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Abstract

On July 24 through July 25, 2006, six experienced telephone interviewers participated in a
scenario-based review of mocked-up screens for the 2008 Web-based Coverage Follow-up
(CFU) operation. This review took place at the Hagerstown Telephone Center (HTC) in
Hagerstown, Maryland, and was facilitated by staff from the U. S. Census Bureau’s usability
laboratory. The purpose of the review was to collect initial user feedback on the look and feel of
the 2008 CFU user interface as represented in the user-interface design document. Prior to the
review sessions, members of the CFU Ul design team sequenced the screen mock-ups (“wire
frames”) to take the interviewer through four scenarios. Each scenario contained situations of
interest to the design team. Navigation through the wire frames was supported by point-and-
click interaction only. As needed in some scenarios, the facilitator explained how a non-working
function was supposed to work and played the role of the computer in executing sequences of
wire frames. At the end of each scenario, the facilitator asked the participant to reflect on the
scenario and to describe what worked well and not so well. The participant completed a user
satisfaction questionnaire, and a debriefing completed the session. If any observers from Census
Headquarters were present, they were encouraged to ask questions during the debriefing. This
report provides a summary of findings on each of the design elements that were pre-identified as
potentially problematic by the design team. Recommendations are given to improve usability
when an issue seems relatively straightforward. The design team discussed all recommendations
and submitted a set of changes to the contractor

Keywords: Coverage Follow-up, Web-based User Interface, Usability, Scenarios, Wire Frames,
User Feedback, User Satisfaction, Design Recommendations

Executive Summary

On July 24 through July 25, 2006, six experienced telephone interviewers participated in a
scenario-based review of mocked-up screens for the 2008 Web-based Coverage Follow-up
(CFU) operation. This review took place at the Hagerstown Telephone Center (HTC) in
Hagerstown, Maryland, and was facilitated by staff from the U. S. Census Bureau’s Usability
Laboratory. Staff from the Decennial Systems and Contracts Management Office (DSCMO)
observed the sessions on both days. This visit by Headquarters staff was coordinated with HTC
management.

Purpose. The purpose of the review was to collect initial user feedback on the look and feel of
the 2008 CFU user interface as represented in the user-interface design document (Gunnison
Consulting and Z-Tech Corporation, 2006). The feedback consisted of reviewer comments as
well as observations made by the facilitator and the observers.

Method. Prior to the review sessions, members of the CFU Ul design team sequenced the screen
mock-ups to take the interviewer through four scenarios. Each scenario contained situations of
interest to the design team. Navigation through the screen mock-ups was limited (i.e.,



participants could not tab or use numbers or letters to select response options). Text-entry fields
did not have focus (i.e., the participant had to click in a text-entry field to bring it into focus).

During the review sessions, the interviewers met individually with the facilitator and observer.
They were not formally trained on the prototype screens or the script but received a brief
introduction to the session from the facilitator. A member of the design team served as the
telephone respondent in each session. The interviewers read the questions to the respondent and
interacted with the screen mockups to the extent possible.

As needed in some scenarios, the facilitator explained how a non-working function was supposed
to work and played the role of the computer in executing sequences of screens. At the end of
each scenario, the facilitator asked the participant to reflect on the scenario and to describe what
worked well and not so well. The participant completed a user satisfaction questionnaire, and a
debriefing completed the session. Observers were encouraged to ask questions during the
debriefing.

Results. This report provides a summary of findings on each of the design elements identified
as potentially problematic by the design team. The following are selected findings of the study:
e All participants had problems with the process for deleting duplicates.
e All participants were able to delete an unknown person from the roster with ease.
e About one third of participants had difficulty finding a name near the end of a long,
scrolling roster.
e Instructions in pale blue need to be slightly darker for good visual contrast and legibility.
e All participants were able to add people to the household without difficulty.
e All participants said they preferred keyboard navigation to point-and-click navigation.
e All participants said they could adapt to the placement of the symbols for Don’t Know
and Refused.
e None of the participants reported having trouble with the pop-up messages.
e All participants gave generally positive evaluations of the “JUMP TO” functionality.
e Ratings for user satisfaction were generally positive, with a few, scattered low ratings.

Recommendations are given to improve usability when an issue seems relatively straightforward.
The design team has discussed all recommendations and has submitted a set of changes to the
contractor. These changes are provided in an appendix to this report.
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Observations and Recommendations from Interviewer Review of CFU Wire
Frames

1.0 Introduction

On July 24 through July 25, 2006, six experienced telephone interviewers participated in a
scenario-based review of mocked-up screens for the 2008 Web-based Coverage Follow-up
(CFU) operation. We referred to the mocked-up screens as “wire frames,” a term that is
essentially synonymous with “prototype.” The wire frames had content in the form of the
proposed instrument (questionnaire) for the 2008 CFU, but they had not been implemented in
software. Limited functionality was provided by Hypertext Markup Language (HTML) coding.

The review took place at the Hagerstown Telephone Center (HTC) in Hagerstown, Maryland,
and was facilitated by Betty Murphy of the U. S. Census Bureau’s Statistical Research Division
(SRD). Census Bureau staff from the Decennial Systems Contract Management Office
(DSCMO) observed most of the sessions: Suzanne Fratino observed on July 24, and Susan
Ciochetto observed on July 25. This visit by Headquarters staff was coordinated with Kimberly
Clark (HTC Facility Manager) and Jean Franse (Assistant Branch Chief).

1.1 Background

Members of the Decennial Response Integration System (DRIS) Telephony User-Interface (Ul)
Design Team met regularly during the later months of 2005 and the early months of 2006 to
develop a user-interface-design concept and screen designs for the 2008 CFU operation. Led by
Susan Ciochetto (DSCMO), the user-interface design effort was supported by Z-Tech
Corporation and the Gunnison Consulting Group, Inc., which provided a team of developers and
document managers. The product of this effort was issued in April 2006 and became known as
the Ul design document (Gunnison and Z-Tech, 2006).

The Ul design document was provided to the DRIS contractors (Lockheed-Martin Corporation
and IBM) as representing the user interface to the DRIS telephony system, which they were
tasked to build. Since usability testing would not occur until May of 2007, the CFU Ul Design
Team (led by Sarah Brady, DSCMO) decided to ask interviewers at the Hagerstown Telephone
Center to review the screens developed by Z-Tech Corporation. The assumption was that the
ultimate user interface developed by Lockheed-Martin/IBM team would essentially reproduce
the look and feel documented by Gunnison and Z-Tech (2006). The motivation for the review
was the possibility of finding some user-interface design issues that could be corrected before the
contractor had implemented the screen designs in software.

Prior to the review, members of the CFU Ul Design Team were asked to identify aspects of the
user interface on which the review should focus. The following list contains the consolidated
suggestions from team members:

. Beginning of section D (name edits, unknown persons, and people listed more than once)



. Screens with multiple “no” options

. Screens with a dynamic roster list with 'no longer lives here' and ‘under 15' options

. Adding more than one person to the household for a particular question, such as missed
babies.

. Basic screen layout and navigation, such as the colors, the tabs, the arrows at the bottom,

the way we have help and FAQs at the top.
o The “Don’t Know” (D/K) and “Refused” (R) responses and how they function. Do the
interviewers like the fact that the D or R does not show up inside the entry box?

. The DINTRO screen where we review roster. Get feedback on interview instructions.
Use a roster where they have to scroll.
. How interviewers react to the screen, FGQADDRESS because there are quite a few

questions on that screen. Just do a check to make sure it's not too much.

. Look at how interviewers react to the screen, RESPWHONAME with 25 people on
roster. It's in two columns and you have to scroll.

. The edit box for clear all changes for DEDITNAME. The edit box for
DUPLICATEDROP.

. Adding and identifying duplicates and deleting (see first bullet).

. The concept of JUMP TO and how it works.

Planning for the Hagerstown visit focused on gathering interviewer feedback on these issues.

1.2 Purpose

The major purposes of the study were to observe interviewer interaction with the screen designs
and to collect interviewer feedback on the design elements of concern to the team (as listed
immediately above).

1.3 Scope

The review included the mocked-up screen designs (wire frames) needed to present the design
elements to the participants within the context of realistic scenarios. Thus, the interviewers saw
a subset of screens from the Ul design document. The four scenarios® used in this study covered
the areas of concern but did not traverse every possible path in the CFU instrument. The wire
frames had limited functionality. Participants were offered only one mode of interacting with the
user interface: pointing and clicking with the mouse.

1.4 Assumptions

We assumed that the wire frames would provide context and cues that would allow test
participants to form opinions and judgments about the user interface. We assumed the
participants would be trained and experienced in telephone call-center operations and familiar
with Web-based user interfaces. Both assumptions were borne out.

! The scenarios are discussed in the section on method, and they appear in an appendix to this report.



2.0 Method

This was a low-fidelity, scenario-based study of selected aspects of the CFU user-interface
design. It was informal and exploratory. The overall goal was to see how easily experienced
interviewers could work their way through the scenarios, never having seen this instrument.
Specific questions were implied by the list of concerns from the User Interface Design Team, as
provided at the end of Section 1.1 in this report. For example, can interviewers perform tasks
using a scrolling roster? Are they able to navigate through the instrument? Will a “JUMP TO”
function be useful for interviewers? The list of concerns guided the construction of the
scenarios, the review itself, and the reporting of results.

2.1 Participants and Respondents

Management of the Hagerstown facility provided six experienced telephone interviewers to
participate in the CFU Ul study. All participants were adult females, ranging in age from
approximately their mid-30s to mid-60s. All participants spoke articulate English with little or
no regional accent. Most of the participants were experienced in Web-based Computer Aided
Telephone Interviewing (Web CATI).

The respondents were two members of the CFU Ul Design team, Elizabeth Krejsa (DSSD) and
Karen Piskurich (DMD). We needed respondents who were familiar with the instrument and the
scenarios so that the review could proceed without unsolicited feedback from the respondents.
Ms. Krejsa served as the respondent for five of the sessions, and Ms. Piskurich filled in as the
respondent for one session.

2.2 Facilities and Equipment

The review sessions were held in a brightly lit room with one full wall of windows at the
Hagerstown Telephone Center. The room measurements were approximately 12 by 16. The
room was equipped with two standard PCs, each set up on a table at opposite ends of the room.
We were directed to use the PC farthest away from the door, on the right side of the room. The
table and the PC were at a 90-degree angle to the windows. Because the PC was equipped with a
glare-free screen, the wire frames were fully legible despite the bright sunlight streaming in on
the screen.

Since the phone cord did not stretch all the way to that table, we placed the phone on the window
sill so that it was behind and to the left of the participant.

The respondent was in her office at the Census Bureau in Suitland, Maryland.

The facilitator mounted a stand-alone video-recorder on a tripod placed about two feet behind the
participant’s right shoulder. The camera® was focused on the participant’s screen, and part of the
keyboard was visible in the frame. Once plugged in, positioned and turned on, the camera was
left to record during the rest of the session. The camera was set to record for 90 minutes so that
the facilitator would not need to change the tape during a session. To capture the video and
audio, we used premium Sony Digital Video Cassette (DVC) tapes® in the Mini-DV Handycam.

2 digital video camera recorder, Model No. DCR-PC-120
¥ DVMG60PRL (x5)



2.2 Materials

The facilitator developed a general introduction to read to all the participants. She modified a
standard consent from the Census Bureau’s Usability Lab. A sub-group of the User-Interface
Design Team developed the scenarios and enlisted other DSCMO staff to help with editing and
sequencing the low-fidelity prototype screens. Members of the User-Interface Design Team
reviewed a modified user satisfaction questionnaire and decided on the wording to use in the
satisfaction items.

2.3.1 General Introduction and Consent Form

Before turning on the video-camera, the facilitator read some background material and explained
several key points about the session. The background material and the key points were contained
in the general introduction, which is provided here as Appendix A.

The introductory portion of the session included having the participant read and sign a form
consenting to be videotaped. The consent form is provided as Appendix B. All participants
agreed to be videotaped.

2.3.2 Scenarios and Screens

The scenarios were created by several members of the User-Interface Design Team with the goal
of capturing the participant’s interactions with and reactions to the design elements of interest to
the team. The scenarios and their associated screens are provided here as Appendix C.

With the help of David Charbonneau (DSCMO), the prototype screens from the user-interface
design document were edited as needed and sequenced in parallel with the flow of the scenarios.
For consistency with the scenarios, some changes needed to be made in the content of the
screens, in such things as the names of household members. It was not simply a matter of
stringing together screens from the Ul design document.

2.3.2 Questionnaire for User Interaction Satisfaction (QUIS)

The original version of the QUIS includes dozens of items related to user satisfaction with a user
interface (Chin, Diehl, and Norman, 1988). In a usability test, we typically use 10 to 12 items
that have been tailored to the particular user interface being evaluated. In this study, we used a
modified version that included eight items worded for the CFU context (Appendix D). The items
and their wording represented a consensus of the User Interface Design Team.

3.0 Results and Recommendations

Note that numbers in parentheses, such as (1), indicate which of the six participants experienced
a situation or made a comment.



3.1 Beginning of Section D: Review of Roster

None of the participants had trouble with name edits (e.g., Cheeto for Cheetra). One participant
wanted to edit the name right on the roster list without going to another screen. Figure 1 shows
the screen where name edits were made.

In this section of the instrument, the main issue of concern was the design’s support for
identifying and deleting duplicates. The basic situation is shown in Figure 2, where the name
Willy K Thundercat appears twice on the roster.  All participants had some difficulty with
correcting the record for someone listed more than once. In the CFU instrument, this procedure
differs from the way telephone interviewers are used to doing it. They usually click first on the
person to delete, not the person to keep. In Figure 2, the user is instructed to click on the person
to keep, but some of the participants did not read this instruction.

U.S. Census Bureau -]
Coverage Followup
Help FAQ Roster Notes  Exit
F1 F2 F3 F& | F10
: dumpTa |
Section D: Review of roster - DEDITNAME Interyie Fa
= Toedit an entry, select a textbox and type aver it.
First Name ML Last Name Age
ICDugar I IThundercat | 36
ICheetra I |Thunderc:at | 36
[wity 3 [Thundercat [ 12
[ty [k [Thundercat [ 14
ILiDn I IThundercat I 18
ISnarf IK IThundercat | B
O Clear all changes
Proceed (CTRL + P} el o
|@ Done |_|_|_|_|_| J My Computer =

Figure 1. Editname screen: Cheeto now Cheetra.

Figure 3 shows the second part of this procedure, the step in which the duplicate is deleted. One
participant said, “The process is garbled” (6). Most participants said they could become skilled

in doing it this way, even though they are in a mindset to delete someone as the first step. They
agreed that training would clarify the technique and that they would become practiced in it.
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Google ~ «|| (5 gSearch = 2 blocked | "% Check = i, Butolink - 4| AutoRl Options &
o8 v

i Jump To -
Section D: Review of Roster - DUPLICATEKEEP LEHES AL =l

= vouwill identify "duplicates" one set at a time. If there are more than one 'set’ you will be
prompted to identify them later.

Whe is the person listed more than once?

- Select the person you want to keep. This person should have the most correct name and age
data. If the data 0ok similar keep the person with the lowest person number.

1. Cougar Thundercat 36
2. Cheeto Thundercat 32
3. Willy Thundercat 12
4 Willy Thundercat 14
5. Lion Thundercat 18
g, Snarf Thundercat 8 I |

D0 0000

e e

Figure 2. First step in deleting duplicates: Select the person to keep.

|»

U.S. Census Bureau

Coverage Followup
Help FAQ | Roster MNotes  Exit
F1 F2 F3 F4 F10

i Jump To
Section D: Review of Roster - DUPLICATEDROP [ LEHES AL

What name(s) is the same as Willy Thundercat?

= Selectthe person(s) you want to remove.

1. Cougar Thundercat
2. Cheeto Thundercat
3.Willy Thundercat
4 Willy Thundercat

5. Lion Thundercat

. Snarf Thundercat

OoOoga oOoag

|@ Done |_|_|_|_|_| :J My Compuker =

Figure 3. Second step in deleting duplicates: Select the name(s) to delete.

The third participant suggested bolding the word, “keep” in the instructions for selecting the
name to retain in the procedure for deleting duplicates (Figure 2). She commented that
something was needed to remind interviewers to do the opposite of what they are used to doing.
This suggestion was discussed by the team. The recommended change was to display “keep” in
all capitals as KEEP.

All the participants were able to delete an unknown person (e.g., Snarf in Figure 3).

11



3.2 Screens with Multiple “No” Options

An example of this type of screen is shown in Figure 4. None of the participants had problems
dealing with more than one “no” option. One participant (4) suggested putting the “not
available” option ahead of the “no longer lives here” option on the PLRESPAVAIL screen. To
her, this was an issue of logic because not living there any longer is a more “final”” response than
not being available.

|»

U.S. Census Bureau

Coverage Followup

Help FAQ Roster MNotes  Exit
F1 F2 F3 Fd F10

i dumpTa |
Section A&: Contacting the Household - PARESPAVAIL LIS AL

May | speak to Cougar Thundercat?

1. ves

Mo, Respondent

8. Mo longer lives here -
9. Is currently not available

Figure 4. Example of a screen with multiple **No"* options.

3.3 Screens with Dynamic Roster Lists

Of particular concern to the team were dynamic roster lists accompanied by 'no longer lives here'
and 'under 15' options. The team was interested in how interviewers reacted to the screen,
RESPWHONAME with 25 people on roster. As shown in Figure 5, the roster is displayed in two
columns, and the user has to scroll to find Tiger Thundercat.

Two or three participants had trouble finding Tiger, who was near the end of the list (number
31). Several participants said it would be very rare to have a household with that many people.

Recommendation: Provide a function, such as <Ctrl + N> to get to the end of the list
quickly.

Team discussion: Team members agreed that there is no need to get to the end of the list
quickly. The respondent probably will not mention that the person doesn’t live there any
more when they give the person’s name; so the interviewer will probably have to scan the
list to find out that the name is not on the list. Similarly, even if the person who filled out
the Census form was under 15, the current respondent probably will not mention that
person’s age; so the interviewer will know to go to the bottom of the list. No change
recommended.

12



Section A: Contacting the Household - RESPWHOMAME Interview

= There are more than 24 rows on the roster (34 rows in total). Scroll down to see other rows in the
list.

20. Simba Thundercat |
21. Mala Thundercat
22 Joe Thundercat

23. Grumpy Thundercat
24 Laughy Thundercat
25. Sneezy Thundercat
26. Sleepy Thundercat
27. Dopey Thundercat
28. Happy Thundercat
29, Doc Thundercat
30. King Thundercat
31. Tiger Thundercat

29 at Thindereat F'H J
-

e e

Who is that person?

1. Lion Thundercat

2. Cheetah Thundercat
3. Willy Thundercat

4. Willy Thundercat

5. Cougar Thundercat
5. Kit Thundercat

7. Kat Thundercat

9. Katy Thundercat

0. Lionel Thundercat
1. Johnnie Thundercat
2. Adam Thundercat

D000 00000
2000000000000

Figure 5. Long, scrolling roster.

Observations identified a potential problem with this design: Some response options are placed
after the end of the list and are not viewable by the user without scrolling (Respondent no longer
lives here; Respondent is under 15). Note that these options are not visible in Figure 5, which
has been scrolled all the way down to the thirty-second household member. As shown in Figure
6, further scrolling is needed to reveal these options.

Lower portion of RESPWHONAME:

i 1. Lion Thundercat 07 25 srumpy | hundercat |
2. Cheetah Thundercat 24 Laughy Thundercat
© 3. willy Thundercat € 25 Sneezy Thundercat
€ 4 Wwilly Thundercat € 26, Sleepy Thundercat
5 Cougar Thundercat 27, Dopey Thundercat
 F. Kit Thundercat € 28, Happy Thundercat
7. Kat Thundercat ¢ 29, Doc Thundercat
9. Katy Thundercat 30, King Thundercat
¢ 10. Lionel Thundercat ¢ 31. Tiger Thundercat
¢ 11 Johnnie Thundercat 32 Cat Thundercat
12, Adam Thundercat .
e Fespondent no longer lives here
s Respondent is under 15 =
F5 =
USCENSUSBUREA =

Figure 6. Options at the bottom, right of RESPWHONAME

The internal scroll bar is the only clue that additional options can be found at the bottom, right of
the RESPWHONAME screen. One participant thought that these options should be moved up to
a position where they would always be in sight (6). She commented that she does not want to
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have to hunt for things on the screen because “it takes time and makes [respondents] angry.” By
implication, an angry respondent is likely to hang up.

Recommendation: The team needs to revisit the importance of the hidden options and
whether they belong on this screen. If the respondent answers the question with a name
that is on the list, how does the interviewer find out that the person no longer lives there?
Someone under 15 would not be included on this list.

Team discussion: This issue was covered in the immediately preceding discussion. No
change recommended.

The team was also interested in obtaining feedback on the instructions to the interviewer, as
displayed in Figure 5. Most of the participants said that they did not read the instructions, but
they know the text in blue is not to be read aloud. One participant started to read the blue text
aloud but caught herself quickly. All participants said they would become familiar with
instructions in training and would not read them during an interview.

In one case, an instruction appeared below the question (DUPLICATEKEEP). One participant
said she prefers all instructions to be above the question.

Recommendation: Revisit in team discussion

Team discussion: Interviewers are used to reading instructions before the
question. Once they become familiar with an application, they really do not
need to read the instruction. The flow is interrupted, however, if an
instruction comes between the question and the responses. In some cases,
though, it is useful for the interviewer to know the content of an instruction
after reading the question. For example, the instruction might remind the
interviewer to select the name of the person she wants to keep or to select all
that apply. The team agreed that the instruction could come between the
question and response in such cases.

Proposed Change: As documented in Appendix F, the team proposed that
most instructions be placed above the question.

Only one participant had trouble with a scrolling roster (1). She had trouble keeping her place
and said, “it kept jJumping.” She was also not sure when she was at the end of the list and wanted
some indication that she was at the end. Others knew they were at the end when the scroll
“thumb” could not go down any farther. One participant said she would “like to see all the
names” without having to scroll. Another participant (6) commented that the internal scroll was
OK, but she did “not especially care for it.” She said the names are easier to read if they are
“just there.” She commented that the reading “doesn’t flow” as well when scrolling is necessary.

Recommendation: Revisit in team discussion.

Team discussion: A suggestion was for the screen to scroll in defined
increments, such as two or three names at a time, to reduce the impression of
“jumping.” The team agreed that most people know when they are at the end
of a vertical scroll bar. Cues to scrolling status can be pointed out in training.
No change recommended.
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3.4 Adding People to the Household

Another concern of the Ul Design Team was the ease or difficulty of adding more than one
person to the household. Examples are babies, especially newborns, who are often overlooked
by respondents to the Census. Other examples are foster children and boarders. None of the
participants had any problems adding people, including infant twins, to the household.

3.5 Basic Screen Layout and Navigation

Figures provided earlier in this report and in Appendix C show the basics of screen layout, such
as the tabs, the positioning of help and FAQs, the next and previous arrows at the bottom, and
the use of color. Navigational controls include the various pushbuttons, the tabs, and the scroll
bars. The following findings emerged from the review:

. People generally liked the colors, although one participant said the light blue was a little
hard to read (4). Another participant said it “takes more time” to read the light blue text.
She wants to save seconds, even milliseconds (6).

o0 Recommendation: Use a slightly darker blue for better contrast.
o0 Proposed Change: The team proposed using a slightly darker blue for instructions
(Appendix F).

. Participants seemed to find the arrows helpful even though they disliked using the Next
button for forward navigation. One or two were not sure whether they had to click
exactly on the arrow.

o Recommendation: Highlight the Next and Previous boxes so it is clear that the user
can click anywhere in the box, not just on the arrow.

o0 Team discussion: It is part of the requirements for the user to be able to click
anywhere in the box. This tip will be included in training. No change proposed.

. Everyone expressed approval of the location of help, FAQs, etc.

All of the participants disliked navigating by selecting a radio button or check box and clicking
on Next. As they told us, these telephone interviewers are used to entering numbers and pressing
the Enter key to navigate. They had objections to using the mouse. Their objections focused on
the perceived longer task-completion time involved in going “back and forth.” They want to
minimize time per question as a way to keep the respondent engaged and willing to continue.

o The first participant said, “I don’t want to hit buttons — it interrupts the flow.” This
participant described the method of navigating as “awkward.” The second
participant said she likes “to avoid the mouse.” She prefers using the Enter key to
proceed. The third participant said, “The mouse takes more time.” The fourth
participant described the keyboard as “faster.” She commented that there is “too
much mouse usage in Web CATI — time is of the essence.” The fifth participant
said that it is “easier” to use tab or enter to get to the next field: “Using the mouse
takes time.”

= Recommendation: Allow the user to enter numbers and press the Enter
key (or a function key) as an alternative to point-and-click navigation.

15



=  Team comment: This is already in the Ul design document. The Enter
key works the same way as a tab.

0 One participant (6) commented that the back and forth motion with the mouse
would lead to repetitive motion disorders, such as carpal-tunnel syndrome. She
suggested it would be better to put the Previous and Next buttons closer together so
that the interviewer would not have to “go way over to the right” to go forward.

= Recommendation: If point-and-click is retained as the only means of
navigation, consider ways to shorten the path from the selected response to
the Next button. For example, consider moving the Next button closer to
the middle of the page instead of placing it in the far right corner.

= Team discussion: Interviewers can use F8 as an alternative to get to the
next screen.

In team discussion, it was noted that the wire frames did not implement alternative means of
navigating, which will be available to users. These alternatives and are documented in the Ul
design document (Gunnison and Z-Tech, 2006).

3.6 Don’'t Know and Refused Options

The team was interested in Interviewer feedback on the functioning of the Don’t Know (D/K)
and Refused (R) options. A concern was the placement of the D and R symbols outside the text-
entry boxes. All participants where used to typing “D” or “R” in the text-entry box and having a
symbol show up inside the box. Most of them were familiar with using Ctrl + D and Ctrl + R as
alternatives to typing just the letter.

Participants reported that they currently get a question mark inside a yellow circle for Don’t
Know and an exclamation mark inside a red circle for Refused.* All expected the D/K and R
symbols to show up inside the text-entry field and were surprised to see them outside; but all said
they would learn about D/K and R in training and were sure they could adjust to the symbol
being outside the text-entry field.

Figures 7 and 8 illustrate the technique for displaying Don’t Know (D) and Refused (R)
responses.

* Neither of these solutions is recommended because they force the interviewer to remember the meaning of the
symbols.
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Exit
F10

FAQ | Roster MNotes
F2 F3 Fd4

Help
F1

; Jump Ta
[ Inten iew F13

Section E: Movers - MYDATE

What date did Cougar Thundercat move out?

Date (dd/mm/yyyy)

o /ol /ol

Next O

Fa
bk rnrn AkAE R

| |

{ Previous
Fs

S e e e e NS ERSITS R D e A

Figure 7. Placement of D for "'Don't Know"" outside the text-entry fields. The D is in white on a medium blue
background.

; JumpTa
[ Intery e F12

Section F: Other Addresses - COLADDRESS

= Probe for Dorm and Complex Marme

What is the address where you were staying while attending college?

House Number Street

Q| Q

City State ZIP Code +4
Q| Q| =

Dorm or COmpIex Name

IThe Den

—Q[

{ Previous
Fs

AR R R H R R R A

Figure 8. Placement of R for “Refused” outside the text-entry fields. The R is white on a red background.

USCENSUSBUREA

3.7 Multiple Questions on One Screen

The team was interested in interviewer reactions to the screen shown in Figure 9,
FGQADDRESS, because there are multiple questions on that screen.
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Help FAQ | Roster | Notes | Exit
F1 F2 F3 Fd4 F10

Section F: Other Addresses - FGOADDRESS

! JurmpTo |
Interyiew i

What kind of place is it?

What is the hame of that place?

What is the address of that place?

House Number

City

ZIP Code +4

= —

f pr— |

Figure 9. Screen with multiple questions

All participants liked having several questions on the same screen. They commented that it helps
move things along, which is a high priority for them. From their perspective, saving time is

critical in getting a complete interview.

3.8 Pop-Up Boxes

The review scenarios included two pop-up message boxes: one for clearing all changes on the
DEDITNAME screen, as shown in Figure 10, and the second to warn the interviewer that it will
not be possible to return to DUPLICATEDRORP after deleting a name from the roster, as shown

in Figure 11.

¥BScript: Undo Roster Changes?

x|

L.l
\lj) Click Ok ko undo all roster changes an this screen,

Zancel |

Figure 10. Clear-all-changes pop-up box for DEDITNAME

18



¥B&cript: Confirm Changes x|

\p You cannot come back to this screen,
You are abouk ko remove:;

Lidilly Thundercat®

Cancel |

Figure 11. Pop-up warning to the interviewer following selection of a duplicate for deletion
(DUPLICATEDROP).

None of the participants had trouble with the pop-up boxes. Several participants said they were
familiar with pop-ups.

3.9 Concept of JUMP TO

Once the facilitator had explained it to them, most participants commented that the Jump-To
function could be useful to them. One or two were surprised that they could not jump forward.
One participant wanted it to be called “Jump Back” because “Jump To” implies navigating
forwards as well as backwards.

One participant said the Jump-To procedure looked “complex.” She was concerned about
having to remember the names of the screens. She commented that taking the time to do it this
way might “mess up [her] rapport with the respondent” (2). The third participant liked the idea
of making corrections right where they needed to be made instead of in an edit or note at the end,
which she said is likely to get lost. Another participant wanted a function to jump to the next
unanswered question after jumping back (5). She currently uses the F1 key or the back arrow to
go back and the End key to go to the next unanswered question.

The screens associated with the Jump-To function are provided in Appendix C.

3.10 Other Findings and Observations

In addition to answering the teams concerns, the interviewer review surfaced several other
findings, as listed next:

(Numbers in parentheses are participant ID numbers.)

e Although the satisfaction ratings were generally quite positive, some individual ratings
were rather low. The full set of ratings is included in Appendix D.

e Some participants commented that they are used to a field being ready with the cursor
already there for them to type. They did not like having to click in the field to prepare
the cursor for typing. (1, 4)
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e Several participants disliked tabbing. One said, “we don’t tab in surveys; we usually
enter.” (1) One said she prefers using the Enter key to tabbing (2).

e According to the first participant, telephone interviewers are used to using the up and
down arrows to go to the previous screen and back to the current screen. They use the
separate arrow keys, not the arrow keys in the keypad. Another participant said she uses
F1 to return to the current screen.

e One participant wanted to show us the American Community Survey (ACS) so that we
could “see how it flows” (1).

e Another participant wanted us to look at the National Crime Victimization Survey for
their method of keeping and deleting duplicates (3).

e Entering the house number separate from the street name goes against standard practice.
One or two participants began to enter the street name after the house number and had to
delete it.

e The introduction that is read to respondents may be too long. Participants told us that
respondents want to get right to the questions. Is there a way to give the information but
not all at one time?

e One participant (5) said she writes down the name of the person she is trying to reach
and the phone number when she is reviewing the data. She wants to have the name
available if there is a system problem when the person answers the phone.

e Participants did not necessarily know that check boxes mean it is possible to select more
than one option.

e Most participants used the dropdown lists for the state names but later said that they
usually begin typing the abbreviation for the state. Some said they were not sure how
the dropdown lists would work; so they did not try typing the abbreviation.

In the team discussion, it was noted that a requirement for tabbing order does not appear in the
user-interface design document. The team would expect to have a text cursor displayed when the
interviewer needs to enter something into a text box, but not when the task is to select one of
several radio buttons.

3.11 User Satisfaction Ratings

Full results of the satisfaction questionnaire are provided in Appendix D. Since the mid-point of
the scale is 5, ratings above 5 suggest a more positive experience than do ratings below 5. The
mean ratings for the participants ranged from a low of 4.1 to a high of 6.6. The mean ratings for
the individual QUIS items ranged from a low of 4.0 for “Going back to previous questions™ to a
high of 6.8 for “Information displayed on the screens.” Two other items had mean ratings below
the mid-point of the scale: Overall reaction to the Web-based instrument (4.8) and Overall
experience of entering information (4.2). The means for other items clustered around the mid-
point, with the exception of Use of terminology throughout the instrument (6.5).
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4.0 Discussion

An obvious limitation was that the participants were not working with a fully functional system.
At some points, the facilitator had to intervene to bring up the correct screen in a sequence or to
explain how a design element would work if it were functional. Using a partially functional
prototype is, however, a standard method in usability engineering. This kind of prototype allows
the design team to obtain early feedback on design concepts, while it is still feasible to make
changes.

In general, the participants appeared to adapt well to the nature of the prototype. Occasionally, a
participant tried something to see if it worked as she expected it to but then accepted that it was
not working. There was occasional confusion when the next screen in a sequence came up even
though the participant had not performed the procedure as designed (e.g., in the keep-and-delete
segment of the first scenario). The facilitator talked the participants through these situations, and
they did not seem to affect the participants’ overall interaction with the prototype. Several
participants commented that the design had “a long way to go,” perhaps because of the gaps in
the prototype screens.

Members of the participant group were experienced in WebCAT]I and, thus, had expectations for
how the user interface should behave. The influence of prior experience was most notable in the
participants’ objections to the point-and-click style of navigation, as opposed to the keyboard
method they are used to. Their perception was that pointing and clicking would take more time
than it currently takes to move through an online questionnaire.

Regardless of prior exposure to WebCAT], the participants’ perception may be correct. It may
take longer with the point-and-click design than with the keyboard alternative. We would have
to conduct a controlled test to determine whether the perceived time difference is real. Since
pointing and clicking is not the only method that will be available to interviewers in the final
system, the team noted participants’ objections to pointing and clicking but decided not to make
any changes in this area.
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Appendix A. General Introduction

Thanks for your time today. My name is Betty Murphy, and I’ll be working with you to evaluate
some design concepts that we are considering for use in the Coverage Followup Interview as part
of the next Census, in 2010. The Coverage Followup operation will be conducted to make sure
that no one was missed from the census or counted twice.

I want to emphasize that this is not a test of your skills or abilities. You are helping us evaluate a
preliminary screen design for use by telephone interviewers. Your feedback is valuable, and we
appreciate your help.

Before we continue, | would like to ask you to read and sign this consent form. We request your
consent to videotape the session. The tape will be used to remind us of exactly what occurred
during the session. The tapes will be viewed only by members of the project team. Your
identity will be kept confidential.

Do you have any questions?

What you will be helping us evaluate is a set of partially complete prototype screens. You will
be calling a person who is a member of the project team. She will answer the questions as a
representative of the Thundercat household. All of the situations and data have been made up for
the purpose of this evaluation session.

The screens that you will be viewing are not fully functional. In a few cases, | may need to stop
you briefly or pretend that I’m the computer to make the correct action happen.

We will be going through four scenarios or mock interviews. None of them will be a complete
interview, but the segments that we do will give us useful information about the design. The first
scenario is the longest; the other three are quite brief. All together, this should take about an
hour.

As you progress through portions of an interview, | may break in with a question for you. The
person on the phone knows about this and will be expecting it. You do not need to offer any
explanation when this happens.

At the end of each scenario we will spend some time discussing the screens you saw during that
part of the session. After the last scenario, we will have a general discussion. We are looking
for your feedback — both positive and negative -- on the screen designs. We want to get a feel
for what works for you and what doesn’t work, so please don’t hold back any comments. Don’t
worry about hurting my feelings.

Do you have any questions?

23



Appendix B. Consent Form

The Census Bureau routinely tests products used for collecting information about the U.S.
population in order to keep the country informed about changes and trends.

You have volunteered to provide feedback on a set of Web pages that may be used for collecting
information about households during the 2008 Coverage Follow-up (CFU) operation. This
review will help the Census Bureau identify improvements that need to be made to the Web
pages before they are used in CFU in 2008 and to inform the design of CFU Web pages for the
2010 Census.

In order to have a complete record of your comments, your review session will be videotaped.
We plan to use the tapes mainly to help us remember the details of your session. Staff involved
in this design research will have access to the tapes. Clips from your tape may be used to
illustrate points in our report. Your comments will be combined with the comments of others in
our report, and you will not be identified by name.

I have volunteered to participate in this Census Bureau product design review, and | give
permission to be videotaped and for my tapes to be used for the purposes stated above.

Participant's Signature

Printed Name

Date
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Appendix C. Scripts and Screens for the Test Scenarios

Figures 12 through 41 represent the screens associated with the first scenario.

Scenario 1:
B — - . -
Help FAQ | Roster Notes  Exit _I
F1 F2 F3 F4 F10

: JumpTo |
Section A&: Contacting the Household - RIGHTHH LGNS CE

= Goto FACS or Help Screen for any questions regarding the survey.

Hello, my name is and I'm frem the U.5. Census Bureau.
Have | reached the Thundercat household?

1 ves
9 No

T Previous Next Q o
F5 F8 =l

Figure 12. Contacting the household - RIGHTHH

Interviewer: Hello, my name is and I’'m from the U.S. Census Bureau. Have | reached the Thundercat
household?

Respondent: Yes
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. - —
F1 F2 F3 F4 F10

i JumpTo
Section A&: Contacting the Household - RESPWHO [ LGNS CE

Do you know who completed the census form or interview?

€1 Yes
9 Mo

f Previous Next
Fs Fa =

b A A AN HSCENSITSRIIRFE A hbv a8k (P A LI

Figure 13. Contacting the household - RESPWHO

Interviewer: Do you know who completed the census form or interview?
Respondent: No

Help | FAQ | Roster | Motes | Exit ;l
F1 F2 F3 F4 F10

i JumpTo
Section A&: Contacting the Household - PIRESPAVAIL [ LGNS CE

May | speak to Cougar Thundercat?

€ 1. ves

Mo, Respondent —————————

8 No longer lives here
© 9 15 currently not available

{ Previous Next
Fs Fg -

o o o HECFMESITSRIIRE A hbv i & kd (P A ﬂ

Figure 14. Contacting the household -- PLRESPAVAIL

Interviewer: May | speak to Cougar Thundercat?
Respondent: He doesn’t live here any more
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[ [ Fa r4 Firu

i JumpTo
Section A&: Contacting the Household - NEWRESP [ LGNS CE

Can | speak with an adult member of the THUNDERCAT househeold wheo was living here on April 1,
20087

1 vYes
C 9 No

f Previous Next Q
= Fs ||
e, USCENSUSBUREA b mm AR LI

Figure 15. Contacting the household - NEWRESP

Interviewer: Can | speak with an adult member of the Thundercat household who was living here on April 1,
20067
Respondent: Yes, | was living here then

ooz | | R | o
f JumpTo
Section A: Contacting the Household - NEVWRESPHAME [ Interyiev Fia

= Once persan who filled out the form is on the phone, introduce yourself if necessary.

What is your name?

i Previous
F3

Figure 16. Contacting the household - NEWRESPNAME

Interviewer: What is your name?
Respondent: Lion Thundercat
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-

U.S. Census Bureau al . Coverage Followup =

Help FAQ | Roster  Notes  Exit
F1 F2 F3 Fd4 F10

: JumpTo |
Section B: Identifying the correct household - BINTRO Interyiev Fia

= Introduce yourself, if necessany.

The purpeose of my call is to help the Census Bureau take the most accurate census. We need to
be sure that we counted everyone at the right address.

This survey is authorized by law, Title 13, Section 182, of the United States Code. This survey is
required by law. Your cooperation is very important. All the information you provide will remain
confidential by the same law. Our approval number from the Office of Management and Budgetis
9123-4567 and this approval expires September 30, 2006. Without that number we could not
conduct this survey or require your participation. The interview will take approximately 10
minutes and may be monitored to evaluate my performance.

" 1. Proceed

[ £ Previous ] [ Next /7y ] =l
Figure 17. Identifying the correct household — BINTRO

Interviewer: Hello, my nameis .......

! JumpTo |
Section D: Review of Roster - DINTRO Inte v iews s
Now, let's review the list of people we counted here oh April 1, 2006,
I have listed:
- Read only names. Do not read ages. Ages should only be used to clarify hetveen names if Necessary.
First Name M.l. Last Name Age
Cougar Thundercat 36
Cheetra Thundercat 32
Willy K Thundercat 12
Willy K Thundercat 14
Lioh Thundercat 18
Snarf K Thundercat -]
© 1. Proceed
2, Edit Mame
- - 1 - 1

Figure 18. Review of Roster - DINTRO

Interviewer: Now, let’s review the list of people we counted here on April 1, 2006. | have listed: Cougar
Thundercat, Cheetra Thundercat, Willy K Thundercat age 12, Willy K Thundercat age 14, Lion Thundercat, and
Snarf Thundercat.

Respondent: Cheetra Thundercat should be Cheeto Thundercat (Interviewer may ask for spelling.)
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Note: Pop-up message associated with Figure 18 appears in the text as Figure 10.

Jende LIS 5 D C , woverage ronovup iI
Help FAQ | Roster MNotes @ Exit
F1 F2 F3 F4 F10
; J Ti
Section D: Review of Roster - DUPLICATEMORE1 [ Interiew o
Is there anyone on this list more than once?
1 ves
8 No
First Name M.l. Last Name Age
Cougar Thundercat 36
Cheeto Thundercat 36
Willy K Thundercat 12
Willy K Thundercat 14
Lion Thundercat 18
Snarf K Thundercat g
{ Previous Next
[ @Fee | [ =@ |

Figure 19. Review of Roster -- DUPLICATEMOREL1

Interviewer: Is there anyone on this list more than once?
Respondent: Yes

U.S. Census Bureau = Coverage Followup =

Help FAQ | Roster Motes @ Exit
F1 F2 F3 F4 Fid

i JumpTo
Section D: Review of Roster - DUPLICATEKEEP [ LGNS CE

= vou will identify "duplicates" one set at a time. If there are more than one 'set' you will be prompted to
identify them later.

Who is the person listed more than once?

= Select the person you want to keep. This person should have the most correct name and age data. If
the data look similar keep the person with the [owest person number.

1. Cougar Thundercat 36
2 Cheeto Thundercat 32
3. willy Thundercat 12
4 Willy Thundercat 14
5 Lion Thundercat 18
g, Snarf Thundercat G

£y Previous [ Next ,-f"_“-\]\ﬁ|I |

Figure 20. Review of Roster - DUPLICATEKEEP

Interviewer: Who is the person listed more than once?
Respondent: Willy. He’s only 12 not 14.
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U.S. Census Bureau ) Coverage Followup =

Help FAQ | Roster Motes @ Exit
F1 F2 F3 F4 Fid

i JumpTo
Section D: Review of Roster - DUPLICATEDROP [ Oten ey e

What name(s) is the same as Willy Thundercat?

= Select the person(s) you want to remove.

1. Cougar Thundercat
2. Cheeto Thundercat
3. Willy Thundercat
4 Willy Thundercat
5. Lion Thundercat
6. Snarf Thundercat

ooo 0Oan0o

£y Previous Next /0 |
Figure 21. Review of Roster - DUPLICATEDROP

Interviewer: What name is the same as Willy Thundercat?
Respondent: The other Willy Thundercat

¥B5cript: Confirm Changes El

i ] You cannaok came back ba this screen,

You are about ta remave:

Sifilly Thundercath

Cancel |

Figure 22. Pop-up message displayed when the interviewer tries to proceed after selecting name(s) to delete.
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U.S. Census Bureau

Coverage Followup

Figure 23. Review of Roster -- DUPLICATEMORE?2
Interviewer: Is there another person listed more than once?
Respondent: No

U.S. Census Bureau

Help FAQ | Roster Notes  Exit
F1 F2 F3 F4 F10
; d Ti
Section D: Review of Roster - DUPLICATEMOREZ [ Inte v iews SuL
Is there another person listed more than once?
1 ves
C 9 Mo
First Name .1 Last Name Age
Cougar Thundercat 36
Cheato Thundercat 36|
Willy K Thundercat 12
Lion Thundercat 18
Sharf K Thundercat 6
£y Previous Next /0

Coverage Followup

Figure 24. Review of Roster - DROSTER

Interviewer: Is there anyone I’ve mentioned that you don’t know?

Respondent: Yes- | don’t know Snarf.
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Help FAQ | Roster Motes @ Exit
Fi F2 F3 F4 | Fi0
; Jurnp Ti
Section D: Review of Roster - DROSTER [ Inten i SuL
Is there anyonhe I've mentioned that you don't Know?
1 ves
9 Mo
First Name M.I.  Last Name Age
Cougar Thundercat 36
Cheeto Thundercat 36
Willy K Thundercat 12
Lioh Thundercat 18|
Snarf K Thundercat 6
£y Previous Next /0
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U.S. Census Bureaun i Coverage Followup =

Help FAQ | Roster MNotes @ Exit
F1 F2 F3 Fd4 F10

i JumpTo
Section D: Review of Roster - DWHODK [ Intery iew F1p2

Who is the person(s) you don't know?

= Select all that apply.

1. Cougar Thundercat
2. Cheeto Thundercat
3. Willy Thundercat
5. Lion Thundercat
g Snarf Thundercat

oooono

[ 7D Previous ] [ Next /7 H—INBXt k9 hd|
Figure 25. Review of Roster - DWHODK

Interviewer: Who is the person you don’t know?
Respondent: Snarf

U.S. Census Bureaun i Coverage Followup =
Help FAQ | Roster MNotes @ Exit
Fi1 F2 F3 Fd4 F10

A JumpTo
Section D: Review of Roster - MISSBABY [ Intery igw Fia

= Use the Roster link above or press F3 to see roster

I'd like to make sure we are not missing anyone who lived or stayed here at 123 Main Street on
April 1, 20087

Other than the people we've already mentioned, were there:

* any newborns or babies?

1 ves
C 9 No

Figure 26. Review of Roster - MISSBABY

Interviewer: 1’d like to make sure we are not missing anyone who lived or stayed here at 123 Main Street on April
1, 2006. Other than the people we’ve already mentioned, were there any newborns or babies?

Respondent: Yes
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U.S. Census Bureau

Coverage Followup

Help FAQ | Roster Notes  Exit
F1 F2 F3 F4 F10

Section D: Review of Roster - ADDPER,

; Jump To
[ Intery iew Fig

What is his or her name and age?

First Name M.l. Last Name

[

(&

£y Previous

Figure 27. Review of Roster - ADDPER

Interviewer: What is his or her name and age?
Respondent: Kat C Thundercat and she’s 3 months

U.S. Census Bureau

[ Next Mext F3

Coverage Followup

Help FAQ | Roster  Notes  Exit
F1 F2 F3 Fd4 F10

Section D: Review of Roster - BABYELSE

; Jump Ta
[ Inten iew F13

Are there any other new newborns or babies?

1 vYes
C 9 No

i — Al

Figure 28. Review of Roster - BABYELSE

Interviewer: Are there any other new newborns or babies?
Respondent: Yes her twin
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U.S. Census Bureau

Coverage Followup

Help FAQ | Roster Notes  Exit
F1 F2 F3 F4 F10

Section D: Review of Roster - ADDPER,

; Jump To
[ Intery iew Fig

What is his or her name and age?

First Name M.l. Last Name Age

[ [

£y Previous

Figure 29. Review of Roster - ADDPER

Interviewer: What is his or her name and age?
Respondent: Kit K Thundercat and she’s also 3 months

U.S. Census Bureau

Mext F&

Coverage Followup

3

Help FAQ | Roster Motes @ Exit
F1 F2 F3 F4 Fid

Section D: Review of Roster - MISSFOSTER

; JumpTo
[ Intery e e

Any foster children?

1 ves
9 No

£y Previous

Figure 30. Review of Roster - MISSFOSTER

Interviewer: Any foster children?
Respondent: No
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U.S. Census Bureau

Coverage Followup =

Help FAQ | Roster Motes @ Exit
F1 F2 F3 F4 F10
q JumpTo
Section E: Movers - EMVOUT [ Inten i L
In March or April, did anyone move out including those people you just added?
1 vYes
9 No
[ 7 Previous ] [ Next @70y ] |

Figure 31. Movers- EMVOUT

Interviewer: In March or April, did anyone move out including those people you just added?
Respondent: Yes

Fl 3 F3 r4 Flu

i JumpTo
Section E: Movers - MYOUTNAME [ Inter iew r 1’:'2

Who moved out? Please list all people who moved out around April 1, 2006.

- Check all that apply.

" 1. Cougar Thundercat
" 2. Cheeto Thundercat
™ 3. willy Thundercat

" 5. Lion Thundercat

" 6. Kat Thundercat

[T 7. Kit Thundercat

Figure 32. Movers - MVOUTNAME

Interviewer: Who moved out? Please list all people who moved out around April 1, 2006.
Respondent: Cougar
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U.S. Census Bureau

Coverage Followup

-

Help FAQ | Roster MNotes @ Exit
F1 F2 F3 Fd4 F10

Section E: Movers - MYDATE

; JumpTa
[ Intery e F12

What date did Cougar Thundercat move out?

Date (dd/mm/yyyy)

[ 7D Previous ]
Figure 33. Movers - MVDATE

Interviewer: What date did Cougar Thundercat move out?
Respondent: | don’t know

Stop for Discussion. Facilitator shows the Don’t Know process. Interviewer clicks NEXT to see screen with Don’t

Know indicated and then presses Next to continue.

U.S. Census Bureau

[ Next /70 ]

Coverage Followup

Help FAQ | Roster Motes @ Exit
F1 F2 F3 F4 Fid

Section E: Movers - MYDATE

; JumpTa
[ Intery e F12

What date did Cougar Thundercat move out?

Date (dd/mmAyyy)

o /ol /ol

Figure 34. Movers -- MVDATE with symbols displayed for “Don’t Know” responses.
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U.S. Census Bureau

Coverage Followup

Help FAQ | Roster Notes  Exit
F1 F2 F3 F4 F10

Section F: Other Addresses - FCOLYN

; Jump To
[ Intery iew Fig

In the Spring of 2008, was anyone attending college?

1 ves
9 No

£y Previous
Figure 35. Other Addresses — FCOLYN

Interviewer: In the spring of 2006 was anyone attending college?
Respondent: Yes

U.S. Census Bureau

[ Next ,r"'iﬂ?ﬂﬂ

Coverage Followup

| |

3

Help FAQ | Roster Motes @ Exit
F1 F2 F3 F4 Fid

Section F: Other Addresses - COLMAME

; JumpTo
[ Intery e e

Who was attending college?
"' 1. Lion Thundercat

[T Other Member of Roster

£y Previous
Figure 36. Other Addresses - COLNAME

Interviewer: Who was attending college?
Respondent: Me, Lion
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U.S. Census Bureau

Coverage Followup

Help FAQ | Roster Motes @ Exit
F1 F2 F3 F4 F10

Section F: Other Addresses - COLADDRESS

; JumpTa
[ Intery e F12

- Probe for Dorm and Complex Marme

What is the address where you were staying while attending college?

House Number

|
City

Street

State

ZIP Code +4

| =l

Dorm or Complex Name

[ — Al

Figure 37. Other Addresses - COLADDRESS

Interviewer: What is the address where you were staying while attending college? Including Dorm and Complex

name
Respondent: | don’t feel comfortable giving you the address. The Dorm was called The Den.

**Stop for Discussion. TA shows Refuse process. Interview clicks NEXT to see screen with Refused indicated and

then presses Next to continue.**

Coverage Followup

U.S. Census Bureau

-

Notes = Exit

FAQ | Roster
F1 F2 F3 F4 F10

Help

; Jump To
[ Intery iew Fi3

Section F: Other Addresses - COLADDRESS

= Probe for Dorm and Complex Marme

What is the address where you were staying while attending college?

House Number Street

Q| Q

City State ZIP Code +4

Q| Q| - @l —Q
Dorm or COmpIex Name

IThe Den

Figure 38. Other Addresses — COLADDRESS with symbols displayed for “Refused” responses
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U.S. Census Bureaun i Coverage Followup =

Help FAQ | Roster MNotes @ Exit
F1 F2 F3 Fd4 F10

f JumpTo
Section F: Other Addresses - FGOYN [ Inter: jew F1pz

Was Cheeto Thundercat staying in any of these places?

1. Assisted Living

2. Nursing Home

3. Correctional Facility

4. Emergency or Transitional Shelter
5 Group Home

' §. Some other Group Facility

7. None of these places

[ 7D Previous ] [ Next /70 ] hd|
Figure 39. Other Addresses — FGQYN

Interviewer: Was Cheeto Thundercat staying in any of these places? Assisted Living, Nursing Home, Correctional
Facility, Emergency or Transitional Shelter, Group Home, or Some Other Group Facility?
Respondent: Some other facility
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Help FAQ | Roster Notes  Exit
F1 F2 F3 F4 | F10

i Jump Ta
Section F: Other Addresses - FGOADDRESS [ \Oter e e

What kind of place is it?

What is the name of that place?

What is the address of that place?

House Number Street

City State ZIP Code +4

| | = —

Figure 40. Other Addresses - FGQADDRESS

Interviewer: What kind of place is it?

Respondent: A Rehab Facility

Interviewer: What is the name of that place?

Respondent: Sunny Outlook

Interviewer: What is the address of that place?
Respondent: 456 Help Ave, Prairie, Nebraska, 12345-5555

U.S. Census Bureau i Coverage Followup =
Help FAQ | Roster MNotes @ Exit
F1 F2 F3 F4 F10

i JumpTo
Section H: Exit - COMPEXIT [ Intery e F1p2

Those are all the questions | have. If you have any comments about the amount of time we
estimated to complete the survey or any other aspect of this survey, | can give you an address
where you ¢can write to express your comments. Would you like that address?

- (Read only if necessary)

Associate Director for Administration
Paperwork Project {fill OMBNUM}
U.S. Census Bureau

Room 3104-3

Washingten, D.C. 20233

You may also email comments to Paperwork@census.gov, use "Paperwork Project - {fill
OMBNUM} as the subject.

Thank you for your time and cooperation. You've been very helpful.

[T 1. Proceed

Figure 41. Exit -- COMPEXIT

Interviewer: Those are all the questions...Would you like that address?
Respondent: No Thank you.
Interviewer: Thank you for your time and cooperation.
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Several of the screens for the remaining scenarios had been used in Scenario 1, as indicated by
reference to the figure numbers.

Scenario 2:

Figure 12.

Interviewer: Hello, my name is and I’m from the U.S. Census Bureau. Have | reached the Thundercat
household?

Respondent: Yes

Figure 13.
Interviewer: Do you know who completed the census form or interview?
Respondent: Yes

r o e = -
Fi F2 F3 F4& | FID 2
; JumpTa |
Section &: Contacting the Household - RESPYWHONAME ote e ol

— There are more than 25 rows on the roster (34 rows in total). Scroll down to see other rows in the list,

Who is that person?

. Lion Thundercat

. Cheetah Thundercat
. WYilly Thundercat
Wil Thundercat

. Cougar Thundercat

1 14. Crumb Thundercat 1=
2

3

4

g

6. Kit Thundercat
-

9

0

1

2

15, Paul Thundercat
16. Lisa Thundercat
17. Jag Thundercat

18. Calico Thundercat
19. Spots Thundercat
20. simba Thundercat
21. Mala Thundercat
22, Joe Thundercat

23. Grumpy Thundercat
24, Laughy Thundercat [
25, Sneezy Thundercat

=l
- L B B R ol

. Kat Thundercat

. Katy Thundercat

. Lionel Thundercat
. Johnnie Thundercat
. Adam Thundercat

D20000000000

100000000000

Figure 42. Contacting the Household -- RESPWHONAME

Respondent: Who is that person?
Respondent: Tiger

The interviewer has to scroll down to find Tiger on the list.
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Scenario 3:

Figure 12.

Interviewer: Hello, my name is and I’'m from the U.S. Census Bureau. Have | reached the Thundercat

household?
Respondent: Yes

Figure 13.

Interviewer: Do you know who completed the census form or interview?
Respondent: Yes

(| ki k3 3 Fiu

Section A: Contacting the Household - RESPWHONAME

! JurmpTa |
Intery ienw F13

Who is that person?

. Cougar Thundercat
. Cheetra Thundercat
. Willy Thundercat

. WYilly Thundercat
Lion Thundercat
Sharf Thundercat
Tyora Thundercat

. Panthro Thundercat
. Lionel Thundercat

. Johnnie Thundercat

Q000000000
DWW om W D) R

—_

Respondent no longer lives here
Respondent is under 15

O 0

[ S|

Figure 43. Contacting the Household - RESPWHONAME (non-scrolling list)

Interviewer: Who is that person?
Respondent: It was the nanny who is no longer living here.

Figure 14.
Interviewer: May | speak to Cougar Thundercat?
Respondent: Yes

Figure 17.
Interviewer: The purpose of my call is...

[Scenario 3 continues on the next page.]

42

=]




Help FALW | KOSter | Notes | kit =]
F1 Fz F3 F4 F10

; JumpTo |
Section D: Review of Roster - DINTRO Intery iev CE

Now, let's review the list of people we counted here on April 1, 2006.
I have listed:

= Read only names. Do not read ages. Ages should only be used to clarify between names if Necessany.

First Name M.l. Last Name Age
Cougar Thundercat 36 =
Cheetra Thundercat 32
Willy K Thundercat 21
Willy K Thundercat 24
Lien Thundercat 18
Sharf K Thundercat 17 .

= {10} people inroster. Scroll down to see more.

1. Proceed —
2 Edit Name

Figure 44. Review of Roster — DINTRO (scrolling list)

Interviewer: Now, let’s review the list of people we counted here on April 1, 2006. | have listed: Cougar
Thundercat, Cheetra Thundercat, Willy K Thundercat age 21, Willy K Thundercat age 24, Lion Thundercat, Snarf
K Thundercat, Tygra Thundercat, Panthro K Thundercat, Lionel Thundercat, and Johnnie Thundercat.
Respondent: That’s everyone.

[End Scenario 3]
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Scenario 4:

Figure 35.
Interviewer: In the spring of 2006 was anyone attending college?
Respondent: No

Figure 39.

Interviewer: Was Cheeto Thundercat staying in any of these places? Assisted Living,
Nursing Home, Correctional Facility, Emergency or Transitional Shelter, Group Home,
or Some Other Group Facility?

Respondent: Yes, Assisted Living.

Figure 40.
Interviewer: What kind of place is it?

Respondent: Oh wait, | just remembered. Lion was in college in the spring of 2006 and
graduated in May.

Interviewer brings up the Jump To Screen (Figure 45).

T F k] . g ‘I

( i JumpTo
Section XX: Hame of Section - Screen Name ‘ LR T F-1p2 L

= Click on a button below to jump to a section or guestion.

| A Contacting the Household | F. Other Addrs

‘ E. Identifying the Correct Household ‘

| . Housing Unit Questions ‘

FSC
‘ D. Review of Roster ‘
‘ E. Movers | |
F. Other Addresses
|  Demographics |

Figure 45. JUMP TO screen.

**The facilitator asks questions about screen and steps the participant through the Jump
To Screen and explains that to jump back they would click on F. Other Addresses and
then FCOLYN to change answer. To simulate the Jump To, TA must then bring up
Scenario 4 folder and open the second start page (which will be the Yes/No College
Question).***
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Figure 35.

Interviewer: In the spring of 2006 was anyone attending college?
Respondent: Yes

Figure 36.

Interviewer: Who was attending college?

Respondent: Lion. | want to make sure I’ve got this correct. Lion was doing a
Microsoft certificate program. That counts as attending college, correct?

**Interviewer brings up help (Figure 46) and discusses help with the facilitator. If the
Interviewer doesn’t bring up help, the facilitator may have to prompt***

<} Help - Microsoft Internet Explorer -|0| x|
General GENERAL HELP :I
Help

Navigating the Questionnaire
Mawvigating the
Questionnaire

Do HOT use your browser Forward or Back buttons to

Coloar Schemes ﬂﬂUigﬂtE.

ltemn- .

Specific To mowve from one screen to the next, click the Next button at
Help the bottam right of the screen.

Humber of To return to a previous screen, click the Previous button at the
Feoile bottorn of the screen

Additional

Feople Tabs alow you bo move fit@l Cemsus Tesl

befaween the bopics.

Cwun ar Rent Hirlp | Priwacy Palicy

Person 1 Name

Chicking this Help link
pravides halp for the

t"" " 5 = = SCrEen you ans an
: ub Tabe allow you o
Telephone T Clicking this Help ison) | move beteesn quesiions
HNumber =5, | provides help for the | =
Pemzoe 4 = ﬂ.l\!mﬂﬂ'}'\ﬂu anre an
Same Last M el hd|
|:§"| Cone | ‘¢ My Computer L

Figure 46. Place holder screen for help tailored to the CFU instrument

The content shown in Figure 46 is from the help file used in the 2005 National Census
Test (Internet option). It was used here just as a place holder to show participants that
they would be able to get help on respondent questions, such as the question of whether
taking a Microsoft certification program counts as attending college.

45



Appendix D. Questionnaire for User Interaction
Satisfaction (QUIS) and QUIS Results

Please circle the numbers that most appropriately reflect your impressions about using

this Web-based instrument.

1. Overall reaction to the Web-based
instrument

2. Screen layouts:

3. Information displayed on the screens:

4. Overall experience of entering
information:

5. Moving forward through the instrument:

6. Going back to previous questions:

7. Making changes to answers:

8. Use of terminology throughout the
instrument:

Results for the six participants are given in Table 1 on the next page.
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terrible

wonderful

1 2 34 5 6 7 8 9 notapplicable

confusing
1 2 3 4

inadequate
1 2 34

difficult
1 2 3 4

difficult
1 2 3 4

difficult
1 2 3 4

difficult
1 2 3 4

inconsistent
1 2 3 4

clear
7 8 9

adequate
7 8 9

consistent
7 8 9

not applicable

not applicable

not applicable

not applicable

not applicable

not applicable

not applicable



Table 1. Ratings on the Questionnaire for Interaction Satisfaction (N = 6)

Participant | Q1 | Q2 | Q3 | Q4 | Q5| Q6 | Q7 | Q8 | Mean | Std. Dev.

1 5 5 |7 |2 |2 |2 |5 |5 |41 1.9

2 3 3 |4 (3 |4 |1 |3 |5 |33 1.2

3 6 5 |5 |4 |8 |4 |4 |7 |54 1.5

4 5 5 |6 |7 |8 |8 |6 |8 |6.6 1.3

5 5 6 |8 |6 |5 |4 |7 |7 |60 1.3

6 5 6 |8 |3 |4 |5 |6 |7 |55 1.6
Mean |48 |50]|68|42|52|40|52|65|5.2

Std. Dev. [098|11|16]19]|24(25|15(12]|11

Note: The eight items are those given on the previous page.
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Appendix E. Debriefing Questions

1. Can you walk me through your thinking on why you marked [a particular QUIS
item] especially low? [Do this for several low/high QUIS ratings.]

2. What do you think of the basic screen layout?

Colors?

Tabs?

Arrows at the bottom?
Help and FAQs at top?
Navigation?

®Poo0oTw

3. What do you think of the design of the Don’t Know and Refuse options?
4. Does the “Jump to” concept work for you?

5. On FGADDRESS (Show Screen), how did you feel about the number of
questions on the screen?

6. Were the instructions on reviewing the roster helpful to you? [DINTRO]
7. What did you think of the roster with more than 20 people?
8. Did the process for adding people to the roster work for you?

a. Process for identifying duplicates?

b. Process for deleting?

c. Process for editing?

9. How easy/difficult was it to deal with multiple “no” options?

10. Do you have comments or suggestions on anything we did not talk about?
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Appendix F. Changes Proposed by the 2008 CFU User
Interface Design Team

2008 CFU Wireframe Testing Results- Proposed Changes
September 7, 2006

1. DUPLICATEKEEP Screen — In the second set of interviewer instructions, put keep
in all caps for the sentence “Select the person you want to keep.”

2. Interviewer instructions — Make the light blue for the interviewer instructions a
slightly darker shade than what is currently in the screenshots.

3. s there the possibility to implement jump forward functionality so that if a person
jumps back they can then click next or jump to button and have that take them to the
first unanswered question. Thus if pathing has changed then this would be a new
question but if pathing hasn’t, this functionality would take them to the spot (next
unanswered question) they were at before they jumped back. If this isn’t possible
then, change the text of the Jump To button to “Jump Back”.

4. Move all interviewer instructions so they appear before the question except for on the
following screens:

a. DWHODK

b. DUPLICATEDROP

c. DINTRO- Keep the instruction, “(XXX) people in roster. Scroll down to see
more.” where it is.

d. MVOUTNAME

5. Through reviewing the wireframes results we noticed that we inconsistently used
interviewer instructions to inform the interviewer that they could check multiple
boxes. Some checkbox screens had the instruction while others didn’t. During the
wireframes testing, the participants indicated that the inherent nature of checkboxes
wasn’t familiar to them. So we would like all screens with checkboxes to have the
interviewer instruction to select all that apply after the question. The following
screens need this instruction added:

GRACE

MVOUTNAME

SCNAME

COLNAME

MILNAME

JOBNAME

VACNAME

OTHNAME

Qe ho o0 o
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