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Objective
Appointment Manager Design Validation,
August 7-9, 2018

Design Validation
While the earlier multivariate survey was able to test our
design work in broad strokes, 1 on 1 validation sessions
with users allows for a more conversational and nuanced
journey though major design pathways.
Our objective was to validate a series of connected tasks
that reasonably simulated a user’s first full experience
with Appointment Manager, observe pain points, and draw
out important feedback.
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Candidates
Participants were recruited through the online service
Respondent.net, with a simple screener criteria.
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Screener
1. Do you work for a company that buys internet service?
• Yes
• No (terminate)
2.

Select the option(s) that describe your experience:
• I have coordinated the scheduling of internet
services and installation
• I am responsible for being present to provide the
site access by an installation technician
• I manage my company's network or internet
service
• None of the above (terminate)
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3.

What is your role in the company: (Please type your
response below)

4.

How many employees does your company have?
• 10 – 49
• 50 – 99
• 100 – 249
• 250 – 499
• 500 – 999
• 1000 – 4999

5.

Select your gender
• Male
• Female
• Other (Please type your response)
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Participants
Eight individuals were selected out of about 25 qualified
applicants.
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Validation
Appointment Manager Design Validation,
August 7-9, 2018

Scope
We gave users control of a prototype and had them
interact with key features:
• Invitational email
• Login
• Appointment status (formerly dashboard)
• Readiness checklist (steps 1-3 only)
• Site navigation
• Rescheduling
Protocol
Each feature was broken into brief and simple tasks and
followed up with questions about their experience in
completing the task.
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Validation Results
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1. Invitational email
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1.

Take a moment to look
over this email and
describe to me what you
understand it to be telling
you.

2.

TASK: Based on what
you’ve understood from
this email, what would you
do next?

3.

EXPECTATION: What do
you expect you will be
asked to do if you act on
what’s being requested by
this email?
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Task
8 out of 8 participants said they would click the big
blue button to continue.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
the experience of understanding the purpose of the
email and the action it wanted you to take?
7

6

7

7

6

7

7

7

“This was easy, but why should I have to confirm
anything?” — P2
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Expectations
6 of 8 participants expected that clicking the blue
button would load a simple “Thank for confirming!”
webpage, perhaps with a big green checkmark. No
further action would be required.
1 out of 8 participants expected to have to confirm
their contact info.
1 out of 8 participants wanted to know why they
were confirming at all, since all the info they thought
would need confirming was already in the email.
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Takeaways
• The call to action button is very visible, and users
understand that is what they should click, but
their expectations for what will happen next are
completely different from what actually happens.
• The words “confirm” or “verify” are failing to set
the right expectations for what we are asking the
user to do. This and other language choices
suggest a very low-effort task, and—when they
finally saw it—none of the participants thought of
the readiness checklist as low-effort.
• Appointment Manager is not necessarily a quick
and easy experience. How can we emotionally
connect to users? Make them feel that their time
and effort is purposeful and well invested?
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2. Login
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1.

Tell me about what you se
here.

2.

TASK: Let’s say you want
to get your code by email.
What would you do?
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Task
8 out of 8 were able to use the UI to get their code
sent to them.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
your experience of obtaining your code and signing
in?
7

6

7

7

2

7

7

7

“This would make me question my choice of internet
provider.” — P5
“This was easy, but… why am I doing this?” — P7
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Takeaways
• 8 out of 8 participants assumed they would have
already received the code before seeing this page
(which is not true). Design needs to clarify this.
• Most participants expected that they would have
already received their code, and that it should
have been in the invitational email they just saw.
• Participants appreciated logging in with a code
because it means never having to remember a
password.
• Though the log in process was easy, many
participants expressed that they would not
expect to have to log in to confirm, further
indicating that the messaging in the email is
problematic.
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3. Appointment status
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So you have clicked the
“Confirm order” button in the
email, signed into this
application with a code, and
are now on this Order
Dashboard page.
1.

Take a moment to look ove
this page and describe to
me what you understand it
to be telling you.

2.

What is the Verify your
order section telling you?

3.

What are the gray
checkmark icons telling you

4.

TASK: What would you do
next?
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Task
8 out of 8 were able to identify the big blue button
as the next thing to click.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
your experience of understanding the contents of this
page and what it is asking you to do?
7

6

7

7

5

6

6

7

“This is redundant. They already have all this info."—
P5
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Takeaways
• 2 out of 8 participants separately rated the their
expectation of this page a 2 and 5, respectively.
They were expecting a much easier confirmation
process.
• In general, the email and login process
contributed to a lack of clarity on this page.
Participants felt set up for an easy experience and
did not get that.
•

Participants felt they should be done
confirming info at this point, and the page
didn’t help explain what they were being asked
to do. Design needs to clarify this.
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4. Readiness checklist
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• OK, tell me what you see
here and what this screen is
asking of you.
• What is each section in this
gray box telling you?
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Task
8 out of 8 were able to identify how to navigate the
checklist questions.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
your experience of understanding the contents of
these pages and what they are asking you to do?
7

6

7

7

5

6

7

7

“I give this a 5 because I can see that there are 13
steps to go through, and that seems like very
difficult ask."— P5
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• OK, tell me what you see
here and what this screen is
asking of you.
• What does Main contact
mean to you? What about
Local contact? Site Access
contact?
• TASK: How would you edit
the Local Contact
information?
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Task
8 out of 8 were able to identify how to edit contact
information.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
the experience of finding the edit button?
7

7

7

7

7

7

7

7
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Takeaways
• The information on these screens is fairly clear.
• The next steps for these screens is very clear.
• Editing is very clear.
• Participants were not completely clear on the
different kinds of Contacts. For example, many
had trouble figuring out the difference between a
Local Contact and a Site Access Contact.
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5. Basic site navigation
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• Tell me about what you see
here, and what is being
asked of you.
• Are the terms used in this
question familiar to you?

• Can you tell me how many
steps or questions there are
left to go?

• TASK: Let’s say you want to
jump to the very last
question in this
questionnaire, Step 13. Wha
would you do?

• TASK: How would you get
back to the dashboard from
here?
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Task
8 out of 8 were able to identify how to navigate to
Question 13.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
the experience of locating the interface element that
would take you to that last question?
6

6

7

7

7

7

7

7
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Takeaways
• Most participants knew or could guess at the
meaning of “conduit”, but it’s clear that their
confidence was low that they’d be able to answer
all the questions given the writing style in the
questions.
• Thin progress bars were surprisingly successful.
Users could see the colors and knew what they
meant.
• Users wanted to click on the bars to navigate, so
we should support that.
• When the prototype did not allow clicking the
bars, users quickly found the dropdown menu.
This confirms that we need both, since bars will
be too small to click on mobile.
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Task
5 out of 6 were able to identify how to navigate to
the dashboard. 1 participant needed help.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
the experience of locating the interface element that
would take you to the dashboard?
x

x

7

7

4

5

3

5

“To me, that hamburger icon means there are other
websites I can go to, not other pages on this
website.” — P5
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Takeaways
• The ”hamburger” menu was problematic. 4 out of
6 participants had issues identifying it as
site-wide navigation.
• Some participants didn’t see the menu. It’s
floating out there in the upper right, far away
from everything else when viewed on a large
screen.
• Participants likely thought of their experience as a
linear survey, not a website.
• Some thought that the link to the dashboard
should be in the readiness checklist dropdown
menu.
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6. Rescheduling
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OK, let’s start our third and
final set of tasks.

• Here we are, back on the
order dashboard. Let’s say
that something has come up
suddenly and you’re not abl
to keep your original
appointment, and you need
to have the installation
technician come on a
different day.

• TASK: How would you
reschedule to August 30th a
noon?
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Task
8 out of 8 were able to reschedule.
Rating
On a scale of 1-7, with 1 being extremely difficult,
and 7 being extremely easy, how would you describe
the experience of completing that rescheduling task?
7

7

7

7

7

7

7

7
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Takeaways
• Rescheduling, as designed, is dead easy.
• All participants expected rescheduling action to
be appended to the appointment date & time
info, anywhere it might appear.
• Participants unanimously said they would like to
do tasks like rescheduling online, without having
to talk to someone.
• Immediate rescheduling is expected, and many
were not happy when it was not immediate, but
most participants would wait up to 24 hours to get
a confirmation.
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• If it takes longer to confirm than what they’re
comfortable with, participants said they would

Return value
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I would come
back to
Appointment
Manager to…

•
•
•
•
•
•
•

Reschedule
Update contacts
Change my order
Check my order details
Manage my order & installation details
Place a new order
I wouldn’t come back to this
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Recommendations
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vitational email

1

2
3

1.

Start email with a greeting and
immediate value proposition.
Tell them there’s a checklist.
Don’t hide that there’s some
work to do.

2.

Elaborate on the value
proposition in the call to action
area.

3.

The call to action is ”Get ready
now.” No more misleading
“confirm” or “verify.”

4.

Strip out all other messaging.
No one is reading it anyway.
Keep it short and sweet: “We
need you to do this and here’s
why.”

5.

Keep all this order info. Users
liked it for quick reference.

4

5
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g In
3

1
2

1.

Make it clear that getting a
code is Step 1 and that codes
expire.

2.

Delivery options can be hidden
until needed.

3.

Confirm user action.

4.

Restore the form to its default
so login is easily accessible.

4
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ppointment status (formerly dashboard)

1

1.

The call to action comes first,
and explains the contents of th
checklist.

2.

This is a checklist, and now it
looks like one.

3.

Be consistent with the call to
action language. Repeat.

2
3
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eadiness checklist

1.

Based on participant feedback,
we could easily and safely use
thin DS2-style progress bar
segments. There were no issue
identifying the colors of the
bars or their meanings.

2.

Equating a step to one question
may still be the approach we
want to take, but we could als
group similar questions (e.g. al
conduit questions) under a
single step. This would reduce
the number of steps, and
perhaps make the checklist fee
less daunting.

3.

(Not pictured) Consider adding
help icons w/tooltips to help
explain unfamiliar terms like
“Site Access Contact.”

1
2
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te navigation

1.

Make the menu more
discoverable, especially on
large screens where the menu
icon is so far away in the top
right hand corner, visually
separated from other
interactive elements. Start wit
an incremental change by
displaying as much of the menu
items as possible and rolling th
rest under a “More…” link.

2.

As the screen narrows, fewer
menu items are displayed, and
more are moved under the
“More…” link.

3.

Ultimately, on mobile screens,
no meu items will be able to fi
in the header, and we switch
over to the “hamburger” menu

1

2

3
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