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Interview Guide

Estimated time: 60 minutes

Introduction and warm up – 5 minutes 

Interviewer will introduce himself. Interviewee introduces him or herself. 

Purpose of the project:
We asked you here today to get your feedback on a portion of the new website that the National Multiple Sclerosis Society is creating. This portion of the website is still in development so today we’re going to look at a static prototypes of the website. Also, we don’t have all the copy written for the site, so you’ll see a lot of Greek text.  

This will take about an hour; so if you need to take a break at any time, please let me know. It will be simple; I’ll ask for your thoughts and feelings about the site and I’ll give you some scenarios that ask you to perform information finding tasks using the prototype. I’ll show you the prototype and you use the mouse to click on your selection. Then I’ll show you where to click to see the page the website would return. 

While you are going through the prototypes, I’d like you to speak out loud what you are thinking—tell me what you’re looking for, what you’re expecting to see, if something surprises you or frustrates you. Remember that we are looking for ways to improve this site, so negative feedback is helpful. Please don’t be afraid to criticize.

Also, please let me know if it becomes too warm in the room for you. 
Consent:

[Point out one-way mirror.] That is a one-way mirror. Behind it are representatives from the Society who are interested to hear what you have to say. We have them sit behind the mirror because we don’t want to pay attention to them. We’ll pretend they are not there. 

Also, if it’s okay with you, I’d like to make an audio and video recording of this session. The video camera is in the other room and will only record your screen movements. I use the recording so I don’t have to worry about taking notes. I can go back to the tape to review the things we found.

Finally, we will not use your name in the report that comes out of this study. And if you become uncomfortable at any time, please let me know and we’ll stop.

This is a consent form that says you understand everything I’ve just told you. It also has my contact information in case you have questions after you leave today. [Participant signs form and is given a copy to keep.] At the end of the interview, I will give you your thank you gift.

Opening Discussion – 10 minutes

· Background 

· Job title (only for User 2)

· When diagnosed 

· General Internet

· Where do you access the Internet?

· What do you primarily use it for?
· About how many hours do you use the Internet in a week?

· Have you ever visited the MS website? If so, what were you looking for?

· About MS

· How active are you in the MS community?  

· What sources of information do you use to learn about MS? 

· When you look for information about MS, what types of things are you looking for?

· Have you ever looked for:

· Symptoms?

· Solutions for your symptoms; how do others cope or treatments?

· Educational classes or programs?

· Events that raise awareness or money?

· Support groups? What about online support like a forum or chat? 

· Chapter information like services and opportunities?

· Research or news on medical advancements?

Tasks – 30 minutes 

Okay, now I'm going to give you a few tasks that will ask you to find some information that is in the site. Remember to say what you are thinking out loud while you’re going through the screenshots.

Task 1

Imagine you have been feeling more fatigued than usual. You would like to learn more about fatigue like what causes it and what you might do to combat it. [Show the Homepage]

Solution: Use Symptoms drop down on the homepage or go to About MS > Symptoms > Fatigue 

· What would you do to find this information on this website?
· Why would you go there? What do you expect to see when you click on that?
· If user uses the Symptom drop down on the homepage, then take them to task 1c
· If the user cannot find the information, tell them that they could have clicked on the symptoms dropdown box, picked a symptom from there, and then would be taken to that symptoms page which they will be shown soon. Also show them that they could have clicked on “About MS” and the information would be in there. Ask:
· Did you notice these [pointing to “About MS” navigation link and symptoms dropdown]? If not, why? If so, why didn’t you go there?
· What do you think would have made it easier for you to figure out to go to either of these places to get the information you are seeking?
Task 1a

[Participant has indicated he/she would click on the About MS link. Show the “About MS” page.]

· What is your overall impression? 

· Is this what you expected to see?

· Does this make sense to you?

· Is the information hard to read? 
· What would you do from here? Why would you go there? What do you expect to see when you click on that?

· If the user cannot find where to go, show them that they should have gone to “Symptoms”, then ask:
· Did you notice this [pointing to “Symptoms” in the left hand nav]? If not, why? If so, why didn’t you go there?
· What do you think would have made it easier to figure out to go there?
Task 1b

This is the page that would appear if you had clicked on “Symptoms”.

[Show “Symptoms” page]

· What is your overall impression? 

· Is this what you expected to see?

· Does this make sense to you?

· Is the information hard to read? 
· What would you do from here? Why would you go there? What do you expect to see when you click on that?

· If the user cannot find the information, show them where they should have gone (which is either the dropdown or scrolling down the list), then ask:
· Did you notice this [pointing at the dropdown and the list]? If not, why? If so, why didn’t you go there?
· What do you think would have made it easier to figure out to use the dropdown or to look through this list?
Task 1c

This is the page that would appear if you clicked on a symptom, chose one from a dropdown box on the previous page, or chose a symptom from the dropdown box on the homepage.

[Show “Fatigue” page]

· What is your overall impression? 

· Is this what you expected to see?

· Does this make sense to you?
· What do you think you can do on this page?
· Is the information hard to read? What if you wanted to make the text larger?
· Point at each piece of the page and ask
· What information is being displayed here?
· What interaction do you think you can have with this, if anything?
· What do you expect to happen when you interact with it?
· What would you do if you wanted to learn about a different symptom? 

· Can you return to the homepage from here?
Task 2

You’ve heard yoga is a great way to reduce stress. Are there any classes nearby that you be might be able to join?

Solution: User can go to either Get Involved > Programs & Services or Find A Chapter > “Local Chapter Name” > Programs

· What would you do to find this information on this website?
· Why would you go there? What do you expect to see when you click on that?

· If the user does not go to “Get Involved” or “Find a Chapter”, then ask:

· Did you notice this [pointing at the “Get Involved” and “Find a Chapter” link]? If not, why? If so, why didn’t you go there?

· What did you and/or do you expect to see when you click on either of them?

· What do you think would have made it easier to figure out to go there?
Task 2a

If you clicked on the Find A Chapter link, you would see a list of chapters. This is the page you would see if you clicked on one of those links. 
[Show the “Chapter Page”]

· What is your overall impression? 

· Can you tell where you are in the site?

· Is this what you expected to see?

· Does this make sense to you?
· If you were still thinking about participating in an event, what would you do?
· What else can you can do on this page?
· Is the information hard to read?

· Can you return to the homepage?

· Point at each piece of the page and ask
· What information is being displayed here?
· What interaction do you think you can have with this, if anything?
· What do you expect to happen when you interact with it?
· Point at each left hand navigation label
· What do you expect to see if you were to click on that?
· What do you expect to be in that section of the website?
Task 3

You and your doctor just discussed the possibility of using a scooter more frequently to help reduce your increasing fatigue.  Your current residence is not well-suited and you are thinking about remodeling to better accommodate this need.
Solution: (Living with MS > Adapt Your Environment)

· What would you do to find this information on this website?
· Why would you go there? What do you expect to see when you click on that?

· If the user cannot find where to go, show them that they should have gone to “Living with MS”, then ask:
· Did you notice this [pointing to “Living With MS”]? If not, why? If so, why didn’t you go there?
· What did you and/or do you expect to see when you click on it?
· What do you think would have made it easier to figure out to go there?
Task 4

You’d like to hear about other people’s experience with MS. Are there any personal stories on the MS website that might be interesting? 

Solution: (Community > Stories of MS)

· What would you do to find this information on this website?
· Why would you go there? What do you expect to see when you click on that?
· If the user cannot find where to go, show them that they should have gone to “Community”, then ask:
· Did you notice this [pointing to “Community”]? If not, why? If so, why didn’t you go there?
· What did you and/or do you expect to see when you click on it?
· What do you think would have made it easier to figure out to go there?
Task 5

You like to keep up to date on the latest research. For example, what progress has been made and have we learned about any possible new treatment. 

Solution: (Research > Research News)

· What would you do to find this information on this website?
· Why would you go there? What do you expect to see when you click on that?

· If the user cannot find where to go, show them that they should have gone to “Research”, then ask:
· Did you notice this [pointing to “Research”]? If not, why? If so, why didn’t you go there?
· What did you and/or do you expect to see when you click on it?
· What do you think would have made it easier to figure out to go there?
Task 6

This is the page that would appear if you clicked on “Research”.

[Show “Research” page]

· What is your overall impression? 

· Is this what you expected to see?

· Does this make sense to you?
· What do you think you can do on this page?
· Is the information hard to read? What if you wanted to make the text larger?
· What would you do from here? Why would you go there? What do you expect to see when you click on that?
Task 7

A friend reminded you about an upcoming MS walk she will participate in. What can you do to support her effort? 

Solution: (Get Involved > Events > Support Participants)

· What would you do to find this information on this website?
· Why would you go there? What do you expect to see when you click on that?

· If the user cannot find where to go, show them that they should have gone to “Get Involved”, then ask:
· Did you notice this [pointing to “Get Involved”? If not, why? If so, why didn’t you go there?
· What did you and/or do you expect to see when you click on it?
· What do you think would have made it easier to figure out to go there?
Task 8

You have been talking to your doctor about alternative treatments and you would like to conduct some research on your own. 

Solution: (About MS > Treatments)

· What would you do to find this information on this website?
· Why would you go there? What do you expect to see when you click on that?

· If the user cannot find where to go, show them that they should have gone to “About MS”, then ask:
· Did you notice this [pointing to “About MS”]? If not, why? If so, why didn’t you go there?
· What did you and/or do you expect to see when you click on it?
· What do you think would have made it easier to figure out to go there?
Task 9

This is the page that would appear if you clicked “About MS”

[Show “About MS” page]

· What would you do from here?

· Why would you go there? What do you expect to see when you click on that?

· If the user cannot find where to go, show them that they should have gone to “Treatments”, then ask:
· Did you notice this [pointing to “Treatments” in the left hand nav]? If not, why? If so, why didn’t you go there?
· What did you and/or do you expect to see when you click on it?
· What do you think would have made it easier to figure out to go there?
Task 10

Homepage Impressions

[Direct participant to the homepage.]

· What was the first thing you noticed about this page?
· What would you expect to find behind these links? [Interviewer will walk through each link that has not been discussed and probe for insight.]
· Can you think of other tasks you use the website for? Where would you go to accomplish them?
· [Point to primary feature.] 

· What’s going on here?

· Does this make sense on the homepage?

· What do you see first? 

· Can you interact with this? If it were working, do you think you might? 

· [Point to actionable elements in the feature.] What would happen if you clicked here?

· How often do you expect this to be updated? Do you think you might check back to see this type of content in the future? 
· [Point out any additional page parts the participant has not mentioned and probe for insights.]
Task 11

[Direct participant back to index page.] Please take a minute to look through all the pages. I’m going to step out to get your thank you gift. When I come back we’ll talk about your overall impressions  
Summary of experience – 5 minutes

· Now that you’ve explored the site a bit, what are your overall impressions?

· How easy or difficult was it to find your way around? Why?

· Do you feel like you could find your way back to information you found of interest? (If time permits, ask participant to try.)

· Sometimes one can feel “lost” on a site. Did you feel that way on this site at all? Why or why not?

· [Go back to homepage] 

· Do the labels for the navigation make sense to you? 

· What do you think is within each section? 

· Is there anything you would add or change

· As you were going through the site, did any sections strike you as odd or confusing?

· If user seemed to avoid any area of the site, probe for insights. 

· What are the three worst things about this site?

· Do you have any questions? Is there anything you’d like to add?

Thank you and close – 2 minutes 

Thank you very much for your time. [Pay participant and have him/her sign receipt. Give participant a business card. Explain that if participant has any questions or problems, he/she should feel free to contact REI.]
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