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Usability Concerns 



Picker models are inconsistent 

 
 

 
 Multiple Objects Picker 

(channels) 

 
 
 
 
 

 Single Object Picker  
 (folder) 

Presenter
Presentation Notes
The channel selection model is different than other selection models used in the system and single object pickers vary from multiple object pickers.�Novice users struggled with “OK/Cancel” being at the bottom of the screen for selection and “Save/Save and Close” being at the top for editors.Channel selection model counterintuitive:Only 40% of customers and 44% of non-current Customers were able to add a channel to a content item the first try.When non-customers were specifically asked to find the channel information for a content item in the editor, only 29% were able to do so.



Selecting multiple objects is confusing 

Presenter
Presentation Notes
Users expect channels highlighted in the tree to show up selected in the “Your Selections” pane.The “Add Selections” button is difficult to see since users were looking in the lower right hand side of the screen at the “OK” and “Cancel” buttons.



Icon for removing selections is unclear  

 
 
 

6 

Presenter
Presentation Notes
The red “x” caused many users to be concerned that something was wrong with the channel (hadn’t been approved, was in an error state, etc.).The location of the selected channel was difficult for users to see.



Designs 



Single Container Picker 

Folder tree only 
for navigation 
and selection 

Clicking folder 
automatically 
adds it  to “My 
Selection” pane 

Ability to add 
a New Folder 

“My Selection” 
pane on the right 

Presenter
Presentation Notes
Removed top-level node “All Folders”Added some context language for each of the “My Selection” boxes



Multiple Containers Picker 

Folder tree only 
for navigation 
and selection 

Clicking a checkbox automatically 
adds the Channel to “My Selections” 

Ability to add a 
New Channel 

Remove icon 
now a “minus” 

Last item 
selected is 
highlighted 

Presenter
Presentation Notes
Don’t show “plus” signs next to empty nodesRemoved the “Add to Selections” buttonAdded some context language for each of the “My Selection” boxes



Single Content Item Picker 

Grid enabled for navigation with 
folder double click and “up” button 

“My Selection” 
pane on the right 

Ability 
to hide 
the 
folder 
tree 

Presenter
Presentation Notes
Removed top-level node “All Folders”Added some context language for each of the “My Selection” boxesIf a sub folder does not contain another folder or any content items, it should say so in the grid area--there needs to be feedback to the user that they are at a dead end in the hierarchy.



Multiple Content Items Picker 

Selecting a 
content item 
automatically 
adds it to “My 
Selections” pane 

Last item selected is highlighted 

Presenter
Presentation Notes
-Remove the “Add to Selections” button-Last selection highlighted



Evaluation 



Participants 

 6 participants 
 

 1 current customer (WEM 8.0) 
 1 former employee (WEM 7.3.1) 
 2 UT students (other CMS) 
 2 internal OT customers (Content Server) 



Tools 



Testing 

 Scenario: Based on Kristen persona—HR administrator 
at a healthcare company 
 
 9 Task Groups: Participants were asked to perform 

simple tasks like selecting containers and content 
objects. 
 14 total measured actions 

 

Presenter
Presentation Notes
2 in-person tests / 4 remote tests



Task 1: Choose a folder for a new story 

Presenter
Presentation Notes
All participants used the pluses to drill down in the folder structure but when asked, most also said they would expect that clicking on the folder names would also drilldown (which it does).I don’t know why I have to navigate through so many folders to get there?



Task 1: Choose a folder for a new story 

 “I thought it was nice and very intuitive.” 
- Participant 1 

 
 “Why am I seeing the rest of these folders?  What's the 

chance that I'm going to get lost just looking at all these 
things rather than being able to focus in on the ones 
that I use more frequently?” 
- Participant 5 

 
 

 
 
 



Task 2: Add a new folder 
 
 

Presenter
Presentation Notes
Participant 3 wanted to right click and have a contextual menu for this action.  He felt having the button at the top was out of context.Participant 5 brought up that she would like to be able to drag content items between folders to change their locations.



Task 2: Add a new folder 
 
 
 “I think it would be really useful, especially when you're 

saving content in this manner.  I like to be really specific 
so having this functionality is really important.” 
- Participant 6 

 
 “I think that's a good idea because sometimes you want 

to save something somewhere and if you have to stop 
and create a new folder, that is annoying.” 
- Participant 1 

 

Presenter
Presentation Notes
Participant 3 wanted to right click and have a contextual menu for this action.  He felt having the button at the top was out of context.Participant 5 brought up that she would like to be able to drag content items between folders to change their locations.



Task 3: Choose channels for a new story 
 

Presenter
Presentation Notes
One failure of this task likely due to the prototype being unclear.  You’ll see from this clip that she just did not realize there were checkboxes available because the “square” icon was too large she said.Participant 4 also had some hesitation about whether those icons represented checkboxes.Participants again had a tendency to use the pluses to drilldown through the tree.



Task 3: Choose channels for a new story 

 “It was easy with the checkbox, made it clear it was an 
association.  With the extra visual [in My Selection 
panel] I can see that yes, this is the action that's 
happening.” 

 - Participant 4 

 
 “The clicking seems pretty easy and in this content tree 

it seems pretty simple to find what I'm' looking for.  On a 
more complex tree I probably don’t want to go through 
so many clicks.” 

 - Participant 5 

 
 
 

Presenter
Presentation Notes
Participant 2, who had never used WEM before, was confused about having to put the story in a folder and then into a channel.  The icons for both are the same in the prototype, though they are different colors in the real UI.  She thought “channeling” would be more like tagging the story before we started the task.



Task 4: Remove single channel association 
 

Presenter
Presentation Notes
All participants chose to uncheck the checkbox for Channel D and did not interact with the ‘My Selections’ panel though most noticed or commented on the “remove” icon when asked if they saw another way that they could have completed this task.Participant 1 did not notice that the 'minus' icons allowed individual removal of an item--when we talked about it later, she thought they looked like bullet points; would probably have noticed if they were colored or smaller.Participant 5 said there seems like a disconnect between checkbox and minus sign, it does seem a little odd, might be better w/ some color.



Task 4: Remove single channel association 
 
 “Once you know how to do it, I think that's perfect, very 

easy.  I like that it has this [My Selections] menu so that 
you can make sure it has it.  You can see it pop up and 
go away.”  

 -Participant 1 

 
 “I'm not sure I would recognize that line. I think I made 

the association with the ‘Remove All’ button and that's 
what made me think clicking the line would make me 
remove a single item.” 

 -Participant 4 

Presenter
Presentation Notes
Participant 4 thought a recycle bin or garage can might be a better icon.Participant 5 commented that it might be cool to drag things across to make selections. She said she expected to be able to interact with the My Selections area to remove a channel but she wasn’t seeing that she could click the remove icon.  When I pushed her further, she tried it and exclaimed, “Oh hey look at that you click it and it goes away.  That’s what the minus is.  It’s not a dash, it’s a minus.”



Task 5: Clear multiple channel associations 
 

Presenter
Presentation Notes
The ‘remove all’ functionality exists currently but I added in this confirmation screen when removing multiple items. And that was generally a well received notification.  Half the participants had noticed the ‘remove all’ button before getting to this task.Participant 1 struggled with this a little—she tried to uncheck all the checkboxes which would have worked and I actually went back and enabled that functionality for later tests.  When that didn’t work, she eventually saw the ‘remove all’ button and commented that if it has been underneath, rather than above, the channels, she thinks she might have seen it.



Task 5: Clear multiple channel associations 
 
 “Perfect a little confirmation box is also very good. 

Unchecking [each checkbox] would also work.” 
 -Participant 4 

 
  “No really, that remove all, I meant remove all.  It wasn't 

an accidental click....I don't tend to click on things I don't 
intend to.  I don't like to have to remind people, ‘Yes, I 
really meant to do that.’” 

 -Participant 5 

Presenter
Presentation Notes
One participant used the “remove” icons to remove each channel individually from the “My Selections” panel instead of using the “Remove All” button.  When I asked her about that, she said she could have also unchecked all the boxes—then she said she just noticed the “remove all” button.



Task 6: Add a story to the website 

 

Presenter
Presentation Notes
This interaction represents what I see as the biggest win and the best improved functionality available from this redesign:  allowing users to drilldown using the folder grid.  This is the way the system works when browsing content but it is not currently available from the picker screen.  Every, single participant utilized the grid functionality at some point with three of them defaulting to navigating in this way.I picked this clip because it illustrates that some users feel overwhelmed by seeing both the tree and the grid though they were all able to navigate successfully to the content item.  This is Participant 5 and she is just making the comment that she would like to be able to search or filter for a specific content item versus clicking.



Task 6: Add a story to the website 

 “So this is more like what I was expecting, the one click 
expand (referring to the folder tree)….I think I was 
drawn to the center first and I guess I'm still not entirely 
sure why there were the two paths…. I would prefer not 
having to double-click to open the folders because I was 
used to the expandable view from the other tasks.” 

 -Participant 2 

 
 “I think that was pretty clear, follows the same OS tree 

structure paradigm.” 
 -Participant 3 

 

Presenter
Presentation Notes
I was just thrilled people used the grid, so there weren’t actually a lot of comments since the participants gravitated to this model naturally.  One participant wasn’t sure why there were two ways to navigate while others really liked being able to see the folder tree hierarchy even though they used the grid to navigate.



Task 7:  Add some images to a story 

Presenter
Presentation Notes
Participants were still comfortable with this picker model and were able to complete the task pretty easily.Participant 6 wanted to be able to see a thumbnail of the actual image, that would help identify the content.



Task 7:  Add some images to a story 

 “I liked it and I think that's nicer than having to go 
through twice─at first I thought I was going to have to 
do that.” 
- Participant 1 

 
 “I like it [using checkboxes].  I've seen some where you 

have to upload each one separately...so it's a lot simpler 
to select your content.” 
- Participant 6 

Presenter
Presentation Notes
Participants liked being able to see the files added to the “My Selections” panes as they went along.  They actually noticed this area and noticed when something new was added.



Task 8:  Add related content links to a story 
 

Presenter
Presentation Notes
Having the folder tree hidden confused a few participants—not being able to see the hierarchy while trying to navigate made it difficult for them to know where they were.



Task 8:  Add related content links to a story 
 
 “I don't remember where I was....Am I not seeing the 

folder I should go into?  Oh, I am in Resources! I usually 
use this way because that is the way most Windows 
programs work, but I think having the tree shows you 
where you are in the hierarchy, so having both is good.” 

 -Participant 1 

 
 “As a way to go about the task, I would probably prefer 

to use the tree….It took me awhile to find where I was 
but overall it was intuitive to get me where I needed to 
go.” 

 -Participant 4 

 

Presenter
Presentation Notes
Most participants were ambivalent about being able to hide the folder tree.  Some could see how this would be useful if there were more columns to select from in the grid or if file names were long, but this was not reflected in the prototype.Participant 4, who has used WEM 8.0, said she liked that she didn’t have to keep clicking a button to save her selections, that they were just added to her running list of selections.



Task 9:  Remove related content 
 

Presenter
Presentation Notes
Half the participants completed this task quickly by using the “minus” icon in the “My Selections” pane, but the other half still weren’t sure about interacting in that area and commented that they would have tried navigating back to the folder for  content item and try unchecking the checkbox for it. (which would work too).



Task 9:  Remove related content 
 
 “I guess if I was more experienced I would know that on 

the sidebar I could easily remove items....Not being that 
familiar, my first thought would be to navigate to where 
that image was located and uncheck it.” 

 -Participant 3 
 

 “That's a 7, now that I know what the minus looks like.” 
 -Participant 5 

 

Presenter
Presentation Notes
So, as before with removing the channel associations, I think there are some issues with the “minus” icon, probably more to do with the prototype and that was not in color but no one expressed concern that it would cause unexpected actions, like removing content from the system, as was expressed previously with the “red x” icon.



Results 
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Participants seemed to like using the same interaction flow for 
picking folders or content items in singular or multiple contexts. 
 
Participants struggled at times with the prototype, lowering 
efficiency scores. 

Six participants indicated what products they have used.   

 Summary 

Participants 

Satisfaction - SUS 

Overall 

Effectiveness 

Efficiency 

Attractiveness 

Usability Test Scorecard  —  March 2012 

80 

Content Server 

WEM 7.3.1 

WEM 8.0 

Other 

 

Seeing all available folders was annoying to some participants.  
They are looking forward to being able to search or sort when 
selecting items and would like to see only those folders and 
channels that they use frequently and have access to. 

New icon for removing selections was mistaken for bullet points 
and it took awhile for participants to realize they could click the 
“minus” icons to remove a single selection. This was partly due to 
the prototype not being in color. 

 

 

One-click selection of objects was well-received and expected 
functionality versus having an ‘Add to Selections’ action. 

Folder grid for selecting content items was used by almost all 
participants for navigating the content repository. 

Immediate confirmation of selected objects was very 
appreciated. Participants liked the ‘My Selections’ area. 

Top Successes 

 Top Problems 



Satisfaction (SUS) 
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Histogram 

Scores: 70, 75, 80, 85, 90, 92.5 
 
Median: 82.5% 
 
SUS Mean Percentage: 82.0833 



Effectiveness 
100% 100% 

83% 

100% 100% 100% 100% 

92% 
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folder 
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channels 

Remove 
single 

channel 

Clear multiple 
channels 

Choose 
content item 

Add images Add related 
content 

Remove 
linked content 

Opportunities: 84 / Successes: 82 
 
Overall Effectiveness Percentage: 97.6191 



Single Ease Question 

6.5 6.3 

5.7 

6.7 6.8 

6.2 6.3 

5.0 

6.5 

1 

2 

3 

4 

5 

6 

7 

Choose 
folder 

Add new 
folder 

Choose 
channels 

Remove 
single 

channel 

Clear 
multiple 

channels 

Choose 
content item 

Add images Add related 
content 

Remove 
linked 

content 

 
 
SEQ Mean Rating: 6.2222 

Presenter
Presentation Notes
Perceived task effectiveness



Efficiency 

79% 
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Overall Geometric Mean Percentage: 73.9819  



Time on Task (in seconds) 

21 

28 

35 

19 

10 

31 

42 
44 

11 11 
9 

13 

6 7 

17 
19 

12 

4 

0 

30 

60 

Choose 
folder 

Add new 
folder 

Choose 
channels 

Remove 
single 

channel 

Clear 
multiple 

channels 

Choose 
content item 

Add images Add related 
content 

Remove 
linked 

content 

 
 

Average time on task compared to benchmark times of an expert. 



Attractiveness 
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Overall Attractiveness Percentage: 69.7531  



Recommendations 



Changes to the Model 

 Top Pick: 
Enable “one click” selection of all objects 
 
 Always have “My Selections” on the right 

 
 Remove the folder browser for container pickers 

 
 Change “remove” icon to something else 



New Functionality 

 Top Pick: 
Allow drilldown within the folder browser 
 
 Highlight the last selection for multiple items 

 
 Ability to add a new folder or channel in context 

 
 Ability to hide the folder tree when grid is present 

 
 
 
 



Thank you! 

 Questions? 
 
 
 
 Contact Information: 
 rachele.ditullio@opentext.com 
 +1.512.741.4719 
  

 
 
 

 

mailto:rachele.ditullio@opentext.com
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