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Executive Summary

Our group conducted a usability study on Microsoft Word 2003 and 2007. Our goal was to evaluate the relative usability and user experience of two versions of Microsoft Word – Word 2003 and Word 2007. We accomplished this goal by conducting a comparison study in which each participant used both Word 2003 and Word 2007. The test was evaluating the many changes Word 2007 offered from its previous release through comparison to the older version.

Four participants deemed “intermediate users” via our screener were brought in to evaluate both versions of the software. They were asked to perform two scenarios: one basic and one intermediate in each version of the software, performing tasks such as inserting tables, formatting the page layout, and creating a bulleted list. The participants evaluated their subjective experiences with both versions of Word after completing each task. We measured their time on task, number of failed attempts, number of omitted tasks, and the number of successful completions. Additionally, we documented any comments or qualitative responses we received.

Our key findings were:

· 100% of participants were successful in doing basic tasks in both versions

· Three out of four participants performed Basic tasks the same way in both 2003 and 2007 
· Of the 10 intermediate level tasks tested (potential 40 successes per version), participants were successful  more often when using Word 2003

· Four out of four participants in this study reported that they preferred to use Microsoft Office Word 2007 over Microsoft Office Word 2003 overall, regardless of any relative trouble they had during the study with completing tasks in 2007 versus 2003.

	Version of Microsoft Office Word
	Ultimate Failure with attempt 
	Number of unsuccessful attempts 
	No attempt to complete task
	Successful in completing task
	% Success with task

	2003
	2
	22
	8
	30
	75%

	2007
	5
	37
	15
	20
	50%


Our recommendations for further improvement of the product are to improve the usability of the headers and footers, columns, and page layout tools, in which success ranged from seventy-five to twenty-five percent in Word 2007. Further studies should take place to help determine how these functions can be improved.

To improve the test, our recommendations include testing both versions of Word on the same computer, creating a more balanced task load between the two scenarios (basic and intermediate), enforcing the screener, clarifying the requirements of the intermediate task by letting users know exactly what formatting they should apply to their documents, and re-evaluating the measures of Time on Task.

Introduction

Microsoft is an international computer technology company that is headquartered in Redmond, Washington.  Founded by Bill Gates and Paul Allen in 1975, some of Microsoft’s most popular products are its operating system Windows and its software Microsoft Office (BBC, 2006)
Product Description 

Microsoft Office Word is a premium word processing tool that is part of Microsoft's Office suite, a software bundle to support office tasks. This product is used by about 80% of word processing users. It supports basic as well as complex word processing tasks. Microsoft Office Word comes in formats suitable for both Windows and Macintosh operating systems. Microsoft Office Word 2007 is the most recent release (released on 1/30/2007) and has a significantly different looking user interface than its previous release, Microsoft Office Word 2003 (released on 11/17/2003). One feature of Microsoft Office Word 2007 is the “Fluent UI” also referred to as the “Ribbon”, which provides contextual menus, meaning, “certain sets of commands are only relevant when objects of a particular type are being edited” (Microsoft, 2009). The purpose of the new user interface was to reduce clutter and streamline interaction (Microsoft, 2009). Some of the new features of the ribbon include: galleries, contextual tabs, live preview, and the Microsoft Office button which centralizes all authoring commands (Microsoft, 2009). 

Microsoft Office Word 2003 Menu:
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Microsoft Office Word 2007 Menu (the “Ribbon”):
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Study Goals 

This usability study will allow us to obtain user feedback that we can use to evaluate the Microsoft Office Word 2003 user experience versus the Microsoft Office Word 2007 user experience. Our goal is to obtain data about what features and functionalities are working well and are useful to users, as well as what features and functionalities do not work well or are not useful to users.
Microsoft Office Word 2007 included a major change in the user interface. This change had such an impact, that usability studies done pre-release were strongly affected by the learn-ability of the new interface. Now that the product has been available for three years, it is reasonable to expect that the learn-ability factor can be eliminated in the usability study and a more accurate assessment of the relative usability of the two versions can be obtained. 

Participant Profile 

For this study we tested four different users. All participants had the following characteristics (see Appendix 1):

· Fluency in English

· Have used both Microsoft Office Word 2003 and 2007 within the past month

· Use both Microsoft Office Word 2003 and 2007 at least once per week

· Perform 4 out of 6 of the following activities in Microsoft Office Word 2003 or 2007 at least once per week: 

· Create a new document

· Format text

· Use tables

· Use headers and footers

· Insert objects

· Number pages

Our criteria for the activities users perform were derived from select Microsoft Office Word online tutorials and training stating they were at the “intermediate” or “beginner” level. From those sources we selected main tasks to cover in our test. Additionally, our study focused solely on intermediate users, which we classified through our Participant Screener (see Appendix 1). From our research, we have learned that intermediate users make up the vast majority of users (Cooper, 182).

Prospective participants will be excluded from this study if they have any the following characteristics (see Appendix 1):

· Are under the age of 18

· Work as a usability professional

· Are not fluent in English

· Have not used both Microsoft Office Word 2003 and 2007 within the past month

· Do not use both Microsoft Office Word 2003 and 2007 at least once per week

· Do not perform 4 out of 6 of the following activities in Microsoft Office Word 2003 or 2007 at least once per week: 

· Create a new document

· Format text

· Use tables

· Use headers and footer

· Insert objects

· Number pages

METHODOLOGY

Think Aloud Protocol

The think aloud protocol is a commonly practiced method in which users verbalize their thoughts and actions aloud to the moderator. This has many benefits, including, learning a user’s perception of how things work, to learn what users are scanning for on a given page or section of the software, and to make apparent any thoughts or comments a user may have when using a product. This is helpful for understanding where the breakdown is between what user’s expect and what they experience, as well as for seeing what areas of the page users are looking at, what users read closely, and what they may skip over, in addition to other benefits.

Time on Task

Time on task is the amount of time a user takes to complete a task. Beginning of time will be marked when the user has read the task aloud and places his or her hand on the mouse causing the cursor to move, signifying they have begun. The task will end when the user verbalizes that they have finished the task and/or has taken their hand away from the mouse.

Studies will be conducted at the University of Washington’s Laboratory for Usability Testing and Evaluation (LUTE).

Our group will be doing a comparative analysis on the usability and user satisfaction for Microsoft Office Word 2003 and Microsoft Office Word 2007. To study the usability of both, we plan to test users performing common and frequently conducted actions in Microsoft Office Word.

Our study will be conducted using a within subjects design, meaning that each participant will complete all tasks using both Microsoft Office Word 2003 and Microsoft Office Word 2007. We chose this approach over a between subjects design, where each participant would only use one of the two versions of Word, because a user’s response to our primary research questions are largely subjective measures. We decided that by having users complete tasks in both Word 2003 and Word 2007 we would have the opportunity to compare their subjective responses to questions regarding their interface preferences to their actual experience in using both interfaces. Were each participant to only complete tasks on one platform we would have no way to compare user experience problems between the two versions, as variation in the participant’s aptitude, experience, and comfort with the product version they were assigned to could not be reliably paired with another participant on the opposing product version. 

During the study, users will be asked to complete a series of tasks, including creating new documents, formatting text, using tables, inserting objects, numbering pages, a using headers and footers, by using both Microsoft Office Word 2003 and Microsoft Office Word 2007. In order to guide the test participants in performing the tasks within this study, the testers will be given a finished example of a document that they are to replicate. We will provide the test participants with raw content, which they will then transform to match the finished example. After each of the tasks, users will be asked a series of questions about their experience. This will enable us to better get at user perceptions and expectations. At the end of the tasks, we will have users answer a series of questions in which they will compare Microsoft Office Word 2003 and Microsoft Office Word 2007.

We have developed two tasks for the users to complete on both Word 2003 and Word 2007, classified as the Basic task (Scenario 1), and the Intermediate task (Scenario 2). These tasks are designed to guide users towards using a variety of features that are available in both the Word 2003 and Word 2007 interfaces, without providing any leading language that indicates to users how we want them to complete the tasks. We accomplished this by developing the scenarios such that we can provide the participant with unformatted text and a visual example of the expected result. We then allow the user to take whatever steps they feel are needed to recreate the expected result from the source text we provide. By doing this we are able to touch on a wide variety of features without the risk of biasing the user by attempting to obscure the feature’s name in a textual scenario description. 

Half of the participants will begin performing their tasks in Microsoft Office Word 2003, and for the other half of the test will begin performing their tasks in Microsoft Office Word 2007 (see table Table1).

Table1: Task sequence

	Testers 1 & 3
	Testers 2 & 4

	Task 1-A
	Task 1-B

	Task 1-B
	Task 1-A

	Task 2-B
	Task 2-A

	Task 2-A
	Task 2-B

	A = Microsoft Office Word 2003

B = Microsoft Office Word 2007


We chose to use this AB/BA ordering for our tasks for a number of reasons. First, as we have chosen to measure Time on Task during our testing, we must account for the user’s learning of the task’s requirements during the first completion. By alternating which product version the participant uses to complete the task first, we are able to balance this task-learning time cost such that we can see if one version provides substantially more difficulty for the user. Additionally, varying the order in this way allows us to account for the effects of the ordering of the use of the different versions on the participant’s responses. It has been experimentally demonstrated that there is an effect of order on a participant’s recollections, with users often having the best memories of the first and last events during the testing. By alternating the order, we hope to account for this effect in the post-study questionnaires. 

We will capture data on task success, number of clicks to complete task, number of attempts before task success, and user comments while performing tasks. To determine subjective user experience we will capture data on total time to complete tasks, user comments while performing tasks, subjective data from rating scales (see Appendix 5), and user statements of relative ease and enjoyment during debriefing (see appendix 5
). We will be using both quantitative and qualitative data collection methods. Research has shown that collecting both types of data will provide a more complete picture of the user experience and will be less likely to miss important data (Creswell, John W).

Because we will be using the think aloud protocol, we will only use time on task for a relative measure. Due to the nature of think aloud protocol, in which users must vocalize their thoughts, users will naturally spend more time on tasks than they would if they were not thinking aloud. Additionally, if the user is probed by the moderator this will also affect time on task. Also, because each task is repeated on both Word 2003 and Word 2007 interfaces, there may be significant decrease in time on task for the second repetition of the task. Therefore, we will use this data point as a rough estimate in the difference in time it takes to complete one task on either version of the software, rather than a definitive measure of how long it would take the user to perform a given task.

FINDINGS

Using our study goals as criteria, we analyzed the test data and developed a set of findings. Data was collected from each participant on successes, failures, and unsuccessful attempts (defined as starting on a path to complete a task which does not result in success.) As there were great differences in the results between Basic and Intermediate tasks, these are categorized separately.

Basic Tasks

· 100% of participants were successful doing basic tasks in both versions. As was our intent, basic tasks are those, which are used virtually any time the program is used. It stands to reason that any competent user would know how to do this type of task in either version of Word.

· Three out of four participants performed basic tasks in 2007 in the same way they did them in 2003 (did not take advantage of context menu or other differences in versions.) They used the ribbon as if it were the toolbar and even clicked the same icons on each.
Intermediate Tasks

Of the10 intermediate level tasks tested (see Appendix 7) (potential 40 successes per version) participants were successful much more often with Word 2003.

Table 2: Intermediate level tasks (Word 2003 vs. Word 2007)
	Version
	Ultimate Failure with attempt 
	Number of unsuccessful attempts 
	No attempt to complete task
	Successful in completing task
	% Success with task

	2003
	2
	22
	8
	30
	75%

	2007
	5
	37
	15
	20
	50%


To illustrate in detail the following are the results of three of the intermediate level tasks, which the 4 participants were asked to perform.

Using Columns 

Using Word 2007 two out of four participants completed the “Creating and Using Columns,” task in the first try. However, two out of four participants did not complete the task and had at least one failed attempt before abandoning it. In Word 2003, in comparison, there were zero failed attempts and four successes.

Table 3: Using Columns (Word 2003 vs. Word 2007)

	Version
	Ultimate failure with attempt
	No attempt to accomplish task
	Success with task
	% Success with task

	2003
	0
	0
	4
	100%

	2007
	2
	0
	2
	50%


Inserting Headers and Footers

The scenario involved inserting a footer with both text and page numbers. This proved to be extremely challenging, particularly in 2007 prompting one participant who was generally much more comfortable with 2007 to say “The header and footer is a little bit easier in ’03 actually.” “[in Word 2007] it was difficult to get the headers and footers to look the way I wanted.”

Table 4: Inserting text in footer (Word 2003 vs. Word 2007) 

	Version
	Ultimate Failure with attempt 
	Number of unsuccessful attempts 
	No attempt to accomplish task
	Success with action
	%Success with action

	2003
	1
	9
	1
	2
	50%

	2007
	1
	13
	2
	1
	25%


Table 5: Inserting page number in footer (Word 2003 vs. Word 2007)

	Version
	Ultimate Failure with attempt 
	Number of unsuccessful attempts 
	No attempt to accomplish task
	Success with action
	% Success with action

	2003
	0
	0
	1
	3
	75%

	2007
	1
	1
	3
	0
	0%


Changing Page Orientation

In this scenario we had one page portrait and the second page landscape. For those participant that could make the change in orientation, doing so for only one page proved challenging.

Table 6: Changing page orientation (Word 2003 vs. Word 2007)

	Version
	Ultimate Failure with attempt 
	Number of unsuccessful attempts 
	No attempt to accomplish task
	Success with action
	% Success with action

	2003
	1
	5
	1
	2
	50%

	2007
	1
	1
	0
	3
	75%


Self Reported Preference vs. Effectiveness

· Four out of four participants in this study reported that they preferred to use Microsoft Office Word 2007 over Microsoft Office Word 2003 overall, regardless of any relative trouble they had during the study with completing tasks in 2007 versus 2003. In the case of all of these participants there were actually more errors recorded when the participant was using Word 2007 for completing the intermediate task than when the user was using Word 2003. 

· Causes for this trend of users reporting a preference for the version with which they appear to have more problems would be highly speculative, and a wider set of responses would need to be collected to determine if the trend continued with additional users. One participants explanation for this is “2007 is still easier to use and nicer to look at and work with than ’03.”

Other Self-Reported Data

In working with the data in the post study survey (see Appendix 5) we compared preferences between Word 2003 and 2007 on 10 aspects. The averages of those ratings are expressed as indicators of strengths and weaknesses of 2007. The numbers below are the result of the average score for Word 2003 subtracted from the average score for Word 2007 and reflect three participants’ rankings. The 10th aspect was to ‘able to learn quickly’. This was given equal score between 2003 and 2007 so it is not considered a strength or weakness of 2007.
Strengths of Word 2007

	Aspect
	Scored Better than Word 2003

	Requires the fewest steps possible to accomplish what user wants to do
	5

	User would recommend to a friend or coworker
	3

	User satisfaction
	3

	Works the way the user wants it to
	1


Weaknesses of Word 2007

	Aspect
	Scored Worse    than Word 2003

	User easily remembers how to use the product
	-3

	Makes the things the user wants to accomplish easier to get done
	-2

	Helps the user to be more effective
	-2

	Product is easy to use
	-1

	Navigating the interface and menus is easy
	-1


Note: Scores were averaged among the 4 study participants
Scale: 
	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A


Self Assessment

1. Due to constraints of our equipment, we were unable to install software onto our lab computer. Because of this issue we had to use two computers, the lab computer (a desktop) and a laptop, which we could install the other version of Word that we were testing. If we were to do this study again we would highly recommend using the same computer. One of the participant mentioned that she was not comfortable using laptop.

2. A few hours before the study, one of the participants who had cleared the screener called to say he could not make it and sent another participant on his behalf. During the study, we realized that his replacement did not fit the profile of our desired participant, and could not accomplish many of the tasks. We had planned for conducting our study with four participants and planned accordingly. Instead we could have instead planned for five to account for persons not showing.

3. When working with the intermediate task, which was presented as a two-page newsletter with graphic design elements modeled to prompt users to interact with the intermediate level features, we found that several of our participants only partially completed the task on the first run, sometimes even to the degree of not noticing the second page. However, these participants also tended to notice their error during the second repetition of the task, and would complete the whole task on the second pass. This presented issues both in analyzing time on task data, as well as having parity of data between each repetition. During the testing we chose not to prompt users to complete the sections of the task, which they had missed on the first repetition, as they had chosen to indicate to the moderator that they felt they had completed the task and were ready to move on. In future testing, it is important to present the task up front in such a way that the participant will attempt the same activities on both platforms. 

4. We also recommend balancing the tasks so that there are fewer intermediate features being exercised in one task, and either consolidating the remaining features into a single page of work for the participant, or presenting the two pages of the task to the participant one at a time as separate subsections of the same task, so that the participant does complete all parts of the task with limited moderator interventions.

5. During the course of our study we found that our recording of Time on Task as a comparative data point was impacted by several factors in addition to those we were aware of before the study began (notably, the impact of Think Aloud Protocol on time on task). We found during the study that there was a very significant difference between the time on task for the first and second repetitions of each task, regardless of which version of Word was presented to the participant first. In future studies, it would be necessary to account for this effect if the time on task data is to be useful. This could be accomplished a number of ways: 

a. The participant could be asked to repeat the task 3 times, starting in one version of Word, moving to the other version, and then ending with repeating the task on the original version. Time on task data would be measured for the second and third cases in this setup. 

b. The scenarios could be redesigned to contain two tasks, which exercise the same features in a similar level of complexity, but are different enough that the user would not feel like they were repeating the task.
c. The participant could be asked to take a break between the first and second repetitions, with the duration being long enough that the participant would hopefully spend similar amounts of time learning the task both times. 

6. There were several occurrences during the study in which participants would make comments such as, "Oh I never do that, so I'm not sure how." This may test learn-ability but was not the focus of this study. We recommend adding a question to the screener giving a list of scenarios such as: write advertisement, write a report, write a letter, write a newsletter, which asks, "How frequently do you do these tasks using Word 2003/2007". Scenarios should be developed for each thing listed and participants should be given scenarios that match their familiar activities. It would be important that the tasks within these scenarios be at as similar a level as possible, but participants would then be under less pressure to guess.

7. If we were to conduct this study in a professional establishment with the sole purpose of learning about the usability of a product, we would highly recommend using the same moderator throughout for consistency. However, since we had the dual purpose of both learning about the usability of Microsoft Word and learning about the process of usability testing as students, each of us moderated one study to gain experience, thus compromising the consistency of our study.

8. We planned to record ‘Number of Clicks’ as a data point but we did not collect it because we were unable to install Morae on our lab computer. We would suggest installing Morae for future tests.

Recommendations for Word

Though the prime objective was to do a comparative study of the two versions of Microsoft Word, we observed that most of the participants had challenges when using Microsoft Word. We have prioritized the following recommendations by listing them in order of urgency, determined by the overall failure rate among all participants.

1. Inserting Headers and Footers

Fifty percent of our participants were able to complete this task in 2003, whereas only twenty-five percent were able to in 2007. Additionally, in our observations, we saw that our participants were not able to not close the Header and Footer toolbar with ease once they had accessed it. The red close button on the right side of the toolbar went unnoticed. Our participants also had issues inserting both headers and footers and page numbers, with three out of the four participants failing to attempt to add page numbers, and one attempting but ultimately failing to do so. We recommend conducting further tests to improve the visibility of the close button, and improving the usability of the page numbers function within headers and footers.

2. Formatting Columns

All of the participants were able to format text into columns in 2003, however, in 2007, fifty percent of our users abandoned this task once attempting it. We recommend improving the visibility of formatting text into columns. 

3. Page Orientation

Changing the page orientation was successful by 50% of our participants in 2003 and 75% in 2007. Though the success has increased by twenty-five percent from 2003 to 2007, there was still a twenty-five percent failure rate.  This tool should have further testing done to increase usability.

Messages from Participants to Word Designers

We asked our participants “If they could tell the designers of the next version of Word anything, what would it be?” Here are their recommendations:

1. Don't hide the help button

2. Make software that even my Grandmother can use. Word 2007 is on that path!

3. More hover-over information to tell what each feature does

4. No more pop-ups, especially if I've already check that button [do not show again]

5. On the Quick Tool Bar you should be able to drag the icons to re-order them
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APPENDIX
Appendix 1: Participant Screener 

The following questions will be used to screen participants for inclusion in the study.

Date:

Name:

Job Description:

[Recruiter: Must not be usability professional]

Company:  

1) Are you fluent in English?


 FORMCHECKBOX 
 Yes

[Continue]


 FORMCHECKBOX 
 No

[Terminate]
2) Do you use Microsoft Office Word? 


 FORMCHECKBOX 
 Yes

[Continue]

 FORMCHECKBOX 
 No

[Terminate]
3) Please select which version(s) of Microsoft Office Word have you used within the past month:

  Check all that apply

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)



 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)






 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not Sure

[Recruiter: Must check both 2003 & 2007]
4) Which version of Microsoft Office Word do you currently use at work?

  Check all that apply

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)


 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)






 FORMCHECKBOX 
 Other






 FORMCHECKBOX 
 Not sure

 FORMCHECKBOX 
 I don’t use Word at work

[Recruiter: Must check either or both 2003 & 2007]

5) Which version of Microsoft Office Word do you currently use at home?

  Check all that apply

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)


 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)






 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not sure

 FORMCHECKBOX 
 I don’t use Word at home

[Recruiter: Must check either or both 2003 & 2007]

[Recruiter: Between questions 4 & 5 participant must have checked 2003 & 2007 at least  

      once each]

6) How often do you do use Microsoft Office Word? 

  Please pick the closest answer. Mark an X in the appropriate box.
	
	Word 2003
	Word 2007

	
	At Home
	At Work
	At Home
	At Work

	Never 
	
	
	
	

	Once per month
	
	
	
	

	Once per week 
	
	
	
	

	Daily 
	
	
	
	

	Several times a day 
	
	
	
	


[Recruiter: Participant must use Microsoft Office Word 2003 and 2007 at home or at work at least once per week] 

7) How often do you do perform the following activities in Microsoft Office Word? 

  Please pick the closest answer. Mark an X in the appropriate box.

	
	Create a New Document
	Format Text
	Use 

Tables
	Use Headers & Footers
	Insert Objects
	Number Pages

	Never 
	
	
	
	
	
	

	Once per month
	
	
	
	
	
	

	Once per week
	
	
	
	
	
	

	Daily
	
	
	
	
	
	

	Several times a day
	
	
	
	
	
	


[Recruiter: Participant must perform 4 out of 6 of the activities in Microsoft Office Word 2003 or 2007 at least once per week] 

Appendix 2: Pre-Study Questionnaire 

The following questionnaire will be given to participants during the study, in order to capture more information about their Microsoft Office Word usage and habits.

Date:

Job Title:

Company:  

1) Please select which version(s) of Microsoft Office Word have you used within the past month:

  Check all that apply

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)

 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)

 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not Sure

2) Which version(s) of Microsoft Office Word do you currently use the most?

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)

 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)

 FORMCHECKBOX 
 I use 2003 & 2007 equally

 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not sure

3) Which version(s) of Microsoft Office Word do you currently use at work?

  Check all that apply

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)

 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)

 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not sure

 FORMCHECKBOX 
 I don’t use Word at work

4) Which version(s) of Microsoft Office Word do you currently use at home?

  Check all that apply

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)

 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)

 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not sure

 FORMCHECKBOX 
 I don’t use Word at home

5) When was the last time you used Microsoft Office Word 2003?

 FORMCHECKBOX 
 Today

 FORMCHECKBOX 
 This week

 FORMCHECKBOX 
 This month

6) When was the last time you used Microsoft Office Word 2007?

 FORMCHECKBOX 
 Today

 FORMCHECKBOX 
 This week

 FORMCHECKBOX 
 This month

7) How long have you been using Microsoft Office Word 2003? (Released 11/17/2003)

 FORMCHECKBOX 
 Less than 1 year

 FORMCHECKBOX 
 1 – 2 years

 FORMCHECKBOX 
 2 – 3 years

 FORMCHECKBOX 
 3 – 4 years

 FORMCHECKBOX 
 4 – 5 years

 FORMCHECKBOX 
 5 – 6 years

 FORMCHECKBOX 
 6+ years

Not sure

8) On which operating system(s) do you use Microsoft Office Word 2003?

  Check all that apply

 FORMCHECKBOX 
 Windows

 FORMCHECKBOX 
 Mac

 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not sure

9) How long have you been using Microsoft Office Word 2007? (Released 1/30/2007)

 FORMCHECKBOX 
 Less than 1 year

 FORMCHECKBOX 
 1 – 2 years

 FORMCHECKBOX 
 2 – 3 years

 FORMCHECKBOX 
 3+ years

 FORMCHECKBOX 
 Not sure

10) On which operating system(s) do you use Microsoft Office Word 2007?

   Check all that apply

 FORMCHECKBOX 
 Windows

 FORMCHECKBOX 
 Mac

 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not sure

11) Have you taken or received training in the following version(s) of Microsoft Office Word?

   Check all that apply

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)

 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)

 FORMCHECKBOX 
 Other

 FORMCHECKBOX 
 Not Sure

 FORMCHECKBOX 
 I haven’t had training

12) When you first started using Microsoft Office Word 2003 did you find it:

 FORMCHECKBOX 
 Easy to use

 FORMCHECKBOX 
 Difficult to use

 FORMCHECKBOX 
 Neither easy or difficult to use

 FORMCHECKBOX 
 Not sure

13) When you first started using Microsoft Office Word 2007 did you find it:

 FORMCHECKBOX 
 Easy to use

 FORMCHECKBOX 
 Difficult to use

 FORMCHECKBOX 
 Neither easy or difficult to use

 FORMCHECKBOX 
 Not sure

14) Which version(s) of Microsoft Office Word do you prefer to use?

 FORMCHECKBOX 
 2003 (previous release before introduction of the “Ribbon)

 FORMCHECKBOX 
 2007 (featuring the “Ribbon”)

 FORMCHECKBOX 
 I have no preference

 FORMCHECKBOX 
 Not sure

13) When using Microsoft Office Word (any version) do you mostly:

 FORMCHECKBOX 
 Use the mouse to click and perform tasks

 FORMCHECKBOX 
 Use the keyboard (shortcuts) to perform tasks

 FORMCHECKBOX 
 Use the mouse & keyboard (shortcuts) equally

 FORMCHECKBOX 
 Not sure

14) For which tasks or activities do you use Microsoft Office Word?

Appendix 3: Pre-Study Instructions and Study Script

Note: When study participant arrives greet them and offer them refreshments. Also provide them with the location of the restroom should they like to use it before getting started.

Hello, I’m <your name> and I’ll be guiding you through the session this evening. Let me also introduce my colleagues <introduce teammates>. They will be taking notes some and attending to the test equipment. They are here to help capture the data needed for the study. We would like to thank your for participating in this usability study. We appreciate that you’re willing to take time out of your day to give us valuable input that we can use to improve Microsoft Office Word.

I’m going to give you a quick overview of what we’ll be doing during the study. Then you can ask any questions that you might have. If at any time during this study you need to take a break, just let me know. 

Let me tell you about what we’ll be doing this evening:

· First we have some paperwork to take care of

· Then we’ll go through the process of thinking out loud

· After that we’ll get starting on working in Microsoft Office Word and I’ll give you one task at a time until we’re done.

· When we’re finished working with Microsoft Office Word we’ll ask you to do a short questionnaire and have a short discussion about your overall thoughts and experience using Microsoft Office Word.

The session will take about 90 minutes and we have a gratuity Microsoft has provided us to give to you as an acknowledgement of your time and effort.

Tonight we are doing a comparative usability study, which means we’re collecting information about two different versions of Microsoft Office Word. We’ll have you use the two different versions, and will ask you questions about what you like and don’t like about each.

I want to make clear right away that we’re testing the software application and not you. You can’t do anything wrong here, so don’t worry about making any mistakes.

The most important thing for you to do during this study is to be honest. The only way we can truly improve the software is by really understanding what users like you like and dislike. So, don’t hold back. We want to hear exactly what you think, so don’t worry that you’re going to hurt our feelings. 

You may have noticed the video cameras in the room. With your permission we would like to record this session. It will be very helpful if you will allow us to do so. Videotaping allows us to go back and review what happened in the event that we miss something in our notes. This recording will not be used for anything else. Your name will not be associated with the recording or with any of the paperwork that you fill out during this study.

If you would, I’m going to ask you to sign a few things for us. They state that we have your permission to video tape you, but that it will only be used to improve the software application we are testing. One is required by the University of Washington and the other two are required by Microsoft. Please read the forms and let me know if you have any questions or concerns. When you are done please sign and date them.

<Administer consent forms>

Next, we would like to ask you a few questions about your background and experience.

<Administer pre-study questionnaire>

While you’re working in Microsoft Office Word today, I’m going to ask you to think out loud. This means talking about what you’re trying to do, what you’re expecting, and any thoughts or reactions you might have. Let me demonstrate an example of thinking out loud for you.

<Model thinking out loud>
So, it is like a running commentary on everything you’re seeing and thinking while performing the tasks. Do you have any questions regarding thinking out loud? Sometimes it can be hard to remember to think out loud, so I may remind you to do so. Do you have any questions?

Again, please tell us what you’re thinking and try to use Microsoft Office Word as you normally would. Try to work at the same speed with the same attention to detail that you normally would. Do your best but don’t be too concerned wit the results. We’re interested in your feedback.

If you have any questions, just ask. Any final questions before we begin?

Alright, now let’s get started. You will be given two tasks to perform on the computer. Each task will be completed in both Microsoft Office Word 2003 and Microsoft Office Word 2007. I’ll be administering you tasks, one at a time. I will give you a piece of paper with a task on it. I want you to read the task aloud, take a moment to think about how you will approach the task and then tell me when you are ready to begin. 

<Administer Task 1>

Using this computer, which has (Word 2003/2007), please complete the task. Remember to think out loud while you are performing your task. 

<After completion of ‘Task 1-A/B’> 

Now, using this computer, which has (Word 2003/2007) please do the same task. And once again remember to think out loud while you are performing your task.

<After completion of ‘Task 1-A/B’ perform post task interview>

Which version of Microsoft Office Word did you prefer to use for doing this task and why?

Now we will move on to the second task. Once again I will give you a piece of paper with a task on it. I want you to read the task aloud, take a moment to think about how you will approach the task and then tell me when you are ready to begin. 

<Administer Task 2>

Alright, now using the (Word 2003/2007) computer, please complete the second task. Remember to think out loud while you are performing your task. 

<After completion of ‘Task 2-A/B’> 

Now please repeat the task using the (Word 2003/2007) computer. And once again remember to think out loud while you are performing your task.

<After completion of ‘Task 2-A/B’ perform post task interview>

Which version of Microsoft Office Word did you prefer to use for doing this task and why?

This concludes the activities on the computer. I do have a few more questions for you, though.

<Administer post study interview and questionnaire>

Post Study Interview Questions 

In your daily life do you prefer to use Microsoft Office Word 2003 or 2007? Please explain why.

Which version of Microsoft Office Word did you learn to use first, 2003 or 2007? When did you learn it?

When did you learn how to use Microsoft Office Word <insert version of Microsoft Office Word that was not learned first>?

How easily did you learn to use Microsoft Office Word <insert version of Microsoft Office Word that was not learned first>? 
How long did it take you to feel comfortable doing normal tasks with Microsoft Office Word <insert version of Microsoft Office Word that was not learned first>?

Do you ever run into things you are trying to do in Microsoft Office Word (which version?) that you can’t figure out how to approach? If so, how often? What do you do then?

If you could tell the designers of the next version of Word anything, what would it be?

Study Wrap-up

Thank you. I really appreciate your time. You’ve provided us with a lot of really valuable information. Here is your gratuity from Microsoft for participating in this usability study.

<Administer Microsoft gratuity>

The gratuity allows you to select one item listed on it as a thank you for participating. You can fill this out now and we will send it in for you, or you can take it with you and use the envelope provided to send it in once you have decided on what you would like. Just be sure to fill out both sides of this form or it can’t be processed.

Thanks again for coming, and have a good night.

Appendix 4: Scenarios and Tasks

Scenario One: Basic Microsoft Office Word Tasks
You are an editor at vacationrentals.com, an online vacation rental advertising agency. You have received an advertisement to be published on your website. As an editor, you are required to review and make appropriate editorial and formatting changes to the received text before you publish it on your website. The document “Advert” in the “My Documents” folder contains the text of the advertisement that you are required to edit. Before you begin, make a copy the document and name it as “Advert_v1”. Use this document “Advert_v1” for making the changes. 
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Overlooking the water and located conveniently in the heart of San Juan Islands, San Juan Suites s at a walking distance from ferries, the harbor, whale watching, and kayaking.
This attractive island home features an expansive deck and romantic master suite with a fireplace. Call (206) 000-0000 or (206) 000-0001 for details.
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Figure 1. Image of the formatted document the user will be shown for Scenario 1. User will be provided with unformatted text to use. 

Scenario Two: Intermediate Microsoft Office Word Tasks
You’ve been asked by your company to format a newsletter to let employees know how the company is doing and to inform everyone about the office Halloween party. You’ve been provided with written content, images, and other information to include in the newsletter, as well as a copy of the newsletter from the previous year. You will also need to ensure that all of the content you have been provided has been dated correctly. Using Microsoft Office Word, recreate the old newsletter with the new, updated content. You can find the source text and images for the newsletter in the "my documents" folder. For this task, you need only recreate the visual design of the newsletter, not the exact font sizes and styles. 
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Fall Newsletter

Helloall employees,

T s the fourth auarterly company newsletrer
for 2008, publishedfor you, the employees, to
beawareof the tate our corporation s n.
2009 has beena goodyear for us sofar, andwe
hope to close out the rest of this year with even
more exciting new releases.

State of the Company

Aftera roughfirst uarter, we've rebounded
welinthe secondand third quarters of 2008,
withthe release of some of our most
anticipated progucts toour consumers and
announcements of pending new systems that
willreachthe marketinthe next § months
Grawing extensive public nteresttoour
‘company’s prodct lines. We thankall of the:
teamsfor their dedicated workon these
projects todevelop top of the e, quality
products which have garnered i highppraise:
from consumers,

Asyoucan seeinthe graphbelow, wehave
mace steacygains fter thefirstquarter ofthis
Year based argely onthe aforementioned
procuct releases and their market popularity.
Continued support and development inthese
areas will allow us toimprove our standing in
the coming months

Profits

Upcoming events

‘Asyouallare aware, we're well on our wayinto
the fall months, which means we have a series
of highly anticipatedyearly events coming soon.
Firstwill be our annual Halloween party
‘October 31, 2008. There will as sual be:
costume and decoration competitions o take.
partin, and some prizes to be wonfor the best
of the best. In addition, we will beserting upa
Variety of events for chiloren totake partin
Guring the afternoon and early evening. See the.
attachedlyer for more details!

InDecember, we will have the annual holiday
artyonce again. Specifc details forthis event
are still being worked out, and the planning.
committeeis tilinneedof afew more
volunteers tohelp set everything up andmake
this year even better than thelast. To
Volunteer, contact gvents@corpnet.com

That'salforthis fssue of the corporate.
newsletter,thankyou once again forall your
Rardwork for the company and we look
forwardtoan exciting and enjoyable end to the
year.





Figure 2

Image of page 1 of the formatted document the user will be shown for Scenario 2. User will be provided with unformatted text and Excel chart to use. 
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Company Halloween Party

What? | Company Halloween Party

Where? | First Floor General Purpose
Room

When? | October31, 6pm

Who? | AllEmployees& Famiy
Members

o Indoor trick-or treating for children
o Children’s costume parade
o Adult costume competition
o Food and beverages provided by café services
o Department decoration competition





Figure 3

Image of page 2 of the formatted document the user will be shown for Scenario 2. User will be provided with unformatted text and source images to use. 

Appendix 5: Post Study Survey

Please help us to understand and improve the usability of Microsoft Office Word by answering the following questions.

1) Which version of Microsoft Office Word did you prefer to use for doing the first task and why?

2) Which version of Microsoft Office Word did you prefer to use for doing second task and why?

3) Were you able to complete all the tasks using Microsoft Office Word 2003 with ease?


 FORMCHECKBOX 

Yes


 FORMCHECKBOX 
 
No

  If no, describe the problems you had (Please be as descriptive as possible)

4) Were you able to complete all the tasks using Microsoft Office Word 2007 with ease?


 FORMCHECKBOX 

Yes


 FORMCHECKBOX 
 
No

   If no, describe the problems you had (Please be as descriptive as possible)

5) How did you find the transition from using Microsoft Office Word 2003 to using Microsoft Office 

  Word 2007?
6) How long did it take you to feel comfortable performing tasks with Microsoft Office Word 

  2007?
7) If you had to create a document would you prefer to use Microsoft Office Word 2003 or 2007, 

  and why?
8) Do you ever run into things you are trying to do in Microsoft Office Word that 

  you can’t figure out how to approach? If so which version (2003 and/or 2007), and how often? 

  What do you do when this happens?

9) If you could tell the designers of the next version of Microsoft Office Word anything, what would 

  it be?
Please rate each of the following statements from 1 to 7, 1 being strongly disagree to the statement and 7 being strongly agree to the statement, or NA for not applicable.

1) Microsoft Office Word 2003 is easy to use

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


2) I am satisfied with Microsoft Office Word 2003

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


3) Microsoft Office Word 2003 requires the fewest steps possible to accomplish what I want to do 

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


4) I learned to use Microsoft Office Word 2003 quickly

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


5) Microsoft Office Word 2003 makes the things I want to accomplish easier to get done

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


6) Microsoft Office Word 2003 helps me be more effective

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


7) Microsoft Office Word 2003 works the way I want it to work

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


8) I easily remember how to use Microsoft Office Word 2003

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


9) Navigating the Microsoft Office Word 2003 interface & menus is easy 

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


10) I would recommend Microsoft Office Word 2003 to a friend or coworker

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


11) I like the following things about Microsoft Office Word 2003

12) I dislike the following things about Microsoft Office Word 2003
Please rate each of the following statements from 1 to 7, 1 being strongly disagree to the statement and 7 being strongly agree to the statement, or NA for not applicable.

1) Microsoft Office Word 2007 is easy to use

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


2) I am satisfied with Microsoft Office Word 2007

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


3) Microsoft Office Word 2007 requires the fewest steps possible to accomplish what I want to do 

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


4) I learned to use Microsoft Office Word 2007 quickly

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


5) Microsoft Office Word 2007 makes the things I want to accomplish easier to get done

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


6) Microsoft Office Word 2007 helps me be more effective

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


7) Microsoft Office Word 2007 works the way I want it to work

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


8) I easily remember how to use Microsoft Office Word 2007

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


9) Navigating the Microsoft Office Word 2007 interface & menus is easy 

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


10) I would recommend Microsoft Office Word 2007 to a friend or coworker

	(Strongly Disagree)
	1
	2
	3
	4
	5
	6
	7
	(Strongly Agree)
	N/A

	
	
	
	
	
	
	
	
	
	


11) I like the following things about Microsoft Office Word 2007

12) I dislike the following things about Microsoft Office Word 2007
Appendix 6: Data Collection and Coding Sheet

Short Hand

	Task
	Shorthand

	Begin Task
	B

	End Task
	E

	Successful Completion
	S

	Failed Task
	F

	Wrong Turn
	WT

	Comment
	C

	Probe Participant during Debriefing
	??

	Prompted by Moderator
	P

	Exceeded Time Allotted
	M

	Observation by Test Moderator
	O

	Check the Recording
	CR


Data Collected During Tasks and Debriefing

Quantitative:

During the test

· Number of successful completions of tasks made by user

· Number of wrong turns taken by user

· Time spent on each task by user

· Documented by computer software (pending appropriate software)

· Number of clicks made to complete each task by user

· Documented by computer software (pending appropriate software)

After the test

· Number of successful completions of tasks made by all users

· Number of wrong turns taken by all users

· Number of failed attempts made by all users

· Collective number of times users give up on the task

During Debriefing

· Number of times Word 2003 or Word 2007 is preferred for the beginner scenario

· Number of times Word 2003 or Word 2007 is preferred for the intermediate scenario

· Number of times Word 2003 or Word 2007 is preferred overall 

Qualitative: 

During the test

· Comments made by the user

· Any confusion expressed during thinking out loud

· Verbalized issues or observations in locating a function

During Debriefing

· Preference of Word 2003 vs. Word 2007 for the beginner scenario, and reasons why

· Preference of Word 2003 vs. Word 2007 for the intermediate scenario, and reasons why

· Preference of Word 2003 vs. Word 2007 overall, and reasons why

Appendix 7: Specific Data Collected for Each Scenario
(Excluding date collected from above list)


	Scenario One (Basic Tasks)
	Data Collected

	Open an existing document
	

	Change font type of text
	

	Change font size of text
	

	Make text bold
	

	Check spelling and grammar
	

	Save a document
	

	Close a document
	

	Find Help if they need it
	

	Close program without losing document
	

	Which version of Microsoft Office Word is preferred for doing this task and why?
	


	Scenario Two (Intermediate Tasks)
	Data Collected

	Paragraph alignment and line spacing
	

	Create bullets and numbering
	

	Create and use columns
	

	Create and use tables
	

	Define Headers and Footers
	

	Insert page numbers
	

	Insert images
	

	Insert worksheets and charts (Excel)
	

	Perform a page setup
	

	Which version of Microsoft Office Word is preferred for doing this task and why?
	


	Post Study Debriefing
	Data Collected

	In your daily life do you prefer to use Microsoft Office Word 2003 or 2007, and why?
	

	Which version of Microsoft Office Word did you learn to use first, 2003 or 2007? When did you learn it?
	

	When did you learn how to use Microsoft Office Word? <version of Microsoft Office Word that was not learned first>
	

	How easily did you learn to use Microsoft Office Word? <version of Microsoft Office Word that was not learned first>
	

	How long did it take you to feel comfortable doing normal tasks with Microsoft Office Word? <version of Microsoft Office Word that was not learned first>
	

	Do you ever run into things you are trying to do in Microsoft Office Word (which version?) that you can’t figure out how to approach? If so, how often? What do you do then?
	

	If you could tell the designers of the next version of Word anything, what would it be?
	


	Research Questions
	Data Collected

	Is Microsoft Office Word usable for people with a range of experience and operating systems?
	

	Are users able to accomplish tasks in Microsoft Office Word?
	

	How easily can features and menus be accessed in Microsoft Office Word?
	

	Is the way that functions are grouped within the menus make sense to users, or do they spend a lot of time searching for functions?
	

	What issues do users encounter when using Microsoft Office Word?
	

	What is the subjective satisfactions and usefulness of Microsoft Office Word?
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