Commercial in Confidence

Class Direct Customer Research: Phase 2
Research Plan – One-to-One Remote User Testing

Introduction:
During the Inception Phase we conducted initial UX research with Lloyd’s Register employees, to understand and specify the context of use for Class Direct Future (a secure, market-leading, multi-platform solution, replacing the existing Class Direct client system). During Phase 1 we conducted research to validate the initial ideas of some of the features designed. We used the method of Semi-structured focus groups talking to 19 participants in total across 7 companies. We then analysed the data and reworked on the designs according to the feedback from the initial research.
We are now conducting a second phase of user research with more Lloyd’s Register Customers, to validate in more depth the designs we’ve previously tested and redesigned as well as new designs. 

Objectives:
Our objectives will be to:
1. De-risk design process and UAT
2. Validate primary tasks in some of the main screens or sections of CD
3. Understand if the updates of the designs which were tested in Phase 1 are appropriate
4. Validate new features designed
5. (Demonstrate progress since previous engagement with users)

Participants:
Participants in Research Phase 2 will represent the primary Class Direct personas as much as possible – Super Intendants (60%), Fleet Managers (30%) and Flag state Controllers (10%).

Interview Script

Name: [NOTE: Do not link name with information given]

Note for observers: The facilitator (Evelyn) will lead the session; all comments and questions from the observers to be answered after the end of the session. No interactions are allowed between the person testing the product and observers. 

1. Introduction (10 minutes)
First of all, I’d like to thank you for agreeing to participate and spend some time with us today. We really appreciate your input. 
[With permission:] Before we begin, we would like to ask for your permission to audio record your voice and video record your screen for our internal use only, so that it’s easier for us to analyse the data we gather today at a later stage. We will not share these recordings outside of the project team. Anything you say will be reported anonymously; we won’t use your name or personal details. If you would prefer us not to record please say so now.
My name is [Evelyn] and I am a UX Consultant supporting the work on the redesign of the Class Direct Project. The Class Direct redesign program is one of the multiple programs that have been running for the last couple of years at Lloyd’s Register to update the way that vessel data is managed and shared with its clients. With this in mind, the main goal of this session is to get your feedback on the work that the design team has been doing for the last few months. To ensure that Class Direct is successful we will be running remote sessions like this one with several other clients across the world.
With me today I have my colleague [James/Nuno], who will be taking notes of the session. There might be a possibility that other people are observing this session today but they are sitting in another room. 
It is quite important to test the system mimicking as closely as possible the way you usually work. If you usually work on your own, can you please try to ensure that during this session you don’t have anyone observing you on your end, and can you also please ask not to be interrupted? 
What I’d like to ask from you today is to comment on the things you’ll see being completely honest. Nothing that we’re showing to you today has been committed to code. As such, your input is crucially important at this stage and will help us shape the future of Class Direct. We’re not going to test your abilities so let me tell you at this point that there are no wrong answers. What we aim to do is to discover whether the designed system is fit for your needs. Your feedback is extremely important to allow us to reach this goal so you should not be afraid to criticise the designs for all the good or bad things you notice.
The session will take no longer than one hour and a half but if you want to pause or stop at any time please let me know. 
I will first ask you some questions about you so that I understand your role in the company and I will then ask you to access an interactive prototype via a link, which I will share with you in a moment. I will ask you to interact with this prototype, review what you’re seeing and I will also ask you to perform some tasks that we believe are relevant for you. Let me assure you once more that we aren’t testing your skills or abilities in any way. What we are doing is asking for your help to ensure that what has been designed is understandable and fit your needs. Any difficulties you may have, it will probably be because the screens are not designed in a way that makes sense to you.
As a quick note, what you’ll see today will be designed in both mobile and desktop platforms to support office and remote working. However today we are only focusing on your desktop experience.
Do you have any questions before we begin?
I will now start recording if that’s ok?
[Start recording]
2. About you (5 minutes)
· Please can you tell me:
· What is your role in [company]?
· What are your key responsibilities? What do you need to ensure on a daily/weekly basis? (High level)
· What are the main responsibilities or activities you carry out daily specifically around class direct?

3. Testing the interactive prototype (60 minutes) 
Thank you for that. I will now send the link for the prototype that we’ve been talking about. 
[Send link and password]
I will also make you presenter so that I can see how you’re interacting with it. As mentioned before I will be asking you to carry out some simple tasks so that we can understand how you can navigate throughout. 

[bookmark: _GoBack]So that I set your expectations, the interactive prototype you’ll see today is not fully working. We’ve tried to make it look as realistic as possible to the final product but there might still be elements that are not interactive or are inconsistent. For that reason I’d like you to talk me through exactly what you are doing and where you are clicking so that I can guide you appropriately if needed. It helps if you think aloud as you are navigating throughout the prototype. 

Can you please select [‘Start prototype’]?
  
3.1. Questions on Fleet dashboard (15 minutes)
Can you please take a minute to look at this page and tell me:
· What do you think you’re looking at? What is this page about?
· Can you tell me what is the Gross tonnage of Osterman vessel?
· What do you think the star at the right hand side mean?
· Can you tell me what is the class status of the Vessel Hazel? (prompt: is it unclassed, LR classed, dual classed?)
· What do you think the green/ orange/ red icons show?
· How would you search for a vessel by IMO number?
· How would you be able to bring in the screen the vessels with Greek flag only?
· How would you be able to see all Tanker vessels only?
· Where would you go if you wanted to request a survey for Tim 02 vessel?
· Where else you think you can move from this page?
· What would you expect to see if you selected Survey Planner?
· What do you think about this page?
· Does this page give you enough information? Is there anything missing from this page?
· Where would you go if you wanted to view more details about Suzie vessel? (pick a cargo type vessel)

3.2. Questions on Asset hub (15 minutes)
Can you please take a couple of minutes and tell me:
· What do you think you are you looking at? What is this page about?
· Where would you go to view all the certificates related to [name of selected vessel]?
· Can you tell me how many technical sister vessel this vessel has?
· What do you think of the 4 conditions names presented on the conditions section?
· What would you expect to see if you selected the ‘Credit your surveys’ button?
· What would you expect to see if you selected one of the ‘Report’ links?
· How would you mark the selected vessel as favourite?
· What do you think you can do on the survey planner section?
· Do you think you can interact with the timeline? How would you do that?
· There are two dates above the timeline. What do you think these are?
· What do you think the orange line means?
· What do you think the different colors in the small dots mean?
· Can you describe what is being shown on the Thermal Oil Heater Survey?
· What do you think these dots mean? Why are they in different colours?
· In Continuous Machinery you can see a few dots presented above bars and some other dots do not have a bar. What do you think that means?
· What would you expect to see if you selected the View details button?

3.3. Task on Request a survey (15 minutes)
I will now ask you to go back to the dashboard. How would you do that?
Now you are in the dashboard, I will ask you to complete a task for me.

Task: The task is to request a survey for Bradley vessel. Please select to add 3 services [SS Special Survey, an SSL - Special Survey and an MS - Major Survey] and complete details for the service request appropriately. Your goal is to make sure you have successfully requested a survey.

Try to complete this task as if you were doing this alone but please try to think aloud throughout the whole time. Describe your steps so that I can understand what you are thinking, what you are looking for or what grabs your attention. Spend as little or as much time as you normally would doing similar tasks. Let me know when you have completed the task or gone as far as you can. It is ok if you cannot complete each task, just please let me know if at some point you are not sure on how to proceed.
Lastly let me repeat here that it is the designs we are testing, not you. So feel free to comment on anything you see. Your comments are very important to us – we are equally interested in what you like and don’t like about what you see. If you are finding difficulties to complete the task, it is not your fault or misunderstanding.

Do you want me to repeat the task for you before we start?
You can start and let me know when you believe you have completed the task.

 [After the completion of the task]
· How did you find the process?

Let me ask you know to move to:
Service Request Step 1 [Request Survey 1]:
· How did you find the process of selecting services? Would you expect to start the process of the service request by selecting services? 
· Was it easy for you to locate the services you’ve been asked to add on this request?
· Was there any missing information on this page?
· How easy was for you to move from step one to step two?

Service Request Step 2 [Request Survey 2]:
· What do you think about the layout of this page?
· Was there any missing information on this page?
· What would you do if you wanted to remove one of the services you added in step one of the process or add a new one?
· How easy was for you to move from step two to step three?

Service Request Step 3 [Request Survey 3]:
· What would you do if you wanted to edit one of the dates you entered in step two of the process?
· Was there any missing information on this page?
· How easy was for you to move from step three to the last step?

Service Request Step 4 [Request Survey 4]:
· Was there any missing information on this page?
· How would you dismiss this message and go back to your dashboard or your vessel from here?
[bookmark: h.gjdgxs]
3.4. Questions on Survey Planner (15 minutes)
I will now ask you to go back to the dashboard and move to the survey planner. How would you do that?
Can you please take a minute to look at this page and tell me:
· What do you think you’re looking at? What is this page about?
· What do you think is the difference between this view and the survey planner you were previously looking at?
[In Gant view]
· In this screen there are some circles with numbers and others without. Why do you think that is?
· How would you understand what number [12] means in the first blue dot presented in Marko vessel? Do you think you can click on these dots? What would you expect to see by clicking on one of these dots?
· Can you click on one of them please? What do you think that shows?
· Now if we go back, what do you expect to see if you click on the View Asset button or the Request a survey button for Hazel?
· How do you think you can change the way information is presented on the Survey Planner? Do you think there is a way to see information presented to you in a different way? (prompt: what do you think the three icons on the top right of the page are? Can you click on the first icon?)
[In tabular view] 
· What do you think you are looking at here?
· What do you think the triangle with the exclamation mark and number 23 on the right means?
· How can you see all the services for the Vessel Lady Madona?
· Inside Hull you can see 3 services but the icon says 2. Why do you think is that?
· What do you think the purpose of the survey planner tab is?

4. Wrap-up (5 minutes)
That is the end of the session, thanks again for taking the time to help us. Before I leave you, do you have any final comments, or anything you would like to ask me?
Thank you!
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