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PURPOSE
For this usability study, we are working with Refrek.com, a  video interviewing and candidate 
screening platform.  Our main goal is to examine the site’s primary feature - questionnaire creation - 
and understand how “Employer” type users interact with it. Specifically, our client wants to discover 
why users are dropping out before completing the interview questionnaire formation and sending 
it out to candidates.  We hope to gather data that will improve the usability of this feature. We also 
hope to learn more about the effectiveness of the homepage and if it communicates what the site 
offers to users.

OBJECTIVES
1. Identify why “Employer” users do not currently complete the full task flow on the site.

2. Assess what the barriers are to learning to use Refrek’s questionnaire feature for those users.

3. Gather feedback on what the homepage communicates to users regarding the services they expect
the site to provide.

RESEARCH QUESTIONS
1. Can users explain Refrek.com’s offering by viewing homepage?

2. Can users initiate sign up / create a profile as an employer?

3. How easily can users create a new interview with custom questions (advanced interview format)?

4. How easily can users create survey-type questions (simple interview format)?

5. Can the user send an interview to a candidate?

6. Do users understand where in the process they currently are?

7. Where do users look for help if they encounter a problem?

PARTICIPANT CHARACTERISTICS 
Based on the user characteristics provided by Refrek.com, the primary users are the decision makers 
involved in the hiring process: Human Resource professionals, Hiring Managers, and Recruiting 
personnel. They are responsible for selecting and approving the hiring related technologies used by 
the company (such as job posting websites and Applicant Tracking Systems). They are not high-
ly-technical or internet-savvy, but must use a computer and the Internet daily in their work 
activities. They should not be current users of the Refrek.com.   

Our client feels these users most frequently fall into the demographic of females over the age of 40. 
We will ask demographic questions about gender and age in our screening survey, however we will 



not exclude participants based on gender or age alone, as the HR field is very diverse. Because we 
want to conduct in-person testing, our participants will most likely live in the Seattle area.

METHODS
In this study, we will gather qualitative and quantitative data about the usability of the Refrek.com 
product offering.

Cognitive Walkthough
Before our study, we will carry out a cognitive evaluation in order to better understand the product 
we are testing.  We plan on going through our task list step by step and  looking at how one step 
flows into another. By walking through our tasks and noting where things break down, we will be 
better prepared for the variability of our user test.

Within-Subjects Design
This study will use a within-subjects design, where every study participant goes through the same 
set of tasks. Studies of this type normally utilize randomization of the task order to counterbalance 
the learning effects across tasks. For the purposes of this study, we will use the same task order for 
each participant since our tasks build on each other. This would be the expected user flow in realistic 
usage scenarios.

Participant Recruitment
Based on the participant characteristics, we will recruit 8 participants and utilize them in the follow-
ing way:

• 1 pilot user

• 5 test users  (1 male, 4 female)1

• 2 backup users  (1 male, 1 female)

SESSION OUTLINE
Each of the 8 usability testing sessions will be 45 minutes in length. We will start with 5 minutes of 
greeting and warm up.   We anticipate 30 minutes of active testing and 10 minutes of Q&A and cool 
down with the user after the computer portion is complete.  

Session Warm Up
At the beginning of our usability sessions, we will give an overview of what the participants should 
expect during the session and our roles as moderators and note-takers. We will ask them to sign 
video/audio recording consent forms. We will also have the user complete a pre-task questionnaire.

Testing Tasks
This is the the active portion of the session where the user is on the computer completing tasks and 
completing post-task surveys as they go along.  We will have structured tasks & and surveys set up in 
Morae for the user to complete.
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1HR gender breakdown statistics guided by surveys of HR professionals:
• HR Magazine
• The Gridstone

http://www.shrm.org/Publications/hrmagazine/EditorialContent/Pages/1207futurefocus.aspx
http://www.thegrindstone.com/2012/03/02/office-politics/has-the-human-resources-industry-become-a-gender-ghetto-429/


Post Test Debriefing
After the completion of the tasks, the facilitator will have the user complete a post-task survey.  They 
will also follow up on any observations or notes that they had taken during the session and would 
like the user to elaborate on. We will also provide the compensation to the user at this time and 
thank them for participating. 

TASK LISTS

Task List Research Question
Successful Comple-
tion Condition Data

Task 1 Ask the user what 
services they think this website 
provides (please list them)

Can users explain 
Refrek.com’s offering 
by viewing the home-
page?

The user should 
provide a list of 3-6 
things that they think 
this site offers them.

Successful completion (Y/N)
Major issues/wrong turns in 
completing the task

Observations/Comments

Task 2 The user is interested 
in signing up for a corporate 
account - have them sign up as 
a new corporate user as they 
would at work.

Can users initiate 
sign up / create a 
profile as an employ-
er?

The user should 
have a new corpo-
rate account they are 
able to use to log into 
the site with as an 
employer.

(1= Top Bar, 2= 
Motion Panel A, 3= 
Motion Panel B, 4= 
Quick Start)

Successful completion (Y/N)
The Path the user choose to 
complete this task.

Major issues/wrong turns in 
completing the task

Observations/Comments

Task 3 Now that you are logged 
in - 
A) Navigate to simple Interview 
Option.

B) Have them fill out the start of 
the form as if hiring for an office 
manager in the Seattle office. 

C) The user should edit a  
question

D) The user should delete a 
question

E) The user should add a new 
question.

F) Enter 4 candidate names and 
email addresses.

G) Send this to the users. 

Can users create 
interviews using the 
Simple format?  (No 
ability to change 
answer format is only 
difference)

Select “Simple” 
option.

Create and name 
interview session. 
Enter survey ques-
tions in to named 
session.

Successful completion (Y/N)

The Path the user choose to 
complete this task.

Major issues/wrong turns in 
completing the task

Observations/Comments
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Task 4 The user is still logged in. 
They are told they want to create 
an new interview with a variety of 
question types.

A) The user needs to name the 
name and describe the inter-
view.

B) The user needs to select 
“Create from Scratch” option.

C) The user needs to create a 
questionnaire name & select a 
category.  

D) The user should give initial 
impressions of this page that 
they are taken to after complet-
ing C above.

E) Ask the user how they would 
go about adding a question.

F) Direct the user to “Add A 
Question” button and then have 
them add a multiple choice 
question with answer choices & 
save the question.

G) Direct the user to “Add a 
Question” button and then have 
them add a video response 
question.

H) Direct the user to “Select 
From Existing” so they can add 
a question from the existing 
database of questions created by 
other users.

I) Select a category & then the 
questionnaire you would like to 
use. From the list of questions 
you are presented with - the user 
should place a check mark next 
to the question(s) they would like 
to add to the survey.

J) The survey is complete and 
now the user needs to send this 
to candidates for completion by 
clicking on “Continue” button.

How easily can users 
create a new inter-
view in the advanced 
template?
(Custom Questions/ 
Multiple Formats/Pick 
from Database)

Select “Advance” 
option.

Select “From 
Scratch” option.

Create and name 
interview session. 
Enter interview ques-
tions into named 
session.

Successful completion (Y/N)

The Path the user choose to 
complete this task.

Major issues/wrong turns in 
completing the task

Observations/Comments

Task List Research Question
Successful Comple-
tion Condition Data
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TASK LISTS (CONTINUED)



Task 5 
A) The user enters candidate in-
formation (name, email)  for two 
people and completes the rest of 
the form and sends it out. 

B) Ask the user how they feel 
about the screen that comes up 
after completion.

Sending the  
advanced format  
interview to candi-
dates

Participant enters 
name and email 
address

Successful completion (Y/N)
The Path the user choose to 
complete this task.

Major issues/wrong turns in 
completing the task

Observations/Comments

TEST ENVIRONMENT, EQUIPMENT, AND RELATED LOGISTICS
We plan to record video and audio, as well as on-screen interaction of the user via the Morae soft-
ware. We will use the Tobii Eye Tracking to track the eye movements of the users while viewing  
the site.

We expect to incorporate the following resources into our test:

• Waiting area: The chairs outside of the lab in the hallway of Sieg Hall.

• Testing space:  LUTE lab at the University of Washington

• Computer for testing (with Morae Software installed) (part of LUTE)

• Computer for testing with Tobii Eye Tracking  (part of LUTE)

• Video camera(s) with tripod(s)  (We will provide our own)

We have reserved the LUTE for a planning and pilot session February 15th.

We are working on reserving the LUTE for two user testing sessions on February 20th and 23rd for 
4-hour blocks of time on each date.

FACILITATION APPROACH
We plan on conducting tests one user at a time with a rotating moderator.  We will rotate moderators 
for the purpose of giving each of us the experience of moderating, even though this is not standard. 
The moderator will sit next to the user and guide the session, asking them questions. The note taker/
observers will sit in the observation side of the LUTE room to run the software and to take notes.  
The greeter will help make sure that participants can find the room, take a seat if they arrive early, 
get them water, etc.

Task List Research Question
Successful Comple-
tion Condition Data
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TASK LISTS (CONTINUED)



Team roles for the sessions will be:

• Facilitator

• Note Taker/Observer #1

• Note Take/Observer #2

• Greeter 

We will rotate these roles throughout the sessions.

The moderator’s functions will be as follows:

• Provide a basic orientation to the study

• Make the user feel comfortable and at ease

• Prompt “think aloud” protocol

The moderator should avoid:

• Reacting strongly to user actions

• Jumping in to help struggling users

• Leading the user with the phrasing of the questions or prompts

DATA THAT WILL BE COLLECTED

Data Type How to collect

Participant’s Impressions of the Homepage Qualitative / Subjective Think out loud 

Tasks completed correctly/incorrectly Quanitative / Objective Observation / time per task

Participant rating: expectation rating Quanitative / Subjective Pre-test Survey / Likert

Participant rating: experience rating Quanitative / Subjective Pre-test Survey / Likert

Success setting up user account Quanitative / Objective Observation / time per task

Participant observations Qualitative / Subjective Think out loud

Participant’s path per task Qualitative / Objective Observation

Observer’s notes Qualitative / Subjective Observation

Participant rating: tasks Quanitative / Subjective Task Survey

Participant rating: overall Quanitative / Subjective SUS questionnaire

Eye tracking Charts & Heat maps Quantitative Tobii Eye Tracking
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DATA EVALUATION
After user testing, we will compile our notes (paper, audio/video, heatmaps, Morae files) and start to 
look for trends.  Specifically, we will look at user paths through Refrek.com.  We plan on sending a 
document containing significant findings to Refrek.

REPORTING
• Testing Proposal

• Test Plan (this document)

• Test Plan Kit  (participant screening survey, consent forms, user testing script, etc.)

• Handwritten notes from user tests

• Morae Recordings (Audio/Video)

• Tobii eye tracking results

• SUS Survey answers

• Cognitive walkthrough results

• Final written report summarizing our findings and addressing our research questions.
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