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firstfridays@gsa.gov
Program Summary: The First Fridays Facilitator in Training (FIT) Program will teach you how to conduct basic usability testing at your agency or office. By attending four of our monthly usability tests, you will learn the various roles, skills and best practices to conduct a usability test in the style of GSA’s First Fridays Usability Program. The four steps will be:
1 Observe a test
2 Observe test facilitators conducting a test
3 Facilitate a test (optional: Assist facilitating afternoon group discussion as well)
4 Join planning calls with client, assist with task development, facilitate 1-2 tests, lead afternoon group discussion
Before each test you will read selections from the required material - “Rocket Surgery Made Easy” by Steve Krug. After each step we will meet with you to discuss that test and answer any questions you have about the testing methodology. By the end of your fourth month you will have the skills, training and confidence to conduct your own usability tests on websites, intranets, applications, mobile sites or printed materials.
Cost:  Free (*please note that you’ll need to purchase a copy of Rocket Surgery Made Easy)
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Admission Requirements:  You must get your supervisor’s approval and commit to completing the program.  Admission to the program is on a first come, first served basis.  We do keep a waiting list.
Program Goals:
· Provide knowledge, skills, and technical skills for conducting usability tests
· Increase awareness of usability testing in the federal government
What We’d like you to Accomplish:
· Conduct at least 1 usability test up to 6 months after finishing program
· Optional: Create one First Friday style team at your agency
Required Reading: Krug, Steve. (2010). 

HYPERLINK "http://www.sensible.com/rsme.html" \hRocket Surgery Made Easy: The Do-It-Yourself Guide to Finding and Fixing Usability Problems. 
Additional Resources/Optional Reading
Brinck, Gergle and Wood (2001). Usability for the Web: Designing Web Sites that Work 
Nielsen, Jakob (1999). Designing Web Usability 
Unger, Russ (2012). A Project Guide to UX Design: For user experience designers in the field or in the making
Homework 
Homework assignments are designed to enhance your usability basics knowledge and to provide additional information to help you facilitate tests. After each homework assignment we will discuss any questions you have about important points in the reading. There are no quizzes or tests.
Key Aspects of Program:
Observe a test: You’ll attend four usability tests, and after each test you will learn skills that increase your involvement in the next test. Our tests are on the first Friday or the third Wednesday of every month.  For your first test you will observe the phases and methodology of a live usability test.
Facilitate a test: You will shadow a usability facilitator as they work with test participants. You will learn about Active Listening, practice reading a script and walking a test participant through a series of tasks. You will learn how to deal with quiet or overly talkative testers, and how to keep the test rolling if things go wrong.
Create Tasks: You will talk with a website owner (i.e. a stakeholder) and help analyze their site and determine top tasks that will be used in a usability test. You will refine these tasks and learn to write them in Plain Language.  
Lead a group debrief: As your final lesson, you will learn to facilitate a 1.5 hour group discussion of usability problems observed during a test. You will learn to guide a group of 10-20 observers in collecting and organizing usability problems. You will learn to prioritize these problems in terms of “show stoppers,” medium-impact problems and minor issues. You will learn to create simple solutions to usability problems that can be implemented with minimal difficulty.
Create a Final Report: You will learn to refine the issues discovered during the debriefing session and include them in a final report. You will learn how to format your data and create highlights that are easily digestible by the site stakeholder.
Join a Community Call (optional): It is recommended that you join our monthly Community Call, where different usability specialists will share ideas and resources on how to improve their practice. If you are having trouble with usability testing this conference call can be a solution to many of your problems. 
2. Schedule and Assignments
Note: Your schedule depends on your start date. 
Before First Testing Session
Homework: 
· Rocket Surgery Made Easy (RSME):
· Chapter 1: What Do-it-Yourself Usability is
· Chapter 2: What a do-it-yourself tst looks like
· Chapter 3: A Plan you can actually following
First Testing session 
Duties:
· Observe test in observation room
· Be active observer during debrief
Homework: 
· Reading RSME: 
· Chapter 4: Why the hardest part is starting early enough
· Chapter 5: Who to test with and how to find them
· Chapter 8: Conducting the Test Session
· Read Facilitation Best Practices (See 3A at end)
· Role-play facilitator with a GSA facilitator following session (schedule an appointment prior to session)
· Listen in on initial call and as many planning calls as possible about the second test.
· Optional: Join monthly FF Community of Practice Call
Time required this month: 
· 8 hours: 6 hours on test day to observe, 30 minutes debrief call, 1.5 hours to read Rocket Surgery Made Easy. Optional: Another 2-4 hours to observe another test.
Second testing session (one month after start)
Duties:
· Learn to set up equipment
· Watch in test room
· Conduct 3rd participant test (optional)
· Be active observer during debrief
Homework: 
· Reading RSME: 
· Chapter 7: Some boring checklists (and why you should use them)
· Chapter 9: Make it a spectator sport 
· Chapter 10: Debriefing 101
· Read Debriefing Best Practices (see 3B at end)
· Read Best Practices for Writing Good Usability Test Scenarios (see 3C at end)
· Listen in on planning calls prior to third test. 
· Be familiar with task scenarios and test website
· Optional: Join monthly FF Community of Practice Call
Time required this month:
·  ~11 hours: 6 hours on test day to observe and facilitate one test, 3 hours in between tests to debrief, talk strategy and go over book. 2 hours to read Rocket Surgery Made Easy. Optional: Another 2-4 hours to observe another test
Third testing session (two months after start)
Duties:
· Set up equipment
· Conduct 2nd or 3rd participant tests
· Co-lead during debrief
Homework: 
· Reading RSME: 
· Chapters 6: Find some things for them to do
· Chapter 11: The last you can do: Why doing less is often the best way to fix things
· Chapter 12: The usual suspects
· Chapter 13: Making sure life actually improves: The art of playing nicely with others
· Read: Roles and Responsibilities (See 3D at end)
· Read FIT: Speeches and Introductions (See 3E at end)
· Listen in on planning calls and help develop test scenarios prior to fourth test.
· Optional: Join monthly FF Community of Practice Call
Time required this month:
·  ~11.5 hours: 7 hours on test day to set up and conduct tests, and help in observation room. 2 hours debriefing and talking strategy. 1.5 hours to read Rocket Surgery Made Easy. Optional: Another 2-4 hours to observe another test
Fourth testing session (three months after start)
Duties:
· Set up equipment
· Conduct 2-3 participant tests
· Manage debriefing
· Write Final Report
· Lead follow up call
Time required this month: 
· ~17 hours. 4 hours before test to create tasks with observers. 8 hours on test day to set up, conduct tests and debrief and wrap up. 2 hours to create final report. 1 hour debriefing and any questions. 2 hours to read Rocket Surgery Made Easy.
Congratulations! 
You have finished your Facilitator in Training process and can now create and conduct a usability test. We will present you with an Achievement Certificate for all your hard work. You are welcome to attend our monthly Community of Practice meetings from now on.
Six months post graduation: 
· Complete follow-up phone call with instructor discussing progress and usability tests performed. 
3. Reading and Other Materials:
A. Facilitation Best Practices
· Treat participants with respect and make them feel comfortable.
· Remain neutral – you are there to listen and watch. If the participant asks a question, reply with “What do you think?” or “I am interested in what you would do.”
· Do not jump in and help participants immediately and do not lead the participant. If the participant gives up and asks for help, you must decide whether to end the scenario, give a hint, or give more substantial help.
· The team should decide how much of a hint you will give and how long you will allow the participants to work on a scenario when they are clearly going down an unproductive path.
· Take good notes. Note-takers should capture what the participant did in as much detail as possible.
· Note-takers should capture what participants say in the participant’s words.
· The better notes taken during the session, the easier the analysis will be.
· Also - Video on Conducting Usability Tests: 

HYPERLINK "http://uxideas.com/shows/Facilitation/" \hhttp://uxideas.com/shows/Facilitation/
B. Debriefing Best Practices
1 If conversations (or people) run long, refocus them by saying “These are some great points, but I want to make sure we have time to get to everyone around the table.”
2 If users are overly critical - try and make sure people aren’t being attacked - stick to constructive criticism.
3 If observers take a little too long to describe the usability problems, tell them, “Great. So what would you say is the usability problem here, in a sentence?”
4 If observers offer more than 3 ideas, say “Those are great points, but we want to make we get time to talk to everyone. I’m sure those will come up again.”
5 Standing during the debrief can be a good way to assert authority over the meeting. As each person finishes giving their suggestions, keep  control of the meeting by saying “Thank you. Now Jim - what did you find?”
6 A good idea is a good idea, no matter who offers it. If people offer good suggestions to refine usability problems, take them. If observers mention that certain items can be merged, and it’s a good idea, either merge them or open it up to a brief discussion.
7 Generally, as a facilitator it’s a good approach to try and remain impartial and hold your opinions back and let the process work out for itself. However, you are running this meeting and if things get out of hand, or if people are missing an important piece of information, you’re the person to do it.
8 EAT LUNCH. It’s OK to eat. People won’t think less of you if you have to have a bite.
9 If people start to get aggressive or defensive, pull back control and try to restate the issues in neutral terms. So, rather than have them arguing with each other, have them agree / disagree with you. Example: “Jim, I can tell you don’t agree with Susan’s suggestion to merge these labels. What do you think will work? (Jim answers). I see. Susan, if we implemented that strategy, and perhaps incorporated your ideas about x and y, do you think that could work?” Be respectful of all parties, no matter their rank.
10 It’s OK to restate other people’s ideas if they aren’t getting through to a difficult party.
11 Don’t let an executive (or anyone) hijack the meeting. No one’s ideas are more important than anyone else’s, so don’t let pet projects or other biases color the recommendations. Your job isn’t to make anyone happy, it’s to solve problems. Don’t let a rogue observer delegitimize points that you’ve found. Support group decisions either by standing up for them yourself “I think we’ve seen a lot of evidence that the nav is not effective” or by getting group consensus “We’ve been hearing a lot about this problems from many of our observers...”
12 Don’t assign tasks without getting buy in from the person who has to do most of the work. If one person is getting all the assigments, and they look flustered, ask them, “Joe, is this going to be doable in 4 weeks?” If not, decrease the scope of the suggestions until everyone agrees. Bear in mind the “worker bee” may not like getting assigned this extra work, but s/he doesn’t have to like it, it just has to be doable
13 Make sure ALL the parties who will be involved in the actual work / approvals are represented at the debrief, especially IT / developers.  The tech folks can stop a fix in a heartbeat if they want to / aren’t properly involved.
14 Always use time as a way to move the conversation forward, especially during the solution phase. Say, “Folks, we really need to focus if we want to end on time. Let’s try X.”
15 Don’t interrupt people if possible. Look for the breaks in sentences, if any. This can be tricky but work on it - it’s important.
16 If you are using markers and flipcharts, use different colored markers to make things less dreary. Don’t use cursive - under or star comments when repeated
17 Face the group at all times
18 start off stating what you want to achieve
19 Tell where facilities are
20 Try a “good cop / bad cop” technique. Let one UX professional play each role and adjust severity based on resistance / defensiveness
21 Start off saying something positive before going into the critique
22 Set down ground rules
· be respectful
· let everyone talk
· phones on vibrate
· get things done
· watch jargon
C. Best Practices for Writing Good Usability Test Scenarios
1. Pick the most CRITICAL tasks
Jot down 5-10 important things people come to your site to do. Then narrow this list to the
things that are most critical for people to complete successfully. Remember, you can’t test
everything every time. If you have a long list of things to test, consider planning a second (or third) test.
2. Review customer feedback
Obviously, if customers have told you something is confusing or poorly designed, that’s the first
place to start looking for tasks. Review surveys, web comments, and emails. Look for what’s
bothering your customers.
3. Craft your test scenarios
Good test scenarios
· Are real-world tasks. For example, “Find information about …” isn’t a real task. “You’re writing an article about the Office of Natural Resources Revenue. Find out when this office was created” is a real task. Give the user context for why they’re doing the task. However, you don’t always need details; sometimes the task is simple, like “Increase the font size in this text.” Use your best judgment.
· Have specific task objectives. Do people really understand what they’re doing?
· Avoid word-matching. Rephrase the task, if possible, to avoid word-matching between the wording of site buttons, labels, and headings and the goal of the task. Make sure the questions are not leading. Don’t accidentally give away the answer in the question!
· Have a clear end point. You should be able to tell if the participant has been successful or not.
· Are possible for the user to perform. Is it too difficult? Does it take too long?
After choosing your scenarios
· Go through each task and write out the “Expected answer” for the ones with clear objectives
4. Ask them not to use the site search
For most of the tasks, ask test participants not to use search when completing tasks. This will go a long way in showing you how your customers view the site. If you want to give the site search a brief workout, select 1-3 tasks and tell the test participant that for these tasks, they can use search or browse to complete the task.
5. Pilot test the tasks
When you have your list of task scenarios, pilot test them with a friend who’s not that familiar with the site, and time the test. Any wording that isn’t clear to them is a red flag that you can fix or clarify for the real test. You can also which page you want the user to start on at the beginning of each task.
6. Aim for 35 minutes of tasks
Each test session lasts about 50 minutes, with ten minutes in between sessions to reset the
screen and for observers to take a quick break. If you aim to have 35 minutes worth of tasks, you’ll have time to conduct a homepage walk-through at the beginning and ask
some follow-up questions at the end. You can do this by doing a timed pilot test a few days before the actual test (see above), and see how many tasks you can do during that time. You can always have a couple of extra questions handy for fast test participants.
Just in case the test runs over, make sure your most important tasks are at the beginning of the test.
7. Cut down on wait time
Test time is valuable, so if test participants have wait for a long time for pages to load or to
receive confirmation emails, consider having multiple browser tabs open with each step of the
task ready on them. This way, when someone clicks on something that normally initiates a
waiting period, you can switch to the next tab and say, “OK, you clicked on Register and now you seen this screen. Let’s go on to the next part.”
8. Two printed versions
When you’re ready to test, print out two versions of the test scenarios: One with all the tasks on one sheet for you and observers, and another set for the test participant with two tasks per page, in large easy-to-read type. Cut the sheets in half and hand the test scenarios to the participant one at a time.
D. Team Roles and Responsibilities
First Fridays Team
Greeter - Meet testers in the lobby and get them through security. Show them to the waiting room and then to the testing room when it’s time for their test.
Support Staff - Help with test logistics prior to test date, and help with setup on test day.
Observation Room Manager - Manage the observation room, make sure people have supplies, that people keep focused and are on task, and that all the tech equipment works. Note: In some cases, the Organizer can fulfill this role
Facilitator - Role #1. Tour guide - You’re responsible for telling the participants what to do, keeping them moving and keeping them happy. Unlike an actual tour guide, though, you’re not going to be answering their questions about the sites. Role #2. Therapist - Your main job is to get the participants to verbalize their thoughts as they use what you’re testing.
Also: Does the tests, runs the debriefing, coordinates with organizer to pick site, create tasks, assist with recruitment if necessary, main liaison with stakeholder site
Organizer - Logistics, catering, room reservations, setup + takedown, equipment, coordinate with facilitator to pick sites, supplies. recruiting, communication and RSVPs with observers, handling directions, calendar invites, reminders, communicating timing of tests, marketing and outreach
Other Parties’ Responsibilities
Stakeholder - To help the Organizer and facilitator set up the test, be present in the observation room for the test with your colleagues and developers and make the changes when everything is done.
Participants - The most important part of the whole test! Your honest observations, feelings and comments will be tremendously helpful in improving the website you are viewing.
Observers - Observe the usability participants in the morning and contribute comments to the debrief in the afternoon.
Remote Observer - Like observers, only remotely
E. Scripts for client talks and for test day 
Table of contents:
1. Call #1 with site owner (intro and welcome speech)
2.  Call #2 with site owner - task creation
3. Before Test Begins Speech
4. Debrief speech



1. Call #1 with site owner (Intro and welcome speech)
A. Script
Hello everyone, my name is __________________. Can everyone please introduce themselves?
WAIT UNTIL DONE
Thanks. Can you tell me what kinds of usability problems you are interested in looking into? Any comments you’ve received from your customers, survey data, complaints, etc.?
WAIT UNTIL DONE
Ok. What would you most like to look at during our test, and why?
WAIT UNTIL DONE
Got it. And have you done usability testing in the past?
WAIT UNTIL DONE
Ok. Thank you. Let me tell you a little more about the First Fridays program and what we do. We are a usability demonstration, education and awareness program that helps federal digital web services - websites, applications, mobile sites, prototypes and more. We do 1-2 usability tests every month right here at GSA. We do small-scale qualitative testing, which is the way that 95% of usability tests are done. We use a small sample size of 3 test participants to find the larger usability problems that are out there affecting your customers right now.
Why just three users? Because this is not a statistical analysis. There are a finite number of problems, and by using 3 users studies have shown that you can find about 70% of usability problems which is a great start.
Usability testing is getting feedback from real people who don’t work on your product. We try and see if your product mirrors the expectations of our test participants, and mark down any times when they are confused or frustrated. Our goal is to help you create a usable product.
In general, a usable interface is easy to remember, consistent, efficient (result in reduced workload), recent errors, provide feedback, are satisfying and maybe even fun to use.
We’re based on the great book by Steve Krug called “Rocket Surgery made Easy.” We are a low-cost, rapid turnaround usability testing program that was founded in 2010. We’ve tested more than 50 websites so far.
Here’s how our tests work - we start at 8:30 am and bring in tester #1, who will work on a series of tasks that we create for about an hour. Tester #2 comes at 9:30 and does the same thing, and finally tester #3 at 10:30. They will be testing in one room, and you will be sitting in another room watching the users screen on a projector. You’ll be writing down the usability problems you see during their test.
At 11:30 we’ll take 30 minutes for lunch - bring your own or there are restaurants in our area. At noon we’ll begin again and spend about 45 minutes discussing usability problems we’ve observed and prioritizing them. Then at 12:45 we’ll spend the last 45 minutes of the test providing solutions to these usability problems. We’ll try and end around 1:30.
As we go through the test you’ll start to see patterns emerge and that people start having the same problems over and over again. That’s a good sign that this is a persistent usability problem. You’ll leave with a simple list of the three top usability problems and solutions, and your assignment is to implement them within 30 days. We’ll make sure that the solutions we provide are solvable within 30 days, and we’ll schedule a follow up call in about 4 weeks to see how you did.
Our program is results oriented - we want to see you succeed and make these usability fixes. Any questions so far?
WAIT
OK. Please tell us about your site - who are the customers and what kind of traffic you get. Do you have any information about top search terms or keywords?
WAIT
Thanks. I assume people are using this site in an office setting, correct?
WAIT
Great. So here’s what we need from you to get started:
1. We need a commitment from you that you will do your very best to make these usability changes that all of us agree on together, and in 30 days.
2. We need to know the people from your team who will be available to come to the test. Ideally we have representatives from developments, content creation and management - the decision makers.
3. We’ll schedule a call after this one to create a list of tasks, also known as scenarios, for our testers to try.
4. Generally, we try and use “regular” people for our usability tests, since the largest usability problems can usually be found by anyone. Is your site understandable to an average audience, or is it highly specified?
WAIT FOR RESPONSE
Ok. Let’s schedule our follow-up meeting next week. In the meantime, can you please give us a list of 10-12 things that people come to your website to do?
WAIT FOR RESPONSE
Thanks. Look forward to talking to you again soon. Bye.
2.  Call #2 with site owner: Task creation script
Hello everyone, my name is __________________. Can everyone please introduce themselves?
WAIT UNTIL DONE
Great.
First, we had a change to look at your site a little and we had a few observations ___________ GIVE GOOD POINTS FIRST AND THEN PROBLEM AREAS
OK, let’s review the tasks you sent us. We usually want the first question or two to be easy. After that, we want to put the important questions up top to make sure we have time for them.
Task 1: _______________
Is this a task with a clear, black and white answer? ___________
OK, what’s the answer? ______________
And how do they get there / what’s the URL? ____________
Great.
Task 2: _______________
Is this a task with a clear, black and white answer? ___________
OK, what’s the answer? ______________
And how do they get there / what’s the URL? ____________
Great.
CONTINUE FOR ALL TASKS  UNTIL DONE
Ok. Now let’s look at the order of our tasks - do these start easy, then get harder? And are the ones at the end the least important? ________________
Ok. Are there any important things we forgot? ______________
Great. We will go and do a timed run of these tasks, and then we’ll send them to you for your review. Sound good? Great - talk to you soon. Bye.
3. Before Test Begins Script
Morning everyone! My name is _________ and I’m going to be leading this test today with ___________. And thank all of you for volunteering to help with this First Fridays usability test.
Let’s go around the room and have everyone introduce themselves and where they are from.
And let’s hear briefly from the website’s owner - can you tell us about your site, why it’s important and who comes there?
Has anyone here ever been to a usability test before?
Usability tests collect valuable feedback from customers. We try and see if your product mirrors the expectations of our test participants, and mark down any times when they are confused or frustrated. Usability tests increase the ability of customers to do what they came to the site to do, and create a better user experience. Our goal today is to help the site’s owners create a usable product. 
First Fridays is a usability demonstration, education and awareness program that helps federal digital web services - websites, applications, mobile sites, prototypes and more. We do 1-2 usability tests every month right here at GSA. We do small-scale qualitative testing, which is the way that 95% of usability tests are done. We use a small sample size of 3 test participants to find the larger usability problems that are out there affecting your customers right now.
Why just three users? Because this is not a statistical analysis. There are a finite number of problems, and by using 3 users studies have shown that you can find about 70% of usability problems which is a great start.  And ALL sites have usability problems - they way you find them and fix them is through usability testing.
Today’s test will go like this: Test participant #1 will start in a few minutes. They will be down the hall in another room, and we’ll be seeing their screen right up here. We’ll have each tester for an hour - tester #1 from 8:30 - 9:30, #2 from 9:3 to 10:30, and #3 from 10:30 to 11:30. 
During their tests, you can read along with your script (POINT TO SCRIPT) where you can also write down the success or failure of each tasks. You also have a usability problem sheet (POINT TO SHEET) where you can write down the three larger usability problems you see today. A large problem is something that gets in the way of an essential activity, like registering an account, finding the help page, etc.
At 11:30 we’ll break for lunch and at noon we will begin again for the final debriefing. We’ll collect all of the usability problems we saw, and then prioritize them and pick the top three. Then we will provide solutions which this team can fix in 30 days.
We’ll be muted, so please feel free to ask questions and make comments. Just make sure we can hear the test participant at all times. Listen to feedback and what you HEAR not what you THINK. Remember - the testers are our data set.
bathrooms are right outside near the elevators. Please turn your cell phones to vibrate and, if you need to make a call, please step outside.
We post all of these materials and more on our websites at 

HYPERLINK "http://www.howto.gov/firstfridays" \hwww.howto.gov/firstfridays
Any questions?
Let’s just call in the test facilitators so you can meet them before they begin.
Great - let’s get started.
4. Debrief speech
A. Script
OK everyone. We’re going to go around the room and ask each person to give up to three usability problems they observed users having. Please only list problems that you observed today - you may have a problem, but if the user didn’t experience it we can’t use it. Please just offer the problems - not the solutions. We will work on those later. 
