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Neatcall Usability
1. Introduction
The purpose of the application is to provide the ease and convenience of setting up an interaction involving two or more participants. The value of the application becomes apparent with higher number of participants. The interaction could be an audio, video or web conferences, chats and meetings to name a few. Currently Neatcall is in its beta version and has not yet been tested by any external users or used for commercial purposes.

Neatcall is a convenient way to initiate and schedule many different kinds of interactions via the web or the wap. Currently it takes a long time and effort to set up multi-user interactions because it involves checking calendars, synchronizing times and responding to people who prefer alternate times etc. Neatcall takes away this tedious work by managing the communications with various participants and setting up the call. All it entails is for the initiator to give time slots in the order of preference. A contact list and mode of preferred communication with each of these contacts can be set up just once. 
Since the only mode of interaction between the user and the Neatcall application is its interface, it is extremely important that they have a smooth and easy experience using it the very first time so that it ensures that they will keep coming back. The technology will be useful as long as the interface is usable in this case. The Neatcall application can be accessed from http://www.neatcall.com
User Profile

The users will have a wide range of expertise levels, from savvy to novice but more of the former. Although it is envisages that the primary users of Neatcall will be people in the workplace, there may be a small percentage of people who might use it for personal purposes to set up meetings and calls for personal purposes, for example to talk to a group of friends. 

How to Read This Review

The Neatcall application displays a variety of functionality which is very useful. This review uncovers many areas for improvement of the usability which will provide a better end-user experience. A usability review is focused on the features of the application that need improvement. The good features, such as the attractive design and graphics, and well-written text are not discussed in this review; but they should be complimented. It is important to keep in mind that if the first time user is happy, one will want to use it again. Adding certain features and functionality will enhance the experience for repeated users too. 

Page names or label names are in italics and bold is used for emphasis. There are recommended screens that have been drawn for use as a guideline. It is one design possibility only out of other design possibilities that could also satisfy the theory behind the recommendation.
Overall usability issues that effect the whole application are first addressed. Next, usability issues on a per-page basis follows. Each issue is described and is followed by a recommendation. The importance level of each issue is listed in the section’s title within 
Parenthesis, as high, medium, or low. Since Create an Event is the most important page, it is recommended that it is treated with the highest priority for considered changes.
What does a design recommendation mean? In design, one follows certain rules although there is room for creativity. The rules ensure consistency and make it easier for the user. 

The screens are drawn up for showing the recommendations and is simply one way to design that screen. It does not mean it is the only possible or only correct layout. There will be other correct ways as long as the basic principles of design are not deviated from. The basic principles are explained in the textual part of the recommendation.
2. Usability Factors in Overall Application
This section addresses issues that are a factor in the entire application.
Screen Resolution and Losing Content (High)

The issue is that the lower part of the screen is not visible to users. Users do not like to scroll. As seen in Figure (1), the Delete Event and Refresh options are not visible to users until they scroll. 

It is recommended that the page be designed for of 1024x768 which statistically is the most frequently used resolution by most users. The application needs to accommodate the 800x600 users and those who use small screen laptops, as is common these days. The page needs to have a fluid design with its contents shrinking and expanding with window size to the extent possible. That way it will not be as dependent on resolutions, monitor size, how people like to keep their windows sized, the number of tool bars they have in their browser etc. 
Current Design:
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Figure (1)

Helpful References: 

http://www.webpagemistakes.ca/most-common-screen-resolution/
http://brainstormsandraves.com/mobile/20060801.112153.shtml
http://www.useit.com/alertbox/screen_resolution.html
Company Name in SMS and Email Messages (High)
It is recommended that every SMS or email message received by participants be accompanied by the Neatcall company logo. This is in order to identify who is sending the message and ensure the trust of the person receiving it and also an effective marketing ploy.
Specifying Limitations Upfront (Medium)

To reduce errors and minimize any user frustration, it is recommended to inform the person upfront of any limitations the application has. For example, specify the maximum number of participants allowed. If one tries to invite 50 people, will the application be able to handle it? Also, specify the maximum number of time slots allowed to be made. Specify any other limitations that may affect the user.

Access to Neatcall (Low)

Currently, this issue has been tagged as of low importance because it is only the beta version and its assumed that access to the final version will be different. The current access states:
[image: image3.png]Register now to our beta platform and initiate any kind of event with your colleagues!





This is confusing because if one has already registered, it is not clear from where the application needs to be accessed. It is recommended that the sentence reads:

“Try our beta platform to begin Neatcall and set up an interaction”. 
Once the user clicks on the beta link, the login and password window is displayed. If already registered, they go ahead and log in. If they are a new user, then they go through the sign up process.



The next few sections detail the page by page usability review of the application.
3. Create Event

Current Design:
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Figure (2)

Date is misleading (High)
As seen in Figure (2) above, the date that one is seeing acts as the current date as well as the date of the intended call. However, this method of representation is confusing. The recommendation is shown in Figure (3) below.
Ordering and layout (High)
Typically as a user, I would set up the date and duration of the call in sequence, one after the other. As can be seen in Figure (2) above, based on the layout, these two related items are not aligned with each other or laid out in a way that ensures sequentiality.
Overall, it would be good to separate out call details from participant details for a more streamlined look and feel. See Figure (3) for the recommended design.
Losing Information and the Save option (High)

If the user is in the midst of creating an event, one should have the option of saving what has been done so far and being able to come back to it later. In the current design, one loses the 
information upon leaving the page. People particularly do not like to retype descriptions or re-do anything. This feature will be useful for anyone who is multi-tasking and gets interrupted. The recommendation is shown in Figure (3) below.
Functionality of Adding a Participant (High)
The method of adding a participant is extremely confusing. In the current design, here is how it works - see Figure (2): Enter a phone number with an international format or an email address in the displayed field. The result of this action is that it gets displayed in the Participants table above it. No participant name is asked for. Next, upon clicking on the Save link a box called Add a Contact comes up and it is here that other details for the participant are entered. This is completely counter-intuitive to a user’s mental model which would work as described below
Refer to Figure (3) for recommended design to add a participant. The user would think as follows – I want to add Jeff, his phone number and email address. So the user clicks on the Add a Participant link which would enable the Add a Contact box to come up. As required, the user can enter the participant’s name, phone number and/or email address, time zone, etc. and hit Save. Improvements for this box are suggested in the My Contacts page. Upon Save, the participant shows up on the List of Participants table in the Create Event page as shown in Figure (3).
Labels, Fields and Other Information to Display (Medium) 

The following recommendations are shown in Figure (3).
It is not clear why Subject has a one word restriction. Unless important, remove the “one word” clause.

Interaction should be renamed as Interaction Type for clarity.

The second drop down menu should be placed next to the first. This is because when the first drop down is opened, it covers the second. 
It is also recommended that costs be displayed alongside the options Neatcall bridge and External bridge without which the call initiator cannot make an informed decision on which to pick. This has not been shown in Figure (3) but can be displayed in the dropdown along with the choice.
Time Slot Color Options (Low)

Typical use of the color red is for errors. It is recommended that you do not use red to show the time slot selected but use green. See Figure (3).
Mouseovers (Low)
The legend does not explain what Google means at the bottom of the calendar. It means the user can synchronize with the Google Calendar. This is not apparent and hence, it is recommended that a one line explanation be displayed by mouseover.

Notification

Notify if users answered every “5 minutes, 10 minutes etc…” . It is not clear what happens here. Will the initiator receive a notification every five minutes (if 5 was selected) until the participant responds? 

Recommended design:
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Figure (3)
Other Recommendations on Functionality 

Giving Feedback to Participant (High)

If the participant does not get the slot of his preference, the application should send a message with that information and convey its regret that it could not be arranged at the convenient time and a reason if possible.

Confirmatory Message (High)

It is recommended that any messages confirming the set up of the call date and time, be accompanied by the date and time of the participant’s local time rather than just the date and time at the initiator’s end. If the participant is abroad or in a different time zone, that will be a great feature much appreciated.
Receiving a Link (Medium)

When a participant receives a message, it is a link – it would be one less step if they receive the list of time slots itself on the screen (phone or email). 

Forcing Choices (Medium)

It is recommended that the initiator give atleast 3 options and the participant required to state or pick the order of preference including not being able to make any of the time slots. Without doing this, in a scenario where the initiator gives only two choices to two participants and each of the participants pick two different ones, there is no solution given by the application other than leaving the choice to the initiator.

4. The My Events Page
Separation and Standardization of Information layout (High)
Current Design:
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Figure (4)
1. As seen above in Figure (4), the links are in no particular order and are mixed in context – My Events, My Contacts, Create Event, Send Messages. It would be cleaner to separate out links or buttons that are not closely related in tasks. For example, those related to Events need to be kept separate from those related to Contacts or other functionality. See Figure (5). General rule is to group related items together and use space to separate them from other related items for better visual clarity and for the user to understand the functionality, layout and quick use.

2. Use links like Sign Out in a standard place. Usually people tend to look for Sign out in the top right side of the page.

3. It will be clearer to separate out information pertaining to the initiator and that pertaining to other contacts. For example, Settings allows you to change your password, messaging preference, account information etc. And My Contacts will enable entering all the participant information. It will be clearer to call it My Settings instead of just Settings.
4. The Delete and the Refresh buttons get pushed down further as more events are filled. However that is not an aspect of good design. Those buttons need to be always visible. Again, refer to resolution and fluid design of pages.
5. It is not clear whether Send Messages and Mobile Phone Initiator need to be on this particular page – depends upon when and how the user decides to use these functionality.
The following design overcomes the first four of the above issues. Bolding the item, in this case, My Events, is a navigational way of easily deciphering where one is.
Recommended Design:
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Figure (5)

Notice that the Refresh and Delete buttons are now links and have been moved to the top with other menu items. You can still retain the gray background as you have in your beta version.
The same design could be applied to pages that emerge from each of the above links, such as My Contacts, My Setting, Send Messages etc.
All table headings should have an upper case starting letter (Low)
I realize this could simply be a [image: image14.png]KnowledgeWorking g



mistake but the type column needs to be ‘Type’ below.

5. My Settings

It is recommended that Settings be renamed to My Settings for consistency with the other labels and clarity. When the My Settings link is clicked, only the related items like Messaging, My Account, Change Password and Calendar Settings should be displayed prominently and imply that they are the choices under My Setting. The other items like My Events, My Contacts etc. should take a secondary, less conspicuous location. This will give the user an understanding of where one is. In the current design as seen below, there is no way of telling from which item (My Events, My Contacts etc) the choices on the left (Messaging, My Account etc) emerged. 
Current Design:
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Figure (6)

Recommended Design:
In the recommendation of Figure (7) you will notice that My Settings is dark to show it is the currently selected one and the choices relating to it. You can also repeat My Settings as a heading to those choices for clarity and consistency with the My Events page.
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Figure (7)
Inconsistency (High)

When the Send Messages frame comes up, the rest of the links like Messaging, My Account etc. are not visible on the left. This is not consistent with what happens when one of the other links are clicked.

Use the label Save on the button on pages where information is entered or updated. Using the label Submit in some places and Save in others is inconsistent.

Use the Cancel button on every page that has a Save.
Cancel Function (Medium)

Refer to the above Figure (7). A Cancel button is required. The Cancel button is also required for My Account, Change Password and Calendar Settings. Otherwise, there is no way of exiting the page if one makes no changes on the page.
Labels Close in Meaning not Function (Medium)
Refer to Figure (7) above. The links Messaging (meaning, set your preference for receiving messages) and Send Messages (meaning, send an email) seem close in meaning but have different functions. It is recommended that Messaging be changed to Receive Messages. 
Calendar Settings

Not clear what Calendar Settings functionality is. Some text or instruction explaining the same on that page will be helpful.

6. My Contacts
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Figure (8)

My Contacts Table (High)

The My Contacts table is not displaying all the information that was captured via the Add a Contact form in Figure (9). It would be useful to be able to see that information. For example, to see Country and Time Zone would perhaps be more relevant and useful for setting up a call than seeing columns like Department, Position etc. in the table above.

Creating Groups (High)
While creating a group name from the My Contacts page is easily done, I could not add a contact into the group despite trying via Contacts and via Groups. How is it done? It would be a useful function since most people would simply want to choose a group to send a message to.


Avoid Scrolling (High)

The buttons Add Contact, Delete Contact etc. get pushed down further as more events are filled. Those buttons need to be always visible. Again, refer to resolution and fluid design of pages.

The My Contacts table is populated upon making entries via Add a Contact - See Figure (9) below.

Add a Contact : Current Design
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Figure (9).
Time Zones (High)
If I choose Australia as my country, then for the time zone, it is recommended to show only Australian cities in the drop down list rather than cities of the whole world.

International Telephone Number Formats (Medium)
Not all users are familiar with international telephone number formats. A pop-up help can be provided for that where you could ask for the local number and country, city name and convert it to the right format.

Cancel Button (High)
A Cancel button is required. Otherwise, there is no way of exiting it if one makes no change in choices.

7. Conclusion
The Neatcall Application is a very useful tool for people who want to save the time and hassle of setting up a call with several people. They can use Neatcall so that it is convenient – someone who is not a secretary can do it for them! 

Since the interface is such an important aspect of this application, it is important that its usability be ensured. The usability review conducted by a Human Factors specialist helps uncover 80 to 90% of problems with the interface.

The above study revealed issues with resolution, inconsistency, standardization, separation of related and unrelated items, and the kind of issues related to look and feel. The study also uncovered many other functional improvements that can be made, features that can be introduced to make it a great product.
For any questions on the above report, please call Jyothi on +61 448926226.

8. Next Steps

· Your development group implements the recommendations. 

· KnowledgeWorking can develop a prototype which incorporates the recommendations in this report. This prototype can assist with the development of an product with improved usablity 

· Once implemented, KnowledgeWorking can provide organise Remote Usability Testing.  Remote Usability Testing is the preferred testing method when:

· Testing requires participants in widely dispersed locations.

· The test requires a large number of participants.

· There are cost and/or time restraints that limit face-to-face testing
Please contact Jeevan Joshi on +61 421 05 3870 or jeevan.joshi@knowledgeworking.com if you require any additional assistance.
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