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Executive Summary 

This report documents the process and the results of the usability testing conducted by Blue Chip Enterprises on the 

MealpayPlus website. Blue Chip Enterprises, a group of seven graduate and undergraduate students at Southern Polytechnic 

State University in Marietta, Georgia was engaged by Horizon Software to evaluate the site’s usability. 

Purpose 

The purpose of the usability evaluation was to understand the user experience with MealpayPlus so that Horizon could learn 

what worked well for its users and what needed improvement. The goal was to identify strengths and weaknesses of the site 

as a baseline for future development. The following core tasks were evaluated: 

 Identifying the site’s purpose 

 Completing the registration process  

 Adding money to a lunch account using a credit card 

 Setting the low balance notification 

 Setting up a monthly automatic draft from a credit card 

 Adding an additional child 

 Paying an activity fee 

Process 

The process included creating personas of potential MealpayPlus users, conducting a heuristic evaluation, and designing a 

test plan. The test plan is comprised of a screening questionnaire, test questionnaires, narratives, and scenarios. The usability 

evaluation was conducted between November 3 and November 14, 2009.  
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Findings 

Key positive findings from the usability test include: 

 All of the participants liked the concept of an online meal pre-payment system. Participants felt that this was more 

convenient than paying by cash or check at the register. 

 Majority of the participants felt that the website was eye-catching, professional, and trustworthy. 

 All of the participants liked the visual design of the site including typography, icons, and graphics. 

 Participants were happy to get a receipt of their payment via email. 

While there were certain areas of the site that were easy to use, the usability test also revealed problem areas where users 

had difficulty. Key usability problems include: 

 The majority of the participants missed the information about program fees and didn’t discover it until they made 

a payment. Participants said that they didn’t mind paying for the convenience, but were expecting to see this fee 

notice earlier in the registration process. 

 The majority of the participants were confused because error messages and positive feedback messages appeared 

in the same color. 

 The majority of participants were frustrated while setting the low balance notifications and auto-payment because 

these pages didn’t provide any confirmation. 

 Terminology such as, "general", "bonus", “incline charge”, and "make default" was confusing. 

 Most pages didn't provide headers leaving users lost in the website. 

 One participant was concerned that he could not confirm if his son’s school participated in MealpayPlus before 

starting registration. 

 One participant was apprehensive about putting money into his account without knowing what happens to the 

unused funds at the end of the year or when the child moves to a different school.
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Introduction 

Blue Chip Enterprises, a group of undergraduate and graduate students in the Technical Communication and Information 

Design Communication programs at Southern Polytechnic State University in Marietta, Georgia, (herein, “Blue Chip”) was 

engaged by Horizon Software International (herein, “Horizon”) to evaluate the usability of the MealpayPlus website (herein, 

"MealpayPlus").  

We created personas of potential users of MealpayPlus. We recruited test participants who matched the characteristics of 

the personas. The test was conducted in Southern Polytechnic’s usability laboratory where the sessions were recorded. This 

report describes our findings and recommendations from the usability study. The following information is provided in this 

report: 

 Blue Chip’s methodology 

 The usability test results that include usability findings, analysis, and recommendations 

 Documents created in preparation for the usability test including personas, heuristic evaluation, and test plan 

 Compiled data collected from the usability study 

Test purpose 

The purpose of the usability test was to understand the user experience with MealpayPlus so that Horizon can learn what 

works well for its users and what needs improvement. Blue Chip’s goal was to identify strengths and weaknesses of the site 

as a baseline for future development.  The report details the results of the usability test conducted by Blue Chip for Horizon. 

The results presented were gathered from a pilot test, and usability tests held in November of 2009. The questions that were 

addressed in the evaluation were: 

 Can the user create a new profile without requiring assistance? 

 Is the user able to add money to a child’s lunch account using a credit card? 

 Is the user able to add more than one child to their profile? 

 Can the user set the low balance notification without seeking help? 

 Can the user successfully navigate through the website? 

 Is the system status clear to the user at all times? 

 Is the information logically organized and grouped so that new users can easily locate it? 
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Test facility 

The usability center at Southern Polytechnic State University is a three room facility:  the Executive Viewing Room, the 

Control Room, and the Evaluation Room. 

From the Executive Viewing Room, visitors can watch both the testers and the user as the action happens. Presentations, 

meetings, and discussions can also be held in the viewing room. 

The Control Room contains all recording equipment, and is where the testers conduct the usability study. A one-way mirror 

prevents the user from seeing the Control Room. 

The Evaluation Room has cameras strategically placed to observe the user and the test product which are operated from the 

control room. The Evaluation Room can be customized to suit the product being tested. 

For this test, the evaluation room was configured as an office environment with a desktop computer. The simulation was to 

create a familiar setting, home or office, where the user would be comfortable using the website. The computer was an IBM 

clone using Microsoft’s Windows XP operating system. Specific details about testing equipment can be found on page 87 of 

Appendix A: Test Plan. 

Methodology 

Video permission form 

Each participant was informed that they were being recorded and received a brief introduction to the evaluation room. They 

were asked to give their consent to being recorded before starting the test. The form is included in Appendix B: Video 

Permission Form. 

Scenario tasks 

Users were allocated between five to ten minutes to complete each of the four to five tasks. They were instructed to proceed 

as they would normally navigate at home, including requesting help if needed. They were asked to “think out loud,” as their 

comments were valuable information.  
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Post-task questionnaire 

After each task, participants were given a post-task questionnaire. The questions required the participant to reflect on if they 

thought performing the task was easy, if they thought they completed the task in a reasonable amount of time, and if they 

thought the website’s instructions were helpful in completing the task. The actual post-task questionnaire is included in 

Appendix C: Post-task Questionnaire. 

Product reaction cards 

Product Reaction Cards is a method developed at Microsoft for assessing "desirability" in usability lab settings. The method 

involves giving people who have just used a product a set of 118 (thoroughly shuffled) cards that contain negative and 

positive words or phrases. Participants are asked to choose the cards that best describe the product or how the product 

made the person feel. After choosing the cards, the participant was interviewed about why they chose each card.  

Post-test questionnaire 

Users were given a post-test questionnaire to complete to evaluate how they felt and record any final thoughts on the entire 

website and experience. The actual post-test questionnaire is included in Appendix D: Post-test Questionnaire.  

Participant selection and recruitment 

To match the characteristics of typical users of the MealpayPlus website, the team decided to only recruit participants who 

have never used the website or who have used a competitor’s website. This was to (a) fulfill the first time experience with 

MealpayPlus and (b) to see how well using a competitor website translated into navigating MealpayPlus. 

To represent the MealpayPlus user, we designed our screening process to favor our primary persona, Sharon.  Sharon fully  

represents the major user group of MealpayPlus. More details about our personas can be found in Appendix E: Personas. 

The recruitment process included email, phone, and face-to-face meetings. To guarantee participation and to match user 

profiles, we recruited participants whom we had prior acquaintances (friends and co-workers) as we knew their background 

and computer skills. 
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Screening Questionnaire 

We designed a questionnaire to screen people who fit the demographics of MealpayPlus users. The screening script has been 

included in Appendix F: Screening Script, and is followed by the screening questionnaire in Appendix G: Screening 

Questionnaire. Data gathered from recruited users is listed in Appendix H: Compiled Screening Questionnaire Data. 

Scenario Descriptions 

Participants were given a total of four scenarios containing six tasks to complete for this evaluation with one bonus scenario 

given if time permitted. The table below gives a brief overview of each scenario and task with its goals: 

Scenario Time Description Goal 

Scenario 1 
5 

min 
Visual scan of the homepage. 

Determine if participants know what tasks they can perform on the 

homepage; understand if participants know what information they 

need to get started; and how they think they will be able to pay for 

their child’s lunch. 

Scenario 2 
10 

min 
Register for the website. 

Determine if participants can complete registration with ease and 

within an acceptable time. 

Scenario 3 

 Task A 

7 

min 
Add $200 to child’s account. 

Determine if participants can find the Payment Page and add 

money to the correct account with ease and within an acceptable 

time. 

Scenario 3 

 Task B 

5 

min 

Set up low balance 

notification. 

Determine if participants can find the Notifications page and add a 

low balance email reminder if balance goes under $10 with ease 

and within an acceptable time. 

Scenario 4 

 Task A 

6 

min 
Set up automatic payments. 

Determine if participants can find the Auto Payments Page. Also 

determine if participants can set up their wallet and set up auto 

payments of $30 with ease and within an acceptable time. 

Scenario 4 

 Task B 

6 

min 
Add a second student. 

Determine if participants can find the Add Student page and 

successfully add a second student to an existing account with ease 

and within an acceptable time. 

Bonus Scenario 
5 

min 

Add money to account for an 

activity. 

Determine if participant is able to successfully find the activity in 

the system and add money to the correct account with ease and 

within an acceptable time. 
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Findings 

Qualitative findings 

The following pages list each usability finding has a description, screenshot, category, its severity rating, and Blue Chip’s 

recommendation.  

Severity rankings 

We have given our issues a ranking based on a combination of three factors: 

 Frequency – Is this problem common or rare? 

 Impact – How difficult is it for the user to overcome this problem? 

 Persistence – Will the user be repeatedly bothered by this problem or is it easily overcome (or otherwise avoided)? 

Each point on the severity scale is marked by a blue colored chip as shown below: 

Ranking Definition 

 Cosmetic issues – Minor issues which need not be fixed unless extra time is available 

 Low-priority issues – Issues which may affect users’ ability to use the website 

 Medium-priority issues – Issues which may frustrate or confuse users 

 High-priority issues – Issues which seriously hamper, prevent, or otherwise impede the user’s progress. 

The following findings are ordered by the severity rankings. 
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. 
Finding 1: Finish registration button missing while editing user information 

 

Description At the end of registration, when the user 

arrives on the Confirmation page, then 

chooses to Edit their student information, 

doesn’t change any information, and 

finally clicks Save, the Finish Registration 

button disappears from the Confirmation 

page. This error was only resolved by 

using the browser’s Back button to return 

to a page where the button is displayed. 

Severity  

Users U1 

Category Error 

Rec. Provide a Finish Registration button at the 

bottom so users can finish registering on 

the website. 

Provide users with clearly labeled buttons 

and links to help them navigate the 

website and complete their tasks.  
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Finding 2: No confirmation on low balance notification and auto-payment pages 

 

Description No confirmation is provided when saving 

preferences for low balance notification or 

auto-pay. This resulted in users having to 

click on Save Changes button multiple 

times in vain. In the end, users abandoned 

the task as they were not sure if they 

completed the task or not.  

Severity  

Users P, U1,U2, U4, U5, U6 

Category Feedback 

Rec. Provide confirmation message of 

successful set up after user clicks on the 

Submit button on the forms. 
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Finding 3: Unclear terminology: meal, general, bonus, incline charge, wallet, make default 

 

Description The terms such as meal, general, bonus, 

incline charge, wallet, and make default 

were confusing to users. 

Severity  

Users P, U1, U3, U4, U5 

Category Content 

Rec. Use words that are familiar to, and used 

frequently by, typical users. Words that 

are more frequently seen and heard are 

better and more quickly recognized. 

Familiar words can be collected using 

open-ended surveys and through other 

forms of market research. 
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Finding 4:  “New User Registration” and “New Customer” headings appear clickable 

 

Description Registration link is not immediately clear – 

some users clicked on the text “New User 

Registration” or “New Customer?” The 

graphics for these headings provide wrong 

visual clues. 

Severity  

Users U3, U4, U6 

Category Design 

Rec. Convert graphics into plain text for the 

heading of the new registration box.   

Additionally, provide link to this text that 

takes users to a landing page. This landing 

page can explain the registration process 

and should allow users to choose from K-

12, Hospitals, and Retirement 

Communities.  

Also, Make K-12, Hospital, Retirement 

Communities buttons stand out by color 

differentiation and 3D effects. 



Blue Chip Enterprises Usability Report: MealpayPlus Usability Report 

 10 

Finding 5: Error messages and positive feedback are displayed in the same style 

 

Description Error and confirmation messages are 

displayed in the same style. 

Severity  

Users U1, U3, U4, U5, U6 

Category Design 

Rec. Differentiate between error messages and 

positive feedback. 

For example, error messages could be 

colored red, whereas positive feedback 

can be colored green. 

In addition to color differentiation, also 

use graphical icons as below. 

 for error message 

 for positive feedback 
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Finding 6: Program fees notice went un-noticed 

 

Description Program Fee is not immediately 

noticeable. Most users missed the blurb 

about Program Fees before they started 

registration. Some of them were surprised 

to see this fee added on to their payment 

while making a meal payment. They didn't 

mind paying this fee for convenience, but 

"you should have told us sooner before I 

signed up" was their reaction. 

Severity  

Users P, U2, U3, U4, U5 

Category Design 

Rec. Make the Program Fees notice more 

prominent. Present this notice upfront at 

a prominent location so users can make 

informed decision on whether to proceed 

or not. Also, avoid using the ambiguous 

language “if applicable, program fees 

may” as it is not clear to the users 

whether they are charged fees or not until 

they make the payment. 
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Finding 7: No way to find participating schools without registration 

 

Description MealpayPlus website does not provide an 

easier way for users to find if their school 

district is participating in the meal 

program or not without registering on the 

website. Even then, this information can 

be discovered only at the last stage of the 

registration process. 

Severity  

Users U4 

Category Content 

Rec. Provide an easier way on the homepage to 

help users find if their school is 

participating or not. This will help users 

avoid going through the entire registration 

process only to find that their school is not 

participating in the MealpayPlus program.  
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Finding 8: Adding credit card on the Auto-pay page keeps brining users to the user profile page 

after submitting  

 

Description Process of setting up auto-pay is confusing 

if user does not already have a card in her 

wallet. Users get stuck after adding a card 

and returning to the Change Profile page. 

Process: Manage Auto-Pay -> Change 

Profile -> Add a Card -> Change Profile -> ? 

Severity  

Users U3, U4, U5 

Category Navigation 

Rec. Once users submit the credit card 

information, allow them to complete the 

auto-pay process. Bringing users to the 

user profile page results in confusion and 

takes away from the task at hand.  
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Finding 9: No headings on pages throughout the website  

 

Description Most of the pages don't provide any 

headers. This confused users because they 

didn't know where they were. 

Severity  

Users U1 

Category Content 

Rec. Use descriptive headings liberally 

throughout a website. 

Well-written headings are an important 

tool for helping users to scan quickly. 

Headings should provide strong cues that 

orient users and inform them about page 

organization and structure. 

Headings also help classify information on 

a page. If headings are not descriptive or 

plentiful enough, the user may start 

reading in places that do not offer the 

information they are seeking, thereby 

slowing them down unnecessarily. 
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Finding 10: Payment method drop down is buried under heavy text on the auto-payment page  

 

Description Payment method drop down is buried 

under heavy text on the auto-payment 

page and was hard to find. 

Severity  

Users U4 

Category Design 

Rec. Make the header text for the drop down 

box more prominent and mark it as a 

mandatory field. Also, reduce the 

wordiness of the text to reduce clutter. 

In general, create pages that are not 

considered cluttered by users. Uncluttered 

pages make it easier for users to scan 

them for important items. Websites that 

are optimized for scanning can help users 

find desired information. Users that scan 

generally read headings, but do not read 

full text prose which results in users 

missing information when a page contains 

dense text. 
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Finding 11: Confusing error message while making a payment 

 

Description When making a one-time payment with a 

new credit card, if there is an error with 

the card number (or presumably with 

other information as well), the user is still 

taken to the confirmation page where he 

is given a confirmation number in lieu of 

an error stating that the information was 

incorrect. The user must use his browser’s 

Back feature to return to a page where he 

can correct the information, effectively 

restarting the payment process. 

Severity  

Users U4 

Category Error 

Rec. Validate credit card before displaying the 

confirmation message.  If the credit card 

information is incorrect, then display the 

error message stating the problem.  
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Finding 12: Duplicate entries on payment method dropdown  

 

Description On "manage auto pay" page, if you do not 

choose a payment method and then 

attempt to "save," an error is triggered. 

After the error, the user's data is not 

saved and the "payment method" 

dropdown has duplicate entries. 

Severity  

Users U4 

Category Error 

Rec. Remove duplicate entry on the payment 

method drop-down. 
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Finding 13: Irrelevant information displayed on activity payment 

 

Description Activity Payment page asks users to search 

first, displaying a list of activities as 

secondary. 

Severity  

Users U3, U6 

Category Design 

Rec. Remove irrelevant information that is not 

necessary for making activity payment and 

present it only when it is needed.  

Present activities in a list format and move 

this list to the top of the page so the users 

can click on links, making search 

secondary.  

Let the computer perform as many tasks 

as possible, so that users can concentrate 

on performing tasks that actually require 

human processing and input. 
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Finding 14: Location for confirmation messages  

 

Description Error and confirmation messages often 

appear beneath the fold and aren’t 

immediately visible. 

Severity  

Users U4 

Category Design 

Rec. Provide confirmation message 

consistently at the top of each page. This 

will prevent users from hunting for the 

confirmation messages. 
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Finding 15: No checking account payment option  

 

Description Although the site mentions you may use a 

checking account to pay, there is no way 

to set one up. 

Severity  

Users U4 

Category Content 

Rec. Provide a way for users to provide 

checking account and routing number.  

If this payment option is infeasible, then 

replace the text “checking account” with 

“debit card”. 
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Finding 16: Auto-pay and low-balance notification checkboxes are grayed out  

 

Description Auto-pay and low-balance notification 

checkboxes are grayed out by default, 

making them appear disabled. 

Severity  

Users U1, U4 

Category Design 

Rec. Make these checkboxes active as these 

checkboxes are clickable. Grayed out 

checkboxes provide wrong visual clues of 

being disabled or inactive, but they are 

active when the user clicks on them. 
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Finding 17: Terms of Use checkbox went un-noticed 

 

Description When making a payment, you must agree 

to the Terms of Use or clicking on the 

Complete Payment button does nothing. 

Severity  

Users U6 

Category Content, Feedback 

Rec. Make the terms of use checkbox 

prominent so users won’t miss it during 

the registration process.  Also, the user 

should be warned that they must agree to 

the terms of conditions to proceed 

further. 
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Finding 18: Required fields are not indicated   

 

Description When adding a card to your wallet, the 

credit card field is not marked as required. 

Severity  

Users U4 

Category Design 

Rec. Mark mandatory fields with an asterisk (*) 

to indicate that users cannot move 

forward without filling out these fields. 
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Finding 19: Activity and Meal Payment pages look alike 

 

Description Users get confused when making an 

Activity Payment because the payment 

page is identical to the Meal Payment 

page. 

Severity  

Users U3 

Category Design 

Rec. Provide clear headings on each of the 

pages to indicate the page and activities 

associated with it. 
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Finding 20: No information provided on what happens to unused funds 

 

Description It is not mentioned if money left in the 

account for X amount of time expires or is 

refunded. 

Severity  

Users U4 

Category Content 

Rec. Provide a way for users to understand 

what happens to the unused funds when 

school year ends or when the user moves 

away from the participating school 

district. Provide this information on the 

Make Payment page or via a FAQ on the 

Support page. 
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Finding 21: No help while making payment 

 

Description No Help feature is provided when making 

a payment. 

Severity  

Users U1 

Category Design 

Rec. Provide users with a way to get help 

during the payment process. 
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. Finding 22: Inconsistent wording on dashboard page 

 

Description Wording is inconsistent on the user 

dashboard (e.g., “View History” vs. “View 

Payment History”). Using different terms 

for the same concept confused users. 

Severity  

Users U4 

Category Content 

Rec. Make this wording consistent so users are 

not confused with multiple different 

choices that look similar.  

Consistent wording makes it easier for 

users to understand the purpose of the 

function. 
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Finding 23: Irrelevant note about inactive student 

 

Description When adding students, a note appears 

about inactive students being dimmed 

out, even if there are no inactive students. 

Severity  

Users U4 

Category Feedback 

Rec. While adding students, don’t display a 

note about inactive students unless there 

are inactive students.  

In general, it is a good practice to hide 

irrelevant information and display it only 

when needed. This helps keep users 

focused on the task at hand. 
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Finding 24: Confirmation receipts via email  

 

Description Site does not tell the user that an email 

receipt has been sent to him. 

Severity  

Users U2, U5  

Category Feedback 

Rec. On the confirmation page, tell users that 

an email receipt has been sent to him at 

his email address. 
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Finding 25: Button nomenclature on editing of the registration information  

 

Description When adjusting/correcting registration 

information, the confirmation button 

reads “Save” whether changes have been 

made or not. 

Severity  

Users U4 

Category Navigation 

Rec. Replace the wording “Save” with “OK” or 

“Confirm”. Also, provide a Cancel button 

for those users who prefer to review 

entered information by coming to the edit 

page but do not really change any 

information. This will allow them to get 

back to the registration process without 

submitting the same information. 
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Finding 26: Blank textbox validation 

 

Description When setting up auto-pay and low-

balance notification, the system interprets 

a blank textbox as NaN (Not a Number) 

instead of zero. 

Severity  

Users U4 

Category Content 

Rec. Provide proper validation to prevent users 

from making mistakes. 
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Finding 27: Meal payment type ambiguous 

 

Description When making a payment, one user was 

curious about what type of meal he was 

paying for. 

Severity  

Users U4 

Category Content 

Rec. Make it clear that this is a debit account to 

be used in the cafeteria. Users always like 

to find out what they are paying for before 

they make the transaction. 
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Finding 28: Phone number not saved in wallet 

 

Description When setting up a card in the Wallet, all 

information is filled in except for the 

phone number. 

Severity  

Users U2, U4 

Category Design 

Rec. Ensure that all information is saved in the 

wallet including the phone number. Saving 

the phone number properly will reduce 

data entry for future. 
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Finding 29: Large buttons on dashboard page went un-noticed  

 

Description Most users never clicked on the large 

buttons in the middle of the page on the 

dashboard page. Instead, they clicked on 

textual links and links on the left panel. 

Also, this page required un-necessary 

scrolling to find links at the bottom.  

Severity  

Users U1, U2, U3, U4, U5 

Category Navigation 

Rec. Replace large blue button in the middle of 

the page with textual links or introductory 

text.  This will also reduce the un-

necessary scrolling. 

In general, text links are more easily 

recognized as clickable. Text links usually 

download faster, are preferred by users, 

and should change colors after being 

clicked.  
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Finding 30: Phone number cut-off on the registration confirmation 

 

Description On registration confirmation page, phone 

number is sometimes cut off. 

Severity  

Users U2 

Category Design 

Rec. Provide enough space so that the entire 

phone number is visible. 
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Finding 31: Ads may be perceived negatively 

 

Description User warned that while he understands 

the ads are necessary to keep costs down, 

they may cause users to question the 

security of the website.  

Severity  

Users U2 

Category Design 

Rec. While ads are necessary to keep costs 

down, they may be perceived as 

compromising security of the website.  

Advertising content also reduces the 

trustworthiness of a website. 

 

If financially justifiable, eliminate the 

advertising content as every extra unit of 

information competes with the relevant 

units of information and diminishes their 

relative visibility. If elimination is not 

possible, then keep ads on other areas of 

the site except the registration as the cost 

of losing potential customers is higher 

than the benefit gained from the 

advertising revenue. 
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Summary of findings and recommendations 

The following table contains summary of usability findings and recommendations organized by the severity rating and 

timeframe.  

# Problem Recommendation Severity Timeframe 

1 
Finish registration button missing while 

editing user information 

Provide a Finish Registration button at 

the bottom so users can finish 

registering on the website. 
 Immediate 

2 
No confirmation on low balance notification 

and auto-payment pages 

Provide confirmation message of 

successful set up after user clicks on 

the Submit button on the forms. 
 Immediate 

3 

Unclear terminology: Unclear terminology: 

meal, general, bonus, incline charge, wallet, 

make default 

Use words that are familiar to, and 

used frequently by, typical users.   Immediate 

4 
“New User Registration” and “New 

Customer” headings appear clickable 

Convert graphics into plain text for the 

heading of the new registration box.    Immediate 

5 
Error messages and positive feedback are 

displayed in the same style 

Differentiate between error messages 

and positive feedback.  Immediate 

6 Program fees notice went un-noticed 

Make the Program Fees notice more 

prominent. Present this notice upfront 

at a prominent location so users can 

make informed decision on whether to 

proceed or not.   

 Immediate 

7 
No way to find participating schools without 

registration 

Provide an easier way on the 

homepage to help users find if their 

school is participating or not. 
 Immediate 

8 

Adding credit card on the Auto-pay page 

keeps brining users to the user profile page 

after submitting 

Once users submit the credit card 

information, allow them to complete 

the auto-pay process. 
 Immediate 

9 
No headings on pages throughout the 

website 

Use descriptive headings liberally 

throughout a website.   Immediate 
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# Problem Recommendation Severity Timeframe 

10 
Payment method drop down is buried under 

heavy text on the auto-payment page 

Make the header text for the drop 

down box more prominent and mark it 

as a mandatory field. Also, reduce the 

wordiness of the text to reduce clutter. 

 

 Immediate 

11 Confusing error message 

Validate credit card before displaying 

the confirmation message.  If the credit 

card information is incorrect, then 

display the error message stating the 

problem. 

 1-3 months 

12 
Duplicate entries on payment method 

dropdown 

Remove duplicate entry on the 

payment method drop-down.  1-3 months 

13 
Irrelevant information displayed on activity 

payment 

Remove irrelevant information that is 

not necessary for making activity 

payment and present it only when it is 

needed. 

 1-3 months 

14 Location for confirmation messages 
Provide confirmation message 

consistently at the top of each page.  1-3 months 

15 No checking account payment option 
Provide a way for users to provide 

checking account and routing number.  1-3 months 

16 
Auto-pay and low-balance notification 

checkboxes are grayed out 

Make these checkboxes active as these 

checkboxes are clickable.  3-6 months 

17 Terms of Use checkbox went un-noticed 

Make the terms of use checkbox 

prominent so users won’t miss it during 

the registration process. 
 3-6 months 

18 Required fields are not indicated 

Mark mandatory fields with an asterisk 

(*) against them to indicate that users 

cannot move forward without filling 

out these fields. 

 3-6 months 
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# Problem Recommendation Severity Timeframe 

19 Activity and Meal Payment pages look alike 

Provide clear headings on each of the 

pages to indicate the page and 

activities associated with it. 
 3-6 months 

20 
No information provided on what happens to 

unused funds 

Provide a way for users to understand 

what happens to the unused funds 

when school year ends or when the 

user moves away from the participating 

school district. 

 3-6 months 

21 No help while making payment 
Provide users with a way to get help 

during the payment process.  3-6 months 

22 Inconsistent wording on dashboard page 

Make this wording consistent so users 

are not confused with multiple 

different choices that look similar. 
 3-6 months 

23 Irrelevant note about inactive student 

While adding students, don’t display a 

note about inactive students unless 

there are inactive students. 
 3-6 months 

24 Confirmation receipts via email 

On the confirmation page, tell users 

that an email receipt has been sent to 

him at his email address. 
 3-6 months 

25 
Button nomenclature on editing of the 

registration information 

Replace the wording “Save” with “OK” 

or “Confirm”. Also, provide a Cancel 

button for those users who prefer to 

review entered information by coming 

the edit page but do not really change 

any information. 

 3-6 months 

26 Blank textbox validation 
Provide proper validation to prevent 

users from making mistakes.  3-6 months 

27 Meal payment type ambiguous 
Make it clear that this is a debit 

account to be used in the cafeteria.  3-6 months 
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# Problem Recommendation Severity Timeframe 

28 Phone number not saved in wallet 
Ensure that all information is saved in 

the wallet including the phone number.  3-6 months 

29 
Large buttons on dashboard page went un-

noticed 

Replace large blue button in the middle 

of the page with textual links or 

introductory text.   
 3-6 months 

30 
Phone number cut-off on the registration 

confirmation 

Provide enough space so that the 

entire phone number is visible.  3-6 months 

31 Ads may be perceived negatively 

If financially justifiable, eliminate the 

advertising content as advertising 

banners are distracting and take users’ 

attention away from the task at hand. 

Advertising content also reduces the 

trustworthiness of a website. 

 3-6 months 

Product Reaction Cards exercise 

Following the post-test questionnaire, users were asked to come to a table to choose three to five Product Reaction Cards. 

Product Reaction Cards is a method developed at Microsoft for assessing "desirability" in usability lab settings. The method 

involves giving people who have just used a product a set of 118 (thoroughly shuffled) cards that contain negative and 

positive words or phrases. Participants are asked to choose the cards that best describe the product or how the product 

made the person feel. After choosing the cards, the participant is interviewed about why they chose those 5 cards. This 

interview can give insight into participants’ feelings about the product. 
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The following table compares positive and negative card selections. Each card was chosen only once unless otherwise noted 

in parentheses. 

Positive Cards  Negative Cards 

Desirable (2)  Confusing (2) 

Time saving (2)  Frustrating 

Useful (2)  Inconsistent 

Accessible  Time Consuming 

Business-like  

Convenient  

Effective  

Fast  

Flexible  

Fresh  

Helpful  

Low Maintenance  

Organized  

Valuable  

Users chose 17 positive cards and only 5 negative cards (including duplicates), indicating that they were satisfied with their 

experience on the website as a whole. 
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The following table details each user’s card selection as well as their reasoning behind that selection. Negative cards have 

been highlighted in red. 

ID Card Reason 

P
ilo

t Fresh I haven't seen or heard of a website like this. 

Useful It would save time rather than sending money with my son. 

Reliable They have presets so you'll know if they have enough money in the account. 
U

se
r 

1
 Desirable This is something desirable in the real world. I don't want to drive to school. 

Confusing Simply because the feedback was not clear. 

Convenient I can do it from my job or my Blackberry. 

U
se

r 
2

 

Organized 
Based on the fact that as soon as I log in, right off the bat it asks me if I'd like to make a meal payment 

or an activity fee. It separates the two, which helps me keep it organized in my head and on paper. 

Accessible 

If I'm at work and my son calls me and says, "Hey dad I need $X for a fee or I won't be able to do Y," I 

can log on from work and make the payment and call him back with a confirmation number for his 

coach or whomever. 

Time-saving 

My son is notorious for waiting until the last minute for lunch money, so this saves me time and gas in 

not having to drive to the ATM to get cash. I save on ATM fees, gas, and the time it takes me to get 

back and forth. 

U
se

r 
3

 

Confusing 

I didn't see go back to the home page. I was confused about the notification. It should give the steps 

for the process (2-step process)...I didn't know how many steps it would take to complete the task. I 

was still looking for some additional information. The terminology should be clearer. 

Frustrating I got frustrated when I couldn't figure it out. 

U
se

r 
4

 

Useful 

Because it helps me manage my son's account, although it didn't show me how much is the meal and 

extra meals. In this experience I wasn't able to view the history or, if I need to check this on a regular 

basis, I didn't check how much money he was spending, but overall from A to Z it was useful and 

allows me to keep track of the whole thing. Auto-pay is very useful. 

Desirable 
I've seen the extra activities that I could pay for, and most of the time I forget to send a check for him 

to take to school, so this is helpful. 

Time 

Consuming 

I felt that I had extra info that I didn't need to have. When I add auto-pay I expected to add the money 

right there; instead I had to add the card, save my profile, and go back to the auto-pay to start 

managing it. Then I had the zero balance error, but it accepted one dollar or even five pennies. 
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ID Card Reason 

Helpful 

Because you will be able to manage all the payments you'll be paying. The site helps you view the 

history, although the drawback that I wasn't able to see what happens to my money if it comes the 

end of the year and they still have 50 dollars -- does it roll over to the next year? 

U
se

r 
5

 
Fast 

As far as maneuvering around, even when you clicked for your payment, it didn't take a loing time to 

process; saving the changes went pretty fast, although I wanted to see something [saying] that the 

changes were saved. But the site was fast. 

Business-like Everything was professionally laid out. 

Effective 

As a parent you will want to see something like this to where you know it makes it easier to make 

your payments online and check your child's status as far as their meals and any activities. I think the 

program itself is effective. 

U
se

r 
6

 

Low 

Maintenance 

Things are set up where you don't have to do it over and over again (auto) 

Inconsistent Some screens would give confirmations and some would not 

Flexible Activity and meals 

Time Saving It's easier to go to a website and not have to get it together for several kids 

Valuable Saves time. Simple after you get everything set up 

The entire set of product reaction cards can be viewed at 

http://www.microsoft.com/usability/UEPostings/ProductReactionCards.doc .  

Quantitative findings 

Scenario observations 

Scenario 1 required the participant to review the home page without clicking on any links. They were asked to speak aloud 

what they believe is the site’s purpose, what tasks could be completed on the site and what information, if any, would they 

need to perform the tasks. For the most part, the users described the content of the page. Some gave more description than 

others. User 4 thought charitable donations could be made on the site because of the advertisement shown when he was 

performing the scenario. 

Scenario 2 presented an issue to many of the participants. They could not begin the registration process because they were 

confused by the wording and choices presented. They were not sure if they should, as new users, enter the given user ID and 
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password in the form presented or click on the wording “new user registration”. The users that had this problem eventually 

clicked on K-12 and started the process. Users had to scroll to confirm that they had added a child to the account. The 

confirmation wording was not clear, as it suggested that the process was not completed. The confusion caused them to take 

more than the allotted time to complete the task.  

Scenario 3 Task A required the user to add money to a lunch account. However, when they were presented with the page, 

some users added money to the general account, and some were surprised by the program fee. The bonus account simply 

confounded them as they did not know what type of account that could be. The terminology for the bonus payment 

mentioned an “incline charge”, which added to the confusion. Some users missed the “Terms of Agreement” check box. 

Scenario 3 Task B asked the user to set up a low balance notification. Most users were able to perform this task; however, 

they were unsure if they successfully completed it because no confirmation was given.  

Scenario 4, Task A asked the user to set up an automatic draft from their credit card to fund the lunch account. This task 

presented the most problems. Users were confused by the way MealpayPlus first directed them to their profile page where 

they were asked to add a card to their wallet. Upon adding the card, they were taken back to their profile where they were 

confused as to how to get back to the automatic payment page. 

Scenario 4, Task B asked the participant to add a second student to their account. This task did not present any issues at all. 

Scenario 5 was the bonus task and asked users to add an activity fee. Only users 2, 3, and 6 had time to perform the task. 

This presented navigation issues. The drop down and keyword request added another level of complexity. Because the 

website directed users to the same page as making a one-time payment, it was unclear to them that they were making an 

activity payment. 

Completion times and task failures 

The following table shows the time it took each user to accomplish each task in minutes:seconds format. If the user did not 

successfully complete the task, or if the user took more than the allotted time to complete the task, that cell is highlighted in 

red. 

 P U1 U2 U3 U4 U5 U6 AVG 

Scenario 1 5:36 5:26 5:12 10:00 5:16 8:25 10:02 7:10 

Scenario 2 7:29 15:43 8:08 9:21 19:48 14:51 7:49 11:54 

Scenario 3 A 4:15 9:49 7:28 5:21 11:39 7:35 7:33 7:40 
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B 3:29 7:36 3:40 1:16 10:32 6:04 1:56 4:56 

Scenario 4 
A 1:39 1:32 6:00 9:28 9:37 8:50 5:49 6:08 

B 3:27 0:26 2:09 1:35 4:56 2:34 2:52 2:34 

Bonus 2:38 X 21:37 4:02 X X 4:15 3:53 

Total 28:33 40:32 37:14 41:03 53:48 48:19 40:14 44:15 

Based on the average times, the most difficult task was Scenario 2: Register for the website, while the easiest task was 

Scenario4B: Add a second student. 

Data from post-task questionnaires 

At the end of each task, we asked participants to complete a Post-task Questionnaire in order to retrieve their impression on 

their performance, which showed whether MealpayPlus has the capacity of aiding participants to complete their tasks. The 

questionnaire itself can be found in Appendix C: Post-task Questionnaire. 

The following table displays the information gathered from the post-task questionnaire: 

 

Questions: 

Q1: I was able to complete the task. 

Q2: The amount of time it took me to complete the task was… (inadequate – adequate) 

Q3: The instructions on the website were… (unhelpful – helpful) 

 
Scenario 2 Scenario 3 Scenario 4 Scenario 5 (bonus) 

Q1 Q2 Q3 Q1 Q2 Q3 Q1 Q2 Q3 Q1 Q2 Q3 

Pilot Yes 5 4 Yes 4 4 No 4 4    

U1 Yes 3 4 Yes 5 3 Yes 1 2    

U2 Yes 5 5 Yes 4 3 Yes 5 5 Yes 5 5 

U3 Yes 5 5 Yes 3 2 No 1 1 No 1 1 

U4 Yes 4 4 No 5 4 Yes 5 5    

U5 Yes 4 4 Yes 5 4 Yes 5 5    

U6 Yes 3 5 Yes 4 5 Yes 5 3 Yes 4 4 
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The reasons these users felt they did not succeed in the task are listed below: 

 Pilot at Scenario 4 – Misunderstanding of the scenario. Not a usability problem. 

 U3 at Scenario 4 – User was unsure if she completed the task correctly. 

 U3 at Scenario 5 – User was unsure if she paid in the correct section. She was supposed to pay an activity fee, but 

she believed she paid for meal. 

 U4 at Scenario 3 – User failed to add $200 to the child’s account because he mistyped 1 digit of the credit card 

number, and MealpayPlus did not check if the amount of credit card digits is correct or not. 

Overall, the participants were able to complete the tasks and gave positive feedback to the time consumed in finishing tasks 

and reading the instructions on MealpayPlus.  

For the failure and low-rated tasks, inadequate confirmation from MealpayPlus resulted in participants’ uncertainty of 

whether they have successfully finished their tasks or not:  

Users’ ratings from post-test questionnaire 

After each user completed all scenarios, we asked them to fill out a post-test questionnaire, in order to access their overall 

impressions of MealpayPlus. The questionnaire itself can be found in Appendix D: Post-test Questionnaire. 

The following table displays the information gathered from the post-test questionnaire: 

Questions Pilot U1 U2 U3 U4 U5 U6 Average 

Difficulty in finding my way around the website 
(1 to 5 is from difficult to easy) 

3 3 5 2 4 4 4 3.57 

Helpfulness of the on-screen instruction 
(1 to 5 is from unhelpful to helpful) 

4 3 5 1 4 4 4 3.57 

Attractiveness of MealpayPlus’ graphics 
(1 to 5 is from unattractive to attractive) 

5 5 5 3 5 5 5 4.71 

Clearness of MealpayPlus’ terminology 
(1 to 5 is from unclear to clear) 

5 4 5 1 4 3 3 3.57 

Information on the screen to guide you in completing given task 
(1 to 5 is from inadequate to adequate) 

4 5 5 1 4 4 4 3.85 

Number of steps to complete a given task 
(1 to 5 is from too many to just right) 

5 3 4 1 4 5 5 3.85 
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Questions Pilot U1 U2 U3 U4 U5 U6 Average 

Clearness in labeling buttons and links 
(1 to 5 is from unclearly to clearly) 

5 2 5 1 5 5 5 4.00 

Difficulty in finding help on MealpayPlus 
(1 to 5 is from difficult to easy) 

4 5 5 1 5 5 5 4.29 

Clearness of the information contained in help 
(1 to 5 is from unclear to clear) 

5 4 N/A 1 N/A N/A 5 3.75 

Difficulty in solving the problem 
(1 to 5 is from difficult to easy) 

4 4 5 1 4 4 5 3.85 

Note: Users who did not use online help have been marked as N/A. 

As the chart shows, MealpayPlus achieved easiness, helpfulness, attractiveness, clearness in the participants’ opinions.  

We also offered two open-ended questions for more insights of users’ impressions on MealpayPlus, listed below: 

 What are two things you like about the website? What are two things you dislike about the website? 

Pilot 
I like that it stored all my information and it is user 

friendly. 

Hard to tell two accounts apart. More directions 

needed. 

U1 The homepage was to the point. Low balance notified. 
No confirmation on changes saved. Automatic 

payment process was not fluid. 

U2 Accessibility. User friendliness. 
Reconfirming my payment choices. I should get email 

confirmations to registered address on file. 

U3 Font. Color. Unclear instructions. Program fees. 

U4 
Graphics were nice. Viewing balances/history was 

good. 

It was a little confusing when adding students and/or 

money, which are the two trickiest parts. 

U5 
The information showing your child and the school and 

being able to make the payment and set up payments. 
For me the wording was confusing. 

U6 

The on-screen instructions were helpful. The website is 

a little generic, but it is not bad looking. I like the 

flexibility for being able to make automatic payments 

for meals and activities. 

Automatic payment threw me for a loop...it was a 

little confusing. I didn't like those that didn't tell me 

my information was saved. I didn't like the size (small 

font) of the agree to terms. 

Overall, users found the site visually attractive and user friendly, however some users did feel lost in the site at times, and 

would like more feedback or instructions. 
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Conclusion 

Beginning with a thorough heuristic evaluation of the MealpayPlus website, Blue Chip identified several areas that warranted 

further study and developed a test plan. Pursuing an approach that makes use of a few carefully selected and screened users 

to collect the most reliable information, we worked with seven users whose profiles matched the defined personas. We 

recorded their performance and responses to tasks and questions and found multiple areas of overlapping data and findings 

that we believe are significant. As a result of the team’s analysis of the findings outlined in this report, we have generated 

recommendations for short-term and long-term website improvements. Many of these recommendations are easy to 

implement and we believe they will result in dramatic improvements in usability.  

Summary of positive findings 

 All of the participants liked the concept of an online meal pre-payment system. Participants felt that this was more 

convenient than paying by cash or check at the register. 

 Majority of the participants felt that the website was eye-catching, professional, and trustworthy. 

 All of the participants liked the visual design of the site including typography, icons, and graphics. 

 Participants were happy to get a receipt of their payment via email. 

Areas of highest usability concern 

 The majority of the participants missed the information about program fees and didn’t discover it until they made 

a payment. Participants told us that they didn’t mind paying for the convenience, but were expecting to see this 

fee notice earlier in the registration process. 

 The majority of the participants were confused because error messages and positive feedback messages appear in 

the same color.  

 The majority of participants were frustrated while setting the low balance notifications and auto-payment because 

these pages don’t provide any confirmation.  

 Terminology such as, "general", "bonus", “incline charge”, "make default" was confusing. 

 Most pages don't provide headers leaving users lost in the website.  

 One participant was concerned that he could not confirm if his son’s school participated in MealpayPlus.  
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 One participant was apprehensive about putting money into his account without knowing what happens to the 

unused funds at the end of the year or when the child moves to a different school. 

Future development and testing 

When the MealpayPlus website undergoes significant changes, updates, or redesign, additional usability testing will be 

essential to success.  Consider conducting interviews with current and prospective customers to understand their needs, 

wants, and frustrations. Once customer needs are understood, we highly recommend quick rounds of prototype design. 

Consider testing any site redesigns at the SPSU Usability Center, making use of test materials (user personas, screening 

questionnaires, task lists, etc.) already employed in this project and included as attachments to this report. We strongly 

recommend additional usability tests prior to rollout as part of an iterative design cycle to ensure the success of the changes.
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Appendix A: 

Test Plan
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Executive Summary 

Blue Chip Enterprises, a group of undergraduate and graduate students in the Technical Communication and Information 

Design & Communication programs at Southern Polytechnic State University in Marietta, Georgia,  (herein, “Blue Chip”) was 

engaged by Horizon Software International (herein, “Horizon”) to evaluate the usability of the MealpayPlus website (herein, 

"MealpayPlus"). 

Blue Chip met with the sponsor on September 1st, 2009, to gather information about the MealpayPlus website, its main 

functions, and its intended users. From this initial meeting and exposure to the website, Blue Chip created this test plan 

based on information provided by Horizon and our own heuristic evaluation. 

The purpose of this usability test is to understand the user experience with MealpayPlus so that Horizon can learn what 

works well for its users and what needs improvement. The goal is to identify strengths and weaknesses of the site as a 

baseline for future development of the site.  This test plan includes the following sections: 

 Problem statement and test objectives 

 User profile used to identify users for this study 

 Test methodology 

 User scenarios 

 Team member roles and responsibilities 

 Estimated project timeline 

 Script, survey, and criteria to be used during the test 
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Problem Statement and Test Objectives 

Since the development and release of their MealpayPlus website, Horizon has never had any formal usability testing 

performed on the website. Horizon’s reason for having the test performed now is to get insights into what works and what 

doesn’t work for the users of the website.  The usability test will determine if users can easily and effectively complete the 

core tasks of the MealpayPlus website. Questions to be addressed in this usability evaluation include: 

 Can the user create a new profile without requiring any assistance? 

 Is the user able to add money to a child’s lunch account using a credit card? 

 Is the user able to add more than one child to their profile? 

 Can the user set the low balance notification without seeking help? 

 Can the user successfully navigate through this website?  

 Is the system status clear to the user at all times? 

 Is the information logically organized and grouped so that new users can easily locate it?  

The test will be conducted in a state-of-the-art usability center at Southern Polytechnic State University in Marietta, GA.  

User Profiles 

The selection of participants whose background and abilities are representative of the MealpayPlus website’s intended end 

user is a crucial element of the evaluation process. Therefore, Blue Chip created two personas, each representing a major 

user group for the MealpayPlus website. Both personas were created from interview data collected by Blue Chip during the 

initial phase of the project. Personas have been included in Appendix E: Personas. 

Blue Chip Enterprise chose to recruit users from a variety of ethnicities who match the characteristics of the primary persona, 

Sharon. Sharon represents the most common users of the website. The participants for the test will reflect the demographic 

that Sharon represents. The table below shows the information we received from Horizon, which then translated into our 

recruiting goals. 

Basic demographics (Horizon) Recruiting goals 

Parents, grandparents 25 – 60 year old parent 

61% female  At least 4 females among 7 participants 
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Basic demographics (Horizon) Recruiting goals 

61%  make above $60,000 in household income Above $50,000 per year in household income 

Raising children or sponsoring orphans A mix of ethnicities 

Caring about their children’s nutrition and diet Raises at least one school-aged child 

 Cares about their children’s nutrition and diet 

 
Has experience with online activities such as registration, 

shopping, and bill pay 

 
Must show interest in using online meal payment system; 

prior experience with MealpayPlus or its competitors is okay 

 Uses the Internet at least 10 hours per week 

Blue Chip has created a screening questionnaire to recruit users that match the above characteristics. The questionnaire can 

be found in Appendix G: Screening Questionnaire. 

Methodology and Tasks 

Number of participants 

Blue Chip will use seven participants for the usability testing. The test will be broken down into three sessions. The first 

session includes a pilot test. Second and third sessions will each have three participants respectively. Two backup 

participants will be recruited in case of cancellations or no shows. The participants will be compensated with $50 American 

Express gift cards provided by Horizon. 

Think aloud protocol 

Participants will be asked to think aloud as they perform the tasks.  They will be encouraged to say whatever they are looking 

at, thinking, doing, and feeling, as they perform each task. This will enable the Blue Chip team to record the user’s actions, 

reactions, and thoughts as they work through the tasks. Similarly, we will encourage the participants to read their responses 

as they complete the post-task questionnaire and the post-test questionnaire. For the post-task questionnaire, please see 

Appendix C: Post-task Questionnaire. For the post-test questionnaire, please see Appendix D: Post-test Questionnaire.  
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Session length 

Each session will last one hour and will consist of the following three areas: 

 Introduction (5 minutes) 

 Scenarios, including a Post-task Questionnaire after each scenario (40 minutes) 

 Debriefing and Post-test Questionnaire (15 minutes) 

Session breakdown 

The time allocations and summary of each stage of the test are listed below. 

Introduction (5 minutes) 

During this stage of each session, the facilitator will welcome each participant and provide a brief explanation of the test 

process. The participant will sign the video consent form. The facilitator will give the participant a short tour of the facilities 

and explain that the user should “think aloud” during the test.  For video consent form, please see Appendix B: Video 

Permission Form.  

Scenario 1 (5 minutes) 

You are a very health conscious, but busy parent. Recently, your child’s school informed you of a website, which makes it 

convenient to pay for and track your child’s meal purchases at school. You decide to visit the website *minimized on the 

desktop+. Take a minute to look at the website’s homepage and to tell us, without clicking: 

 What tasks can you perform on this website? 

 What information will be needed to get started? 

 How will you go about providing lunch money for your child? 

Scenario 2 (10 minutes) 

You decide that you would like to participate in the program and register. Take the necessary steps to complete the 

registration process using the information below. [Each user will be provided with unique information] 

 User name 
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 Email 

 Password  

 Child’s name 

 Child’s student ID 

Note: You don’t need to provide your real name or any other identifiable information during the registration process. Any 

information you provide is not stored on the system. 

Once you are finished, log out and call the helpdesk for your next task. 

 Scenario 3 (13 minutes) 

Task A (7 minutes) 

You just realized that you sent your child to school without any lunch money. You do not wish to drive to school to give 

money to your child. Therefore, log in and add $200 to your child’s online account. For payment, use the following credit 

card. Once you are finished, do not log out, just leave the browser open. 

Task B (6 minutes) 

After you added some money into your child’s account you realize that the best thing to do is to set up an email reminder 

that alerts you when the balance goes below $10. Please complete this step using the following email address. [Each user will 

be provided with a unique email address] 

Once you are finished with both tasks A and B, call the help desk for your next task. 

Scenario 4 (12 minutes) 

Task A (6 minutes) 

You now realize that it would be even more effective to have your child’s account automatically replenished instead of just 

creating the low balance notifications. You decide that you want to fund your child’s account automatically once every week. 

Using the credit card that is already stored set this up to withdraw $30 each week for your child. 

Task B (6 minutes) 

Your youngest child has recently entered the first grade. You would like to add her to your existing account. Using the 

information below, please take the necessary steps to complete this task. [Each user will be provided with unique 

information] 
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 Second child’s name 

 Second child’s student ID 

Once you are finished with both tasks A & B, call helpdesk. 

Bonus scenario (5 minutes) 

[The bonus scenario will only be given to participants who have completed all the other scenarios and have at least 5 minutes 

remaining in their session.] 

Your youngest child recently joined the chorus and needs to pay the $25 activity fee. You would like to pay the fee on the 

MealpayPlus website. For payment, use the following credit card. Once you are finished, call helpdesk.   

Product reaction cards and closing (15 minutes) 

Upon completion of the scenarios (or upon time running out), the user will be asked to select product reaction cards on the 

long table in front of the computer. The team will record what the participant does and says about the cards. Once this is 

done, the participant will be asked to complete a Post-test Questionnaire. Then, the facilitator will ask the participant 

whether he/she wants to meet with the Blue Chip team. Finally, the team will present the participant with a $50 gift card, 

supplied by Horizon. 

Test environment and equipment 

The testing will be performed in the Usability Center at Southern Polytechnic State University (SPSU). SPSU’s Usability Center 

consists of three rooms: evaluation room, control room, and executive viewing room.  

For this test, the evaluation room’s layout mimics an office containing a desk with a computer, a telephone, and some office 

supplies. Specific information about the desktop computer is as follows: 

Hardware: 

 PC manufacturer – Howard Computer 

 Monitor – Viewsonic VG 2020wm @ 1280x768, 32-bit color, 60Hz 

 Mouse – Lenovo 2-button optical mouse with scroll wheel (model# MO28UOL) 

 Keyboard – Lenovo standard 101-key window keyboard (model# SK88-25) 

 Webcam – Logitech webcam (no model# present) 
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 Processor – AMD x64 bit 3000 @ 2.01 GHz 

 RAM – 1 GB 

 Video card – nVidia GeForce MX 4000 

 Network – SPSU Local Area Network 

Software: 

 Operating system – Windows XP Service Pack 3 (version 5.1)  

 Browser – Internet Explorer 6 (version 6.0.2900) 

The room has cameras at strategic points to observe the user as she or he performs the requested tasks. A one-way mirror 

separates the evaluation room from the control and executive viewing room. 

The control and executive viewing rooms have audio/visual equipment that will record all aspects of the test.  

Test schedules 

Test schedule for Tuesday, November 3 

Time Activities 

6:00 PM – 6:15 PM Team arrives and preps the test area 

6:15 Pilot participant arrives, Ruidi greets the participant in the lobby 

6:30 – 7:30 Test with pilot participant 

Test schedule for Saturday, November 7 

Time Activities 

1:00 PM – 2:00 PM Team arrives and preps the test area 

1:45 U1 arrives, Rachel greets the user 

2:00 – 3:00 Test with U1 

3:00 – 3:20 Arrange U1 data, Prep for next session 

3:05 U2 arrives, Rachel greets the user 

3:20 – 4:20 Test with U2 

4:20 – 4:40 Arrange U2 data, Prep for next session 
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Time Activities 

4:25 U3 arrives, Rachel greets the user 

4:40 – 5:40 Test with U3 

5:40 – 6:00 Arrange U3 data, Prep for backup session (if necessary) 

5:45 Backup U1 arrives, Rachel greets the user 

6:00 – 7:00 Test with Backup U1 

7:00 – 7:20 Arrange Backup U1 data, Shut down test area 

7:20 – 8:00  Team debriefing 

 

Test schedule for Saturday, November 14 

Time Activities 

9:00 AM – 10:00 AM Team arrives and preps the test area 

9:45 U4 arrives, Rachel greets the user 

10:00 – 11:00 Test with U4 

11:00 – 11:20 Arrange U4 data, Prep for next session 

11:05 U5 arrives, Rachel greets the user 

11:20 – 12:20 PM Test with U5 

12:20 – 12:30 Arrange U5 data 

12:30 – 1:20  Lunch in evaluation room 

1:20 – 1:40 Prep for next session 

1:25 U6 arrives, Rachel greets the user 

1:40 – 2:40 Test with U6 

2:40 – 3:00 Arrange U6 data, Prep for backup session (if necessary) 

2:45 Backup U2 arrives, Rachel greets the user 

3:00 – 4:00 Test with Backup U2 

4:00 – 4:20 Arrange Backup U2 data, Shut down test area 

4:20 – 6:00 Team debriefing 
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Team Roles and Responsibilities 

All Blue Chip team members have been designated roles in the usability test and will be contributing to the final report. 

Project manager 

Ruidi Tan is the project manager. She is responsible for planning the project and coordinating team operations including: 

 Setting timelines and making sure deliverables are on time 

 Running weekly team meetings 

 Communicating with the client   

 Editing reports  

She will observe and participate in the testing process and contribute to the final report. 

Facilitator 

Anant Patil is the facilitator. He is responsible for communicating with the participants prior to, during, and after the usability 

testing session. 

Camera operator 

Rachel Vilceus is the camera operator. She is responsible for recording the test session, including: 

 Comments made by participants 

 Instructions given by the facilitator 

 Interaction between the facilitator, participants, and the product 

She is also responsible for operating the equipment in the control room as well as testing the intercom.  

Narrator 

Junior Anthony serves as a narrator. His role is to make verbal observations about test events to the data logger. 
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Data logger 

Kimberley Seals holds the position of data logger and is responsible for logging activities and events of the testing sessions. 

She will be assisted by the narrator to determine the information to be entered into the log for each session. 

Helpdesk operator 

Niko Maresco, the helpdesk operator, is responsible for the technical support to users and answering calls when participants 

call the help desk if they get stuck. Niko will also be the backup data logger.  

Usability center assistant 

Xi Li, the usability center assistant, is responsible for operating the equipment in the evaluation room and the executive 

viewing room.  

General Team Responsibilities 

All members of the Blue Chip team share responsibility for overall success. The following is a general overview of roles and 

responsibilities that all members share equally: 

 Planning the test 

 Recruiting participants 

 Analyzing data 

 Writing the final report 

 Developing video highlights 

 Developing oral presentation 

Project Deliverables 

Upon project completion, the Blue Chip team will deliver the following to Horizon: 

 A final report highlighting positive and negative findings and containing recommendations  

 An oral presentation of the team’s findings in PowerPoint format 

 A video highlights DVD containing excerpts from the test and a copy of the PowerPoint slides  
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Project Timeline 
Date Day Activities 

10/22/2009 Thursday Submit final test plan 

10/23/2009 Friday 
Recruit a tolerant user for the walkthrough,  

Prepare for recruiting 7 participants (including the pilot participant) 

10/27/2009 Tuesday Conduct walkthrough with the tolerant user 

11/03/2009 Tuesday Conduct pilot test with the pilot participant 

11/07/2009 Saturday 
Conduct the first round of testing with three participants 

Hold debriefing meeting to discuss findings 

11/14/2009 Saturday 
Conduct second round of testing with three participants 

Hold meeting to collect and analyze data, prioritize findings, and assign tasks for final report 

11/23/2009 Monday Submit first draft of final report 

12/03/2009 Thursday Submit first draft of PowerPoint presentation 

12/08/2009 Tuesday Submit all deliverables, Conduct presentation 
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Usability Center 

Video Permission Form 
I hereby give my permission to be video-taped as part of my participation as a user in the MealpayPlus.com Usability Test 

conducted on November, 3, 2009, at the Usability Center at Southern Polytechnic State University. 

I understand and consent to the use and release of the video recording to the Usability Center and to the client. I further 

understand that the video recording and any highlights extracted from the recording may be used for review by the client 

and by the Usability Center. Representative video excerpts may also be used within presentations to the client, at 

professional meetings, and as part of research.   

 

I relinquish any rights to the video recording and understand that the recording may be used for the purposes described in 

this release form without further permission. 

 

I understand that if for any reason I do not want to continue I can leave at any time during this recording session.   

 

Please sign both copies of this form. Keep one for your records and 
return the other to the test facilitator. 

Print name 
 

Signature 
 

Date 
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Post-task Questionnaire 

 

I was able to complete the task. 

☐Yes (continue)   ☐No (please explain) 

                                          _______________________________________________ 

                                          _______________________________________________ 

                                          _______________________________________________ 

 

 

The amount of time it took me to complete the task was... 

inadequate 1 2 3 4 5 adequate 
 

 

The instructions on the website were... 

unhelpful 1 2 3 4 5 helpful 
 

Tester ID  Task Number  
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Please circle the numbers which most appropriately reflect your impressions of the MealpayPlus.com.  

Finding my way around the website was 

difficult 1 2 3 4 5 easy 

 The on-screen instructions were 

unhelpful 1 2 3 4 5 helpful 

 The website’s graphics was 

unattractive 1 2 3 4 5 attractive 

 The website’s terminology was 

unclear 1 2 3 4 5 clear  

There information on the screen to guide you in completing the given task was 

inadequate 1 2 3 4 5 adequate 

 The number of steps to complete a given task were 

too many 1 2 3 4 5 just right 

 The buttons and links were labeled 

unclearly 1 2 3 4 5 clearly 

 Finding help on the website was 

difficult 1 2 3 4 5 easy 

 The information contained in Help was 

unclear 1 2 3 4 5 clear 

 When I encountered a problem,  I found that solving the problem was  

difficult  1 2 3 4 5 easy  

 What are two things about the MealpayPlus website that you liked? 

__________________________________________________________________________________ 
__________________________________________________________________________________ 

What are two things about the MealpayPlus website that you didn’t like? 

__________________________________________________________________________________ 
___________________________________________________________________________________ 
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Appendix E: 

Personas
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Personas Description 

These personas each represent a major user group for the MealpayPlus website. Both personas were derived from interview 

data collected by Blue Chip prior to the heuristic evaluation. Interviewees were asked questions which elicited responses on 

five behavioral variables: 

1. Activities – What activities does the user currently perform on the Internet? 

2. Attitudes – What is the user’s attitude toward online bill pay and online shopping? 

3. Aptitude – What education and training does the user have with computers? 

4. Motivations – What are some of the user’s goals and motivations for using this system? 

5. Skills – What is the user’s experience with using computers and the Internet? 

It is important to remember that each persona does not represent a distinct user, but a group, or even a demographic, of 

users. 
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Sharon, the busy professional 

 

“My major concern is the 

quality of food served in the 

school cafeteria. I want my 

kids to get nutritional food.” 

Sharon is a 35 year old professional working in a managerial position for a major 

telecommunications company in Atlanta, GA. Sharon, her husband, and their two children live 

in an upscale subdivision outside the perimeter. Both children attend middle school nearby. 

Both Sharon and her husband are busy at their jobs and frequently travel out of the town. Due 

to their hectic work schedule, it is often impossible for the couple to prepare lunches for their 

children during the week, so they provide money for the kids to eat at the school cafeteria. 

Being very health-conscious, however, Sharon is apprehensive about the quality of the food 

they eat at school. 

Recently, Sharon and her husband discovered that their youngest son has an elevated blood-

sugar level, so she is especially concerned with what he is eating. Sharon’s family history is 

riddled with diabetes and high blood pressure, so she wishes that she could understand the 

types of foods her children are ordering at school and monitor their nutrition. 

Sharon is a technically savvy person who frequently uses the internet to pay bills and shop 

online as well as to keep in touch with family and friends. Sharon loves shopping at Harry’s 

Farmers Market, cooking health-conscious meals at home on weekends, and often invites her 

friends to join. Sharon is also a marathon runner who enjoys hiking on Kennesaw Mountain, 

indicating her focus on fitness and healthy eating. 

Background Goals Influencers Frustrations 

 35 years old 

 Telecom manager 

 Married, two children 

 $70k+ / year 

 Very health conscious 

 Monitor nutrition of 

children 

 Manage family budget  

 Exercise regularly 

 Ease of use 

 Speed 

 Get information at 

quick glance 

 Lengthy registration 

process 

 Retrieving lost 

passwords 

 Lack of time 
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John, the single father 

 

 

“I will pay my children’s 

school lunches online 

only if it is safe, cheap, 

and easy to handle.” 

John is a 47 year old single father working as a paralegal at a small law firm in Marietta, GA. He 

has three children. The oldest child is in graduate school. His two younger children are in 7th 

grade and kindergarten and live with him at their home in Sandy Springs, GA. 

John is raising his two boys by himself. He works from 7 AM to 7 PM, five days a week, and 

consequently has no time to prepare the lunch for the boys. He gives them lunch money to eat 

at the school cafeteria. 

He has recently been paying attention to his children’s diets; John has been concerned about 

what his 7th grade son eats at school because he is somewhat overweight.  

John is not a technically savvy person, and only uses the internet to send email and to read 

news. He once used the online meal pay service offered in his school district, but gave up 

quickly as he found it hard to reconcile balances. He is wary of technologies such as online bill 

pay because he feels that online billing is unsafe, worrying about identity theft and fraud.  

Background Goals Influencers Frustrations 

47 years old 

Paralegal 

Single, three children 

$50-70k / year 

Moderately health conscious 

Healthy meals for his sons 

Stay informed about any change 

in his account 

Manage family budget 

Guarantee of safety 

Ease of use 

Safety 

Good customer service 

Hidden fees and charges 

Learning new technologies 

Balance discrepancies 
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Hello! My name is ____________ and I'm a student at Southern Polytechnic State University. My class is currently recruiting 

volunteers for a study, and we'd love your input. There is a $50 American Express gift card reward for volunteers who qualify 

for and complete the study. Would you be interested in participating? 

Yes – Continue           No – Terminate 

 

Great! This will only take a few minutes. First, do you have any children in grade school? 

Yes – Continue          No - Terminate 

 

Our study is scheduled on Saturday, November 7 and Saturday, November 14. Are you available for one hour during either of 

those two days?  

Yes – Continue          No - Terminate 

 

Thanks! Next question: Are you currently using or have used in the past an online program to pay for your child's meals at 

school? 

Yes – Continue         No - Skip next question 

 

What is the name of that program you used or are currently using? 

Anything other than MealpayPlus – Continue 

MealpayPlus – Terminate 

 

Great! Let me tell you a little more about the study. 

My team is conducting a usability study of a website that allows you, as a parent, to create a sort of debit account for your 

child to use in his or her school's cafeteria. We are currently recruiting volunteers to test this website for feedback from 

potential users. The testing session will be recorded and videotaped. Do you have a problem with being recorded or 

videotaped as part of this study? 
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Yes – Terminate 

No – I have a short questionnaire that I'd like you to fill out to determine if you qualify as a participant. Also, I want you to 

know that we are not gathering this information for any commercial purpose. 

 

Once the questionnaire is complete: 

Great! Thank you for your time! We will review your answers. If you qualify as a participant, one of our team members will 

contact you within the next week to schedule your test time. Remember, if you are selected for this study, you'll be 

compensated for completing the study with a $50 American Express gift card. Thank you again for your time! 

Terminate: 

I'm sorry; unfortunately, you do not qualify for our study. Thank you for your time!
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Contact Information 

Name  

Phone  Email  

Interest Level 

Would you be interested in enrolling your child in a meal pay program if one were 
available at your school?  

☐No (Stop filling out remaining questions)                 

☐Yes (Fill out remaining questions)

Rate your level of interest.  ☐High                        ☐Medium                         ☐Low                                                                                         

General Questions 

Gender ☐ Male ☐Female 

Age  
☐<25 ☐25 – 30 ☐31 – 35 ☐36 – 40  

☐41 – 45 ☐46 – 50 ☐51 – 55 ☐>55 

Family Income ☐< $50,000             ☐$50,000 – $60,000           ☐$60,000 – $70,000           ☐$70,000 – $80,000            ☐> $80,000 

Background 

Occupation Title (optional) 

Children Information  

Age Current Grade Current School 

Computer Experience 

How many hours do you spend online in an average week? 
☐< 10 hours      ☐10 – 20 hours       ☐20 – 30 hours     

☐30-40 hours      ☐ 40 hours              

What do you use the computer for? 

(choose the top 2 or 3) 

☐Office work       ☐Watching videos      ☐Chatting    

☐Shopping Online      ☐Doing research      ☐Reading news

☐Checking mail      ☐Social Networking      ☐Other (explain)   

☐Online bill pay      ☐Online banking    

What online payment systems have you used before? 
(Choose all that apply) 

☐Billing             ☐Banking                             

☐Shopping            ☐Meal payment      

☐Other (please specify) 

What web browser do you usually use for surfing on the 
Internet? 

☐Internet Explorer      ☐Firefox  ☐Safari 

☐Other (please specify) 

Preferred Date/Time  

Tuesday, 11/03 

☐6:15pm 

 

Saturday, 11/07 

☐1:45pm 

☐3:05pm 

☐4:25pm 

☐5:45pm (backup participant) 

Saturday, 11/14 

☐9:45am 

☐11:05am 

☐1:25pm 

☐2:45pm (backup 
participant) 
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Screening Questionnaire Data  

The following table contains the detailed background information of the participants. The walk-through participant (the 

tolerant participant) is not included. 

 Pilot User User 1 User 2 User 3 User 4 User 5 User 6 

Gender Female Female Male Female Male Male Female 

Age Range 25 – 30 41 – 45 35 – 40 36 – 40 41 – 45 31 – 35 31 – 35 

Income < $50,000 < $50,000 < $80,000 < $80,000 > $80,000 < $50,000 < $50,000 

Interest High High High Medium High High High 

Occupation Administrator Manager Administrator Payroll Manager Manufacturing Homemaker 

Children 3 1 1 2 2 3 3 

Online 

hours  
10 – 20 20 – 30 10 – 20 30 – 40 20 – 30 10 –20 10 –20 

Online 

experience 

Billing  

Shopping 

Banking 

Billing  

Shopping 

Banking 

Billing  

Shopping 

Banking 

Billing  

Shopping 

Banking 

Meal Payment 

Billing  

Shopping 

Banking 

Meal Payment 

Billing 

Shopping 

Banking 

Meal Payment 

Billing 

Shopping 

Banking 

Meal Payment 
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Executive Summary 

This report provides the results of a heuristic evaluation for the MealpayPlus website. The evaluation was performed using 

Jakob Nielsen’s 10 Usability Heuristics. This method consists of each team member individually comparing a predefined set of 

usability principles, or heuristics, to the website while attempting to complete a few representative tasks. For this evaluation, 

we focused on the following tasks: creating a user account, registering two students, adding money to the account, paying 

activity fees, viewing payment activity, and contacting customer support. 

While there were areas of the site that passed the heuristics, problem areas were identified and are listed in this report in 

two sections. The first section documents heuristic violations with screenshots as they appeared while stepping through our 

tasks, and is ordered based on the task flow. The second section summarizes these and other additional heuristic violations in 

a tabular format. 

The top 10 most severe usability problems are: 

 Make Fees & Activity Payment link takes users to a search screen instead of a page displaying activities 

 The Complete Payment button appears clickable, but can't be clicked until Terms of Use checkbox is ticked 

 Many form fields do not validate properly or at all 

 Students may be removed from the system without confirmation from the user 

 MealpayPlus website uses financial language which everyday users may not understand 

 Raw code from Microsoft IIS/ASP is displayed on some errors 

 On the welcome screen, navigation links to the same destination have different labels and button styles 

 Error messages and positive feedback are rendered in red type 

 It is not clear that users will be charged service fees until starting the payment process 

 On the navigation menu on the left, the dropdown menu is hidden and is not immediately apparent to first time 

users 
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Introduction 

According to usability expert Jakob Nielsen, a heuristic evaluation “involves having a small set of evaluators examine the 

interface and judge Blue Chip Enterprises, a group of undergraduate and graduate students in the Information Design & 

Communication and Technical Communication programs at Southern Polytechnic State University in Marietta, Georgia,  

(henceforth known as “Blue Chip”) was engaged by Horizon Software International (henceforth known as “Horizon”) to 

evaluate the usability of the MealpayPlus website. The evaluation comprises two parts: heuristic evaluation and a usability 

study.  This report describes our early insights into the usability problems gained through the heuristic evaluation. It begins 

with a brief overview of the heuristic evaluation process, and then continues with our findings, and concludes with problem 

areas to consider for the usability study.  

Methodology 

According to usability expert Jakob Nielsen, a heuristic evaluation “involves having a small set of evaluators examine the 
interface and judge its compliance with recognized usability principles (the ‘heuristics’).” Each Blue Chip team member 
independently inspected the MealpayPlus website from the perspective of our primary persona, Sharon, focusing on the 
following tasks: creating a user account, registering two students, adding money to the account, paying activity fees, viewing 
payment activity, and contacting customer support. Then the team met to compile the findings and reach consensus on the 
top usability issues, voting to assign severity ratings for each. This report presents the combined findings. The identified 
problem areas are scheduled for investigation in the usability testing phase. 

Heuristics 

Blue Chip team members used the following 10 heuristics offered by Nielsen for this evaluation: 

 Visibility of system status – The system keeps the user(s) informed about what is happening through appropriate 

feedback 

 Match between system and the real world – The system uses words, phrases, and concepts familiar to the user 

and has information in a natural logical order 

 User control and freedom – Since mistakes are unavoidable, there are functions that allow undo and redo 

 Consistency and standards – Follow conventions and avoid ambiguity 

 Error prevention – Careful design which prevents or limits errors from occurring 
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 Recognition rather than recall – Make objects, actions, and options visible. The user should not have to remember 

information from one part of the dialogue to another. Instructions for use of the system should be visible or easily 

retrievable 

 Flexibility and efficiency of use – Behind the scenes operation improves user experience 

 Aesthetic and minimalist design – Eliminate irrelevant content and design features 

 Help users recognize, diagnose, and recover from errors – Error messages indicates problem and offers solution 

 Help and documentation – Easily noticed and categorized usable help information 

Severity scale and ratings 

We have given our issues a ranking based on the following four-point scale, which is based on Nielsen’s severity ratings for 

usability problems. Severity is based on a combination of three factors: 

 Frequency – Is this problem common or rare? 

 Impact – How difficult is it for the user to overcome this problem? 

 Persistence – Will the user be repeatedly bothered by this problem or is it easily overcome (or otherwise avoided)? 

Each point on the severity scale is marked by a blue colored chip. One blue chip indicates a cosmetic issue while four blue 

chips indicated a high-priority issue. 

Severity 

ranking 
Definition 

 Cosmetic issues: Minor issues which need not be fixed unless extra time is available 

 Low-priority issues: Issues which may affect users’ ability to use the website 

 Medium-priority issues: Issues which may frustrate or confuse users 

 High-priority issues: Issues which seriously hamper, prevent, or otherwise impede the user’s progress  
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Personas 

Blue Chip created two personas each representing a major user group for the MealpayPlus website. Both personas were 

derived from interview data collected by Blue Chip prior to the heuristic evaluation. Interviewees were asked questions 

which elicited responses on five behavioral variables: 

 Activities – What activities does the user currently perform on the Internet? 

 Attitudes – What is the user’s attitude toward online bill pay and online shopping? 

 Aptitude – What education and training does the user have with computers? 

 Motivations – What are some of the user’s goals and motivations for using this system? 

 Skills – What is the user’s experience with using computers and the Internet? 

Each Blue Chip team member evaluated the site as our primary persona, Sharon, attempting to complete a specific set of 

tasks. For more information regarding the personas, please see Appendix E: Personas. 

Tasks 

Because the main purpose of MealpayPlus is to allow parents to prepay for school meal payments and activities online, we 

conducted the heuristic evaluation using the following tasks: 

 Create a user profile 

 Register a student 

 Deposit money 

 View the student’s cafeteria purchases 

 Make an activity fee payment 

 Set up a low balance notification 

 Contact customer support 
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Heuristics Met 

During the heuristic evaluation process, we documented the areas of the website that enhanced the usability of the 

MealpayPlus website. Below are the findings where the website met heuristics.  

 Users are able to see what information they need to begin and complete registration right after they start the 

registration process. 

Recognition rather than recall 

 Registration process provides a progress bar on the top left of the page with the 5 steps, giving feedback to users 

regarding their position in the registration process. 

Visibility of system status, Recognition rather than recall 

 The input fields of the registration process are logically grouped such as “Your Name” and “Your Address,” which 

helps users scan the form quickly before filling it out. Also, the form uses straightforward, easy language. 

Match between system and the real world 

 The registration process allows users to review profile information submitted in previous steps before completing 

the registration. This approach prevents errors and allows users to correct them before final submission. In 

addition, the information presented in the Receipt page is clear and logical. 

Visibility of system status, Recognition rather than recall 

 After users make a deposit, the animation “Processing payment, please wait…” keeps users informed about what is 

going on through appropriate feedback within reasonable time. 

Visibility of system status 

 The button “Need Help?” is accessible to users on nearly every page of the site. It takes users to a “Frequently 

Asked Questions” page with answers to common questions. 

Error prevention 

 The clickable bar “Click here to show/hide the account descriptions help box” allows both novice users and 

experienced users to tailor frequent actions. It is a good accelerator for the users. 

Flexibility and efficiency of use 

 The cancel button is accessible on every page of the website where needed, which ensures the control and 

freedom of the users. 

User control and freedom 
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 Back and Next buttons during the registration process are placed away from each other and at consistent 

locations. This allows users to focus on completing the registration process and prevents accidental clicks of the 

Back button.  

Consistency and standards, error prevention 

 Overall, the website uses aesthetically pleasing colors, typography, and graphics.  

Aesthetic and minimalist design 

Findings 

The following section documents heuristic violations with screenshots as they appeared while stepping through our tasks, 

and are ordered chronologically. 
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. 
Registration: Begin registration button is not prominent 

 

Finding Begin Registration button is 

not the main focus of this 

page and is buried under 

heavy text and advertising 

content. Even though the 

advertising content is placed 

to the side, it interrupts the 

user’s flow of attention 

especially when the user is 

new to the website. Every 

extra unit of information 

competes with the relevant 

units of information and 

diminishes their relative 

visibility. 

Category Design 

Heuristic Aesthetic and minimalist 

design 

Severity 
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Registration: Required fields are not indicated 

 

Finding The registration page does 

not distinguish between 

optional and required fields 

unless the user forgets to 

submit information, and 

even then only after the 

form is submitted. In this 

example, the word 

“required” appears next to 

these fields only after user 

forgets to fill them out and 

presses the Next button. 

Furthermore, submitted 

information is not properly 

validated. For example, one 

of our testers entered her 

phone number as 123456 

and was not alerted about 

the error.  

Category Form 

Heuristic Error prevention 

Severity 
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Registration: Add Student and Next buttons are competing 

 

Finding The user cannot proceed 

without adding a student; 

however the Add Student 

and Next buttons are 

competing for attention. 

Also, the area under Your 

Managed Students is 

displayed unnecessarily until 

populated. 

Category Form 

Heuristic User control and freedom 

Error prevention 

Flexibility and efficiency of 

use 

Help users recognize, 

diagnose, and recover from 

errors 

Severity 
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Registration: Program fees notice is misplaced 

 

 

Finding It is not clear that there will be program 

fees until the user is going to make a 

payment, and even then it uses vague 

language saying there “may” be a service 

charge.  

Also, this notice appears at the final step 

of the registration instead of at the 

beginning to help users make an informed 

decision on whether to register or not.  

Category Content 

Heuristic Match between system and the real world 

Error prevention 

Severity 
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Registration: Error and Confirmation messages look the same 

 

Finding Error messages and positive feedback are 

both rendered in red type. For example, 

the error message in the left screenshot 

appears when a child cannot be added to 

the user account. However, same font face 

and color is used when a child is 

successfully added to the account leaving 

users wondered if anything went wrong.  

Category Content 

Heuristic Visibility of system status 

Aesthetic and minimalist design 

Severity 
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Registration: Error page report 

 

Finding This error message does not 

describe in simple terms what 

happened, and does not offer 

constructive advice on how 

to get back on track.  

Category Errors 

Heuristic Match between system and 

the real world 

Help users recognize, 

diagnose, and recover from 

errors  

Severity 
 

 



Blue Chip Enterprises Usability Report: MealpayPlus Appendix I: Heuristic Evaluation 

 94 

Registration: Links are redundant 

 

Finding The links to the left side 

navigation menu and main 

body of the page are 

redundant and create 

confusion. 

For example, Make Fees & 

Activities Payment 

(navigation menu) and View 

Search Fees & Activities 

(main body) have the same 

destination page, yet have 

been labeled as different 

items. 

Category Design 

Heuristic  Consistency and standards 

Aesthetic and minimalist 

design 

Severity 
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Deposit money: Inflexible form fields 

 

Finding Users are forced to enter credit card 

numbers without spaces or dashes, 

indicating a form validation problem. 

Similarly, phone numbers, email, and 

other input fields aren’t validated to 

prevent errors from happening in the 

first place.  

Categor
y 

Form 

Heuristi
c 

User control and freedom 

Error prevention 

Flexibility and efficiency of use 

Severity 
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Deposit money: Financial jargon 

 

Finding MealpayPlus website uses financial 

language which everyday users may not 

understand. 

Additionally, the Shopping Cart metaphor 

is incorrectly used: since users are 

depositing money into an account and not 

purchasing items, this could be confusing 

for users. 

Category Content 

Heuristic Match between system and the real world 

Consistency and standards 

Aesthetic and minimalist design 

Severity 
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Deposit money: Complete Payment button appears clickable 

 

Finding The Complete Payment 

button looks like an active 

button, but clicking it does 

not advance the process until 

the I agree to the Terms of 

Use checkbox is ticked. No 

error message or feedback of 

any kind is displayed to 

indicate that the user must 

tick the Terms of Use 

checkbox before clicking the 

Complete Payment button. 

Category Form 

Heuristic Match between system and 

the real world 

Severity 
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Fees & activity payment: Search is required 

 

 

Finding Make Fees & Activity Payment link 

takes users to a search screen 

instead of a page displaying activities. 

On the search screen, users may not 

know what to search for. Also, when 

keywords don’t match, users receive 

an error message. But, it fails to 

provide any suggested keywords. In 

short, users cannot move forward 

without a successful search. 

Category Form 

Heuristic Match between system and the real 

world 

Error prevention 

Recognition rather than recall 

Severity 
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View balances: Drop down options are hidden 

 

Finding On the main navigation menu, both View 

Balances and View History are given drop-

down menus, which may not be 

immediately apparent to first-time users.  

Category Navigation 

Heuristic Recognition rather than recall 

Severity 
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Preferences: No feedback on low balance notification 

 

Finding When the Save Changes button is clicked, 

no feedback is displayed to tell the user if 

the action was successful or not. 

Also, the Click Here link above Account 

Descriptions is hidden and requires users 

to read the text. 

Category Feedback 

Heuristic Visibility of system status 

Severity 
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Preferences: Student is removed without any prompt 

 

Finding In Student Management, when removing 

a student with the Remove (Student) 

button, the student is immediately 

removed without any prompting. 

Category Feedback 

Heuristic Visibility of system status 

Error prevention 

Severity 
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Logoff: Automatic logoff due to inactivity 

 

Finding Inactive users are automatically 

logged off after a specific interval (30 

minutes?) with no warning or 

explanation.  This may be an issue for 

busy parents who may start the 

process and then get interrupted.  

Category Form 

Heuristic Error prevention 

Severity 
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Summary of Findings 

The following table contains issues listed above plus other issues located during our evaluation, ordered by severity. 

Problems ranked 3 or higher will be part of the scenarios used in the usability study. 

# Problem Severity Heuristic(s) violated Category 

1 

Make Fees & Activity Payment link takes users to a 

search screen instead of a page displaying activities. 

On the search screen, users may not know what to 

search for. Also, when keywords don’t match, users 

receive an error message. But, it fails to provide any 

suggested keywords. In short, users cannot move 

forward without a successful search. 

 

Match between system and the 

real world 

Error prevention 

Recognition rather than recall 

Form 

 

 

2 

Many form fields do not validate properly or at all. 

Notable fields include Credit Card field in Wallet area, 

Phone Number fields in Registration area, and Email 

fields throughout site. 

 
Error prevention 

Flexibility and efficiency of use 

Form 

 

 

3 

The Complete Payment button looks like an active 

button, but clicking it does not advance the process 

until Terms of Use checkbox is ticked. 
 

Visibility of system status 

Error prevention  
Feedback 

4 

In Student Management, when removing a student 

with the Remove (Student) button, the student is 

immediately removed without any prompting. 
 

Visibility of system status 

Error prevention 
Feedback 

5 

MealpayPlus website uses financial language which 

everyday users may not understand. Additionally, the 

Shopping Cart metaphor is incorrectly used: since 

users are depositing money into an account and not 

purchasing items, this could be confusing for users. 

 
Match between system and the 

real world 
Content 
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# Problem Severity Heuristic(s) violated Category 

6 

Sometimes instead of a friendly error message, raw 

code from Microsoft IIS/ASP is displayed. This error 

message does not describe in simple terms what 

happened, and does not offer constructive advice on 

how to get back on track. 

 

Match between system and the 

real world 

Help users recognize, diagnose, 

and recover from errors 

Errors 

7 

Once logged in, the user is presented with some 

navigation options that are labeled differently, but go 

to the same destination. This can be confusing for 

first-time users. 

 
Consistency and standards 

Flexibility and efficiency of use  

Navigatio

n 

8 
Error messages and positive feedback are both 

rendered in red type.  Visibility of system status Feedback 

9 

It is not clear that there will be program fees until the 

user is going to make a payment, and even then it 

uses vague language saying there “may” be a service 

charge. 

 

Match between system and the 

real world 

Error prevention 

Content 

10 

On the main navigation menu, both View Balances 

and View History are given drop-down menus, which 

may not be immediately apparent to first-time users. 
 

Recognition rather than recall 

Flexibility and efficiency of use  

Navigatio

n 

11 
Many forms do not indicate which fields are required 

and which ones are not.  Error prevention Form 

12 

Inactive users are automatically logged off after a 

specific interval (30 minutes?) with no warning or 

explanation.  This may be an issue for busy parents 

who may start the process and then get interrupted. 

 
Visibility of system status 

User control and freedom 
Feedback 

13 

During the Make a Payment process, the user is 

unable to access the rest of the site unless she 

specifically clicks on Cancel Payment. 
 User control and freedom 

Navigatio

n 

14 No page in the site has a title (<title> tag).  
Visibility of system status 

Recognition rather than recall 
Design 
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# Problem Severity Heuristic(s) violated Category 

15 

While registering and while logged in, the top-level 

navigation (About, Benefits, Availability, FAQs, 

Testimonials) is not displayed. 
 

User control and freedom 

Flexibility and efficiency of use 

Navigatio

n 

16 
The current credit card storage system is called 

Wallet. This may be confusing for some users.  

Match between system and the 

real world 

Flexibility and efficiency of use 

Content 

17 

Once registration is complete, the user is given a link 

back to the main page to log in, instead of 

automatically logging her in or presenting her with a 

login form right away. 

 
Visibility of system status 

User control and freedom 

Navigatio

n 

18 

The site is not 100% valid HTML, causing some 

elements to render improperly in Safari and possibly 

in other browsers. 
 Aesthetic and minimalist design Design 

19 

On Problem Report form, a logged-in user is 

prompted for her username, email, and other 

information, which should be automatically filled out 

for her. 

 
Recognition rather than recall 

Flexibility and efficiency of use  
Form 

20 
In Student Management, the Remove (Student) 

button blends in with the background.  Error prevention Design 

Conclusion 

This heuristic evaluation has made us familiar with the MealpayPlus website and its functionality. It has also given us insight 

into some of the potential usability problems. Using this report as a guide, we will structure our usability test to investigate 

real users’ experiences with these issues. Blue Chip Enterprises looks forward to testing the above findings with actual users 

of the MealpayPlus website.



Blue Chip Enterprises Usability Report: MealpayPlus Appendix L: Facilitator Script 

 106 

Appendix J: 

Facilitator Script 



Blue Chip Enterprises Usability Report: MealpayPlus Appendix L: Facilitator Script 

 107 

Introduction 

Hi, my name is Anant Patil. I am a graduate student and a member of the team in the Usability Testing class. I’ll be walking 

you through this session today. You’ll notice that I’ll be reading from this paper most of the time. We do this to ensure that 

we give the same information to everyone. 

Videotaping permission 

Today, you’ll be working on this computer.  

As we have mentioned earlier, we will videotape the session, which will help us to go back and review what happened just in 

case we miss something in our notes. Please go ahead and read the form [hand over the video release consent] and let me 

know if you have any questions or concerns. When you are done, please sign and date both copies at the bottom. Please take 

one copy for your records. 

Introduction of the evaluation room 

Before we start the test, I would like to give you a brief tour of the room.  

We have several cameras in the room [point to the cameras]. They give the team several views of this area. Most of the time, 

the team will be looking at the screen you will be working on to see where you are clicking. Here is a microphone [point to 

the microphone] which will pick up your voice as you speak.   

Here’s the phone. You can use it to call the help desk. If you run into a situation where you would normally call for help, 

that’s when you should use the phone. Also, use the phone to call to let us know when you’re done. To make sure you know 

how to use internal extensions, can you try dialing 1 and 2 in those yellow labels to make a call to the other room where I’ll 

be? 

Team introduction 

On the other side of this room is the team observing the test session. This is a one-way mirror that allows the team to see 

what is going on in this room. The team is formed by seven students. Our advisor may also be there, and we may have some 

visitors from the company viewing the session from another room. At the end of the study, if you’re comfortable with this, 

I’d like to introduce you to the team and to give them a chance to thank you for your participation. 
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Test introduction 

You probably already know, but let me explain to you why we’ve asked you to come here today: we’re testing the 

MealpayPlus website to see what it is like for people to use it. I want to make clear right away that we’re testing the site, not 

you. We want to learn from you about what works well and what gives you problems with this website, so we need to know 

what you honestly think.  

As we go along, I’m going to ask you to think out loud, to tell us what’s going through your mind. You may say something like 

“I am clicking on ...”, “I chose this option because…”, “I don’t like ….”, or “Oh, that’s really cool!” 

During the test, I’ll be sitting in the other room with the team. Before I go, I’ll give you a task for you to perform. Once you’re 

finished with the task, please call me. I’ll give you a short form to fill out after each task. After completing the Questionnaire, 

please read your responses.  

I’d like you to perform each task as you normally would. For example, try to work with the same attention to detail that you 

normally do at home.  

Product reaction cards 

Thank you so much for sharing your insights with us. Let’s do this. Please look over all the cards and pick any that best reflect 

your experience of working with the MealpayPlus website. You can pick whatever you’re comfortable with, 3 or 4, or 5 cards 

or more. After you pick your cards, bring them back to the computer desk and tell us what the cards you chose mean to you. 

Post-test Questionnaire 

This is the last thing we will ask you to do. Here is the final questionnaire we’d like for you to fill out. Please read your 

responses after you complete it. It’s important that you answer truthfully. Please remember, you are not going to hurt our 

feelings. 

After testing 

Thank you very much for coming in today. We really learned a lot from your feedback.  Would you like to meet the team so 

that they can have a chance to thank you for your help? Here is your gift for helping us today. We really appreciate it.
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Appendix K: 

Raw Session Logs
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Pilot test session log 

Timestamp Description ID Tag 

0:00:53.18 Task 1 --  Registration S Start task 

0:02:27.98 
The information i need is to select a username and password...I'm not sure what I will use to 

provide lunchmoney for my child becasue I don't see it on this homepage... 
Q Quote 

0:08:22.79 Register S Start task 

0:10:00.59 

I don't know what my user name is...register? OK.  She didn't see the email address at 

first...changed it after noticing this red message...I have my son's student ID and last 

name...which is different from my last name...I'm not going to select add student becasue 

he's the only student I'm going to use...Calling for help....It says I must have at least one 

student, I'm not sure what that means...I'm really6 a good candidtate because I don't know 

what I'm doing....I'm going to read over all info to make sure I did it correctly (....program 

fee?  Now I see a program fee might be added...it looks like everying is accepted and I'm 

going to sign in...possibly... 

Q Quote 

0:15:51.18  E End task 

0:15:53.18 

Questionnaire...yes I was able to complete the task...it was suitable...it was very easy to 

figure out...the instructions? helpful? but it would be nice to have an instruction to that 

would have told me to Add student...that would have been helpful 

S Start task 

0:17:05.39  E End task 

0:17:07.18 Task 3-- S Start task 

0:18:12.98 I need to find out how to add money to my child' S Start task 

0:18:33.39 

I need to figure out how to add $ to my child's acct..I'm going to guess it's make a payment...I 

don't want to make a payment...Shes trying to decide where to add $...so I'm going to select 

the first sign here because it says this acct is depositable...ok it looks like that's what I wanted 

to do...that is the correct account so...wait what do I want to use for payment...so I wants to 

use my credit card..i'm going to use my visa...ok i have everything filled out...lets see...(didn't 

check save info) (cvhec ked agreed to terms)...I' 

Q Quote 
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Timestamp Description ID Tag 

0:21:27.67 

Task B...what is this? Now I'm going to try and set up an email reminder...so let me 

see...return home...selects preferences...most likely if I go to preferences...manage 

notifications...this looks like where I need to go...Selecting general...reads and it looks like 

the right one....ok...so save changes...maybe I'll select both options...Meal also...ok I'm not 

sure if it actually went through...calls for help...Ok I think I completed both of those...not sure 

Q Quote 

0:23:56.37 

it didn't give me a confirmation on the low balance notification...questionnaire...it toook me 

some ex tra time to make sure I was completeding the taski....I think there could have been 

more directions. 

Q Quote 

0:24:43.18  E End task 

0:24:45.00 Task 4-- S Start task 

0:25:23.78 

Scenaria 4A---Ok I'll go back..i'll go to preferences and ok this looks right...ok I'm going to set 

up a wallet, which i assume is what i'm going to use...all of my information is saved,...which is 

good for me..I'm glad it saved that information when I put it in...I think i remember my credit 

card number....ieverything is filled in...check her to make everything a default...I'll check 

here...OK...its asking me if I want to change anything on my profile..everyhting looks 

correct...I'[ll still receive the email...now I'll go back to preferences again...i'll select my 

method of payment...I'm goint to general...I'd like to do $30 a week...so I'll change the 

default...I wanted it to do $30 per week...but I'm not sure how to set that up...let me save 

changes...(she's gone beyond the scenario)... 

Q Quote 

0:28:50.39 

I'll go to wallet...which i think is where I want to be...no I'll looke at make a meal payment to 

make sure there's no other way to set this up (FEATURE REQUEST) maypbe preferences is 

how I'm going to add this other child...I've go the district becasue its the same...so put in the 

child and Ill select add student...(doesn't see the read info) I hink I'm finished with this test... 

Q Quote 

0:30:51.59 

Questionnaire...No...it didn't give me the option to add the $ weekly....unless I didn't find 

it....the amount of time? 4..it took me a little while. I could have used a little more guidance, 

but it was OK. 

Q Quote 

0:32:16.79 Scenario 5--activity fee S Start task 
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Timestamp Description ID Tag 

0:32:43.39 

OK...so I'm goint to try view search fees and activities...right...Go down to chorus...I'm going 

to slect continue payment...I don't see anything highlighted as far as the chorus goes..so I 

might say 'Add fee/Activity payment' I'll chill on that som I'm not quite sure...Ok..I'll try 

continue payments..I'll go to general since I dont' see anything specifically marked for the 

chorus... 

Q Quote 

0:34:54.79  E End task 

0:34:58.79  X undefined 

0:35:01.79 Cards S Start task 

0:35:08.39 Fresh...I have seen or heard of Q Quote 

0:36:16.59 
Useful...it would save time rahter than sending $ with my sone....rELIABLE..THEY have 

presettingss so youll know if they have encough $..Attractive...TimeSaving... 
Q Quote 

0:37:08.18  E End task 

0:37:09.98 

Finding my was was...3..it wasn't difficult but it was easy..there were some things I was asked 

to do that weren't easy to find...Activity fee..I couldn't figure out which acct to put it 

into...there could have been more guidance...I hit the add student...graphics were 

good..terminonlogy easy to understand...steps? Id on't feel like there were too many 

steps...buttons were fairly clear...help? 4...the instructions weren't right there...i liked that it 

stored all of my information each time i visited...it was user friendly...I didn't like figuring out 

the difference between the accts...bonus, general, meal...I din't know if the meal & general 

were the same...the chorus..i was having trouble decing wehre to put my $..i wasn't sure my 

money was going to the right spot... 

S Start task 
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User 1 

Timestamp Description ID Tag 

0:00:34.39 Scenario 1 S Start task 

0:01:13.00 

looks like it applies to schools, hostpital and retirement c ommunitities...starts 

immediately...registration is free...choose the type of acct i want... I need a username and a 

password...has a question and answer page...help button...live chat...that's nice...there are 

advertisements here...are these your sponsors?...free phone....how will you provide lunch 

money?  registration form, set up acct...provide a paypal or credit card number or something 

like that...testimonials...others people who have signed up are giving their 

opinion...AVAILABILITY...i don't know what that would be...Oh so it tells you where in the US 

this is provided... 

Q Quote 

0:16:25.78  E End task 

0:16:36.98 Task 1...registration S Start task 
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Timestamp Description ID Tag 

0:21:40.18 

Looking over information....reading carefully...putting in my username, selecting my password, 

confirming it, enter email address, confirming it, password hint? my best friend's name is my 

hint...no that's not right...first name, last name, street address, daytime phone #, evening 

phone #, ...so far this is pretty straightforward for any registration form...select a state and 

district???? this doesn't make any sense to me...if I was living in indiana...I dont' know what 

that's about...moving on...ok back on track...just added a student...oh wait...do I wan to add 

another one?  SHE ADDED THE NEXT STUDENT... I'm a little confused bacause when I put the 

first student...the ADD STUDENT button it would add that student, but after clicking it...it was 

to actually add an additional student...this little red verbiage is here...i'm not sure if after 

hitting next it will keep the first student...(needs a quick cinfirmation)...and see it only took 

1...so selected EDIT, SAVE...NEED HELP...I want to go back and add the second student..it's not 

evident to me right now how to add the second student...Hitting help to see how to add the 

second student....OK Add or Delete? OOOPS for the red copy in help menu...DARN IT....I don't 

like that I have to go back to the home page..if i'm registrering students I should be able to 

click something down here instead of going back to the homepage to add more students...THE 

FINISH REGISTRATION button disappeared...DUGH where is the FINISH REGISTRATION button?  

I think that werhe ever I am it should give me the finish registration...I would have never 

thought to hit the back button 3 times to finish the registration... 

Q Quote 

0:23:58.18 
Task Evaluation....3 for time to finish..instructions on the website were '4' it was helpful...as a 

human and not reading every little detail...finish registration was hard to find... 
X undefined 

0:32:19.57 Task 3A--Add $200 to acct S Start task 

0:34:26.39 

Ok...I'm going to logon and add $200 to this acct...Make Meal payment...that was easy to see 

right there...I just want to make a payment...WOW! (reading the Your ACCT Payment 

Distribution screen)...'USE THE PAYMENT FIELD' that? there's the child's name...I see the 

meal...I don't know what this bonus thing is...It's confusing to me...I'm hoping I'm putting my $ 

in the right space...Wthere is the HELP button? (ITS' NOT ON THE SCREEN) ...CLICK cONTINUE 

PAYMENT...see what's going to happen...the second part was pretty easy and 

straightforward...This is helpful it give all of the information about my acct...agree to 

term...complete my payment....I like this because I can print his out and it gives me a 

confirmation...this is pretty standard though... 

Q Quote 
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0:34:48.57 TAsk 3B--Set up low balance alert S Start task 

0:41:59.59 

I'm assuming the homepage is where I'd find this...'Manage low balance notifications'...maybe 

this is it.  Clicked meal...that was pretty cool...did I do something wrong...save changes..I'm 

doing this again becasue it didnt give me an indication that i completed it...she doesn't like 

this...I'm assuming I'm done...CALLED HELP DESK...believes she completed the task...my 

experience on other websites...if I save something it puts it in the past tense..it doesn't tell me 

its complted to take me back to another page...i'm still on the same screen... 

Q Quote 

0:42:24.01  E End task 

0:47:21.18 Task 4 A Set up auto pay S Start task 

0:47:23.79 

I would personally never do this task...i like to have control over what's coming out of my 

acct....se I don't know where to go from here...i'll go home...'manage auto pay'...I would never 

do this...Let's set up a wallet...I'm going to add for my visa, CC...what does that mean (CHECK 

TOMAKE DEFAULT)...i DONT like this...clicks save again...no street address...What happened 

here?  Adding street address......OH...SUCESSFULLY UPDATED...ok...we're cool...ok...where do I 

go to put the $ in...where the hell i sthat...back to home...Looking to see how to set up the $30 

per week...it's not clear on the page...WHERE DO YOU PUT THE AMOUNT????...I don't liek 

when I have to use the help button...it's frustrating when its not clear...I would think it would 

show me how much $ i want deducted and how frequently...so I went back to home...now I 

see this other button....the $25 prefilled value...wHERE DID THAT COME FROM...I didn't choose 

that....Payment method not selected...(slected VISA)...there's never anything (a window) to 

confirm it...that took me too long to do.... 

Q Quote 

0:48:53.39  E End task 

1:03:40.39 Task 4B---Add a new child S Start task 

1:03:46.39 
Add a student...reviewing informaiton to add child...enters info...selects add student...That was 

easy.  
Q Quote 

1:04:06.20 I felt like task A took me too long...tAsk B was a breeze... E End task 

1:05:37.39 Card Selections S Start task 

1:07:34.37 

Desirable...this is something desirable in the real world...its a desirable tool...i don't want to 

drive to school...Confusing...simpley because the feed back wasnot clear...Convenient..i can do 

it from my job or my blackberry... Graphics were attractive 

Q Quote 
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1:07:50.39 

Certain things that were confusing... 'bonus account' - 'What was that?'   ...   Number of steps 

to complete a task were 'OK, not 'just right,' but I'll be middle of the road and select 3'   ...   

buttons and links were labeled - 'Save button was a problem'    ...    'problems were easy to 

solve'   ...   things I like: 'Home page is pretty clear; low balance notifications are good. I would -

definitely- use them.'   ...   things I don't like: 'I couldn't tell when information was being saved - 

there was no confirmation; automatic payment was not fluid.' 

Q Quote 
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1:26:57.39 U2 S Start task 

1:30:00.59 anant introduces the room X undefined 

1:33:59.39 start task 1. S Start task 

1:35:07.18 I understand that reg is free and quick,  Q Quote 

1:35:37.00 need a credit card... if I have questions I can click on about... there's a FAQ... live chat feature. Q Quote 

1:36:14.59 
to register I need: a name, personal email address, electronic checking account or some type of 

electronic payment.  
Q Quote 

1:36:56.18 purpose: I'd be able to make payments for my child's lunch and track his usage/consumption. Q Quote 

1:37:11.79 end task one E End task 

1:37:16.39 start task 2 S Start task 

1:37:26.00 user copy pasted email X undefined 

1:43:38.98 'website can't display the last character' -- on registration confirmation page Q Quote 

1:44:23.18 noticed and read program fee out loud X undefined 

1:44:33.00 
if it mentions something about the program fee at the end, I've already spent time filling out 

my personal information' 
Q Quote 

1:45:19.00 completed task 2 E End task 

1:45:59.18 post task questionnaire started for task 1. P undefined 

1:46:39.18 instructions on the website were very helpful Q Quote 

1:46:57.18 begin task 2 S Start task 

1:48:22.59 
where is the information that tells me.... that's just the amount, but how do I add my actual 

account.. where do I enter my credit card information 
Q Quote 

1:50:14.18 
used back button after getting confused about where he should enter his credit card 

information 
X undefined 

1:51:27.81 'I assume this is the security company to guarantee my credit information is safe' Q Quote 

1:53:01.01 
it would be great if I could have this confirmation emailed to me so I could have an electronic 

copy at home 
Q Quote 

1:53:25.18 completed part A E End task 
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1:53:42.79 first thing I see is the low balance notification Q Quote 

1:53:58.78 
'I didn't quite understand what this means...' -- 'click here to show/hide the account 

descriptions help box' 
Q Quote 

1:54:40.98 'I know I saved the changes, but are they there?' Q Quote 

1:55:26.60 
it would be nice to have a confirmation, or maybe there was a confirmation and I missed it... I 

clicked on save but...I guess I should have noticed that the checkbox is still there.' 
Q Quote 

1:56:22.59 completed part B E End task 

1:56:33.18 begin post task questionnaire for task 2 P undefined 

1:56:56.59 
I completed the task, however I did not receive any confirmation.... I spent an extra couple of 

minutes on part B because I wasn't sure if the changes had been saved' 
Q Quote 

1:58:26.18 completed post task questionnaire for task 2 P undefined 

1:58:57.79 begin task 4 S Start task 

1:59:54.59 'I have no idea what that means' -- 'incline (charge) account' Q Quote 

2:00:27.59 I see 'indicates required fields', which is good information Q Quote 

2:01:24.78 
'asks for my primary phone number, which is great so I can be notified of any fraudulent 

charges or other info' 
Q Quote 

2:02:10.59 
error message about 'third field of the primary phone number field is invalid' was slightly 

confusing 
X undefined 

2:02:28.37 'trusting my changes are saved...' Q Quote 

2:04:57.79 complete part A E End task 

2:05:20.98 
nothing jumps out, I'm just kindof wandering here looking at all the things that are available' ... 

'sales opportunities... little banners' 
Q Quote 

2:06:06.79 completed part B E End task 

2:06:49.39 begin questionnaire P undefined 

2:07:07.79 

what did you think about the ads: 'I see multiple vendors, and that's not a problem, that's 

probably something that helps to keep the cost down.... the only thing with these being 

included, you have to make sure that you reinforce to the customer that this is a secure site... I 

don't see anything that says this is a secure site.... something that says our systems are 

protected by whomever. ' 

Q Quote 
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2:08:53.18 begin task 5 S Start task 

2:09:39.59 

it's cool that I can pay for activities... often times you have to send cash/checks which is not 

convenient. this is a great feature which I have never seen before and I think it's an excellent 

idea' 

Q Quote 

2:11:29.20 great to have contact info when making a payment Q Quote 

2:12:03.98 it's cool that I can choose to pay with a different credit card if I want Q Quote 

2:12:44.59 

I don't think that on this area that there is a need to confirm my payment information before I 

complete my payment. I have already chosen this credit card and don't see any value in 

showing this information again. 

Q Quote 

2:13:27.18 user clicked terms of use! X undefined 

2:13:41.18 
checking 'I agree to terms of use' seems like an extra step. you could do something like 'if you 

continue the payment then you are accepting our terms of use' 
Q Quote 

2:14:18.00 
confirmation number and information is great, but I would love to have it emailed to me since 

everyone is going green and saving paper 
Q Quote 

2:14:40.59 save confirmation to PDF? X undefined 

2:15:14.00 completed bonus task E End task 

2:15:23.39 

I didn't think the program fee was too high. my reasoning is that I would rather spend a couple 

extra dollars to know that it's done instead of getting in my car and driving down to school. it's 

more convenient to pay the fee than to drive down. I'm ok with it, however one thing is that 

when I registered, I was not told about the fee up front. I want to know the cost up front, 

whatever the cost is and how often I will be charged. I expected it either at the very beginning 

of the registration process, or prior to beginning the registration. it could cause a frustration 

factor, and someone might feel misled. 

Q Quote 

2:17:56.18 begin final questionnaire P undefined 

2:18:40.98 nevermind the last tag P undefined 

2:18:49.18 start card selection S Start task 

2:19:26.18 

ORGANIZED -- based on the fact that as soon as I log in, right off the bat it asks me if I'd like to 

make a meal payment or an activity fee. it separates the two, which helps me keep it organized 

in my head and on paper. 

Q Quote 
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2:20:36.78 

ACCESSIBLE -- if I'm at work and my son calls me and says 'hey dad I need X for a fee or I won't 

be able to do Y' I can log on from work and make the payment, call him back with a 

confirmation number for his coach or whomever. 

Q Quote 

2:21:13.00 

TIME SAVING -- my son is notorious for waiting until the last minute for lunch money, so this 

saves me time and gas in not having to drive to the ATM to get cash. I save on ATM fees, gas, 

and the time it takes me to get back and forth. 

Q Quote 

2:21:59.59 begin final questionnaire P undefined 

2:22:17.59 navigating the website was easy for me because I'm used to being in an online environment. Q Quote 

2:22:56.98 I still don't understand what the 'account descriptions are' Q Quote 

2:23:41.78 
any time I made a payment, once I indicate which credit card I'd like to use, the next screen 

brings up my credit information, which I feel is unneccessary and redundant. 
Q Quote 

2:24:57.98 I like the option of having live online chat Q Quote 

2:25:45.18 

I like the live chat because it keeps me focused on one thing (my computer). also it saves time 

because if I'm already logged in, I won't have to resupply my identification information like I 

would over the phone. 

Q Quote 

2:27:07.18 two things I like: 'accessibility; easy to use... user friendly' Q Quote 

2:28:38.98 
two things I didn't like: 'reconfirming my payment choices; email confirmations to registered 

address on file' 
Q Quote 
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0:08:10.37 U3 B Start test 

0:08:21.79 

Task 1--Look at website...I see I can prepay using a visa or mastercard...rgistration is free...what 

I will need? child's school, and probably school id number, but I don't see it here...I know that 

becasue I needed that on another paypal site...it looks like 3 diff functions...k-12 schools, 

hospitals, and retirement communities... 

Q Quote 

0:18:10.39  E End task 

0:18:11.79 Scenario 2--Registration process S Start task 

0:18:25.98 
(trying to enter info given instead of registering)...having a fhard time figuring out where to 

register. Completed registration. 
Q Quote 

0:26:21.59 Scenario 2 Questionnaire...I complted the task...amount of time was sufficient...helpful... P Post-task  

0:27:32.37  E End task 

0:27:33.37 Scenario 3A S Start task 

0:27:59.18 

signed in successfully...clicking on make a meal payment...General or Meal? Confusing. 

Decided to put $ in meal since its not specified....there's a program fee? reading the terms of 

use...agreeing to the terms...i finished task A...  

Q Quote 

0:32:54.18 Task 3B S Start task 

0:32:55.98 

Returning to meal pay plus home...trying to decide what to clik on to set up email 

reminder...MANAGE AUTOPAY...selected notifications out of preferences menu after not 

knowing what to do...selected GENERAL account to ...don't know what the difference is 

between the general and meal...why do they have 2...I'll do meal...entered $10...finished. 

Q Quote 

0:33:11.39  E End task 

0:35:59.98 Task 4A--Automatic payment S Start task 

0:36:03.78 

expected a confirmation on Task 3...Task 4A...select manage autopay link...not sure about the 

wording on wallet, but click here...taking me to my profile..,,just says to edit...I'm going to 

add...not sure if this is right...I don't think I'm in the right section...go to making fees and 

activitites payment...I don't see a way back to the home page...BACK...What's this? Manage 

autopay under Preferences...back to selecting wallet... 

Q Quote 
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0:36:18.78 
selecting help for autopayment assistance...she doesn't believe she's in the right place (page 

doesn't identify where she is in the website)... 
H 

User needs 

help 

0:43:08.98 entering cc card information for autopayment... Q Quote 

0:44:46.18 called help desk on how to set up low balance notification...advised to set up wallet first... H 
User needs 

help 

0:45:27.37 

in wallet...saving cc card information...go back to user profile...i don't like this...there's no 

instructions on how to set up notification amount...do I go back?...I don't think I've done this 

right (after Successfully updated your profile message)...set notification at $30...under manage 

auto pay....did not set low balance notification... 

Q Quote 

0:45:55.00  E End task 

0:48:49.21 Task 4B---Add student S Start task 

0:48:50.64 added Tina...reads red message...Ok..she's been added. Q Quote 

0:49:02.39 
Task 4 Questionnaire...no sure if she completed the task...not completed in enough 

time....NO... 
S Start task 

0:50:24.98  E End task 

0:51:23.18 Bonus Task---chorus activity fee S Start task 

0:51:24.39 

clicking on side bar...mae a fees and activities payment...laboring on keyword...what is this 

keyword thing?...enters Chorus...CONTINUE TO PAYMENT...did not search...I think this is where 

the GENERAL comes in...What int he world?....Enters $25 in General...it still says meal 

payment...nothing says activity...completes payment... 

Q Quote 

0:51:40.79 

Program fee?...they should not charge you a fee...I wasn't expecting it...I saw it on the meal 

section...if they're going to charge you a fee they should tell  you up front...on the first 

page...on the home page...I didn't like the activity section...everything said meal ...nothing says 

Activity...I was unsure of what I did...I wasn't successful or satisified with the instructions on 

the website... 

Q Quote 

0:56:39.59  P Post-test  

0:59:22.98  E End test 
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0:59:42.00 

Cards...Difficult...because when I went into the activity fee...it should say fees and 

activities..everything should be associated with those words...I wasn't sure if i was in the right 

spot...Confusing...I didn't see go back to the home page..I was confused about the 

notification...It should give the steps for the process (2-step process)...I didn't know how many 

steps it would take to complete the task...Wallet meant $...I was still looking for some 

additional information...The terminology should be clearer...FRUSTRATING...I got frustrated 

when I couldn't figure it out...2 things I liked most...the Look of the site...it wasn't too 

wordy...the color is attractive....fonts and point size...I didnt like ..unclear instructions and 

fees... 

C Cards 
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0:02:24.57 user 4 introduction. X undefined 

0:05:00.18 end introduction X undefined 

0:09:20.59 begin task one S Start task 

0:10:27.18 

main purpose is prepayment for a child's lunch at school ... and you need to register if you're a 

new customer ... choose what the school grade ... or others (hospitals retirements) ... tells you 

about benefits what's this website about ... FAQs ... registration is free, quick ... you can visit 

this website through facebook ... they have affiliations or outlets with cnn and fox and others 

...  

Q Quote 

0:11:58.98 

what information do I need to get started: I wanna know first if this services my child's school 

... I understand I need to click to k-12 schools to see if my son's school is on this website ... so 

that is the first information I need to know is if my son's school is available on this website ... 

and to be able to see the address to make sure it is the right school ... and after that go 

through registration ... 

Q Quote 

0:13:11.79 
during registration I will need: most likely thye will ask for the child's name, class, home 

teacher, credit card, tax information 
Q Quote 

0:13:32.79 

how I will go about registering my child: I will click new user registration ... under new 

customer has me a little confused here ... the first time I looked at [the box] I might be clicking 

on 'new user registration' thinking it is a link ...  

Q Quote 

0:14:36.39 complete task one! E End task 

0:14:43.39 begin task two S Start task 

0:19:19.18 

what's confusing me is they're asking me to create an account, and they're getting my email 

address without me knowing if my school is part of this program .. I'm looking for my school... I 

prefer to know if my school is for sure a part of this program before I start giving my email 

address 

Q Quote 

0:20:00.37 
still it's continuing to ask me my name address and phone number, without me knowing what 

to expect 
Q Quote 

0:20:29.37 filling out information is fine, I don't see any problems with it Q Quote 
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0:21:49.57 here, 'add the student' maybe should be in the beginning Q Quote 

0:22:01.39 
as I mentioned, I'm adding my student, putting in his ID and last name, but I'm still not sure, 

from a safety perspective, that my student's school name is there as well 
Q Quote 

0:23:51.06 

the first time I looked at this page, it confused me that it didn't accept the student ID and last 

name, looking like the first screen...they also confuse me with this message in the red because 

I have to concentrate and read it ... my assumption is that the added student should be at the 

top instead of me having to scroll down ... I'm not sure if I added something wrong ... and 

maybe the note here 'inactive row etc' should appear only if there is a dimmed row -- if there is 

no dimmed row then it doesn't apply to me, so it wasn't beneficial to me, just confusing me. I 

need to read things that I shouldn't read 

Q Quote 

0:25:53.18 

maybe when I do 'edit', it's saying 'save' but it doesn't give me the option maybe to cancel 

viewing this page and go back to the previous page, because when I wanna click save, it's 

gonna give me an extra minute to click and check to make sure that I didn't edit something 

incorrectly, rather than maybe 'save' and 'cancel' or 'go back' if I don't want to change it.  

Q Quote 

0:30:14.57 being post task ? P undefined 

0:31:07.37 

I'm choosing four because it's taking me longer than I anticipated, just making sure the 

information is correct ... because I have to review and read a lot of notes -- there are notes that 

I'm reading that don't apply to me ... I'm protective giving up my child's information, so I want 

to read everything...some of the notes are redundant to me but I feel like I have to read them 

... 

Q Quote 

0:32:30.79 

I choose four because the steps, because when I edit, I am expecting ... if I click 'Save' I am 

adding new information, but I don't want to do that, but if I'm just confirming then I click 'save' 

which I think should be 'confirm' or 'take me back' ... because the summary summarized what I 

entered but if I come back to this site again I want to make sure I might not miss something 

Q Quote 

0:34:31.37 end task 2 E End task 

0:34:47.37 begin task 3 S Start task 

0:34:52.78 
this website doesn't tell me how much is the meal per day, what's the lunch, what's the 

breakfast [cost] ...  
Q Quote 

0:38:53.59 I don't know what the bonus means Q Quote 
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0:39:14.18 

and it doesn't tell me what happens to the money if my child doesn't use all his money ... so if I 

deposit 200 bucks in my account and he doesn't eat 200, does the money maintain throught 

the whole year, does it go away, does it stay for the semester... I'd like to know what's gonna 

happen to it 

Q Quote 

0:40:01.59 
the system only gives option for a credit card ... what if I want to use a checking or savings 

account? the site says that I can, but I don't have the option here 
Q Quote 

0:42:30.39 it's a good thing to give me the option to change the address if I need to Q Quote 

0:42:51.37 maybe you want to add the option of recurring payments, but I don't see the option here Q Quote 

0:43:10.57 if I forget to add, do I still have a negative balance Q Quote 

0:43:57.98 

I have an error, but I have a confirmation number ... so if it didn't accept my account, why do I 

have a confirmation number? and if I'm going down to check the error, then I'm expecting to 

be able to correct my information instead of returning home 

Q Quote 

0:44:40.59 
I'm expecting to go back to the previous page to correct my information, but I didn't see that 

option 
Q Quote 

0:45:26.78 end part A E End task 

0:45:54.18 
it looks like this page is a summary page, it's nice to take a look at, although the information is 

here? ...  
Q Quote 

0:47:46.59 
here in the 'view history' you're saying meal purchase history, but on the main page it says 

'view purchase history' ... it's inconsistent 
Q Quote 

0:48:29.98 this is a good feature! Q Quote 

0:49:43.78 
here the task is telling me 'when the balance goes below ten dollars' it doesn't specify the meal 

or the general account 
Q Quote 

0:50:19.98 

I save the changes, but I'm back still at the same page ... it didn't take me anywhere else ... 

once I save I expect to go out of this or go somewhere else .. there is no confirmation ... I 

expect after I click it to go out of that page or somewhere else 

Q Quote 

0:51:19.59 
after I saved changes, I was expecting 'your changes have been saved' or to take me out of that 

page, take me somewhere .. I didn't receive feedback 
Q Quote 
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0:51:53.98 

as I was making the payment ... the different accounts: general to me meant a general account 

for after school payments or something, it's just a balance that keeps track for extra activities 

at school beyond the meal ; the bonus I don't know what that means 

Q Quote 

0:52:49.79 
as I was making a payment, I noticed there was a program fee, and I read the note and was 

expecting that becasue they need to make processing fees 
Q Quote 

0:53:19.18 begin post task ? P undefined 

0:53:25.78 
sometimes you'll have a check, if you have a profile address, you'll need to check to use the 

same address ... I like that I was able to change that right there 
Q Quote 

0:54:42.82 

the instructions, sometiems you look here and here and it had me a little confused ... here if I 

go to view history I see 'online payment history' and here it is 'view payment history' ... the 

wording wasn't consistent 

Q Quote 

0:56:23.39 end task 3 E End task 

0:56:31.39 begin task 4 S Start task 

0:56:49.57 manage auto pay .. I use this feature a lot on the bank site Q Quote 

0:57:56.98 
the last time when I entered the information, you have all the information entered, but here I 

don't see the primary phone number has been entered 
Q Quote 

1:00:11.20 
it says 'check to make it default' although I don't know is this gonna be my default credit card, 

which I'm expecting, but if I don't click that, what does that mean? 
Q Quote 

1:00:52.42 
I don't recall, but this seems to be my profile when I set it up...I don't remember seeing htis 

when I set up my profile, but I'm seeing it now ... 'your wallet information' I think I didn't see it 
Q Quote 

1:01:52.78 user expects to be taken back to manage auto pay page X 

Error, 

Unexpecte

d action 

1:02:11.37 where do I put the recurring charges? Q Quote 

1:02:22.59 
if I saved already my credit card, I'm expecting to add that payment along with the recurring 

charges, but I didn't see that 
Q Quote 

1:02:44.01 
so I wanna add the 25 dollars either when my account goes back to zero or one dollar, not ten 

dollars 
Q Quote 
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1:03:55.59 

it's giving me an error that payment and balance amounts must be positive values, but meal is 

checked [it looks disabled] ... so I'm trying to deceive teh system here because I'm not willing 

to pay more money because the balance will have more than required ... when I got the error 

message previously the 'meal' account was greyed out so I had to uncheck and check again ... 

Q Quote 

1:06:06.18 end part A E End task 

1:06:10.20 
when I pressed home to go to the first page to add and remove stuff, it might be preferential if 

everything was [above the fold] 
Q Quote 

1:07:49.39 
I don't know about he wording, but maybe 'Student found' instead of 'Found student' or 

'Student located' 
Q Quote 

1:09:09.39 begin post task ? P undefined 

1:09:19.98 
the first thing you want to go when adding was to go home or preferences, but if you look over 

here you might feel like you need to scroll down ot find more information  
Q Quote 

1:10:48.98 end task 4 E End task 

1:11:42.59 begin card selection C Cards 

1:13:22.18 

USEFUL - it helps me manage my son's account, although it didn't show me how much is the 

meal and extra meals ... in this experience I wasn't able to view the history or, if I need to 

check this on a regular basis, I didn't check how much money he was spending ... but overall 

from A to Z it was useful and allows me to keep track of the whole thing ... auto pay is useful 

C Cards 

1:14:18.78 
DESIREABLE - I've seen the extra activities that I could do .. and most of the time I forget to 

send a check for him to take to school ... so this is helpful 
C Cards 

1:15:00.79 

TIME-CONSUMING -- because I felt that I didn't .. I had extra info that I didn' tneed to have .. it 

took me extra steps to do .. when I add autopay I expected to add the money right there .. 

instead I had to add the card, save my profile, go back ot the autopay to start managing it .. 

then I had the 0 balance error, but it accepted one dollar or even five pennies ... there were 

steps that took me longer than expected 

C Cards 
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1:16:01.39 

HELPFUL - because you will be able to manage all the payments you'll be paying .. helps you 

view the history .. although the drawback that I wasn't able to see what happens to my money  

if it comes the end of the year and they still have 50 dollars .. does it roll over to the next year? 

instead of putting in a lot of money and lose it, becasue sometimes if I put money but if it 

exceeds an amount I lose it 

C Cards 

1:17:35.00 end cards C Cards 

1:17:37.59 being post test ? P undefined 

1:17:42.78 
finding my way around the website, was, I'll give it a 4 because in a sense it was easy but I 

sometimes had to go back and check ... the notes 
Q Quote 

1:18:19.78 on screen instructions were helpful but not helpful enough Q Quote 

1:18:28.39 site graphics were very attractive Q Quote 

1:18:33.98 
terminology was... someo f the wording was unclear ... especially when you were adding hte 

students 
Q Quote 

1:18:56.39 
information on the screen was adequate, but I was expecting for the autopay to have 

everything in one shot, but it didn't tell me what to do  exactly 
Q Quote 

1:19:32.39 ......when I clicked add credit card or autopay I expected to add all the information at once Q Quote 

1:20:19.39 

when adding students, you're telling me you added my student but it's out of sight ... when I 

finish, give me some feedback that I was completed ... when I added the son it took me to the 

same page 

Q Quote 

1:21:26.18 

it was somehow easy to fix when I encountered a problem .... although when I came into 

contact with the credit card I didn't know what to do ... my expectation was to be taken to a 

different page 

Q Quote 

1:22:39.57 
THINGS I LIKED: graphics were nice ; viewing balances/history was good ; having the summary 

card was nice 
Q Quote 

1:22:59.78 
THINGS I DIDN'T LIKE: it wasn't easy...it was a little confusing when adding students and/or 

money which are the two trickiest parts  
Q Quote 

1:23:47.18 all done! E End task 
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User 5 

Timestamp Description ID Tag 

0:08:00.18 begin introduction B Begin test 

0:08:06.59 begin task 1 S Start task 

0:14:27.57 the main purpose is to pay for your child's lunch for the week Q Quote 

0:14:55.98 
I will need ... to sign on with my user name and password, so I'll probably have to get 

registered ... they probably would need my name or my child's name..password 
Q Quote 

0:15:57.98 I think I will click on new user registration to begin the process Q Quote 

0:16:31.78 end task 1 E End task 

0:17:24.39 begin task 2 S Start task 

0:17:34.59 

I'm going to click new user registration....I think ... I'm gonna go back and read ... I'm gonna put 

in my user name ... wait let me try new customer ... no I guess I'm already registered ... I think 

I've confused myself for a minute ... [reads task] ... I'm trying to click on new user registration, 

but it's not clicking ... I'm gonna just try logging in ... ohhhh k-12 ... I finally go tit 

Q Quote 

0:20:06.57 now I'm going to begin registration Q Quote 

0:22:14.39 user missed 'confirm your email' error ... clicked on next, nothing happened X undefined 

0:23:48.98 
I'm not sure why they would need my address ... I don't know why they need my phone 

number either ... the school should have this information ...  
Q Quote 

0:24:08.00 oh ... what is this? ... 'found student...' ... Q Quote 

0:27:49.98 
 that's good about the confirmation becasue I would want to know that everything went 

through and that I completed everything correctly 
Q Quote 

0:29:56.78 post task ? P Post-task  

0:32:43.59 

I chose 4 because it took me probably a little bit longer because I messed up, but it would have 

gone much faster if I hadn't ... the instructions were helpful, I just got confused in picking the 

K-12 ... that didn't register in my mind that I was supposed to pick that first ... I was expecting 

the words 'New Registration' to lead me to the registration form 

Q Quote 

0:32:49.46 end task 2 E End task 

0:35:02.78 begin task 3 S Start task 

0:35:06.00 I mean task 3 S Start task 
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0:35:26.59 I'm clicking Make a Meal Payment ...  Q Quote 

0:36:10.18 
I don't think it goes [in general], I think it goes [in meal] ... what is [general] for?? ... I'm not 

sure what it means ... I'm continuing 
Q Quote 

0:37:25.98 what is the program fee? just a fee they charge for using your CC or for paying online?3. Q Quote 

0:39:50.59 I like that confirmation number! ... I wonder if this goes to my email?  Q Quote 

0:42:33.98 end part A E End task 

0:43:10.78 

save changes ... what happened? ... am I done? ... so my change is saved? ... I guess my 

changes are saved ... I don't see anything saying 'Save completed' or 'updated changes' ... 

[clicks save again] .. I guess it went through...it didn't say it did, but I guess so 

Q Quote 

0:43:17.39 

I didn't understand what [general and bonus] meant ... I don't understand what bonus has to 

do with making a payment ... unless you can do other things besides making a pyament for 

your child's meal ... 

Q Quote 

0:47:31.18 

on the email reminder ... I was expecting something to come up after that, bc I'm not sure if 

my chnages were saved...I was expecting some confirmation or something .. I even pushed it 

again because I wasn't sure if it actually went through 

Q Quote 

0:48:07.39 begin post task ? P Post-task  

0:48:43.79 

the instructions weren't all the way helpful, at least not to me, bc I was confused about what 

the different accounts were for... there was already a balance of $100 and I wasn't sure what 

that was for ... the program fees meant maybe the charge for paying online, I wasn't sure 

about that, what they were ... I was expecting a charge to pay online, but not that high  

Q Quote 

0:49:14.79 end task 3 E End task 

0:50:42.39 begin task 4 S Start task 

0:50:50.18 where would I go from here to set up autopay?? Q Quote 

0:52:10.57 oh, THERE is the program fee! Q Quote 

0:53:07.01 [reading about the Incline charge] I don't know what that means Q Quote 

0:54:09.98 user can't figrue out how to get back to auto payment X undefined 

0:56:06.39 
user is confused; repeating one-time payment steps ... maybe to fix this make it clear that this 

page is for a ONE TIME PAYMENT 
X undefined 

0:59:32.78 end task A E End task 
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1:00:02.98 begin post task ? P Post-task  

1:02:20.39 

I wasn't sure if I was setting up the [autopay] correctly because I wasn't understanding the 

wording...what fell under General...because I was looking for those words 'automatic payment' 

... there was specific criteria in the wording and I wasn't sure if I was in the right place ... 

Q Quote 

1:02:26.39 begin cards C Cards 

1:04:15.39 

FAST -- as far as the maneuvering around ... even when you clicked on for your payment, it 

didn't take a loing time to process ... and saving the changes went pretty fast although I 

wanted to see something that the changes were saved ... but the site was fast 

C Cards 

1:07:04.39 BUSINESS-LIKE -- everything was professionally laid out C Cards 

1:07:48.37 

EFFECTIVE -- as a parent you will want to see something like this to where you know it makes it 

easier to make your payments online and chcek your child's status as fara s their meals and any 

activities ... I think the program itself is effective 

C Cards 

1:08:12.39 end cards C Cards 

1:08:41.00 post test ? P Post-test  

1:08:45.18 

the website's terminology was ... the wording for the follow under general ... all those 

sentences were unclear to me .. I didn't understand what was expected or what it was askin 

gof me ... mainly the general ... I didn't understand the Incline charge ... I didn't understand the 

word Incline ... 

Q Quote 

1:09:21.18 
TWO THINGS I LIKE: the information showing your child and the school and being able ot make 

the payment and set up payments automatically 
Q Quote 

1:11:02.78 
TWO THINGS I DON'T LIKE: for me the wording was confusing, I wasn't sure where I needed to 

be with the use of the terminology 
Q Quote 
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User 6 

Timestamp Description ID Tag 

0:00:10.18 

look at website--pay for school lunches..also hostpitals and retirement communities...sponsor 

a child...what info to get started...school, credit card, home information, probably need to 

know the amount of $...after register, signin, go to acct and use credit card 

S Start task 

0:10:02.98  E End task 

0:10:12.57 scenario 2--complete registration process S Start task 

0:10:39.79 

pretty straightforward...filling out all this information is always the worst part...no dashes 

necessary int the phone number section...?student id?...I thought I did an error...finished 

registration...that wasn't too bad. 

Q Quote 

0:17:00.39  E End task 

0:17:01.78 
i didn't like with the system automatically refreshed (student registered) which usually means 

something is wrong… 
P Post-task  

0:18:55.18 Add $200 to acct S Start task 

0:19:11.79 
Make a meal payment...reading Your Acct Payment Distribution info...ok...put 200 in meal 

acct...complete payment without 'agreeing to terms'...went back and agreed...ok 
Q Quote 

0:25:28.39  E End task 

0:25:33.39 low balance notification S Start task 

0:25:44.59 
that's pretty simple....that's not bad...it would be nice to have somthing that says it actually 

saved the changes... 
Q Quote 

0:26:40.59  E End task 

0:26:46.18 it didn't confirm if it actually saved the changes or not...4, it wasn't bad at all P Post-task  

0:27:51.18 auto payment of $30 S Start task 

0:28:08.39 

manage auto pay...pretty simple...set up a wallet...i'm just lookjing at all of my info...clicked to 

make sure all info is stull therel...not so re-entering info..it was not saved...CHECK TO MAKE 

DEFAULT...UUUHHOOO....thought it was a mistake..because RED...but was good news of 

profile update...user is lost...manage auto pay again...that was a little interesting...be nice to 

know if the auto paymet was updated...no confirmation given.. 

Q Quote 

0:32:40.98  E End task 
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0:32:42.59 add second chile S Start task 

0:32:52.78 manage students...forgot to put in student id...started reading...successful add Q Quote 

0:34:34.59  E End task 

0:34:36.39 
expecting a screen for auto payment entry...expecting a confirmation of regular deduction...no 

instructions on how to get back in to make another payment.... 
P Post-task  

0:36:36.18 bonus task S Start task 

0:36:56.78 

are they going to get this in Douglas County...this is kind of nice...used Chorus link, selected 

under correct child....straight to ppment info...with credit card....Terms of Agreegment should 

be red...would be helpful...made payment... 

Q Quote 

0:39:29.39 
it was just...search for chorus...instead it was easier to click on chorus and it took you right 

there. 
P Post-task  

0:40:51.59  E End task 

0:40:54.98 low maintenace...things are set up wwhere you don't have to do it over and over again (auto) C Cards 

0:42:33.39 inconsistent...some screens would give confirmations and some would not C Cards 

0:42:46.78 flexibility--activity and meals C Cards 

0:42:55.18 time saving....its easier to go tto a webiste and not have to get it togther for several kids C Cards 

0:43:18.59 valuable...saves time...simple after you get everything set up C Cards 

0:43:42.57 

the onscreen instructions were helpful...the website is a little generic..not a bad looking 

website...auto payment threw me for a loop...it was a little confusing....i didn't like those that 

didn't tell me my information was saved...i like the flexibility for being able to make 

autopayments for meals and activities...the look of it...i like the pictures and it was inviting and 

clear...i didn't like the size (small) of the agree to terms..bigger 

P Post-test  

0:48:55.45  E End task 
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Findings by Category 

This section lists Blue Chip’s usability violation findings separated category and sorts them by severity in descending order. 

The number of the problem corresponds to the above table. 

Navigation 

Design 

# Description Severity Users 

4 

Registration link is not immediately clear – some users clicked on the text “New User 

Registration” or “New Customer?” The graphics for these headings provide wrong visual 

clues. 
 U3, U4, U6 

5 Error and confirmation messages are displayed in the same style.  
U1, U3, U4, 

U5, U6 

6 

Program Fee is not immediately noticeable. Most users missed the blurb about Program 

Fees before they started registration. Some of them were surprised to see this fee added 

on to their payment while making a meal payment. They didn't mind paying this fee for 

convenience, but "you should have told us sooner before I signed up" was their reaction. 

 
P, U2, U3, 

U4, U5 

10 
Payment method drop down is buried under heavy text on the auto-payment page and 

was hard to find.  U4 

13 
Activity Payment page asks users to search first, displaying a list of activities as 

secondary.  
P, U2, U3, 

U4, U5 

# Description Severity Users 

8 

Process of setting up auto-pay is confusing if user does not already have a card in her 

wallet. Users get stuck after adding a card and returning to the Change Profile page. 

Process: Manage Auto-Pay -> Change Profile -> Add a Card -> Change Profile -> ? 
 U3, U4, U5 

25 
When adjusting/correcting registration information, the confirmation button reads 

“Save” whether changes have been made or not.  U4 

29 

Most users never clicked on the large buttons in the middle of the page on the 

dashboard page. Instead, they clicked on textual links and links on the left panel. Also, 

this page required un-necessary scrolling to find links at the bottom. 
 

U1, U2, U3, 

U4, U5 
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# Description Severity Users 

14 
Error and confirmation messages often appear beneath the fold and aren’t immediately 

visible.  U4 

16 
Auto-pay and low-balance notification checkboxes are grayed out by default, making 

them appear disabled.  U1, U4 

18 When adding a card to your wallet, the credit card field is not marked as required.  U4 

19 
Users get confused when making an Activity Payment because the payment page is 

identical to the Meal Payment page.  U3 

21 No Help feature is provided when making a payment.  U1 

28 
When setting up a card in the Wallet, all information is filled in except for the phone 

number.  U2, U4 

30 On registration confirmation page, phone number is sometimes cut off.  U2 

31 
User warned that while he understands the ads are necessary to keep costs down, they 

may cause users to question the security of the website.  U2 

Content 

# Description Severity Users 

3 
The terms such as meal, general, bonus, incline charge, wallet, and make default were 

confusing to users.  
P, U1, U3, 

U4, U5 

7 

MealpayPlus website does not provide an easier way for users to find if their school 

district is participating in the meal program or not without registering on the website. 

Even then, this information can be discovered only at the last stage of the registration 

process. 

 U4 

9 
Most of the pages don't provide any headers. This confused users because they didn't 

know where they were.  U1 

15 
Although the site mentions you may use a checking account to pay, there is no way to 

set one up.  U4 

17 
When making a payment, you must agree to the Terms of Use or clicking on the 

Complete Payment button does nothing.  U6 

20 
It is not mentioned if money left in the account for X amount of time expires or is 

refunded.  U4 
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# Description Severity Users 

22 
Wording is inconsistent on the user dashboard (e.g., “View History” vs. “View Payment 

History”). Using different terms for the same concept confused users.  U4 

26 
When setting up auto-pay and low-balance notification, the system interprets a blank 

textbox as NaN (Not a Number) instead of zero.  U4 

27 
When making a payment, one user was curious about what type of meal he was paying 

for.  U4 

Feedback 

# Description Severity Users 

2 

No confirmation is provided when saving preferences for low balance notification or 

auto-pay. This resulted in users having to click on Save Changes button multiple times in 

vain. In the end, users abandoned the task as they were not sure if they completed the 

task or not. 

 
P, U1, U2, 

U4, U5, U6 

17 
When making a payment, you must agree to the Terms of Use or clicking on the 

Complete Payment button does nothing.  U6 

23 
When adding students, a note appears about inactive students being dimmed out, even 

if there are no inactive students.  U4 

24 Site does not tell the user that an email receipt has been sent to him.  U2, U5 

Error 

# Description Severity Users 

1 

At the end of registration, when the user arrives on the Confirmation page, then chooses 

to Edit their student information, doesn’t change any information, and finally clicks Save, 

the Finish Registration button disappears from the Confirmation page. This error was 

only resolved by using the browser’s Back button to return to a page where the button is 

displayed. 

 U1 
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# Description Severity Users 

11 

When making a one-time payment with a new credit card, if there is an error with the 

card number (or presumably with other information as well), the user is still taken to the 

confirmation page where he is given a confirmation number in lieu of an error stating 

that the information was incorrect. The user must use his browser’s Back feature to 

return to a page where he can correct the information, effectively restarting the 

payment process. 

 U4 

12 

On "manage auto pay" page, if you do not choose a payment method and then attempt 

to "save," an error is triggered. After the error, the user's data is not saved and the 

"payment method" dropdown has duplicate entries. 
 U4 

 


