat 
easy neutral

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the ease/difficulty of the task:
· Posting the content was easy since the participants had done it 

before.
· Learning how to add a visitor was challenging. 
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Efficiency/inefficiency of task
On the post-task questionnaire, participants were also asked to rate the 
efficiency/inefficiency of the task they had just attempted. The average 
rating, on a scale of 1-5 (where one is inefficient, three is neutral, and 
five is efficient) was 3.4, which means it was rated neutral on average. 
Below are the ratings from each participant.

Participant # 1 2 3 4 5 6

Rating 2 NA* 5 1 5 4
somewhat 
inefficient

*opted  
out efficient inefficient efficient somewhat 

efficeint

Participants were encouraged to explain the aforementioned ratings 
and provide us with feedback throughout the task and follow up 
questions. The following list is a summary of participant comments 
related to the efficiency/inefficiency of the task:
· The task was simple and did not take long once learned. 
· Learning how to add a visitor took time.

Non-verbal feedback
During the task, we observed the participants physical behaviors as well 
as their comments and motions on screen. The participants exhibited 
the following non-verbal feedback during this task: 
· Smiling
· Evidence of impatience
· Leaning in close to screen
· Evidence of impatience

Suggestions for improvement
The following list summarizes the participant’s suggestions for 
improvement of the product based on their experience with this task.
· Make the ‘add visitor’ feature more visible by moving the ‘Ac-

counts’ tab out of the corner.
· Include the steps for posting content and adding a visitor in the 

instructions for the GPS LifePlan Questionnaires.

Analysis
From the participant’s feedback and data on this task, we learned that 
users may struggle with simple tasks when they are not provided with 
basic instructions. The success rate for this task was less than ideal at 
41.7%. The participants found posting the questionnaires easy because 
they had done it before. Adding a visitor was an issue because it was 
new, and they were not able to find the feature or related instructions. 
The participants’ ratings for ease of use and efficiency had neutral 
averages, but their feedback and comments indicated that they were 
dissatisfied.

We are assigning a medium priority to improving the usability of 
items related to this task. We feel that a medium rating is appropriate 
because adding a visitor to the user’s site is not always a requirement 
for completing the GPS LifePlan Questionnaires, and typical users 
already know how to post content. However, if these items were added 
to the instructions that we assigned as a high priority in Task #2 and 
3, the usability of the product would be enhanced greatly because 
the users would have access to a complete set of instructions for the 
entire process of setting up, editing, saving, posting, and sharing the 
questionnaires. 
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OVERALL RESULTS

The following describes the participants’ evaluation of their experience 
with the GPS LifePlan Questionnaires overall.

The quantitative data was obtained from the participant’s answers 
to Likert-style evaluation questions on Part One of the Post-Test 
Questionnaire. The qualitative feedback was obtained from a variety of 
open-ended questions on Part Two of the Post-Test Questionnaire. 

Ease/difficulty of using

Ease/difficulty of setup

Ease/difficulty of learning

0 1
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2 3
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4 5
difficult
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Average

0 1
  easy

2 3
   neutral

4 5
difficult

Participant 1

Participant 2

Participant 3

Participant 4

Participant 5

Participant 6

Average

Ease/difficulty of finding instructions

Ease/difficulty of reading instructions

Efficiency/inefficiency of setup

Efficiency/inefficiency of using

0 1
  easy

2 3
   neutral

4 5
difficult

Participant 1

Participant 2

Participant 3

Participant 4

Participant 5

Participant 6

Average

0 1
  easy

2 3
   neutral

4 5
difficult

Participant 1

Participant 2

Participant 3

Participant 4

Participant 5

Participant 6

Average

0 1
  easy

2 3
   neutral

4 5
difficult

Participant 1

Participant 2

Participant 3

Participant 4

Participant 5

Participant 6

Average

0 1
efficient

2 3
   neutral

4 5
inefficient   

Participant 1

Participant 2

Participant 3

Participant 4

Participant 5

Participant 6

Average

0 1
  efficient

2 3
   neutral

4 5
inefficient   

Participant 1

Participant 2

Participant 3

Participant 4

Participant 5

Participant 6

Average



P4: Calo, DeRudder Thorpe, & Ferrero

Level of satisfaction with setup

Level of satisfaction with process of learning

Level of satisfaction with overall usability
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  unsatisfied

2 3
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4 5
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Participant 5
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Key words that describe the product

Key words that describe what was best liked 

Key words that describe what least liked about the product
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Make one major change
The participants were asked what they would do if they could make 
one major change to the product. Responses included:
· Detailed/more instructions
· Improve help feature
· Add search to help feature

Do the instructions suit your learning style?
The participants were asked if they thought the information in the in-
structions was presented in a style that suited their learning needs. We 
then asked them for suggestions for improvement. Responses included:
· Yes, the product was fine.
· No, I need more instructions
· No, I need more pictures
· No, I need instructions along side pictures
· No, I don’t like that the instructions are in a different window,
· Yes and no, the second set of instructions was ideal.

Analysis
Based on the participants’ ratings and feedback in the Post Test 
Questionnaire, we can say with certainty that learning how to use 
the product was the most challenging usability issue overall. The 
participants ranked the product as difficult to learn, and indicated that 
they were somewhat unsatisfied with the process of learning how to 
use it. We felt that these ratings were consistent with the feedback 
the participants gave us on many of the tasks. The comment that 
the product was “easy to use once you learned it” was mentioned 
numerous times by the participants during the test. 

The data we collected on the Post Test also suggests that the 
instructions on how to set up and use the questionnaires were 
another challenging aspect of the product. The participants ranked the 
instructions as difficult to find. Half of the participants indicated that 
they had some difficulty reading the instructions once they found them.
We noted that these ratings were also consistent with the feedback 
from the tasks. The challenges of finding and interpreting the 
instructions were likely a major factor in the struggles the participants 
had in learning how to use the product. 

The ratings for overall usability were wide ranging, but averaged around 
somewhat easy to neutral.  The participants also indicated that they 
were somewhat satisfied with the usability of the product overall. These 
ratings are good news for the product, but as mentioned previously, 
addressing specific concerns related to learnability and ease of use of 
the product instructions would increase the products’ usability, and 
would likely result in even greater user goodwill toward the product.
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RECOMMENDATIONS

The GPS LifePlan eFolio Questionnaires are a key component of GPS LifePlan. The product enables users to 
record their goals, plan for the future, and share personal, professional, and educational milestones though their 
digital portfolios. In general, the students we worked with in this usability study thought the questionnaires could 
be valuable to them, and some even said that they enjoyed using them. The participants’ feedback suggests that 
the questionnaires are a good tool as they currently exist, yet the feedback and data also indicated that there 
is still room for improvement in areas related to learning the product and finding and using the instructions.  
Fortunately, with just a few adjustments, the user experience of this product would be greatly enhanced. 

The table below lists specific usability issues that the participants identified during the test. The items are listed 
in order from high priority concerns that should be addressed immediately to lower priority concerns that 
can be implemented at any time. These items are followed by corrective actions that the participants proposed 
to resolve these issues. We are confident that these user-centered solutions will greatly improve the user 
experience of the GPS LifePlan eFolio Questionnaires.

USABILITY ISSUE/ITEM          PROPOSED CORRECTIVE ACTION

H
ig

h 
Pr

io
rit

y

Instructions for setting up and 
using the questionnaires are not 
clear and/or accurate.

è
Create and publish a single set of accurate, easy to read, step-by-
step instructions for setting up and using the questionnaires.

The ‘Help’ feature within eFolio 
was difficult to navigate and was 
not helpful in providing support.

è
Add basic search functionality and/or an FAQ to the ‘Help’ feature 
in eFolio to enable users to review instructions and related help 
resources as needed. 

M
ed

iu
m

 P
rio

rit
y

Instructions on external pages/
sites were difficult to apply 
because they required the users 
to flip back and forth between 
windows numerous times.

è

Create a single source for instructions that is available to view 
from within the user’s eFolio account. (The participants suggested 
that the ‘Help’ feature would be an ideal location to view these 
instructions.)

Instructions did not have 
enough imagery, and/or the 
imagery was not sufficiently 
labeled.

è Include labeled screenshots with each step in the instructions.

The ‘Add Visitor’ feature was 
hard to spot. è

Include this item as an optional part of the instructions for the 
GPS LifePlan questionnaires.

Lo
w

 P
rio

rit
y

The ‘Complete,’ ‘Edit,’ and ‘Save’ 
buttons in the questionnaire 
browser were a little difficult to 
spot. 

è
Move the buttons up in the window to a more central, visible 
location, and/or enable the users to open the questionnaires by 
simply clicking the name of the form.

The link to eFolio on the GPS 
LifePlan website is a little diffi-
cult to spot.

è
Place the link in a more noticeable location (such as the main 
menu) and/or place other visual emphasis on the link such as font 
size, weight, color, etc.
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Appendix A – Survey

Note:  The Survey appears on the following pages as it was distributed to Century College participants on 
SurveyMonkey from March 11-13, 2013. 
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Appendix A – Survey (continued)
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Appendix A – Survey (continued)
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Appendix A – Survey (continued)
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Appendix B – Screener

Note:  The Screener appears on the following pages as it was distributed to Century College participants on 
SurveyMonkey from March 15-26, 2013. 
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Appendix B – Screener (continued)
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Appendix C – Consent Form and Video Consent Form

GENERAL CONSENT FORM

Description:
The purpose of this project is to study the usability of the GPS LifePlan Century College eFolio Questionnaires.  
During this session, you will be asked to complete a number of typical tasks with this product.. While you work 
on these tasks, our team will observe and record your experience. You will also be asked to complete some 
related questionnaires. Throughout the session,  we ask that you think/speak your thoughts about the product 
out loud.

o The study takes 70 minutes or less. 
o Your name or other personal information will not be associated with the data we collect. 
o You may opt out of the study for any reason.

By signing this consent form, you are agreeing to participate in the study.

Printed Name  (First and Last)                                                                     

Signature                                                                           

Date                               
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Appendix C – Consent Form and Video Consent Form (continued)

VIDEO CONSENT FORM

I hereby give my permission to be videotaped as part of my participation in the eFolio usability test conducted 
on 03/30/2013 at Century College in St. Paul, Minnesota.
 
I understand and consent to the use and release of the video to the usability team (Holly Calo, Tracy Ferrero, 
and Alison DeRudder Thorpe).  
 
I understand that the recording will only be used as a back up method for recording the session, and that the 
recorded material will never be made public or shared with those outside of the usability team. 
 
I understand that if for any reason, I can opt out of the video recording.

 
Printed Name  (First and Last)                                                                     

Signature                                                                           

Date                               
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Appendix D – General Script

Welcome and Introduction

Moderator script: Good morning. I am Tracy Ferrero and will be your moderator for this usability session. As you 
probably noticed, I am reading from this paper script.  I am doing this intentionally to make sure that I am consistent 
with each of you helping us here today. On behalf of myself, and my teammates, Holly Calo and Alison DeRudder 
Thorpe, we would like to say thank you for agreeing to participate. For housekeeping purposes, there is water and 
snacks available for you, and the bathrooms are close by.  If at any time you need to excuse yourself, let me know 
and we will pause the session. In this session, we are going to work with the GPS LifePlan Questionnaires in eFolio. 
Please keep in mind that this is not a test and there is no right or wrong answer. We want you to show us and tell us 
what works well for you and what does not; that is why we are here today. We are testing the website capabilities, not 
you.  If you encounter any problem areas you will see Holly or Alison taking notes.  The notes could be from your body 
language, facial expressions or what you are doing on the computer.  All of these different aspects will be very helpful 
to the design team.

We will be using a computer and a pencil, which we will supply for your use. First, we will have you read the consent 
form. The form includes your rights as a participant, if you agree to continue with the study please sign the form. (Hand 
out consent form and pencil). Your name will not be used in any of our findings or conclusions. We also would like to 
record you on video as you work. We will never share this video with anyone outside of our usability team; we are only 
using it as a backup to our note taking. If you are not comfortable with being recorded you can decline to sign the 
consent form. (Hand out videotaping consent form.) Now we will have you fill out a questionnaire asking questions 
about what you may already know about eFolio and GPS LifePlan. This will help us to understand your previous 
experience. (Hand out Pre-Test Questionnaire.) 
**Thank them for filling out the consent forms and questionnaire.

One of the most important things you can do while working on the tasks is to think out loud. What I mean by that is 
as you move through each task, tell me what you are thinking. For example, if I ask you to navigate to google.com, you 
would say, “First, I type in www.google.com in the search bar. Then I hit the go icon, etc..” 

Let’s practice how you might think out loud: Here is a stapler, please load staples into the stapler and say out loud 
each step you take.  Thinking out loud helps us to know what you expect to happen when you make a choice and 
whether it meets your expectations or not.  We want to know what surprises, what delights, what confuses or even 
frustrates you and why.

Over the next 70 minutes, I will ask you to perform six tasks in the website. Do not feel rushed to complete the 
questions, but if you are in a task for longer than five minutes, I may ask you to move on. While you are working 
through the scenarios, again you will see Holly and Alison (I) taking notes on what you say and do. Don’t let this bother 
you. We are here to observe and record what works and what does not work for you. After you complete each task, 
Holly or Alison will give you a post-task questionnaire. These are questions that will help you review your experience 
while it is fresh in mind. The questions could be verbal or written.

When you are finished with the entire session, I will ask you to complete a post-test questionnaire. This is where you 
will have the opportunity to tell us what you thought about the entire process of setting up the questionnaires, using 
them, and publishing them. Your thoughts will help us to make recommendations to improve eFolio and GPS LifePlan if 
improvements are needed. After the post-test, you are free to collect your thank you gift and head out. 
Are there any questions? (Give participants time to think and answer.) 
OK, let’s get started.
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Appendix E – Pre-Test Questionnaire

Moderator: Thank you for considering being a volunteer for this usability study session. Please complete the answers to 
the following questions. These answers will help us understand your background with eFolio and GPS LifePlan. 

1. How would you rate your level of expertise with eFolio?

1 2 3 4 5
Novice Intermediate Expert

2. How often do you currently use eFolio?

1 2 3 4 5
Never Sometimes Frequently

3. Do you remember when you last logged in? Please estimate the date and year.

     
4. Do you know if your eFolio account is still active?

5. When you used eFolio in the past, what was your impression?

6. Did you like using eFolio? What things did you like about it? What things didn’t you like about it? 

7. When you used eFolio in the past, what did you do with it?

8. When and where did you learn how to use eFolio?

9. Did you find the process of learning how to use eFolio difficult? Explain why or why not.

10. Once you learned eFolio, was it difficult to use? Explain why or why not.

11. Are you currently participating in GPS LifePlan?

12. Have you heard of GPS LifePlan before? If so, please tell us how you learned about it.
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Appendix F - Test Tasks/Scenarios and Scripts

Note: Our sources at Century College have indicated that the users of this product may have low reading competency. 
To make the test accessible, the moderator will read the scenarios and tasks out loud. The moderator/loggers may also 
conference with the participants as needed to assure that they understand the actions to perform before they begin 
each task. Timers will begin only after the participant has verbally confirmed that they understand the task.  Once the 
task is underway, participants will not be helped or given instructions on how to complete the task. 

Task #1: Find instructions on the GPS LifePlan website on how to get started with GPS Life-
Plan questionnaires in eFolio. 

Technician directions: Set up each participant’s web browser (Internet Explorer) to the GPS LifePlan home page 
at http://gpslifeplan.com/century/ 

Logger directions: Begin the timer when the participant verbally agrees that they understand the task. Stop 
timing and ‘call’ the task after 5 minutes or if the participant indicates that they quit or need to call the help desk. 

Moderator script: Before we get started, please remember that there is no right or wrong way to do these tasks; so 
don’t worry about it if you can’t figure them out or if it takes a while. 

We are really interested in what you think as you work on the tasks; so feel free to share your thoughts out loud with 
us at any time. And when you think you have completed the task, let us know by saying, “Done.”

Also, if you feel like you would opt to call the help desk in real life, you can say ‘Help.’ If you’re getting really frustrated 
and feel like you would quit the task in real life, you can say ‘Quit.’

Now we will begin our first task. 

Imagine that your advisor has asked you to find the instructions for getting started with the eFolio part of GPS LifePlan. 
She told you that there are GPS LifePlan questionnaires you will need to complete on eFolio as homework.

Starting from the GPS LifePlan home page you see here (point to the window), explore the site to find the instructions.

Do you understand what to look for? (Wait for verbal confirmation from the participants. Provide further clarification, if 
necessary.) 

Great!  You can get started now. Tell us what’s on your mind as you work. 

http://gpslifeplan.com/century/
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Appendix F – Test Tasks/Scenarios and Scripts (continued)

Task #2: Use instructions from eFolio’s GPS LifePlan Help page to set up GPS LifePlan ques-
tionnaires on an existing eFolio site.

Technician directions: Set up each participant’s web browser (Internet Explorer) to the GPS LifePlan Help page 
at http://www.century.lifeplan.project.mnscu.edu/index.asp?Type=B_BASIC&SEC={DB071625-78F6-49C7-
AB77-5A1B72748EE6}&DE={9FB8975B-98AD-4614-80C8-B7E14C025D4E}  

Logger directions: Begin the timer when the participant verbally agrees that they understand the task. Stop 
timing and ‘call’ the task after 5 minutes or if the participant indicates that they quit or need to call the help desk. 
Observe the participants as they work. If/when they have reached the login screen for eFolio, provide them with 
a slip of paper that includes one of the following logins. Instruct the participants to use the login instead of their 
own information when the time comes.

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege19@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege20@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege21@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege22@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege23@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege24@
gmail.com
password: centurycollege

Moderator script: Now let’s imagine that you think you have found the instructions that you need to get started with 
GPS LifePlan questionnaires in eFolio. Now you will use the instructions on your screen (point to the location on the 
participants screen) to find the GPS LifePlan questionnaires. 

And when you think you have completed the task, let us know by saying, “Done.”

Do you understand what to do? (Wait for verbal confirmation from the participants. Provide further clarification, if 
necessary.) 
OK, you can get started now. Please tell us what you think as you go along.  

http://www.century.lifeplan.project.mnscu.edu/index.asp?Type=B_BASIC&SEC=%7bDB071625-78F6-49C7-AB77-5A1B72748EE6%7d&DE=%7b9FB8975B-98AD-4614-80C8-B7E14C025D4E
http://www.century.lifeplan.project.mnscu.edu/index.asp?Type=B_BASIC&SEC=%7bDB071625-78F6-49C7-AB77-5A1B72748EE6%7d&DE=%7b9FB8975B-98AD-4614-80C8-B7E14C025D4E
mailto:centurycollege19@gmail.com
mailto:centurycollege19@gmail.com
mailto:centurycollege20@gmail.com
mailto:centurycollege20@gmail.com
mailto:centurycollege15@gmail.com
mailto:centurycollege15@gmail.com
mailto:centurycollege22@gmail.com
mailto:centurycollege22@gmail.com
mailto:centurycollege23@gmail.com
mailto:centurycollege23@gmail.com
mailto:centurycollege18@gmail.com
mailto:centurycollege18@gmail.com
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Appendix F – Test Tasks/Scenarios and Scripts (continued) 

Task #3: Find and follow instructions on setting up the GPS LifePlan questionnaires from 
within the ‘Help’ feature in an eFolio account.

Technician directions: Make sure each participant is logged in to the eFolio account that they attempted to log in 
to during task #2.   

Logger directions: Begin the timer when the participant verbally agrees that they understand the task. Stop 
timing and ‘call’ the task after 5 minutes or if the participant indicates that they quit or need to call the help desk.

Moderator script:  Now let’s picture that you are in your eFolio account, but you’re still not sure where to find the 
questionnaires, and you’re not exactly sure what to do with them when you find them. You will need to explore help 
resources within your eFolio account to find and follow instructions on the GPS LifePlan questionnaires. Use the Help 
feature (point to the ‘Help’ feature on the participant’s screen) to find the answers. 

And when you think you have completed the task, let us know by saying, “Done.”

Do you understand what to do? (Wait for verbal confirmation from the participants. Provide further clarification, if 
necessary.) 

OK, you can get started now. Remember to tell us what’s on your mind as you work. 
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Appendix F – Test Tasks/Scenarios and Scripts (continued)

Task #4: Use the instructions located on page 4 of the ‘Career Interests and Exploration’ ac-
tivity to set up and use the GPS LifePlan questionnaires in an eFolio account. 

Technician directions: Set up each participant’s web browser (Internet Explorer) to the GPS LifePlan activity 
at http://www.gpslifeplan.org/generic/includes/career/CareerInterestExploration/index.html . Observe the 
participants as they work. If/when they have reached the login screen for eFolio, provide them with a slip of 
paper that includes one of the following logins. Instruct the participants to use the login instead of their own 
information when the time comes.

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege12@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege14@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege15@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege16@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege17@
gmail.com
password: centurycollege

Your e-mail address and 
password for logging in to 
eFolio is provided below.
e-mail: centurycollege18@
gmail.com
password: centurycollege

Logger directions: Begin the timer when the participant verbally agrees that they understand the task. Stop 
timing and ‘call’ the task after 5 minutes or if the participant indicates that they ‘give-up’ or need to call the help 
desk. 

Moderator script: Now we’ll imagine a slightly different scenario. This time your advisor has worked with you to 
show you the activities you need to complete on the GPS LifePlan website. She also showed you where to find the 
instructions for the eFolio questionnaires that you need to complete as an assignment. 

Use the instructions at bottom of page 4 (point to the location on the participants screen) of the activity to find the 
“My Interests and Career Options” Questionnaire on eFolio. 

And when you think you have completed the task, let us know by saying, “Done.”

Do you understand what to do? (Wait for verbal confirmation from the participants. Provide further clarification, if 
necessary.) 

Ok, you can get started now. And please tell us what you’re thinking as you work on this. 

http://www.gpslifeplan.org/generic/includes/career/CareerInterestExploration/index.html
mailto:centurycollege12@gmail.com
mailto:centurycollege12@gmail.com
mailto:centurycollege14@gmail.com
mailto:centurycollege14@gmail.com
mailto:centurycollege15@gmail.com
mailto:centurycollege15@gmail.com
mailto:centurycollege16@gmail.com
mailto:centurycollege16@gmail.com
mailto:centurycollege17@gmail.com
mailto:centurycollege17@gmail.com
mailto:centurycollege18@gmail.com
mailto:centurycollege18@gmail.com
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Appendix F – Test Tasks/Scenarios and Scripts (continued)

Task #5: Edit and save a GPS LifePlan Career Plan questionnaire. 
 

Technician directions: Make sure each participant is logged in to the eFolio account from Task #4. Change the 
‘Sponsor’ under New Content/Education to ‘Global,’ if the participant has not already done so. Make sure the 
‘Questionnaire Browser’ appears in the middle column and that the GPS Questionnaire categories are showing 
up.

Logger directions: Begin the timer when the participant verbally agrees that they understand the task. Stop 
timing and ‘call’ the task after 5 minutes or if the participant indicates that they quit or need to call the help desk.

Moderator script: Now we’re on to the next task. Picture this: You’ve found the GPS LifePlan questionnaires (point 
to their location in the ‘Questionnaire Browser.’) Now you have to do your homework by editing and saving the 
questionnaire called ‘Career Plan Reflections.’ This questionnaire can be found under the ‘Career Plan: Exploration’ 
category. 

If you get to the questionnaire, try to open it up, and type whatever you’d like into the blanks. You do not need to 
answer all of the questions. When you’ve done one or two, save your answers.

When you think you have completed the task, let us know by saying, “Done.”

Do you understand what to do? (Wait for verbal confirmation from the participants. Provide further clarification, if 
necessary.) 

OK, you can get started now. Remember to tell us what’s on your mind as you work. 
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Appendix F - Test Tasks/Scenarios and Scripts (continued)

Task 6: Post saved questionnaires to an existing eFolio site and invite a visitor to view them. 

Technician directions: Make sure each participant is logged in to the eFolio account from Task #4. Also, check to 
assure that each participant has a GPS LifePlan questionnaire saved to his or her ‘My Content’ area. If not, go into 
one of the GPS LifePlan questionnaires in the New Content area and save it; then check to make sure it arrived 
in the ‘My Content’ area.

Logger directions: Begin the timer when the participant verbally agrees that they understand the task. Stop 
timing and ‘call’ the task after 5 minutes or if the participant indicates that they quit or need to call the help desk. 

If/when the participants have reached the visitor ‘Contact’ window , provide them with a slip of paper that 
includes the following contact information for the advisor to be added as a visitor

First Name: Pam
Last Name: Jackson
e-mail: pjackson@century.edu

First Name: Pam
Last Name: Jackson
e-mail: pjackson@century.edu

First Name: Pam
Last Name: Jackson
e-mail: pjackson@century.edu

First Name: Pam
Last Name: Jackson
e-mail: pjackson@century.edu

First Name: Pam
Last Name: Jackson
e-mail: pjackson@century.edu

First Name: Pam
Last Name: Jackson
e-mail: pjackson@century.edu

Moderator script:  
Ok, we’ve reached the last task! Let’s say that you’ve called your advisor to tell her that you’ve completed the 
questionnaire. She asks you if you have posted the questionnaire to your eFolio site, and you tell her that you have not 
done that yet. Your advisor asks you to post the questionnaire. She also asks you to add her as a visitor to your site so 
that she is invited to view the site. 
 
You may already know how to post content and add visitors to your site. If you do not already know, you will need to 
use the ‘Help’ feature to find the answers.

When you think you have completed the task, let us know by saying, “Done.”

Do you understand what to do? (Wait for verbal confirmation from the participants. Provide further clarification, if 
necessary.) 

Ok, you can get started now. As we mentioned before, please tell us what you think as you work. 
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Appendix G - Post-Task Questionnaires and
Optional Script for Critical Incident Analysis

Moderator script:  (Vary this statement for all transitions between task and questionnaire/critical incident 
analysis.) Thank you for your work! Now we will wrap up this task. Don’t worry if you didn’t finish what you were trying 
to do. Now we are going to ask you a few questions about how it went. Alison and Holly will work with you on this, and 
they will record your feedback.

TASK #1 CRITICAL INCIDENT ANALYSIS 
(Optional, use only if applicable)

Note: If the participant was unable to complete the task, interview them about their personal experiences using the 
following script as a guide. Record the responses in your notes. 

Logger script:
o What do you think prevented you from finding the instructions?

POST-TASK #1 QUESTIONNAIRE

Instructions: Circle the rating that matches your experience with this task, and then explain why you chose it. 

1. How easy/difficult was it for you to find the instructions on the GPS LifePlan website?

1 2 3 4 5
Easy Neutral Difficult

Explain your rating:

2. How would you rate the efficiency of finding the instructions on the GPS LifePlan website?

1 2 3 4 5
Inefficient Neutral Efficient

Explain your rating:

3. If you were responsible for improving access to these instructions for other students like you, where would 
you put them, and why?
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Appendix G – Post-Task Questionnaires and
Optional Script for Critical Incident Analysis (continued)

TASK #2 CRITICAL INCIDENT ANALYSIS
(Optional, use only if applicable)

Note: If the participant was unable to complete the task, interview them about their personal experiences using the 
following script as a guide. Record the responses in your notes. 

Logger script:?
o How did the instructions prevent you from completing the task?

POST-TASK #2 QUESTIONNAIRE

Instructions: Circle the rating  that matches your experience with this task, and then explain why you chose it. 

1. How easy/difficult was it for you to follow the instructions to set up the questionnaires?

1 2 3 4 5
Easy Neutral Difficult

Explain your rating:

2. How would you rate the efficiency of using the instructions to set up the questionnaires?

1 2 3 4 5
Inefficient Neutral Efficient

Explain your rating:

3. If you were responsible for improving these instructions for other students like you, how would you write or 
design them? 
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Appendix G – Post-Task Questionnaires and
Optional Script for Critical Incident Analysis (continued) 

TASK #3 CRITICAL INCIDENT ANALYSIS 
(Optional, use only if applicable)

Note: If the participant was unable to complete the task, interview them about their personal experiences using the 
following script as a guide. Record the responses in your notes. 

Logger script:
o What do you think prevented you from finding the instructions/completing the task?

POST-TASK #3 QUESTIONNAIRE

Instructions: Circle the rating that matches your experience with this task, and then explain why you chose it. 

1. How easy/difficult was it for you to find instructions on the questionnaires in eFolio?

1 2 3 4 5
Easy Neutral Difficult

Explain your rating:

2. How would you rate the efficiency of finding the instructions on the questionnaires in eFolio?

1 2 3 4 5
Inefficient Neutral Efficient

Explain your rating:

3. If you were responsible for improving access to these instructions for other students like you, where would 
you put them, and why?
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Appendix G – Post-Task Questionnaires and
Optional Script for Critical Incident Analysis (continued) 

TASK #4 CRITICAL INCIDENT ANALYSIS 
(Optional, use only if applicable)

Note: If the participant was unable to complete the task, interview them about their personal experiences using the 
following script as a guide. Record the responses in your notes. 

Logger script:
o How did the instructions prevent you from completing the task?

POST-TASK #4 QUESTIONNAIRE

Instructions: Circle the rating that matches your experience with this task, and then explain why you chose it. 

1. How easy/difficult was it for you to follow the instructions to set up the questionnaires?

1 2 3 4 5
Easy Neutral Difficult

Explain your rating:

2. How would you rate the efficiency of finding the instructions?

1 2 3 4 5
Inefficient Neutral Efficient

Explain your rating:

3. If you were responsible for improving these instructions for other students like you, how would you write or 
design them? 
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Appendix G – Post-Task Questionnaires and
Optional Script for Critical Incident Analysis (continued) 

TASK #5 CRITICAL INCIDENT ANALYSIS 
(Optional, use only if applicable)

Note: If the participant was unable to complete the task, interview them about their personal experiences using 
the following script as a guide. Record the responses in your notes. 

Logger script:
o What do you think prevented you from completing this task?

POST-TASK #5 QUESTIONNAIRE

Instructions: Circle the rating that matches your experience with this task, and then explain why you chose it. 

1. How easy/difficult was it for you to edit and save the GPS LifePlan questionnaires?

1 2 3 4 5
Easy Neutral Difficult

Explain your rating:

2. How would you rate the efficiency of editing and saving the GPS LifePlan questionnaires?

1 2 3 4 5
Inefficient Neutral Efficient

Explain your rating:

3. If you were responsible for improving these questionnaires for other students like you, how would you write 
or design them? 
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Appendix G – Post-Task Questionnaires and
Optional Script for Critical Incident Analysis (continued) 

TASK #6 CRITICAL INCIDENT ANALYSIS 
(Optional, use only if applicable)

Note: If the participant was unable to complete the task, interview them about their personal experiences using the 
following script as a guide. Record the responses in your notes. 

Logger script:
o What do you think prevented you from completing this task?

POST-TASK #6 QUESTIONNAIRE

Instructions: Circle the rating that matches your experience with this task, and then explain why you chose it. 

1. How difficult was it for you to post the questionnaires and add a visitor to your site?

1 2 3 4 5
Easy Neutral Difficult

Explain your rating:

2. How would you rate the efficiency of posting the questionnaires and adding a visitor to the site?

1 2 3 4 5
Inefficient Neutral Efficient

Explain your rating:

3. What would make the process of posting the questionnaires and adding a visitor easier for you? 

               
 

               
 

               
 



P4: Calo, DeRudder Thorpe, & Ferrero

Appendix H – Post-Test Questionnaire

Moderator: For our last activity, I’m going to give you a short questionnaire that I would like you to fill out. Alison and 
Holly may go over some of the questions with you.

POST-TEST: PART 1

1. Overall, how would you rate the ease/difficulty of using the GPS LifePlan Questionnaires?
1 2 3 4 5

Easy Neutral Difficult

2. Overall, how would you rate the ease/difficulty of setting up the GPS LifePlan Questionnaires?
1 2 3 4 5

Easy Neutral Difficult

3. Overall, how would you rate the ease/difficulty of learning how to use the GPS LifePlan Questionnaires?
1 2 3 4 5

Easy Neutral Difficult

4. Overall, how would you rate the ease/difficulty of finding the instructions for setting up the GPS LifePlan 
Questionnaires?

1 2 3 4 5
Easy Neutral Difficult

5. Overall, how would you rate the ease/difficulty of reading the instructions for setting up the GPS LifePlan 
Questionnaires?

1 2 3 4 5
Easy Neutral Difficult

6. Overall, how efficient is the process of setting up the GPS LifePlan Questionnaires?
1 2 3 4 5

Inefficient Neutral Efficient

7. Overall, how efficient is the process of using the GPS LifePlan Questionnaires?
1 2 3 4 5

Inefficient Neutral Efficient

8. Overall, how satisfied were you with the process of setting up the questionnaires?
1 2 3 4 5

Unsatisfied Neutral Satisfied

9. Overall, how satisfied were you with the process of learning how to use the questionnaires?
1 2 3 4 5

Unsatisfied Neutral Satisfied
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Appendix H – Post-Test Questionnaire (continued)

10. Overall, how satisfied were you with the process of using the questionnaires?
1 2 3 4 5

Unsatisfied Neutral Satisfied

POST-TEST: PART 2

1. Name three words or characteristics that describe the eFolio Questionnaires.

               
 
2. What are the three things you liked best about the eFolio Questionnaires?

               

3. What are the three things you liked least about the eFolio Questionnaires?

               

4. If you could make one significant change to the GPS LifePlan Questionnaires, what change would you make?

               

5. Do you think the information in the instructions is presented in a style that suits you? How would you design 
it to make it suit you better?

               

               

6. Draw a sketch of what this new design might look like in the space below.

7. Do you have any other questions or comments about the eFolio site or your experiences with it? (If so, 
please share them in the space provided below.) 

               
               
Moderator:  Thank you for completing this study! Your help is greatly appreciated. You may now collect your gift and 
head out.
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