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Usability Testing Report 
 
 

Executive Summary 
In preparation for the Second Sale and Member site launches, the Marketing and Web 
Development teams agreed to conduct informal usability testing prior to the scheduled 
launches.  One goal of the testing was to find out if any proposed button names are not 
intuitive, in order to either rename them or to explain the content behind them as clearly as 
possible.  A second goal was to determine if second sale users can locate their providers in 
the XYZ Directory, and if they can efficiently use some of the features of the Directory (e.g., 
finding the cost of a new patient visit, using My Directory, adding notes, etc.).   
 
A team of Marketing and Web Development staff agreed upon a test plan that would meet 
these two goals, and testing was completed May 11, XXX.  Testing was conducted in the 
XYZ Company offices with 13 participants who volunteered.  Three different test monitors 
conducted the one-on-one sessions, which lasted about 2 hours each.  The results indicated 
the following: 
 
Button Names 
Based on their written responses, we determined the percentage of participants who correctly 
identified the meaning of each button.  If the percentage was below 70% correct (an arbitrary 
number), we considered them not intuitive: 
 

Quick Demo (20%), Press (70%), My Account (54%), My Health (31%), Health 
Directory (62%), My XYZ Product Page (46%), My Health- At a Glance (62%), 
Health Workbooks (53%), More Health Tools (38%), and My Preferences (15%) 

 
Overall, participants found 78 percent of the buttons intuitive.  The Results and 
Recommendation sections of this report discuss possible reasons for the lower ratings, 
possible alternatives for names, as well as other recommendations. 
 
Task Results 
There were some fairly significant usability issues identified by participants who used the 
provider search.  The most compelling result was that 46% of participants could not locate 
providers that were actually in the database. 
 
An equally compelling finding was that among those participants who were successful at 
locating their provider, four out of five (80%) misinterpreted the search results screen and 
believed their provider offered a discount when in fact they did not.  Other tasks were 
completed by the following percentages of participants:  Sorting search results (61%), 
Locating cost (77%); Adding a provider or pharmacy to My Directory (80%), and adding 
notes to My Directory (70%).  The Results and Recommendations sections of this report 
discuss possible reasons for errors, possible ways to improve usability, as well as other 
recommendations.  Participants’ comments and evaluation results are also documented in 
these sections. 
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Methodology 
Thirteen (13) participants were given a paper and pencil test designed to gather information 
about how they interpreted the meaning of 52 navigational labels, and a performance test 
designed to gather usability data on the provider search engine functionality via direct 
observation. In order to simulate how second sale users would view labels and experience the 
provider search, participants were exposed to some information about the XYZ Company 
product.  The general administration of each test is discussed below.   
 

1. Participant Screening: 
 

Each of the 13 participants was contacted prior to scheduling the test for screening, (See 
Screening Worksheet, Appendix A) and each was scheduled for a one-on-one testing 
session.  All participants indicated they used computers “Daily” or “Weekly”, and they 
accessed the Internet (other than email) either “Daily” or “Weekly”.  After talking with 
participants, we felt there were 2 or 3 of the group who could probably be considered 
novice users due to the length of time they had been using the Internet.  Having a mix of 
experienced and novice users was our original goal in the test plan, however we did not 
break out the results by these groups due to lack of time. 

 
2. Participant Greeting and Background Questionnaire: 

 
Each participant was asked to complete a short questionnaire that gathered basic 
background information (See Background Questionnaire, Appendix B).  All participants 
signed nondisclosure statements.  We had a mix of ages- seven of the participants were 
between 25-34 years old, another four were 35-44, and two were older than 45.  One 
government employee was included, however none were Union members.  Four 
participants worked in the health care industry, while others worked in education, 
technical, and financial industries.  Nine participants had a college degree or higher.  
Seven of the 13 participants indicated they used the Internet for managing money (e.g., 
banking, stocks) daily or weekly.   

 
3. Orientation 

 
The participants received a short, verbal, scripted introduction and orientation to the test, 
explaining the purpose and objective of the test and additional information about what 
was expected of them (See Test Monitor Script, Appendix C).  They were assured and 
reminded that the Web site was the center of the evaluation and not themselves, and they 
should respond in a way that is typical for them.  We asked for honest responses and 
opinions. The participants were informed that they were being audio taped, video taped, 
and observed (if applicable). 

 
  

4. Performance Test 
 

One component of the test consisted of a worksheet that participants were asked to 
complete while being presented a series of storyboards.  The second aspect required the 
participants to complete a series of searches for various types of providers on a prototype 
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of the XYZ Company web site.  The third component consisted of a verbal review of the 
participant’s responses to the labels, for clarity.  The specific steps were as follows: 
 
Part I: Written Test for Public Site Labels 
After the orientation, the participants were asked to sit down at the desk with the test 
monitor.  The test monitor showed a color screen shot of the XYZ Company home page 
to give a general idea of the look and feel of the site, and explained the concept of global 
and secondary navigation, as detailed in Appendix C. 
 
Participants were asked to write down a sentence or two describing what they thought 
each label meant, and to rate how confident they were about each label on a Worksheet, 
using a scale of 1-5 (1= Not at all Confident, 5=Very Confident). The written test started 
with the public site screens.  We asked about the following labels: 

 
• The XYZ Company Program and secondary navigation 
• Quick Demo 
• Press 
• Corporate Info and secondary navigation 
• Privacy 
• Help 

 
 
Part II: Written Test for 2nd Sale Labels 
The goal of Part II was to predict the behavior of a second sale user or member. In order 
to simulate this, participants had to be somewhat familiar with the XYZ Company 
product.  The participant was presented with the actual orientation letter sent out by XYZ 
Company to potential members.  After reading the orientation letter, the participant was 
asked to continue writing what they thought selected labels on the second sale and 
member screens meant and how confident they were with each answer.  We asked about 
the following labels: 

 
• The XYZ Company Program and secondary navigation 
• My Account and secondary navigation   
• My Health and secondary navigation 
• Health Directory and secondary navigation 
• My XYZ Product Page and secondary navigation 
• My Benefits 

 
 

Part III: Provider Search on 2nd Sale Site 
The goal of Part III was to predict how second sale users or members will experience the 
provider search functionality.  In Part III, participants were asked to look up several 
providers by name and by geographic region.  This part of the test was video taped.  We 
asked each participant to do the following: 
 

1. Find your current doctor in the Doctor’s Plus Directory and identify whether 
he or she is a discount provider. (If participant had no current provider, we 
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gave the name of a discount provider in the database that is a general 
practitioner).  This task was intended to be a name search test, along with a 
category usability test. 

 
2. For each specialty, locate one or two providers in your geographic region who 

practice that specialty.  This task was a specialty category usability test.  The 
following specialties were selected in order to stress-test the usability of the 
specialty categories:  Dermatology, Allergy, Pediatric Oncology, Gynecology, 
Cardiac Surgery, Speech Therapy, Birthing Center, Chiropractor, Podiatry, 
Child Psychiatry.  Some categories are easier to find than others, some are 
ambiguous and could be in multiple categories.  This was an intentional 
design element to research how participants think about medical specialty 
categories. 

 
3. Look up all physicians within a 10-mile radius of the zip code 22314.  Find 

the closest provider by sorting the list by distance.  Now, you remember a 
friend gave you the name of a doctor near by.  Sort the list by name.  This task 
was a usability test of the category sort function.   

 
4. Find any doctor who could perform a routine physical, and how much it 

would cost.  This was a test of practical category knowledge (a real-life 
scenario), and a test of the display of cost information. 

 
5. Add any provider to your personal directory.  This was a usability test for the 

personal directory. 
 

6. Add a second provider. This was a usability test for the personal directory.   
 

7. Now view the personal directory. This was a usability test for the personal 
directory.   

 
8. Add notes to a provider in the directory. This was a usability test for the 

personal directory.  
 

9. Delete a provider from the personal directory.  This was a usability test for the 
personal directory. 

 
 
 
Part IV:  Verbal Review of Labels 
After completion of the worksheet and the provider searches, the test monitor began with 
the first storyboard and asked the participant to read his or her response.  The participant 
was asked to explain why they answered as such, and to possibly give more examples of 
the information they would expect to find in each section.  The test monitor was allowed 
to probe as to why the participant interpreted a label to mean a particular topic in order to 
understand the logic behind his or her answer.  This part of the test was audio taped. 
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5. Participant Debriefing 
 

After the worksheet and verbal review were completed, the test monitor debriefed each 
participant.  The debriefing was audio taped, and included: 
 

• Asking the participant if there were specific labels he or she was curious about.  
The test monitor then revealed the intended meaning of those labels. 

 
• If there were labels which the participant’s response diverged largely from its 

intended meaning, the test monitor voluntarily revealed this, and inquired whether 
there was a suggested alternative name for it. 

 
• The participant’s overall comments about his or her performance. 

 
• Filling out a brief evaluation form pertaining to the testing experience and 

suggestions for improvement. 
 

After the debriefing, the participant was presented with a reward (i.e. t-shirt, screen 
sweep, mouse cord holder, and key light) from XYZ Company.  Lunch or dinner was 
offered as well. 
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Test Objectives 
The test was designed to answer the following questions: 
 

• Do novice Internet users intuitively understand the meaning of 60% of the 
navigational buttons on the XYZ Company site? 
 

• Do experienced Internet users intuitively understand 80% of the navigational buttons 
on the XYZ Company site? 

 
• Were 80% of participants confident or very confident when rating labels they 

identified correctly?   
 

• What specific labels are vague and need additional explanation? 
 

• After debriefing, do users have suggestions for more clear labels? 
 

• Can 80% of the second sale (potential member) audience successfully find their 
current health care provider in the Directory?  Can they tell if he or she is a discount 
provider? 

 
• Can 80% of second sale users determine if any providers for various specialties are 

available in their local area (near home or office)? 
 

• Can 80% of second sale users identify and use the sort function in the provider search 
results? 

 
• Can 80% of users identify how much a routine physical will cost (a new patient 

visit)?  A routine office visit? 
 

• Can 80% of users add and delete favorite providers to their personal directory for 
future use? 
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Results 
The results of the test are presented below in three sections:  Button/Label Interpretation, 
Task Results, and Participant Comments.     
 
Button/Label Interpretation 
Based on the participant’s written response to each button, the test monitors judged whether 
the response was “correct” or “incorrect”.  Credit was given if the response was in the 
general ballpark of what the actual content will be in each section.  If a response was too 
vague to determine if it was correct or not, we counted it as “incorrect”.  The chart below 
shows the buttons that fell below the 70% mark, as well as some of the responses participants 
gave. 
 
Button 
Name 

Percentage of 
Participants 
Who 
Correctly 
Identified its 
Meaning 

Average 
Confidence 
Rating  
(1=Not at all, 2=Not 
Very, 3=Somewhat, 
4=Confident 5=Very 
Confident) 

What Participants Thought it Meant 

Quick Demo 20% 3.7 Web site demo; Where to find things on the web 
site; Display of an application in the web site; 
Shows you how to find information; Don’t know. 

Press 70% 3.6 Press the button; To access the web site; No clue 
My Account 54% 4.29 Personalized page about benefits; My doctors and 

facilities; Benefit information 
My Health 31% 3.1 Past claims and future appointments; My health 

status; Record of visits; FAQ’s about health 
Health 
Directory 

62% 3.6 List of members, doctors and news; List of health 
issues; What doctors you’ve used; List of diseases; 
Don’t know. 

My XYZ 
Product Page 

46% 3.5 Info about my prior care; My personal info- height, 
weight; Summary of benefits; Don’t know 

My Health- 
At a Glance 

62% 3.9 Too vague; What your overall health status is; 
Overview of health record; Claim and HSA info 

Health 
Workbooks 

53% 2.7 Books on topics concerning diseases; Online 
quizzes for blood pressure, weight; Allows you to 
take notes; No idea 

More Health 
Tools 

38% 2.7 Links to other web sites; Misc. resources; More 
info; No idea 

My 
Preferences 

15% 4.1 My choices in coverage; Choice of physicians; 
What type of care I prefer; Preferences in doctors; 
My usage; Not sure. 

 
Overall, the participants interpreted 78% of the buttons correctly.  Although the original test 
plan called for a division between novice and experienced users, we didn’t break down the 
results this way since only two or three participants could be considered novices.  The 
average confidence rating for all buttons was 2.7 (Just below Somewhat Confident).  As a 
side note, most participants said they favored “XYZ Directory” over the name “Health 
Directory” when asked.   
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Task Results 
Users were asked to perform 9 tasks using the provider search area of the web site.  The 
results for each task are described below. 
 
Task 1 
Locate your provider in the XYZ Directory and determine whether he or she offers a discount 
with the XYZ Company program. 
 
Provider found? Average 

number of 
queries 
submitted 

Source of Errors by 
Participants  

Does your Provider offer a 
discount? 
 

Yes (54%) 1 
 
 
 
 
 
 
 
 
 
 
n=7 

1.7 One participant found the 
provider on the first try.  
All others made errors: 
 
Three (3) left out zip code 
on the first attempt 
 
One entered name 
incorrectly on the first 
attempt 

Four of the 5 participants 
who actually found their 
provider said he or she 
offered the discount when 
in fact they did not. 2 
 
 
 
 

No (46%) 3 
 
 
 
 
 
 
 
 
 
 
n=6    

3.2 Three (3) entered the 
incorrect subspecialty 
 
One left out the zip code 
 
One entered the name 
incorrectly 
 
One never scrolled down to 
see the submit button 

N/A 

 
 

                                                 
1 Two (2) participants could not locate their providers and after the testing, we couldn’t find the providers 
either.  Both appeared to perform the search correctly, so they were scored as “Yes”. 
 
2 This error occurred when the participants looked at a non-discount provider, glanced at the Legend below, and 
read “Discount Available” in the legend.  Some read the Legend carefully and still thought the provider was a 
discount provider. 
 
3 Test monitors were able to find these providers in the database after the testing. 
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Other Observations and Comments: 
 

• Few participants (less than 25%) read the first page of the XYZ Directory.  The 
majority skipped this page and clicked “Physicians” right away. 

 
• Six out of 13 skipped the “zip code required” field on the first attempt to search for 

their provider.  Most of them said, “I don’t know my provider’s zip code” even 
though the field is labeled “Enter your zip code” and is labeled “Required”. 

 
• Ten participants (76%) never entered a street address when searching for their 

provider.  This is an optional field. One participant entered the city and state instead.   
 

• At least two participants mistook the “Search All Providers” button to be the 
“Submit” button.  The reasons for this appear to be its color (red) and placement 
(middle of the screen above the fold).  Participants thought “Search all” meant to 
actually submit a search query. 

 
• At least two participants said they assumed only “XYZ Product providers” would 

appear in the search results.  They seemed confused that non-discount providers 
would even be listed.  Several said they wanted to see more than 5 providers per page 
in the search results. 

 
• Many participants habitually used the browser’s “Back” button to start new searches.  

This may have actually caused some technical errors that interfered with the search 
engine.  Two users had to Log Out and Log In again in order for the search engine to 
work.  A technical review may be required to determine the consequences of using 
the “Back” button during the search. 

 
• The “Modify Search” button seem to mean different things for each participant.  

Some thought it meant “refine or narrow search” while some expected it to start the 
search over.  “Modify” seems to be open to interpretation. 

 
• At least two participants commented on the color of the provider name links.  They 

said the links were too light in the search results list.  They did not seem to prefer the 
color indicating they had visited the link, either.  Also, some said the white lettering 
on light blue buttons was too hard to read. 

 
• Several participants indicated they would be interested to see provider data on gender, 

years in practice, board certification, and language spoken.  They also wanted to see 
provider ratings and quality information. 

 
 



 Page 10 of 19 

 
Task 2 
For each specialty, locate one or two providers near you. 
 
Specialty Completed 

task 
Not 
completed 
task 

Source of Errors Other categories 
tried (number of 
participants in 
parentheses) 

Dermatology 70% 30% -Skipped zip code 
-Selected wrong 
specialty 

(1) All physicians 

Allergy 77% 23% -Left name in box 
-Selected wrong 
specialty 

(1) All physicians 

Pediatric 
Oncology 

92% 8% -Mileage scope too 
narrow 

(2) Tried Oncology 
first 

Gynecology 77% 23% -Entered last name, 
first name 
-Wrong category 
selected 

(2) Tried Gynecology 
Oncology which was 
the first category 
under Women’s 
Health 

Cardiac 
Surgery 

92% 8% -Selected “All 
Cardiac” and paged 
through.  User didn’t 
understand how to 
narrow categories 

(3) Tried Surgery first 

Speech 
Therapy 

77% 23% -Wrong category 
selected 
-Mileage scope too 
narrow 

(2) Tried Behavioral 
Health 
(2) Tried Other 
Medical Specialties 
(1) Tried Pediatrics 

Birthing 
Center 

70% 30% -(9) made at least one 
error searching for 
this category 

(8) Tried Women’s 
Health  
(4) Tried Other Health 
Services 
(2) Tried Pediatrics 

Chiropractor 92% 8% -Wrong category 
selected 

(3) Tried Physicians 
first 

Podiatry 100% 0% -Wrong category 
selected 

(3) Tried Alternative 
Health first 

Child 
Psychiatry 

92% 8% -Wrong category 
selected 

(5) Tried Physicians 
first 
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Other Observations and Comments: 
 

• About half of the participants expected to see a search box or some alternative way to 
locate a particular specialty.   

 
• At least two participants went to the Help pages to look for instructions on where a 

specialty might be located.  They were disappointed that Help was really a Glossary. 
 

• At least three participants mentioned, “I wouldn’t really search for a specialist like 
this” and indicated they would already have a name from another doctor or friend.  
Several participants indicated they would not be browsing for specialties irrelevant to 
them- and if they were looking for a specialist, they thought they would know where 
to look for them.  Many attributed their errors to themselves not knowing more about 
that kind of provider. 

 
 
Task 3 
Participant is told to search for all physicians within 10 miles within zip 22314.  Find the 
closest provider to you by sorting this list by distance.  You remember a friend gave you the 
name of a provider near by - Sort the list by name. 
 
Most participants (61%) performed this task correctly.  The remainder (39%) did not 
complete the task for the following reasons:  
 
Reasons for Not Completing Task 3 
 
Five participants thought the list was already sorted by distance, and tried various ways to 
sort again.  Three of them tried Modify Search and one tried My XYZ Product. 
 
One participant tried many areas of the site, looking for Help about how to sort the list by 
distance and name. 
 
One participant did not seem to understand the task after repeated attempts by the test 
monitor, and kept trying to search by distance rather than sort. 
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Task 4 
Locate a provider who can perform a routine physical exam, and find out how much it would 
cost as a new patient.  It doesn’t matter if they offer the discount or not. 
 
Most participants (77%) performed this task correctly.  The remainder (23%) did not 
complete the task for the following reasons:  
 
Reasons for Not Completing Task 4 
 
One participant accidentally selected a “General Pediatrician” to perform a routine 
physical, which was an inappropriate category. 
 
One participant never clicked the provider’s name in the Search Results, and therefore 
never saw the cost information.  The participant said, “I’d just call the office to find out 
how much it cost”. 
 
One participant left a comma in the Provider’s Name search box, and gave up searching 
after several attempts, stating, “I’d just call him to find out how much it cost”. 
 
 
 
Observations and Comments: 
 

• Almost all participants were surprised that a new patient visit cost more than an 
established patient visit.  One was confused by this and thought the “discount” was 
the established patient visit. 

 
 
Task 5 
Add a provider to your personal directory. 
 

• Most participants (77%) completed this task correctly, and most of them made no 
errors while completing the task.   

 
• The remaining participants (23%) clicked “View My Directory” in error, then got lost 

while trying to add their provider.   
 

• Two participants tried “My XYZ Product” while attempting this task. 
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Task 6 
Add a pharmacy to your personal directory. 
 

• Most participants (85%) completed this task correctly, and most of them made no 
errors.   

 
• Two participants mentioned the term “online pharmacy” was confusing to them, and 

literally meant a pharmacy that was Internet based rather than “real”.  One said that 
because of this, she didn’t think the Web site would have a list of retail pharmacies 
and would normally not continue the task. 

 
• One participant never clicked the pharmacy name link to view more information. 

 
 
Task 7 
View your personal directory. 
 

• All participants (100%) performed this task correctly, and most of them made no 
errors. 

 
• The task was not applicable for one participant who did not build a personal 

directory. 
 
 
Task 8 
Add a note to the pharmacy in your personal directory. 
 
Most participants (70%) completed this task correctly, and 30% did not. 
 
Reasons for Not Completing Task 8 
 
Two participants never saw “My Notes” in the provider’s detail screen.  A couple of 
others didn’t see it very easily. 
 
Two participants tried to add notes to the end of the instructions, resulting in a system 
error that they were unaware of, or thought their notes were still added. 
 
 
Other Observations and Comments: 
 

• At least three participants questioned the button “Make Changes” and wondered if it 
would save their notes. 

 
• Two participants said, “I wouldn’t use this… I’d just write it down”. 

 
• At least three participants weren’t certain their notes were saved, so they went to 

“View My Directory” and then back into the pharmacy to make sure. 
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Task 9 
Delete the pharmacy from your personal directory. 
 

• Most participants (92%) performed this task correctly, and most made no errors while 
doing so.   

 
• One participant clicked the browser’s “Back” button and the session expired, causing 

them not to complete the task. 
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Participant Comments and Evaluations 
Each participant was asked to complete a short evaluation after the testing session.  The 
evaluation asked how much they agreed that the button names were easy to understand, and 
that the provider search was easy to use.  It also asked them to list three (3) things they liked 
and disliked about the provider search, followed by a final rating of several continuums, such 
as Simple vs. Complex.  The results are as follows: 
 
Statement Average Rating 

1=Strongly Disagree; 2=Disagree; 3=Neither; 4=Agree; 
5=Strongly Agree 

Overall, I found the names of the buttons 
on the XYZ Product Web site easy to 
understand. 

4.08  

Overall I found the provider search (XYZ 
Directory) easy to use. 

3.75 

 
 
 

1 2 3 4 5 6 7

Average Score

Simple/Complex

High/ Low Tech

Reliable/ Unreliable

Easy/ Complex to Use

Friendly/ Unfriendly

Attractive/ Unattractive

High/ Low Quality

I Like/ Dislike

Participant Evaluation Results
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Participant Comments 
 
What did you like about the XYZ Directory? 
 

• “Choosing a specialist; Each Dr. page had much easy to find info- cost , location, etc;  
left hand buttons (Physicians…) were clear and well defined categories.” 

 
• “Carries zip code and mileage over to new search; Category listings were good.” 

 
• “The way it read left to right; The results display screen; The categories are easy to 

use but I might use layman’s terms.” 
 

• “Locating Drs by zip code; Finding specialists; Locating Drs. participating in the 
plan.” 

 
 
 
What did you dislike about the XYZ Directory? 
 

• “Zip Required; Not knowing my Docs subspecialty;  No City/State fields” 
 

• “Looking for a specialty that isn't an obvious menu item.” 
 

• “Having to move the page (scroll) to get to the Submit button:  Modify Search was 
confusing” 

 
• “My provider was not listed most of the time-need to work out that glitch; The fact 

that I work downtown and couldn't get a doctor within 10 miles.”4 
 

• “Forgot there were other categories to select from besides "Physicians"; Behavioral 
health not clear terminology.” 

                                                 
4 This participant was not searching consistently for her provider, nor was she searching correctly for other 
providers.  This is an example of how poor usability reflects upon XYZ Company as having “bad data” or not 
very many providers to choose from. 
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Recommendations and Comments 
Recommendations could be categorized as “short term” and “long term”.  Short-term 
recommendations would be faster and cheaper, while long term recommendations would 
involve more structural (programming) changes.   
 
Regarding the button names, we felt this aspect of the study was fairly subjective.  It was 
hard to judge whether the participant guessed the content correctly sometimes.  The more 
clear a button name is, the less guess work is required by the user, therefore we still felt it 
was useful to understand the user’s experience when they first see a button name.  Future 
testing will be needed to see if users can actually find what they need on all parts of the Web 
site.   
 
Short Term Recommendations 
 
Suggested Button Names: 

• Keep “XYZ Directory” or “Find Providers and Services” instead of “Health 
Directory” 

• Change “Press” to “Press and News” or “XYZ Company in the Press” 
• Change “Quick Demo” to “XYZ Company Program Demo” 
• Change “My Account” to  “Health Savings Account” 
• Change “My Health” to “Health Info and Tools” 

 
 
Provider Search pages: 

• Design the introductory page of the search using less text, and possibly with two 
ways to search: By Name or By Specialty (this may be a long term solution, 
depending on technical implications).  Provider Name box should be bigger and more 
prominent.  Give an example of how the name should be entered below the box. 

 
• Make it clearer that the zip code is required.  Remove street address from search.   

 
• De-emphasize the “Search All Providers” button, and emphasize the “Submit” button.  

Submit really should be above the fold in 800X600 resolution.   
 

• Update instructional text to emphasize the specialty/subspecialty that was selected.  
Indicate where the submit button is located, and provide a general help link for the 
search. 

 
• Update the error messages with links to tell users how to expand their search and/or 

check for errors.   
 
Search Results pages: 

• Remove the legend and symbol from the search results.  Use “Yes” and “No” in text 
form within the Discount column.  As an alternative, design “Discount” and “No 
Discount” symbols that would be easily identified. 
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• Present more than 5 providers on each search results page.   

 
• Update the instructional text to indicate that more detail is available by clicking the 

provider’s name.  Also, include text explaining how to sort by column.   
 

• Visually separate the line indicating how many providers were found and which 
records are being presented.  At least two participants tried to see what record they 
were on and expected this to be at the bottom of the page (like with a standard 
Internet search engine). 

 
• Change “Modify Search” to “New Search”.  Participants often misunderstood the 

meaning of “Modify Search” to mean refine or narrow the search.   
 
 
 
 
Provider Detail page: 

• Consider changing the heading “Your Estimated Cost” to “Estimated Discounted 
Cost”.   

 
• For providers saved in “My Directory”, move My Notes up before the “Coming 

Soon” section for better visibility.   
 

• Move instructions for My Notes below the entry box, and shorten. 
 

• Rename “Make Changes” button to “Save” or “Save Changes”. 
 

• Add a confirmation message similar to “Added to your Directory” to indicate the 
notes were saved. 

 
 
My Directory page: 

• When no providers are added yet, update the instructional text to describe exactly 
how to add a provider.   

 
• Change Delete confirmation box to the XYZ Company look and feel, rather than 

Microsoft Windows.   
 
 
Long Term Recommendations: 
 
The search engine itself could be improved by allowing the user more flexibility to choose 
how users want to search when “browsing”.  Several participants commented that they would 
like to be able to search based on city and state instead of zip code.  Others stated they would 
like to search by provider’s gender.  It seems that the name search could be shorter and more 
directive (e.g. Enter providers name, city and state) while the zip/radius search seems more 
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of a browsing function.  An “advanced” search feature could also help users who get too 
many search results. 
 
The results of this study imply that there is ambiguity in many users’ minds about how 
providers are categorized.  Although several of them attributed their own lack of “medical 
knowledge” to not knowing where specialties were categorized, it seems reasonable to 
assume that many XYZ Company members will not have medical knowledge and will be in 
the same boat.  There are a couple of ways the ambiguity could be reduced.  Cross-
referencing would help eliminate much of the “hunting” behavior that users are forced to do. 
Also, a “search for a category” function would help users find specific categories.   
 
XYZ Company may want to consider displaying more common categories more readily.  In 
particular, the general practice categories could probably be combined, since guessing the 
wrong one causes users to not locate their provider.  Behavioral Health could probably be 
combined with Physicians, since many users didn’t seem to mind looking for Speech 
Therapy in the Physicians category.  One concern in the past is that there are not only 
Physicians in that category; however, it seems from this study that users would rather 
consider any medical professional close enough to a “Physician”, rather than try to 
distinguish MD’s from other disciplines.  Further testing with users regarding 
conceptualization of health care categories is probably warranted. 
 
 
 
 
 
 


