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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 that 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. 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.

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, responsibilities, company 

· General Internet

· Where do you access the Internet?

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

· What work related tasks do you use the Internet for?

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

· About MS

· How are you involved with MS (patients, research, etc.)?

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

· When you look for information about MS, what types of things are you looking for? 
· Have you ever looked for:
· Organizations who are conducting research? 

· Research studies you might be able to contribute to or participate?

· Research that is currently being funded by NMSS?

· Money for research?
· News about research results?
· Tools used to measure MS symptoms?

· Tissue or DNA banks? 

· Research symptoms? 

Navigation 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.

NOTE: There are separate tasks for Researchers and Clinicians. The tasks for Researchers are listed first, then the Clinicians. There are also general questions that contain tasks for both Researchers and Clinicians. These are after the Clinicians’ tasks.

Researchers
Task 1

[Show user the Homepage] You have an idea for an exciting research project but need some financial support to begin. You come to The Society’s website to investigate potential funding sources. 

Solution: (For Professionals > Researchers > Get Funding)

· What would you do to find this information on this website? Why would you go there?
· If point to something would have to click on, ask: 

· What do you expect to see when you click on that?

· IF the user would click on “For Professionals” go to Task 1a
· IF the user would click on “Research” go to Task 1b
· If the user does not go to “For Professionals”, show them where they should have gone, then ask:

· Did you notice this [pointing at correct link to have gone to]? 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 here?
Task 1a

This is the page you would see if you clicked on “For Professionals”.

[Show the user the “For Professionals” 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? What do you expect to see when you click on that?

· If the user does not go to “Researchers”, show them where they should have gone, then ask:

· Did you notice this [pointing at correct link]? 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 to this page?
Task 1b

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

[Show the user the “Research” 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? What do you expect to see when you click on that?
Task 2

As you learn about the types of funding the Society provides you would like to review the specific research projects that have been funded by the Society.

Solution: (Research > Research We Fund)

· 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 did not go to “Research” show them where they should have gone, then ask:
· Did you notice this [pointing at correct link to have gone to]? 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 3

Part of your research includes the assessment of upper extremity function. Does the Society offer any ideas on how you could measure arm and hand function? 

Solution: (Research > Clinical Trials > Study Measures)

· 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 clicks “Research”, show the corresponding page. 

· If the user did not go to “Research”, show them where they should have gone, then ask:
· Why did you not go to “Research”?
· What do you think would have made it easier to figure out to go there?
Task 4

Lastly, in this activity of getting information to aid in your research and clinical trial you would like to get into contact with other organizations and fellow researchers to see if they can assist you with what you are doing.
Solution: (For Professionals > Researchers > Resources)

· What would you do to find this information on this website?
· Why did 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, then ask:
· Why did you not go to here?
· What do you think would have made it easier to figure out to go there?
· Is this information you would actually seek outside of this user testing?
Task 5

Moving onto another subject - you like to stay up-to-date with research and results from current clinical trials. 

Solution: (For Professionals landing page or 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 user would go to “Research”, show corresponding page.
· If the user does not go to “For Professionals” landing page or Research News, show them where they could have gone, then ask:
· Why did you not go here?
· What do you think would have made it easier to figure out to go there?
· Is this information you would actually seek outside of this user testing?
Task 6

Always seeking to learn more and more about MS, you are interested if there are any conferences or programs about MS that are going on that you can go to.

Solution: (For Professionals > Researchers > Events & 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 user would go to “For Professionals”, show corresponding page.
· If the user doesn’t go to “For Professionals”, tell and show them where they should have gone, then ask:
· Why did you not go here?
· What do you think would have made it easier to figure out to go there?
Skip to Homepage Impressions. 

Clinicians

Task 1

[Show user the homepage]

You would like to learn more about and get information on an MS symptom. Information such as how it affects a person, if there are other symptoms associated with this one, how does it form, how to treat it, and so forth.

Solution: (For Professionals > Health Professionals > Resources)

· 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 would click on “For Professionals”, show corresponding page.

· If the user does not go to “For Professionals”, show them where they should have gone, then ask:

· Did you notice this [pointing at correct link to have gone to]? 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 to this page?
Task 1a

This is the page you would see if you clicked on “For Professionals”

[Show the user the “For Professionals” wireframe. Explain how this is not the final design but is just to give an idea of what will appear on the 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? What do you expect to see when you click on that?
· If the user does not go to “Health Professionals”, show them where they should have gone, then ask:

· Did you notice this [pointing at correct link to have gone to]? 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 to this page?
· Take user to Task 3

Task 1b

This is the page you would go to if you clicked on “Health Professionals.”

[Show user the “Health Professionals” wireframe]

· 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? What do you expect to see when you click on that?
· If the user does not go to “Resources”, show them where they should have gone, then ask:

· Did you notice this [pointing at correct link to have gone to]? 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 to this page?
· Is this information you would actually seek outside of this user testing?
Task 2

Moving onto another subject - you like to stay up-to-date with research results from clinical trials that are going on.

Solution: For Professionals landing page or 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 user would go to Research or For Professionals, show the corresponding page.
· If the user does not go to For Professionals landing page or Research, show them where they could have gone, then ask:
· Why did you not go here?
· What do you think would have made it easier to figure out to go there?
Task 3 

Always seeking to learn more about MS and how to take care of patients, you are interested if there is any continuing education available, like class work, programs, or conferences.

Solution: For Professionals > Health Professionals > Events & 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 would click on “For Professionals”, show corresponding page.
· If the user cannot find the information, show them where they should have gone, then ask:
· Why did you not go here?
· What do you think would have made it easier to figure out to go there?
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.]
[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 – 10 minutes

· Now that you’ve interacted with the prototype a bit, what are your overall impressions?

· How easy or difficult was it to use?

· Were there specific areas that you had special difficultly with?

· What were they?

· Why was that?

· What information did you see that you feel would be desirable and helpful to have? What information did you not find helpful, if any?

· What capabilities did you find beneficial?

· What capabilities did you find to not be useful or confusing?

· Did you feel lost at any point, like you were unsure of where to go?  

· If you could change anything about this prototype, what would it be?

· If you could add or take away anything from this prototype, what would it be?

· 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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